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1 Brief description of PZU 
tƻǿǎȊŜŎƘƴȅ ½ŀƪƱŀŘ ¦ōŜȊǇƛŜŎȊŜƵ {ǇƽƱƪŀ !ƪŎȅƧƴŀ 
όάt½¦έΣ άLǎǎǳŜǊέΣ ά/ƻƳǇŀƴȅέύ ƛǎ ƻƴŜ ƻŦ ǘƘŜ ƭŀǊƎŜǎǘ 
insurance institutions of non-life insurance in Poland 
with market share of 31.2%1 and one of the largest 
insurance institutions of in Central and Eastern Europe.  

PZU stands on the forefront of PZU Group (PZU Group, 
the Group). 

The operations of PZU are focused on the 3 business 
segments: Insurance, Investments, and Healthcare 
where the Company operates via its subsidiaries. 

PZU values, goals, and aspirations 

άWe ensure peace of mind looking into the futuǊŜέ 

PZU aspiration is to gain advantage over its existing 
and potential competitors by constantly strengthening 
its market position as a result of the focus on the client 
satisfaction and loyalty.  

PZU values 

Three underlying values of PZU are the following: 
Transparency, Innovations, and Efficiency. They serve 
ŀǎ ōŀǎƛǎ ƻŦ ǘƘŜ t½¦Ωǎ ǊŜƭŀǘƛƻƴǎ ǿƛǘƘ ŎƭƛŜƴǘǎΣ 
shareholders, employees, and all interested parties.  

Transparency ς No fine print 

PZU offers to its clients products with no fine print ς 
there are no hidden charges or understated limitations 
and exclusions of liability. The terms and conditions of 
products offered by PZU are provided in a clear and 
understandable language. This helps to avoid any 
misunderstandings and make sure that the client 
knows what to expect in the process of fulfilling 
obligations by PZU.  

Innovations 

In the light of dynamically changing environment, 
growing expectations of the clients and stronger 
competition, PZU is constantly striving for improving its 
offer and internal processes. The Strategy of 
Innovation was implemented in PZU Group to ensure 
that our long-term goals for 2015 and known and 
understood by everyone in our organization.  

                                                           
1 t½¦Ωǎ ǎƘŀǊŜ ŎŀƭŎǳƭŀǘŜŘ ǘŀƪƛƴƎ ƛƴǘƻ ŀŎŎƻǳƴǘ t½¦Ωǎ ƛƴǿŀǊŘ ǊŜƛƴǎǳǊŀƴŎŜ 
towards Link4 

Our Strategy of Innovation focuses on promoting 
cultural patterns that facilitate innovation, including 
openness to change, thinking outside the box, and 
creating a space for experiments, with a strong accent 
ƻƴ ŀ άǘǊȅ ŀƴŘ ǘŜǎǘέ ƳŜǘƘƻŘ ǘƘŀǘ ŀƭƭƻǿǎ ŦƻǊ ƴŜǿ 
operating methods, and ς as a result ς new proposals 
for our clients. We follow the Strategy i.a. by recruiting 
right personnel who do their best to challenge existing 
patterns of behavior and old processes, while working 
on achieving long-term business goals. At the same 
time, a process of evaluating innovative processes was 
put in place. The assessment is carried out by means of 
introducing measures, such as the number of 
innovations in total volume of presented ideas, or the 
number of innovations realized versus the total 
number of innovations, the value of savings and 
additional income gained as the result of implementing 
innovative solutions.
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Innovative products set new market standards. Since 
2015, several PZU branches provide customer service 
in sign language. In 2014, PZU was the first insurance 
company to introduce direct claims handling process. 
While using PZU services, the clients can take 
advantage of a modern fleet that consists of 300 
replacement hybrid vehicles. By promoting ecological 
solutions in the claims handling process, PZU offers to 
its clients an option to receive and keep a free bike 
instead of using a replacement car. With our corporate 
clients in mind, PZU Lab was established which helps 
the clients improve their risk management processes 
and enables them to decrease a possibility that the 
events covered by the insurance policy will take place, 
ǿƘƛŎƘ ƛƴ ǘǳǊƴ ƭƻǿŜǊǎ ǘƘŜ ǇƻƭƛŎȅΩǎ ǇǊƛŎŜΦ PZU serves as a 
άƳŀǊƪŜǘ ǿŀǘŎƘŘƻƎέ ŀƴŘ ǘƘŜ ǎǘŀǘŜ-of-the-art products it 
offers set exceptionally high standards in the field of 
client relations.  

Efficiency 

Operational efficiency is an indispensable condition for 
building a competitive market offer, as well as fulfilling 
PZU obligations towards its shareholders, employees, 
suppliers, and other business partners. One of the key 
projects that aim at increasing operational efficiency is 
the Everest platform ς a system that has been 
implemented since 2014 in non-life insurance. High 
operational efficiency, along with the wide scope of 
business, enable PZU to achieve cost efficiency at the 
level which is inaccessible to other market participants. 
By combining exceptional cost efficiency with 
ƛƴƴƻǾŀǘƛǾŜ ƻŦŦŜǊΣ t½¦ ǎŜǊǾŜǎ ŀǎ ŀ άƳŀǊƪŜǘ ǿŀǘŎƘŘƻƎέ ς 
an industry leader that ensures high standards of the 
market offer. 

 

 

Clients 

Almost 16 milions clients in Poland use products and 
ǎŜǊǾƛŎŜǎ ƻŦ t½¦ όŀƴŘ t½¦ ÀȅŎƛŜύ. The 2015 surveys 
showed that the satisfaction level among PZU clients 
who benefited from claims handling by PZU or received 
payment of benŜŦƛǘǎ ŦǊƻƳ t½¦ ÀȅŎƛŜ ǿƛǘƘƛƴ ǘƘŜ ƭŀǎǘ мн 
months was 7 p.p. higher than that of the competition. 
The Net Promoter Score (NPS) among the clients of 
t½¦ όŀƴŘ t½¦ ÀȅŎƛŜύ ǿŀǎ мм҈2.  

PZU is consequently trying to stay close to its current 
and potential clients ς to their needs, ambitions, and 
aspirations. All undertaken activities ς from insurance 
product concepts, through customer communication 
channels, to the activity in scope of Social Business 
wŜǎǇƻƴǎƛōƛƭƛǘȅΣ ŀǊŜ ŘŜǎƛƎƴŜŘ ǘƻ ŀŘŀǇǘ t½¦Ωǎ ƻŦŦŜǊ ǘƻ 
demands of its clients as closely as possible. PZU aims 
to address demands as best as it can at every level of 
mutual relations ς from the choice of insurance 
products, through preferred communication and sales 
channels, to issues associated with claims handling and 
benefits payments. 

                                                           
2 Monthly survey carried out by GFK Polonia at the request of PZU. 
Presented data constitute an accumulated result of monthly assessments 
from January to December 2015  
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PZU applies Big Data tools and methods in its activity 
to support segmentation and profiling of the clients 
(both individual and corporate), identification of 
factors contributing to client resignations, or improved 
handling of customer demands through application of 
prediction models.  

Product Offer 

t½¦Ωǎ ƻŦŦŜǊ ƛǎ ǘƘŜ most extensive insurance offer on the 
Polish market. It covers over 200 types of insurance 
products addressed to all Customer Segments. 

Sales and customer service channels 

!ƴ ƛƳǇƻǊǘŀƴǘ ŜƭŜƳŜƴǘ ƻŦ ǘƘŜ t½¦Ωǎ ƻŦŦŜǊ ƛǎ ǘƘŜ ōƛƎƎŜǎǘ 
network of own branches and other options for 
communication between the clients and PZU on Polish 
market. Besides 414 own branches, PZU offers over 
6,500 exclusive agents, over 3,100 multiagencies, 
almost 1,000 insurance brokers, direct channels 
(internet, call centre), and a sales network of 8 partner 
banks and 6 other strategic partners.  

Value for shareholders 

PZU has been quoted on the Warsaw Stock Exchange 
since 2010. ¢ƘŜ ǾŀƭǳŜ ƻŦ t½¦Ωǎ ŦƛǊǎǘ ǇǳōƭƛŎ ƻŦŦŜǊ όLthύ 
PZU was almost PLN 8.1 billion. It was the biggest IPO 
in the history of the Polish capital market, the biggest 
offer in Central and Eastern Europe from the beginning 
of the economic transformation, and the biggest IPO in 
all of Europe since 2007.  

The key shareholder of PZU is still the Ministry of the 
State Treasury, which represents 34.4% of the share 
capital. The remaining shareholders are both Polish 
and foreign institutional investors (various investment 
and pension funds) and an extensive group of 
individual investors (in IPO alone, PZU shares were 
acquired by over 250 thousand individual investors). 

The main ratio serving to measure the effectiveness of 
ǘƘŜ DǊƻǳǇΩǎ ǾŀƭǳŜ ōǳƛƭŘƛƴƎ ǳǎŜŘ ƛƴ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ǿƛǘƘ 
the capital market is TSR (Total Shareholder Return). 
Due to the care for generation of high free cash flows, 

the Group pays high annual dividends, which compose 
a considerable TSR component, according to the 
preferences of its shareholders. 

 
*as per the Current Report 3/2016 

In 2015, PZU paid almost PLN 2.6 billion as dividend for 
the dividend rate of 8.8% (calculated from the share 
price at the end of 2015, i.e. PLN 34.0 ς before stock 
split). Since its IPO, PZU has already paid out nearly 
PLN 15 billion in dividends, while the total 
shareholders return (TSR) from investment in PZU 
shares amounted to 64.2%. 

Strong capital position 

PZU holds exceptionally high capital security ratios in 
comparison to other insurance groups. And so, in 
accordance with the regulations of Solvency I, PZU held 
a 550.4% ratio of solvency margin coverage with own 
funds at the end of 2015.  

As of 1 January 2016, the Act on Insurance and 
Reinsurance Activity of 11 September 2015 introduced 
new capital requirements ς Solvency II ς into the Polish 
legal systems. In accordance with the new act, 
calculation of the capital requirement is based on the 
following risks: market, underwriting (insurance), 
counterparty insolvency, catastrophe, and operating. 
PZU has not published the result concerning the 
solvency margin pursuant to Solvency II as per units. As 
per the estimates at the end of the third quarter of 

State 
Treasury 
34.4% 

Other 
59.9% 

Aviva OFE 
5.7% 

PZU shareholding structure as at  
na 31.12.2015*  

KPI 2015 2014 2013 2012 2011 

ROE 18.2% 21.4% 39.7% 20.5% 21.8% 

Combined ratio (COR) 93.2% 94.7% 87.3% 92.3% 94.9% 

Dividend yield* 8.8% 7.0% 11.1% 5.1% 8.4% 

* Advance dividend calculated in the payment year 



 

MANAGEMENTôS REPORT FOR POWSZECHNY ZAKĞAD UBEZPIECZEő SPčĞKA AKCYJNA FOR THE YEAR 2015 

9 

2015, the solvency ratio (calculated according to the 
Solvency II standard formula) for PZU Group was 
assessed at a level of 296.1%3. Ratios as high as these 
place PZU Group among insurance groups with top 
capital strength. 

 

Since 2009, PZU is subject to regular ratings by 
{ǘŀƴŘŀǊŘ ϧ tƻƻǊΩǎΦ On 21 January 2016, Standard & 
tƻƻǊϥǎ ǊŀǘƛƴƎ ƻŦ t½¦ ǿŀǎ ƭƻǿŜǊŜŘ ŦǊƻƳ ! ǘƻ ά!-ά ǿƛǘƘ 
negative rating outlook. The decision to lower the 
ǊŀǘƛƴƎ ƻŦ t½¦ ǊŜǎǳƭǘŜŘ ŦǊƻƳ ǘƘŜ ƭƻǿŜǊƛƴƎ ƻŦ tƻƭŀƴŘΩǎ 
ratinƎ ŦǊƻƳ ά!-έ ǘƻ ά...Ҍέ ǿƛǘƘ άƴŜƎŀǘƛǾŜέ ƻǳǘƭƻƻƪ ƻƴŜ 
week before and had no association with the situation 
of the company, the activity of which presents a very 
high capitalization and security level. According to the 
ǊŀǘƛƴƎ ƳŜǘƘƻŘƻƭƻƎȅΣ t½¦Ωǎ ǊŀǘƛƴƎ Ŏŀƴ ƻƴƭȅ be one 
grade above that of its country, therefore the 
maximum possible S&P rating for PZU is "A -". 

                                                           
3 

Data not subject to audit  
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815,3 

697,7 

585,9 
550,4 

2011 2012 2013 2014 2015

Solvency as per Solvency I (in %)  
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PZU TSR ς total shareholder return, includes the dividend paid by PZU 

 

Main financial data of PZU for 2011ς2015 (PLN milion) 

Data from the profit and loss statement  2015 2014 2013 2012 2011 

Gross written premiums 8,858 8,262 8,274 8,453 8,247 

Net earned premiums 7,898 7,903 8,108 8,277 7,906 

Net claims and benefits  5,037 5,231 5,047 5,473 5,387 

Acquisition expenses, including reinsurance 
commission 

1,571 1,523 1,367 1,495 1,485 

Administrative expenses  754 729 663 676 634 

Technical result  636 564 1,062 640 332 

Net investment income  2,024 2,568 4,633 2,473 2,844 

Gross profit (loss) 2,476 2,855 5,391 2,924 2,742 

Net profit (loss)  2,249 2,637 5,106 2,581 2,582 

Total assets 36,358 34,630 30,137 29,913 27,398 

Financial assets  32,356 31,031 27,609 27,591 24,883 

Equity  12,379 12,329 12,260 13,453 11,745 

Technical provisions  17,540 16,861 15,913 14,933 13,895 

 

  

70,0

120,0

170,0

220,0

WIG PZU TSR PZU stoxx europe 600 insurance

PZU share prices since its IPO on WSE (12.05.2010=100) until 31.12.2015 

 

 

86.2% of shareholders return is 
from dividends, (increasingly PLN 

17.30 /share) 

13.8% of shareholders return is 
from increased exchange rate, 
PLN 2.77 /share 

287 points  

PLN 34.02  

46 467 points  41 897 points  

28-12-2012 30-12-2011 30-12-2013 30-12-2014 30-12-2015 12-05-2010 

PLN 51.32  
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The most important events in 2015 

Non-life insurance 

Gross written premium at PLN 8,858.0 million, a 7.2% raise in relation to 2014. Growth of premium in motor insurance resulting 
from inward reinsurance agreements concluded with newly acquired subsidiaries. 

Leader on the Polish non-life insurance market with share of 31.2%4 (after 3 quarters of 2015). 

Market leader with a share of 35.6%4 on the motor insurance market (after 3 quarters of 2015). 

Infrastructure 

Completed stage I of implementing the new Everest IT system for non-life insurance policies. Providing the system to almost 19 
thousand target users. 

Launch of direct claims handling for PIU settlements. 

Creation of own fleet of replacement cars used for claims handling purposes composed of 300 hybrid vehicles. 

Human resources 
management 

Average annual employment of approximately 7.8 thousand employees calculated as FTEs.  

9ƳǇƭƻȅƳŜƴǘ ǊŜǎǘǊǳŎǘǳǊƛƴƎ ƛƴ t½¦ ŀƴŘ t½¦ ÀȅŎƛŜΦ 

VI place in the Employer of the Year ranking organized by AIESEC. 

Implementation of the Innovation Strategy ς promotion of pro-innovation cultural models. 

Extensive training and development program for employees - SmartUp, TalentUp, MBA. 

Financial results and 
safety of operations 

bŜǘ ǇǊƻŦƛǘ ŀǘ t[b нΣнпуΦр ƳƛƭƭƛƻƴΣ ƛΦŜΦ мпΦт҈ ƭƻǿŜǊ ǘƘŀƴ ƛƴ нлмпΣ Ƴŀƛƴƭȅ ŘǳŜ ǘƻ ǘƘŜ ƭƻǿŜǊ ŘƛǾƛŘŜƴŘ ŦǊƻƳ t½¦ ÀȅŎƛŜΦ  

Return on equity 18.2% ς a decline of 3.2 p.p. compared with 2014. 

Dividend payment from PZU profit in 2014 PLN 2,590.6 million. 

Maintenance of solvency ratios which are higher than the average for the sector. 

                                                           
4 PZUôs share calculated taking into account PZUôs inward reinsurance towards Link4 
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2 The external environment in 2015 
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2.1 Main trends in the Polish economy 

Gross Domestic Product 

The real GDP growth in Poland in 2015 reached 3.6%, 
compared with 3.3% year-on-year. The quarterly GDP 
growth pace remained at the level of 3.3%ς3.9% year-
on-year. 

Domestic demand continued to be the key factor 
contributing to the economic growth, even though it 
grew less rapidly than in 2014 (3.3% vs. 4.9%). 
Improved situation on the labor market, as well as 
relatively stable real remuneration growth accelerated 
the dynamics of household consumption to 3.1%, 
compared with 2.6% in 2014. Savings increased as well. 
The pace of household consumption growth was 
exceptionally stable in 2015. The public consumption 
growth slightly decreased and reached 3.5% versus 
4.9% in 2014. In 2015, growth of investments in 
tangible assets was lower than in the previous year ς 
approximately 6.1% compared with 9.8%. Good 
financial condition of enterprises along with steady 
economic growth, relatively stable capacity utilization 
level, high availability and low cost of credit jointly 
created favorable conditions for investment 
development. On the other hand, uncertain forecasts 
on demand and increased volatility on financial 
markets induced the companies to remain prudent. At 
the same time, weakened public investment dynamics 
may have resulted from entering in a transitory period 
between two European Union financial perspectives, 
i.e. for the years 2007ς2013 and the years 2014ς2020. 
Unlike in 2014, the change in inventories adversely 
affected domestic demand and GDP dynamics in 2015. 

In 2015, export grew slightly more dynamically than 
import. As a result, the impact of net export on GDP 
growth in 2015 was only slightly positive (0.4 p.p.), 
whereas in 2014 the net export decreased the real GDP 
growth by 1.5 p.p. 

 

The labor market and consumption 

Favorable tendencies were observable on the labor 
market in 2015. The recorded unemployment rate 
systematically dropped to reach the lowest level since 
the end of 2008 (9.8% in December compared with 
11.4% at the end of 2014.) In 2015, the average 
monthly employment in the enterprise sector grew by 
nearly 77 thousand people and its annual dynamics 
reached 1.4% year-on-year in December 2015 
compared with 1.1% year-on-year at the end of 2014.  

In the light of deflation, the pressure on salary 
increases remained limited. The average monthly 
remuneration in the enterprise sector grew in 2015 by 
3.2%, that is the same as the year before. However, 
due to the dropping consumer price index (CPI), the 
real salary increase was the highest since 2008. With 
consideration of the price changes, the average 
monthly remuneration in the enterprise sector was 
4.2% in 2015 in comparison to 3.2% the year before. 
Similarly to 2014, remuneration in the enterprise sector 
in 2015 grew faster than in the state-budget units. The 
average monthly real dynamics of the remuneration 
fund in this sector in 2015 was on average 5.6% year-
on-year and was the biggest in 7 years. The real growth 
of disposable gross remuneration was also considerably 
larger than in 2014. The consumer financial condition 
indicators also systematically improved. The consumer 
sentiment index prepared by the Polish Statistical 
Office (GUS) was the highest since 2008. 

The improving financial situation of households and 
more favorable labor market contributed to a growing 
consumption and savings of households. The individual 




