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Letter from the CEO

Ladies and Gentlemen,

For over 200 years PZU has been com-
mitted to securing the future of Poles.
In the minds of our customers, our
name is indelibly linked to insurance,
and we remain a leader in this sector.

It is central to us.

2010 was a breakthrough year for the com-
pany and saw the opening of a new chapter
in our history. We became a public compa-
ny, and we are now listed on the Warsaw
Stock Exchange. This was not only the big-
gest launch in the history of the Warsaw
Stock Exchange, but also for the stock
markets of Central and Eastern Europe
since the beginning of the political chang-
es in Europe in 2007. This shows the scale
of the PZU Group.

Our size and our 200-year history is a
source of pride, but it is also a huge ob-
ligation and responsibility. We participate
in the life of Poles, guaranteeing insur-
ance coverage for their lives and proper-
ty, and we take care of their pensions. We
are the direct and indirect employer of a
great many people. We are not only a pub-
licly traded company, but also a significant
investor, who invests capital and provides
funds to entrepreneurs. One cannot ignore
the crucial role played by insurance to a
modern economy, stabilizing it and protect-
ing it against turbulence, and providing op-
portunity for growth. It is difficult to imagine
a functioning economic system, without in-
surance, and without the possibility of risk
assurance. Had it not been for the support
we provide, many visionary entrepreneurs
would not have taken the risk of founding
their enterprises.
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Change brings new possibilities, but al-
so new threats. Extreme weather events
that stem from climate change are unfor-
tunately becoming more frequent. Floods,
blizzards, droughts, tornadoes can destroy
the achievements of a lifetime. We try to be
there for the victims of these disasters and
provide them with support. Last year alone,
we paid out about 600 million PLN in com-
pensation to the victims of flood damage.

We have been present on the market for
many years and many generations of
Poles have tied their lives to the PZU. This
has taught our organization to look far in-
to the future. We offer our expertise in risk
assessment, insurance and financial edu-
cation. In the long run, it benefits everyone.

We have opened a new chapter in our his-
tory, that of being a listed company, and we
want to think about our development as we
have always done: from a bigger perspec-
tive. That is the reason why we are pub-
lishing the first report that summarizes our
social and environmental results the same
year as our first annual stock exchange re-
port. It is a conscious decision aimed at
ensuring long-term, sustainable growth for
PZU SA.

Yours Sincerely,

Andrzej Klesyk,
CEO of PZU
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Activities and Market Position of PZU SA*

PZU SA? offers a wide range of insur-
ance products for property and casualty
insurance, including motor insurance,
property, cars, agricultural and other
third party insurance. The company of-
fers more than 200 insurance products
for eighteen insurance groups. Most of
the insurance products offered by PZU
are standardized products for individu-
al and business customers but PZU al-
so offers products addressed to large
corporations.

PZU SA, whose history dates back to the
early nineteenth century, is unquestiona-
bly the leader in the insurance market in
Poland. According to the Polish Financial
Supervision Authority (PFSA), PZU’s mar-
ket share stood at 34.2% at the end of
2010, and this was over three times larg-
er than the share of the second biggest
market player. The company, which initi-
ated the development of insurance market
in Poland, for 200 years has had the ob-
ligation (due to its leadership position) to
support the development of the insurance
market.

The basic financial volumes illustrate the size of the company?

Unit of 2009 2010 | Change (%)
measurement
Gross insurance written in thousands 7,791,169 7,783,936 -0.1%
premiums PLN
Technical result of in thousands 166,308 (252,014)
property and casualty PLN
insurance
Net profit in thousands 2,510,379 3,516,709 40.1%
PLN
Total assets in thousands | 28,936,978 | 26,213,094 -9.4%
PLN
Total equity in thousands | 10,411,542 | 11,902,186 14.3%
PLN
Number of employees permanent 11,469 10,560 -7.9%
jobs

1. The information contained in this section is secondary to the corresponding information in the document ,Report on the activities
of General Insurance Company in 2010” and ,,Annual Report 2010”. The above mentioned documents are available at www.pzu.pl

2. Full name of the company: Powszechny Zaktad Ubezpieczen Spétka Akcyjna

3. Depending on the type, the data is for the period from 1 January to 31 December or on 31 December of that year
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The generated economic value is also un-
deniable. In the last year, it was over 12 bil-
lion PLN, with over 2.4 billion PLN returned
to the public in the form of various types of
payments:

The economic value generated in 2010
Direct economic value generated (all values in thousands PLN)

Revenues | 12,095,721
Divided economic value

Operating costs 171,723

Salaries and employee benefits 357,406

Payments to investors 1,751,160

Payments to state 125,938

Investments in communities 5,538
Retained economic value

Retained economic value (calculated as the economic value 9,683,956

generated less the divided economic value)

What best illustrates the scale and posi-
tion of PZU is the fact that the public is-
sue of PZU shares in 2010, was the largest
one in Central Europe since the beginning
of the political transformation and the larg-
est in Europe since 2007. Its market posi-
tion is also confirmed by holding the eighth
place on the “500 List” of the largest com-
panies in Central and Eastern Europe,
published by Rzeczpospolita newspaper.
The PZU brand itself, one of the oldest and
most recognizable brands in Poland, was
awarded a gold emblem by the European
Trusted Brands.
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The Structure of the PZU Group (Simplified)

At the same time the company PZU SA,
based in Warsaw is the parent company
of the PZU Group and directly or indirect-
ly controls a number of companies whose
business involves offering services in other
markets, both in terms of products as well
as different countries (Lithuania, Ukraine).
During the period covered in the report,
there were no significant changes in the
structure of the Group. Currently, these
companies are not included in the social
reporting process.

The most important of some 30 entities in
the PZU Group are shown in the diagram
(Figure 1).
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Figure 1:

PZU SA

Warsaw,

PZU SA - 100%)
(life insurance)

PTE PZU SA
(Warsaw,
PZU SA - 100%)
(life insurance)

TFI PZU SA
(Warsaw,
PZU SA - 100%)
(management of
investment funds)

PZU Assets

Management SA

(Warsaw,

PZU SA - 49.9980%,
PZU SA - 50.0020%)
(manages certain portfolios
assets of the PZU Group

companies)

PZU Pomoc SA
(Warsaw, PZU SA - 100%)
(help provided to customers
within assistance,
management of
loyalty programs)

POLAND

PZU SA - 100%)

PZU SA

(Warsaw)

(property
and casualty
insurance)

LITHUANIA

UAB DK
PZU Lietuva
(Vilnius,

PZU SA - 99.7648%)
(property and
casualty
insurance)

UAB PZU
Lietuva Gyvybés
Draudimas
(Vilnius,

PZU SA - 99.3379%)
(life insurance)

PZU Centrum

Operacji SA
(Warsaw,
PZU SA - 100%)

(activities supporting

insurance and
pension funds)
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PrJSC IC

PZU Ukraine
(Kiev, PZU SA - 99.9996,
PZU SA - 0.00025%
CO PZU SA - 0.00012%)
(property and
casualty insurance)

PrJSC IC
PZU Ukraine Life
(Kiev, PZU SA - 72.7242,
PZU SA - 0.0030%,
PZU Ukraine - 27.2727%)
(life insurance)
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It is no coincidence that a separate part
of the social report has been dedicated
o the aspects of the capital market and
investing and financing business ac-
by the market.

plays a special role in this market
it is:

the largest publicly listed

nies,

the most significant investors
arket that provides funding to
entities by providing its capital.

The IPO, which took place in 2010, was
a key event for the company and helped
open up a completely new chapter in its
history.

Operating in both dimensions of the cap-
ital market is associated with a particular
responsibility. Its various aspects are pre-
sented below.

\SRUPE LY ]

The Capital Market and Insurance Liability

Stock Market Debut

Over the past few years, the media has
fed on information about disputes between
the shareholders of PZU SA. This situa-
tion was not good for the long-term devel-
opment of the company and did not have
a positive effect on the company’s im-
age. In October 2009, an Agreement of
Settlement and Divestments (Agreement)
was reached between the State Treasury,
Eureko B.V. PZU and Kappa SA, which
subject was an amicable settlement of dis-
putes connected with Eureko B.V. and the
State Treasury in PZU. One of the condi-
tions of the Agreement required the parties
to immediately prepare the public offer-
ing of PZU (IPO). Thus, it was possible to
break the vicious circle, which enabled the
PZU SA to open a new chapter in the his-
tory the insurance company.

On 13 April 2010, the PFSA has approved
the prospectus of PZU, which was pub-
lished on 16 April 2010.

On 12 May 2010, PZU debuted on the
Warsaw Stock Exchange. This was the
largest IPO in history, not only of the Polish
Stock Exchange, but also it was the big-
gest IPO in Central Europe since the be-
ginning of transition. The company’s
shares are traded on the primary market
on the continuous trading system. Since 17
May 2010, the shares have been included
on the WIG20 index. The debut put an end
to a 10-year-long conflict between PZU’s
two largest shareholders: Polish State
Treasury and the Dutch Eureko B.V. Over
the course of the preparation for the IPO
the value of PZU increased by 11.7%.

Corporate Social Responsibility Report PZU SA for 2010
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Due to the settlement agreement between
the shareholders, which resulted in PZU
SA's debut on the stock exchange, the
ownership structure has changed signifi-

cantly as follows:

Shareholding 31.12.2009 31.12.2010

Number of shares % of shares | Number of shares % of shares
State 43,338,098 50.1875% 39,020,483 45.1875%
Treasury
Eureko B.V. 19,856,968 22.9953% - -
Kappa SA 12,866,492 14.9000% - -
Other 10,290,742 11.9172% 47,331,817 54.8125%
shareholders
Total 86,352,300 100.00% 86,352,300 100.00%

Best IPO in Eastern Europe in 2010.

The company East Capital has grant-
ed awards since 2004 to companies from
Eastern Europe. It recognized PZU’s IPO
as the best debut in Eastern Europe in
2010. The Gala was held on 10 November

2010

East Capital is an independent asset man-
agement company. It specializes in Eastern
European markets. Founded in 1997, East
Capital manages capital worth 4.6 billion

Euros.

Corporate Social Responsibility Report PZU SA for 2010
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Communication with Shareholders

Although the debut of PZU SA took
place relatively recently, the company
has many years of experience in dealing
with numerous and fragmented share-
holding structure. The loan for the ac-
guisition of shares of PZU SA from the
Treasury in 2000-2001 was signhed by
about 20,000 eligible employees of the
Company. The number of shareholders
of PZU SA over the years gradually di-
minished, but even before the IPO there
were more than 7,000 shareholders.

\SRUPE LY ]

Every day there are incoming e-mails, let-
ters and telephone inquiries concerning
mainly: the principles of operation of PZU
SA on the stock exchange, dividend pol-
icy of a public company, the rules of par-
ticipation in general meetings, the dates of
general meetings and related documenta-
tion, and the dates of periodical reports.
Our staff provides complete answers to all
these inquiries.

PZU SA investors can be divided into
three groups. The first group is individu-
al investors. The company communicates
with them through the press, Associations
of Individual Investors and participation
in conferences organized for the group.
The second group is domestic institution-
al investors, including the majority of pen-
sion funds. Communication with them is
primarily through direct meetings. This is
easy because, like PZU SA, the funds are
based in Warsaw. The third group is institu-
tional investors from all over the world who
manage large portfolios. The Management
Board of PZU SA seeks to be in regular
contact with this group and this sometimes
proves to be a major challenge for the
Board. To enable such investors to contact
the company, numerous meetings and tel-
econferences with the Management Board
of PZU SA are organized.

Corporate Social Responsibility Report PZU SA for 2010



Corporate Social Responsibility Report PZU SA for 2010

In addition to the day-to-day replies to
any questions by phone, e-mail and let-
ter, PZU SA includes the information and
documents specified by law, on its website.
Some information is also transmitted via
an internal newsletter (some of the share-
holders are current employees of the PZU
Group).

In addition, sessions of the General
Assembly of the Company are broadcast-
ed on the Internet in Polish and English.
They are then posted on the website of
PZU SA.

Since its debut, PZU has also organized
conferences for analysts and investors
dedicated to the presentation and discus-
sion of interim results by the Management
Board of PZU. To give investors equal ac-
cess to information, there are also broad-
cast in two language versions on the
Internet (webcast). Recordings can be
viewed on the company website.

In addition, the Management Board of
PZU SA participates in road shows, dur-
ing which they meet with investors at home
and abroad, in Europe and the USA, adapt-
ing to their needs and visiting their premis-
es. PZU SA also participates in numerous
national and international investor confer-
ences organized by the largest banks.

\SRUPE LY ]
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Governance and Management

The IPO, and the development into a pub-
lic company, brought new challenges for
PZU SA, including those related to cor-
porate governance. Since the issuing of
shares to the public, the trading company
strives to provide all shareholders with ac-
cess to information and respect their rights
regardless of the amount of shares owned
by them. We strive to ensure full transpar-
ency in our operations and proceedings
in accordance with business ethics. This
is reflected in PZU SA joining the ,Best
Practices of WSE Listed Companies”.

PZU reported non compliance with “Best
Practices of WSE Listed Companies”, in
special notices published in the first half
of 2010. They concerned the content of
the enterprise, the operation of the web-
site in English and presentation by the
Management Board of the evaluation of its
work to the General Assembly.

From 1 July 2010, arevised ,Best Practices
of WSE Listed Companies” came into
force. PZU complied with all the corporate
governance rules from the best practices
but for two recommendations. The recom-
mendation on the balanced participation of
women and men in the bodies of the com-
pany came into force during the term of
both the Board and the Supervisory Board
and so was not taken into account when
appointing board members. The selection
criterion was based on the competence of
these people, not their gender. Secondly,
at the end of 2010, the remuneration policy
for members of the managing and super-
visory bodies did not contain all the ele-
ments identified by the Stock Exchange.
The Company has not presented a state-
ment disclosing the remuneration policy
on the corporate website*. The Board and
General Assembly will make the decisions
on this matter.

4. Remuneration of persons holding key positions in PZU SA is
published and can be found in the ,Report on the activities of
Powszechny Zaktad Ubezpieczen Spotka Akcyjna in 20107, p. 41
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In addition to the ,Best Practices of WSE
Listed Companies” the Board also ap-
plies the principles of ethical behaviour
and social responsibility described in oth-
er documents;

* Principles of Good Practice

of Insurance

adopted on 8 June 2009 by the General
Assembly of the Polish Chamber of
Insurance, a gathering of insurance com-
panies operating on the Polish market. The
rules specify how insurers shall conduct
business relations with  customers, bro-
kers, insurers, the PFSA and the Insurance
Commissioner and the media. They also,
regulate the relationship between the in-
surers themselves, as well as the activities
of insurance companies acting as partici-
pants in public trading.

* Best Practices in PZU

This document highlights the role of ethical
values in all aspects of the functioning of
PZU. It describes good business practices
in the company. It disseminates and pro-
motes a culture of compliance with the ap-
plicable laws, and making decisions based
on ethical criteria and taking responsibility
for decisions.

\SRUPE LY ]
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Bodies of the Company

According to Polish regulations, the most
important bodies of the company are:

* The General Assembly

» The Supervisory Board

* The Management Board

A detailed description of these bodies’
functions has not been included in this re-
port because the role of the bodies is strict-
ly defined by law and has been discussed
in'the Management Report®, which is avail-
able on the PZU website.

However, in the interests of shareholders
and management principles of transpar-
ency, it is worth emphasizing that among
others, the shareholder or sharehold-
ers representing at least one twentieth
of the share capital may, before the date
of the General Assembly propose to the
Company draft resolutions to be put on the
agenda of the General Assembly or mat-
ters that are to be placed on the agenda.
The Company shall immediately publish
the draft resolutions on the website. Each
shareholder of the Company may propose
draft resolutions concerning matters on
the agenda during the General Assembly.
Each shareholder has the right to review
the list of shareholders entitled to attend
the Annual General Meeting. A sharehold-
er may also require the Board to provide in-
formation about issues of interest.

Corporate Social Responsibility Report PZU SA for 2010

The Supervisory Board is composed of
seven to nine members. The number of
members of the Supervisory Board is
established by the General Assembly.
Supervisory Board members are appoint-
ed by the General Assembly for the joint
term of three full financial years. In addition,
at least one member of the Supervisory
Board should meet the criteria of autono-
my (this condition is met). Due to the in-
troduction of changes in ownership that
stemmed from the IPO, the composition of
the supervisory body underwent a number
of changes during that year. By the end of
2010, two women held the two key roles
of the CEO and Secretary of the Board.
The term of the current Supervisory Board
formally expired in mid-December 2010
but their mandates remain valid until the
General Meeting of Shareholders.

The Supervisory Board shall appoint com-
mittees from among its members of the
Supervisory Board. The existence of some
of these committees was determined in
the Statute. This applies to a committee for
the IPO, the audit committee and the nom-
ination committee and the remuneration
committee. Additionally, in order to prop-
erly perform its supervisory duties, the
Supervisory Board may form other stand-
ing committees such as an advisory and
consultative committee. These bodies may
be appointed by independent experts.

5.”Report on the activities of Powszechny Zaktad Ubezpieczen
Spétka Akcyjna in 2010”

Corporate Social Responsibility Report PZU SA for 2010
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In 2010, there were the following com-
mittees operating within the Supervisory
Board:

 Committee for the IPO

This temporary Committee operated un-
til the Company’s shares were traded on
the market on 7 May 2010. The task of the
IPO committee was to monitor the activi-
ties of the Board in relation to conducting
the Initial Public Offer and present to the
Supervisory Board opinions on matters re-
lated to the process of the IPO.

* The audit committee

It is an advisory and consultative body to
the Board and is appointed in order to in-
crease the efficiency of the supervisory
task of testing the correctness of finan-
cial reporting, the internal control system,
including the internal audit and risk man-
agement system. The committee includes
a Supervisory Board member who meets
the criteria of autonomy.

* Appointment and

Remuneration Committee

It advises and issues opinions in shaping
the actions of the management structure,
including the organizational reward system
and the selection of staff with the appropri-
ate qualifications.

» Strategy Committee

The purpose of the strategy committee is
to provide opinions on all strategic docu-
ments submitted to the Supervisory Board
by the Management Board and to provide
the Supervisory Board with recommenda-
tions on the significant impact on the as-
sets of the proposed investments.

The Board responsible for the daily man-
agement of the company is comprised of
three to seven members, who are appoint-
ed for the joint term of three full financial
years. The composition of the Board un-
derwent changes during the year. At the
end of 2010, it included: Andrzej Klesyk
(CEOQO), Witold Jaworski (Board Member),
Przemyslaw Dabrowski (Board Member).

Corporate Social Responsibility Report PZU SA for 2010

\SRUPE LY ]



Corporate Social Responsibility Report PZU SA for 2010

Financial Credibility

PZU SA is regularly assessed by the
rating agencies. The rating given PZU
is the assessment resulting from the
analysis of the company'’s financial da-
ta, competitive position, management
and corporate strategy. It also includes
a credit rating perspective (called
Outlook), an evaluation of the compa-
ny’s future prospects based on certain
circumstances.

Uwazaj na oszusta
podajgcego sie za krewnego!

Z mysla A
o bezpieczefistwie 3 ;

Nie daj szansy zlodziejowi!

Pamigtaj, okazja czyni ziodziejal
Jesli cheesz uniknas wiamania do samochadu
zwze pojrdu:

Hitm mog baieieayt o
£ myslg H !
o bezpieczefistwie :

At the end of 2010, PZU SA had a sta-
ble, long-term and high credit rating and
financial strength rating of A (assigned by
Standard & Poor’s Ratings Services in July
2009 and maintained in the assessment in
July 2010).

Due to the obligations imposed on insur-
ers by the Polish Financial Supervision
Authority, under its instructions, PZU SA
carried out further stress tests on financial
data reported as of 31 December 2009 and
submitted results by the end of July 2010.
These revealed that PZU SA has sufficient
capital to continue operating safely in the
event of an adverse business environment
that had significant financial implications.

Corporate Social Responsibility Report PZU SA for 2010
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PZU as a Responsible Investor

As mentioned in the introduction, PZU
is not only a publicly listed compa-
ny but also - as a key financial institu-
tion - an important player in the capital
market. Investment decisions do not
only provide the opportunity to fund
the premiums of the insured, but are al-
SO an opportunity to increase the value
of the companies that PZU SA has in-
vested in.

The total value of the investment portfolio
at the end of 2010 amounted to over 23.8
billion PLN, of which 57.3% was invested in
government securities. The aim of PZU is
to ensure its investment portfolio is secure
and guarantees stability. Moreover, these
funds directly contribute to the implemen-
tation of state investment, including impor-
tant infrastructure projects.

It is worth mentioning that in a portfolio of
shares, which accounted for 4.6% of de-
posits (more than 1 billion PLN), nearly
0.5 billion PLN of stocks were in social-
ly responsible companies, listed on the
RESPECT index. This means that eve-
ry second Polish zloty invested in shares,
was funding the development of responsi-
ble companies. They have been screened
in accordance with ESG criteria screen-
ing and verified by an independent auditor,
who confirmed their social and environ-
mental results (Table 1). The shares of
each class of assets in PZU SA’s invest-
ment portfolio on 31 December 2010 are
shown in the chart:

In companies that are dependent on PZU
SA within the capital group and are super-
vised by the Office of the Board (Polish
companies) and the Office of Business
Development PZU (foreign companies),
the right to vote is exercised on the basis
of relevant resolutions. The PZU Group in-
cludes (in addition to insurance compa-
nies) single entities from other industries
in which PZU SA, directly or indirectly, has
significant holdings and is a major capital
investor. Examples of such arrangements
include;

» Armatura Krakow SA (64.63% of shares,
mainly by PZU SA),

* Kolej Gondolowa Jaworzyna Krynicka
SA (37.53% of the shares by PZU SA).

PZU decisions are crucial for a stable and
long-term development of these entities.

Corporate Social Responsibility Report PZU SA for 2010

- 57.3% of Treasury securities

- 4.6% of Shares traded

- 0.9% of Units of TFI

28.8% Shares in subsidiaries,
the remaining shares

- 2.8% of Non-Treasury debt securities

- 2.8% Bank deposits and SBB

- 2.5% Real Estate

- 0.3% Other @
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Insurance Products and Responsibility

Safe Products

PZU SA strives to maintain the highest
standards ‘and to provide customers
with the appropriate insurance cover-
age for their needs and conducts its
business in'a manner consistent with
the law, including consumer protection
rules. Customers can take advantage
of an extremely wide range of over 200
products to meet all their needs. The
size and flexibility of the offers availa-
ble were the subject of the communica-
tion campaign, ,Insure what you need
and pay less” which was carried out in
March and April 2010.

All products are analyzed within the exist-
ing internal procedures, in terms of both
customer expectations and the applicable
laws, at the very stage of implementation
or changes in existing offers. Particular
attention is given while testing provisions
of insurance contracts, which may raise
questions from the President’s Office of
Competition and Consumer Protection.
PZU’s intention is to avoid solutions that
could be considered detrimental to cus-
tomers. Furthermore, the effect of PZU in
this area is subject to continuous and de-
tailed monitoring of the institution, whose
tasks include the protection of the interests
of the insured or claimants. PZU is aware
of its advantage in the reliability of its offers
and decided to strongly emphasis this in a
marketing campaign based on the theme
,In insurance you need to watch out for
dummies”.

Concern for the safety and comfort of the
insured is present not only in the design
and implementation of the product, but
throughout its life cycle, including the crit-
ical element associated with the actioning
and claims procedure.

The claimant may do this by phone, hav-
ing obtained the necessary assistance
from a consultant; by the Internet, having
accessed the detailed guide of conduct on
the website, and in person in a branch of
PZU. It is also worth mentioning that with
solutions introduced in 2010, each claim-
ant has the ability to track the status of
their application; the stage of settlement
of claims or payment for compensation
through the Internet channel.

Regardless of the way the claim was made
all customers can get full information on
the PZU hotline open 24 hours before they
start the claim procedure.

The convenience of access offered by
such solutions can also present some se-
curity risks. To ensure the security of the
communication channels, confidentiality
and the security of data storage all opera-
tions are performed in accordance with the
applicable requirements of the Inspector
General.

Corporate Social Responsibility Report PZU SA for 2010
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PZU SA aims to ensure that the claims
procedure is as transparent and simple as
possible. The claimant has the complete
freedom to choose the repair required re-
gardless of the mode of settlement. The
only restrictions arise from the law. In de-
termining the amount of compensation,
PZU uses all the available market prices
of certified materials and components - the
original and alternatives.

In the case of loss adjustment PZU SA,
monitors customer satisfaction, ensures
that the facilities selected for the repair net-
work have the appropriate technical equip-
ment, and enjoy a good reputation with
customers. During the term of the agree-
ment on cooperation repair facilities are in-
spected and evaluated.

It should be noted that the OCCP (Office
of Competition and Consumer Protection),
the Insurance Ombudsman and the PFSA
(Polish Financial Supervision Authority)
decided to review the procedures of the
whole insurance industry. This review
seeks to clarify what kind of methodology
is use by the insurance company in pro-
viding services, for example: the method
of assessing the total damage, the VAT in
the estimates, the damage from the AC -
AutoCasco — full comprehensive car insur-
ance and the pricing of insurance prices
of alternative parts. This is used usually
in case of disputes between the company
and the customer. It should be emphasized
that these procedures apply to all insur-
ance companies operating in the whole in-
surance market in Poland.

PZU SA attaches great importance to the
quality of marketing communications. The
document ,Good practice in PZU” defines
the principles of fair and honest commu-
nication. In 2010, the company was not
penalized for actions related to ethics of
advertising, unreliable or inadequate infor-
mation to the customers®.

In 2010, there were administrative penal-
ties for PZU SA for violations of the prin-
ciples of free competition or monopolistic
practices. However, during the period there
were two investigations conducted by the
OCCP, which PZU SA was a party too. In
both cases, the President of the OCCP is-
sued a decision stating that the PZU SA
did not break the antitrust rules or abuse its
dominant position. However, due to a for-
mal appeal the matter is still pending. In
2010, no proceedings were held on the lia-
bilities or debts of PZU, the value or the to-
tal value of which, would be at least 10%
of PZU’s own capital. As of 31 December
2010, the value of all 19,145 cases before
the courts, appropriate to the arbitration
proceedings or public administration con-
ducted in PZU was worth a total of 968 mil-
lion PLN.

6. In 2011, but before the publication of this report one of the educational publications aimed at younger people, supported by a sub-
sidiary, of PZU Life, the company’s name appeared in a manner that could be treated as an incentive to buy its services. The PZU
Group strongly rejects the opportunity to engage in advertising to children. The organization expressed regret over the incident, and
apologized to everyone, especially parents, who might get the impression that PZU promotional activities were directed at children.
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Product Quality and Customer Satisfaction

PZU SA thoroughly analyzes the lev-
el of satisfaction with its products and
services. The monitoring is divided into
a series of tests.

»otudy of customer satisfaction and loyal-
ty of the PZU Group” is a monthly survey
conducted since 2009 and it tests the sat-
isfaction of customers, who participated in
one of the key maintenance processes.

In PZU SA these are:

* sale of new policies,

e claims adjustment,

- after-sales service,

* renewal of policies.

In each wave of the survey 4000 interviews
are carried out with a group of randomly
selected customers. This allows for the
identification of weaknesses and modifica-
tion of products and processes.

Simultaneously, the company conducts
regular call center's satisfaction survey.
This was initiated in 2010.

In addition, a series of tests is conducted
monthly on:

* customer satisfaction with the
processing of their claim,

* customer satisfaction with the
processing of the payment of benefits,

as well we a series of parallel tests to
assess:

« customer satisfaction with the small and
medium-sized businesses insurance
guarantees,

» quality of customer service by
employees in the departments of
Insurance Company and Call Center,

« timeliness and quality of performance of
experts,

* quality of the whole process (from
application to decision).

Customers dissatisfied with the decision
of the PZU expert may challenge his deci-
sion. The number of instances of customer
dissatisfaction compared to the number of
reported claims has remained at a stable,
low level for several years. Also only, in a
small percentage of appeals, the analysis
favoured the client against that of our ex-
pert. PZU has the lowest rate on the mar-
ket of the number of appeals addressed to
the Insurance Ombudsman in relation to
the individual market shares of insurance
companies.

The results are satisfactory, but of course
the company is not going to stop trying to
improve its performance further. PZU is still
improving its processes. Studies show for
example, that 95% of customers were sat-
isfied with the assistance services, while
only 4% were not (average from August-
December 2010).

Corporate Social Responsibility Report PZU SA for 2010
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Recognition for Products
and the Company

Gold Bumper

In 2010 for the second time in a row, PZU
received the prestigious ,Golden Bumper”
for the best insurance company. The
prize is awarded by the Polish Chamber
of Automotive industry based on a survey
carried out among owners and the employ-
ees of garages, responsible for the han-
dling of claims.

The evaluation criteria included the speed
and efficiency of the handing of the claim
and the quality of cooperation with loss
adjusters.

Top Player in 2010
Award of the Fleet magazine for actions to
improve road safety.

Fleet Leader 2010

PZU was awarded the ,Fleet Leader 2010”
award by the editors of the Fleet maga-
zine to individuals and businesses from
the fleet industry for outstanding achieve-
ment in the fleet market and automotive
industries. PZU has been recognized for
the long-term effective implementation of
its programs to improve road safety. At the
same time its accident prevention program
“Safe PZU Fleet” has been recognized.

Road Safety Partner in 2010

In the category of Company of the Year
(November 2010) - a prize awarded by the
Partnership for Road Safety (PBD) to lead-
ers in the field of improving road safety.
The panel judging the award included rep-
resentatives of the National Road Safety
Council, the Motor Transport Institute, the
Polish Red Cross, the Polish Automobile
Club, Shell Poland, and the Foundation for
Integration and PBD.

Product of the Year 2010
PZU awarded the Product of the Year 2010

The magazine ,Reader’s Digest” awarded
the emblem ,Product of the Year - Readers
Choice” for the sixth time. The certificate
is given to companies, whose products are
most often chosen by the readers.

Best Campaign 2010

The PZU TPL insurance campaign
“Apologies” recognized in two prestigious
contests: four awards in the Advertising
Authors’ Contest and silver Effie Award.

Corporate Social Responsibility Report PZU SA for 2010
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Availability of Services

One of the most the important advan-
tages PZU SA has over its competitors
is its extensive network of branches
and repair network. This allows cus-
tomers to have direct contact with a
company representative, even if they
live in rural areas of Poland.

\SRUPE LY ]

PZU’s network is present in virtually eve-
ry city. PZU has 110 branches in villages
of more than 15 thousand people. Many
of them are now revitalized, and 26 have
been completely renovated. If possible,
they have been adapted for people with
disabilities.

As an alternative to direct contact, it is pos-
sible to contact PZU online and through a
hotline operating 24 hours a day. An ad-
vantage of both of these channels is the
possibility of contact from anywhere and at
any time of day.

Another dimension of the availability of
products is their affordability. In the minds
of many Poles, insurance is expensive.
Therefore, many communication activi-
ties in 2010 were targeted (in addition to
emphasis on quality of PZU products) to
change the perception of insurance prices.
In January, a campaign called ,,Newsboy”
was conducted, which aimed at changing
the perception of communication insurance
in PZU. In the period of July-September in
selected regions of Poland a campaign
,Local Discounts”, was conducted and in
August a campaign called ,Good AC low
OC” was launched, which reported a new
offer of PZU insurance.

Corporate Social Responsibility Report PZU SA for 2010
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Data Security and Fraud Prevention

In the processing of personal data of its
customers and others, PZU SA strictly
adheres to the provisions for their pro-
tection and makes every effort to prop-
erly store confidential information.

In addition, adequate security measures
are applied to other than the aforemen-
tioned legally protected information that
is, data protected by the company’s confi-
dentiality. PZU Group companies apply the
procedural and institutional mechanisms
for the protection of personal data of cus-
tomers and their privacy. Thus, procedural
solutions are the foundation of the Security
Bureau, which includes among others:

* Information Security Group,

* Operational Safety Team,

* Prevention and prophylaxis

» Safety Standards Team,

* Crime Prevention Team,

* Confidential Office

' Coordinator for Organized Crime.

Their scope is very broad and includes
both the current protection of administered
databases, safety training, analysis of ob-
served events and activities related to the
prevention of money laundering and terror-
ist financing.

The issues of data protection and preser-
vation of the principles of information se-
curity are the subject of training for PZU
Group employees. They are mandatory for
all new employees, and refresher cours-
es are also conducted. For example, from
June to August 2010 Security Bureau staff
conducted training on security of informa-
tion for the management team and head-
quarters staff. Approximately 600 people
attended the course.

The main point of an insurance company
is to guarantee the payment of compensa-
tion to a claimant that has suffered a loss,
which is covered by an insurance policy.
The company uses statistics based on the
number and amount of claims to work out
the appropriate premium. Thus, the more
often the claim occurs and the greater the
value of the payment, the more expensive
the insurance is. Unfortunately, sometimes
the increase in premiums is due to the ac-
tions of a small group of rogue customers
who extort undue compensation. PZU SA
has introduced a complex measures set to
prevent insurance crime.

Corporate Social Responsibility Report PZU SA for 2010
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PZU SA’s Security Bureau conducts anal-
ysis of the threat of crime and proceed-
ings to investigate security incidents or
other important events. We also organize
training and social initiatives related to the
prevention of crime insurance. Each PZU
SA employee if they are confronted with
a case of possible extortion should imme-
diately report it to the appropriate organ-
izational unit for security. If an employee
states that the incident requires immediate
reporting, it can be done by phone, mail or
in person.

Since December 2010, the detec-
tion of potential fraud is supported by a
Compensation Analysis Module (MAO),
which subjects three claims of damage to
the same property to an automatic anal-
ysis in order to determine whether, there
was insurance fraud. MAO is a system that
is able to calculate/ recount the damage
at any time. It is integrated with the List of
Intelligent Search (LIS), which can pick out
a person or event for which PZU SA has
information corresponding to a reasonable
suspicion of crime insurance.

The increasing effectiveness of the fraud
prevention systems is best shown in the
summary of the number of analyzed cas-
es, and especially the amounts that were
challenged as a result. In 2008 it was un-
der 2 million PLN, while in 2010 it was al-
ready over 62 million PLN. The introduction
of new computer systems will undoubtedly
contribute to further increase of efficiency
in that area (Table 2).

The anti-fraud mechanisms and training,
that PZU SA and PZU Group companies
have adopted, particularly the provisions
described in the ,security policy for dealing
with crime” provide an effective means of
fighting corruption. These procedures de-
fine bribery as especially serious conduct
and requirement staff to submit notices of
offense and to cooperate with law enforce-
ment and participate actively in any criminal
proceedings with the company’s attorney.
It should be noted that the mechanisms as-
sociated with insurance fraud and potential
bribery are often directly linked.

In 2010, there were no violations by the
Company as far as the management of
personal data is concerned and thus no
penalties.

Corporate Social Responsibility Report PZU SA for 2010
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People in Insurance

Reorganization and Social
Dialogue

PZU SA, in order to effectively compete
in the rapidly changing market of insur-
ance, has to reorganize and optimize its
business processes.

Only this way can we offer our customers
the highest quality of insurance products
at attractive prices. However, the central-
ization of functions previously scattered
among several centres located in major
Polish cities and the increasing specializa-
tion of employees, required a downsizing
in staff numbers.

It is easy to be a responsible employ-
er when creating new jobs. The real chal-
lenge is to be responsible, when some of
them must be reduced, especially when a
company employs over 10 thousand peo-
ple (Table 3).

At the end of 2009, the Board of PZU an-
nounced a plan to implement a restructur-
ing program for 2010-2012, and in February
a resolution was passed on collective re-
dundancies in 2010. In March 2010, an
agreement was made on collective redun-
dancies between the Management Board
of PZU and the trade unions operating in
the Company. The management board
consulted fully with the trade unions repre-
senting the workforce.

There are 15 trade unions represent-
ing staff of PZU SA (Table 7), which is
25.16% of the total number of employees.
The company conducts dialogue with em-
ployees through the trade unions and the
Employees’ Council. The notice an em-
ployer has to give to the trade unions about
significant changes is prescribed by law.
However, as a rule, PZU SA tries to make
sure that the unions receive information as
early as possible.

Regardless of the legal requirements, PZU
SA has agreed to grant the trade unions
the information necessary to conduct trade
union activities, in particular information re-
garding working conditions and remuner-
ation policy, no later than 14 days, which
was reflected in the records of Collective
Labour Agreement for Employees.

The restructuring process carried out be-
tween March and November 2010 con-
cerned mostly employees of operations,
finance, claims and benefits, and the PZU
Group network. Staff, who were made re-
dundant or who did not except the pro-
posed change of employment conditions
were offered more favourable conditions
for leaving the company than those, provid-
ed by law. The amount of additional com-
pensation depended on the wage scale of
the individual employee was on and their
seniority in the PZU Group but it could be
as much as 18 times their basic monthly
salary.
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In 2010, the process of change covered
4,953 employees of PZU SA, of which
2,071 employees were made redun-
dant. There was an outplacement pro-
gram launched for the employees who had
been made redundant, which was one of
the largest programs to support redundant
employees implemented in Poland in 2010.
Within this program, people are able to
participate in development workshops and
explore their professional potential and to
obtain assistance in their identifying career
goals. Former employees got support from
professional consultants in writing applica-
tion documents and preparing for job in-
terviews for specific jobs offers that match
their goals and skills. The effectiveness of
the program was demonstrated by the fact
that despite a rather difficult situation on
the labour market in Poland, 47.5% of par-
ticipants of the program conducted in 2010
found new employment within 4 months.

Because the process of restructuring in
2010 consisted of (among others) central-
ization of functions in the larger cities, the
workers who decided to relocate, were
granted additional funds in the form of a re-
location fund. (nearly 800 people took ad-
vantage of this fund).

Competition ,, Company
Friendly to Employees”

PZU was awarded ,Company Friendly
to Employees ,, in the first edition of the
competition in the Mazovia region by the
Association of Employers of Warsaw and
Mazovia. They have supported the devel-
opment of social dialogue and the award
shows their appreciation of PZU’s achieve-
ments in this area (April 2010).

At PZU SA at the moment, there is no gen-
eral collective agreement for working con-
ditions, but there are in-house collective
work agreements. They regulate matters
relating to the employment relationship,
social issues, the principles of cooperation
between employers and trade unions and
formal principles associated with collective
agreement. They also point to issues relat-
ed to occupational health and safety. In ad-
dition, they define benefits exceeding legal
requirements, such as:

e awards,

* annual awards,

* higher retirement bonuses,

» dependents of employee’s working for
PZU Group,

* a longer notice period for the long
employment service of at least 20 years
in the PZU Group,

» payments for sick pay and sickness
benefits for specific diseases,

 the commitment of employers to create
PPE (Table 6),

* mammography and prostate cancer
examinations, and influenza vaccination
are funded by the employer.

In addition to social benefits guaranteed
by collective agreements, employees can
also use a number of training and private
medical care services.

Collective agreement covers almost 100%
of employees (except for board members
and key managers). In 2010, there was a
dispute lodged by the trade unions con-
cerning an increase in wages, this issue is
still unresolved.

Corporate Social Responsibility Report PZU SA for 2010
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Respect for the Individual

The basic document, which governs re-
spect for each person is ,Best Practices
in PZU”, it serves as a code of ethics. It
says, inter alia, that ,relations in PZU are
based on the principle of equal opportuni-
ties. In all processes, particularly: recruit-
ment, performance evaluation, promotion,
career development and participation
in training, employees must have equal
chances and opportunities regardless of
gender, age, disability, race, nationality, re-
ligion, political beliefs, union membership,
ethnic origin, sexual orientation, and also
regardless of the nature of employment
(temporary or permanent, full-or part-time
work). Our employees are treated fairly, we
provide them with a work environment free
from any discrimination.”

This document opens up a path for em-
ployees to report irregularities. Analysis of
which, is done by the Office of Compliance
Risk.

Ethical values, based on the Code of ,Best
Practices in PZU” and respect for the law,
rule out any form of forced labour or child
labour. Cooperation with PZU SA is in par-
ticular based on the principles of honesty
and integrity, and respect for the principles
of free competition. Purchase decisions
are based solely on the criteria of quali-
ty, technical measurements and usabili-
ty. However, at the moment, suppliers and
subcontractors are not subject to verifica-
tion of compliance with the rules of ethics.
There are no ethical clauses in agreements
and contracts. Respect for the individual
also manifests itself by offering a fair, non-
discriminatory wages. PZU SA aims at en-
suring that employees receive wages at a
level comparable to the salaries in the in-
dustry (Table 8).

The guarantee of respect for the suppli-
ers and subcontractors on the other hand,
are timely and regular payments. For ex-
ample, it is indicated as a factor critical to
the providers of assistance services. PZU
conducts research on the quality of rela-
tionships with this group of subcontractors.
The results indicate that virtually 100% of
financial liabilities are met by the set dead-
line of 21 days.
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Almost all purchases of materials and ser-
vices are made at local (domestic) suppli-
ers. Although there is no official policy in
this regard, there are representatives of
local communities working in the branch-
es. The process of restructuring and re-
lated relocation offers for employees who
were made redundant, can be regarded as
a certain deviation from the described ap-
proach. However, it is a manifestation of
the principle of internal recruitment rather
than external one. In this way, employees
keep their jobs, and PZU SA retains expe-
rienced and competent staff. Also, manag-
ers of PZU SA (including members of the
highest authorities of the Company) are
Polish. As for foreign subsidiaries operat-
ing in Ukraine and Lithuania, at the moment
the executives are also Polish as they are
very knowledgeable of the PZU Group’s
procedures, which ensures a smooth and
effective cooperation with the company’s
headquarters. With time, however, they
will be replaced by their Ukrainian and
Lithuanian colleagues.
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Development of Employees

PZU SA intensively supports the de-
velopment of employees. In 2010 we fi-
nanced training sessions (specialist,
development, management) for 8.835
people which cost the Company about
7 million PLN. Total training time was
estimated at more than 50 thousand
hours. One hundred and twenty people
were also awarded study grants (post-
graduate, complementary, MA, MBA).

The ,Academy of PZU and PZU Life” was
a key development project in 2010. This
program is co-financed by the European
Social Fund, and the project is promoted
by the National Chamber of Commerce
and Combidata Poland Sp. z 0.0. The pro-
jectincludes the training of 1.281 people in
the field of ICT tools, technology, IT, pro-
ject management and effective organiza-
tion planning. Driven by business needs,
with the consent of PARP and Combidata
Poland Sp. z 0.0. PZU has made the con-
version from the subject area of pro-
ject management to ,Customer Service
Standards.”

By investing in human capital, PZU has
prepared motions to PARP for funding
training projects aimed at building a mod-
ern sales network and the development
the staff’s customer service skills.
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Occupational Health and Safety

All new employees have an initial training
on the first day of work, during which they
are introduced to the basic principles of
OSH. During the briefing they are given in-
ternal instructions for use of devices at the
specific position, risk assessments and the
Fire Safety Manual for the building in'which
they will work. All employees also regular-
ly participate in periodic training appropri-
ate to the job. However, in the year 2010,
ninety-six accidents occurred at work and
this number was, unfortunately, higher
than in previous years, when the accident
rate remained relatively stable (Table 5).

In 2010, the National Labour Inspectorate
conducted 15 inspections at PZU Group
premises, the purpose was to verify the
correctness and legality of employment,
working time records, etc. During one of
the inspections working conditions were
also examined. All the recommendations
issued after its completion, have been
fulfilled.
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Environment and Insurance

The insurance business is strongly as-
sociated with aspects of the natural en-
vironment. Changes in the environment
have a very large impact on the busi-
ness of insurance. In this section the
relationship between the PZU SA and
the environment will be considered as
limiting the report to the operations of
offices and company cars would be an
oversimplification.

Changes in the
environment and their
impact on insurance

Climate change is a reality, and its effects
can are observed each year. Man’s inten-
sive economic activities and exploration of
natural resources has changed the climate
of planet Earth. That means more and more
extreme weather such as floods, storms,
hurricanes, tornadoes. Extreme events are
becoming more intense: from the snowy
winters to the drought and heavy rains that
cause flooding and floods. A report on cli-
mate change, named the “Stern Report”,
after its author Sir Nicholas Stern, stated
that the consequence of global warming
might result in a 20% in reduction in glob-
al GDP. The report also suggested that the
expenditure of 1% of GDP would be suffi-
cient to stop these disturbing changes.

Extreme weather is often observed in na-
ture today. The damage caused by them
plays an important role in risk management
insurance company due to the size of po-
tential losses. PZU SA’s portfolio is heavily
exposed to this risk.

In 2007, the compensation paid for cata-
strophic damage amounted to 230 million
PLN. From the viewpoint of PZU SA, the
greatest damage was caused by Hurricane
Cyril (gross liabilities amounted to 133 mil-
lion PLN). The following year, compensa-
tion remained the same at 230 million PLN.
Particularly noteworthy is the fact that in
2008, PZU SA paid 69 million PLN for the
risk of drought (the total amount of liabilities
caused by the drought amounted to 155
million PLN. PZU received 86 million PLN
from the from the Ministry of Agriculture
and Rural Development for subsidies to
the mandatory subsidized agricultural in-
surance as a reimbursement.

The year 2009 brought a bit less dam-
age. The largest payments were related
to flooding (88 million PLN), and the total
claims paid in respect of catastrophic dam-
age amounted to 160 million PLN gross.

Compared to previous years, 2010 was the
worst. Liabilities from catastrophic losses
amounted to 945 million PLN gross. The
largest losses were caused by the floods:

* May-June’s flood: the gross liabilities of
616 million PLN,

* flood of August-September: the gross
liabilities of 140 million PLN.

In addition, heavy snowfall caused major
damage that increased liabilities to 160 mil-
lion PLN.

Due to the existing risk of natural disas-
ters, it is necessary to systematically moni-
tor the exposure of the portfolio of PZU SA.
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For the assessment we have developed
a model of catastrophic damage. Due to
the fact that the disasters are usually ra-
re but with very high level of losses, a cat-
astrophic damage model requires both a
large database of historical data, as well as
non-routine use of statistical methods for
the analysis. With this in mind the company
cooperates with external institutions, such
as the Institute of Meteorology and Water
Management, Research and Development
Centre Fire Department, Warsaw School
of Economics and reinsurance brokers.

Additionally, due to climate change and
changes in the portfolio of PZU (e.g. the
introduction of compulsory subsidized ag-
ricultural insurance in 2008, which signifi-
cantly increases the risk of the portfolio’s
exposure to natural risk), the model is sub-
ject to the current catastrophic damage as-
sessment and calibration.
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Indirect Impact on the Environment

r financial institution PZU can
gnificant influence on the be-
of a particular company, be-
ey provide financing, which
rmine the direction a business
. As already mentioned, about
the funds invested in shares
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Furthermore, in the case of the insurer (and
especially in the case of corporate insur-
ance) the cost of insurance will depend on
the technology and procedures used by the
company. The less secure technology, pro-
cedures and security features, the greater
the risk, and consequently, the more ex-
pensive the insurance. In extreme cases,
outdated solutions can mean the denial of
property insurance and liability insurance.
Then all the risks lie with the organization,
which may force a change in approach and
solutions due to the need to secure cover.

Aspects related to technology and securi-
ty procedures are usually evaluated during
the audit on the premises of the company.

On the basis of this evaluation PZU makes,
a decision to make an offer (or refusal). At
the same time the customer receives post
audit recommendations and the implemen-
tation by the company is monitored by PZU.

Some of the recommendations are organ-
izational and do not entail costs, but some
of the recommendations that refer to tech-
nology and security may require the com-
pany to incur certain capital expenditure.
In summary, financial pressures from the
PZU SA directly affect the reduction of en-
vironmental hazards. Preventive insurance
funds, which finance the support of some
solutions, may also play a certain role.
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Direct Impact on the Environment

The direct impact of a company from
the insurance industry on the environ-
ment is relatively small. It boils down
to all aspects of the functioning of the
offices, the building’s consumption of
electricity, water, heat for heating pur-
poses, and any of consumables (paper,
toner cartridges, fluorescent lamps,
etc.).

An extensive network of offices means a
large number of properties and hence, a
correspondingly larger scale of impact on
the environment. The company’s carbon
footprint size is also increased by its large
fleet of company cars that are necessary
due to the nature of its business (survey-
ors) (Table 9).

The processing of large amounts of data
associated with an extensive IT infrastruc-
ture, means PZU is an important consumer
of electricity. The issuing of such policies
and the obligation to advise the consumer
that requires the printing of the additional
documents (e.g. policy conditions) repre-
sents a significant consumption of paper.

The relatively low impact the offices have
on the environment of offices does not
mean that this impact should not be ig-
nored. The offices organize for example
waste paper collection, and communica-
tion activities contribute to saving water
and electricity and they have a measura-
ble effect.

In 2010, paper consumption accounted
to 74% of consumption from the previous
year, and the consumption of other sup-
plies 91.7%. Plans for 2011 assume fur-
ther savings by e.g. optimizing the network
printers.

A good example of measures to save re-
sources are solutions in the building PZU
Tower (central office PZU SA). By the in-
itiative of the Real Estate Office PZU so-
lutions were introduced there in order to
reduce the use of electricity:

* using integrated building automation
system (BMS), optimized settings for air
conditioning and ventilation systems,

» optimized settings for lighting corridors,

* launched an information campaign
(information posters, stickers) that
encourage energy saving,

* batteries fitted with a button to lower the
cost of water consumption,

* in the garage motion detectors were
installed to control lighting,

* a change of light sources in the corridors
and in the garage for more efficient
energy.

In 2010, the PZU SA was not penalized

for non-compliance with” environmental
protection.
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The Insurer and the Social Environment

PZU SA tries to confront the problems
found in polish society through the PZU
foundation and with money from the
Prevention Fund. The Company initiates
social campaigns, especially those that
improve safety. The motto ,Thinking
about Safety” has become the keynote
and the umbrella term for the activities
in the area of social involvement of the
company. The PZU Group has played
an active role in polish society for more
than 200 years, it is also the patron of
many important events, especially in
terms of national culture, the arts and
education.

Preventive Activities

As the largest insurer in Poland the PZU
SA supports public financial education
and other activities contributing to rais-
ing standards across the insurance indus-
try. The company tries to actively increase
awareness of issues concerning insurance
among Poles, especially amongst those
for whom the complicated rules regulating
the functioning of financial and insurance
products and services are not clear and
understandable. A good example is the ed-
ucation portals: www.zyciena100procent.
pl and www.jakieubezpieczenie.pl.

Insurance companies have an extremely
long history, perhaps the longest of all in-
dustries, when it comes to community in-
volvement focused on co-creation of social
and business value. Preventive measures
had been financed long before other indus-
tries began to talk about social investment.

In addition, the social and business bene-
fits were realized long before the theory of
management such as the trendy concept of
Corporate Shared Values (CSV). The gov-
ernment Act regulating the activities of in-
surance companies even sanctioned such
a solution. Insurance companies may (in
accordance with the applicable law) create
a prevention fund from certain amounts of
personal income. The funds can be allocat-
ed primarily on removing the risk to human
health and the protection of their proper-
ty, and thus at lower risk. It should be not-
ed that PZU SA and the PZU Group is one
of the few insurance companies in Poland
to have set up such a fund. The scale of
financial commitment of PZU in preven-
tion funds makes the company an undeni-
able leader in the Polish insurance market.
Every year millions of Polish zloty are given
by PZU to prevention activities, supporting
the police and the National Volunteer Fire
Department, Mountain Rescue and TOPR
and to fund public awareness campaigns
to promote road safety.

In addition to long-term actions PZU also
created new ones. In 2010, we established
cooperation with the Association ,Teddy
bears save the Children” in the field of ther-
apeutic and psychological care for children
injured in accidents. In 2010, more than 12
million PLN (Table 10) was allotted for the
purposes of prevention.

The PZU Group cooperates with the
National Police and the Office of the Traffic
Police Headquarters, supporting nation-
wide programs and prevention campaigns.
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The Company conducts prevention pro-
grams addressed to police officers, police
staff and their families insured by PZU. One
such program was started in June 2008 to
provide financial aid for the Police in such
areas as: improving the safety of employ-
ees in the police, protect their health, dis-
ease prevention and elimination of hazards
to health and safety at work in police sta-
tions. PZU SA works with the Higher Police
School in Szczytno to prevent and com-
bat of insurance fraud. The scope of co-
operation includes seminars and lectures.
Since 2005, PZU SA has worked with the
Volunteer Mountain Rescue Service, and
since 2006 with the Tatra Volunteer Rescue
Service. The cooperation involves the pro-
motion of safe behaviour in the mountains.
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Patronage and Sponsorship

In addition to PZU SA prevention ac-
tions, the company is one of the larg-
est capital groups in Poland and wants
to participate in the social life of the na-
tion as a patron and sponsor of events.

One of the areas in which the PZU Group
is involved is the care of Polish culture cen-
tres. For its support for the cultural life of
Poland, PZU SA has been awarded an
honourable title of Patron of Culture by the
Ministry of Culture and National Heritage.
However, often the company’s commit-
ment goes beyond this area.
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Corporate Social Responsibility Report PZU SA for 2010

38



Corporate Social Responsibility Report PZU SA for 2010

The key activities in 2010 include:

* sponsorship of the Royal Castle in
Warsaw;

* PZU zone during the Night of Museums
at the Royal Castle in Warsaw;

* close cooperation with the National
Museum Nowe Sukiennice in Cracow;

* sponsorship of the Teatr Wielki in
Warsaw;

* sponsorship of the Teatr Nowy in
Warsaw;

* sponsorship of a climbing expedition
of Martyna Wojciechowska, Carstensz
Expedition;

* sponsorship of Rzeszéw Carpathia
Festival 2010;

* sponsorship of the Villa Decius in
Krakow;

* sponsorship of the Air Picnic in
Goéraszka;

* sponsorship of the European Centre for
Pacandéw Tales;

* sponsorship of the Capital Market
Leaders Academy;

* sponsorship of the ,Road to Harvard”;

» Sponsorship of 5th European Summer
Games Special Olympics;

» Sponsorship of the 5th Congress of the
Boards of Listed Companies SEG;

» Sponsorship of the Congress of
,Business is Conversations” - NETIA,;

» Sponsorship of the 20th Economic
Forum;

» Cooperation with Lewiatan on the
project ,Cultural Manifesto”.

In 2010, the Company started an extremely
important sponsorship from the perspective
of tourists resting at the lakes, cooperation
with the WOPR (Volunteer Water Rescue
Service). As a result of PZU’s efforts to
improve safety, Mazurian WOPR has re-
ceived a boat for water rescue, an ice res-
cue hovercraft, monitoring stations and
boats. Financing the purchase, installa-
tion and operation of the system of cardinal
buoys on Lake Sniardwy is equally impor-
tant. The WOPR Suwalki, with whom con-
tinued cooperation started August 2010,
received a trailer to transport the boat, ba-
sic emergency medical kits, pneumatic
vest and clothes for rescuers.

Corporate Social Responsibility Report PZU SA for 2010

\SRUPE LY ]

39

39



Corporate Social Responsibility Report PZU SA for 2010

Philanthropy

Charitable activity is carried out by the
PZU Foundation, which is a part of the
PZU Group. The foundation’s mission
is to work for the public good in edu-
cation, culture and art, health and so-
cial care. The PZU Foundation pursues
its objectives by initiating and support-
ing awide variety of ideas and projects.

The main activity of the Foundation in 2010,
was to provide funding for projects imple-
mented by NGOs and other entities whose
statutory aims are in its business areas. In
addition, the PZU Foundation continued its
cooperation with other respected commu-
nity organizations within the partnership
programs. The financial assistance will al-
so benefit the PZU Group’s employees
who find themselves in difficult situations.

In 2010, the Foundation awarded grants to
NGOs that have applied for projects for the
next editions of competitions. As far as the
activities in the area of ,Education and up-
bringing” are concerned, the following ac-
tions were performed:

* competition for grants, ,Enriching the
educational offer in rural areas and small
cities ,- the purpose of this competition is
to support education initiatives in rural ar-
eas and small towns, and to provide equal
educational opportunities for children;

« affiliate programs - in collabora-
tion with the Educational Foundation of
Entrepreneurship in Lodz and the Polish-
American Freedom Foundation - their com-
mitment to help young people from villages
and small towns continue their education at
colleges and universities by funding schol-
arships for the first year of study;

» actuarial competition - the aim of the
competition is to select the best master’s
thesis and doctoral dissertation in the field.

In ,Culture and the Arts” PZU Foundation
supported the interesting initiatives and
cultural events, including projects of the
National Museum in Warsaw and Krakow.
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Within the ,Welfare” activities, the follow-
ing took place:

e Competition for grants

,Developing social activities for disabled
children and young people,” whose goal is
to provide assistance and support people
with disabilities and their families, as well
as to equalize opportunities for persons
with disabilities in family and social life;

e Grants for individuals

including employees of PZU - financial
support in this category means grants for
individuals - both staff of the PZU Group
and close family, and for individuals who
suffered serious accidents or who are in fi-
nancial difficulty;

* PZU Foundation
in 2010, in cooperation with the Polish
Humanitarian Foundation PZU joined the .
efforts to organize support for people af- fundaCJa
fected by the flood. o e O
Under the ,Health” awarded grants were { ‘
intended to support local initiatives to the
broader preventive health care and finance
the purchase of medical equipment for
healthcare facilities.
R
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Participation in the Life of Society

The social projects described above
demonstrate that PZU SA is active-
ly working with the representatives of
the community. In addition to the social
projects the company engages in the
projects organized by business and in-
dustry organizations. It is worth noting
that among them are international, na-
tional and local organizations.

PZU is involved in social projects range
from the local to the transnational level.
PZU SA actively supports the development
of the insurance industry or shares its opin-
ions as a significant employer, participating
also in the organizations of employers.

The PZU is a strategic partner of the
Responsible Business Forum. PZU SA in-
volvement in the launch of the ,Coalition
for Responsible Business,” is also impor-
tant. It promotes the concept of responsi-
ble management and its implementation by
polish employers.

Among the major organizations with which
PZU SA collaborates on regular basis or is
a member of, are the following:

» World Economic Forum (WEF),
* Economic Forum in Krynica,

* The Institute of International Finance
Inc. (IIF),

» The Geneva Association (International
Association For The Study Of Insurance
Economics),

* Polish Business Council,

* Polish Chamber of Insurance,
e Insurance Guarantee Fund,

* Polish Motor Insurers’ Bureau,

* The Polish Confederation of Private
Employers ,Leviathan”,

» Employers of Poland,

+ Confederation of Polish Employers,

* The Polish Institute of Directors,

* Responsible Business Forum,

» Foundation for Mortgage Loan,

* Polish Mathematical Society,

* Association of Listed Companies,

» Chamber of Commerce and Industry in
Bialystok,

* Lower Silesian Chamber of Commerce,

* West Chamber of Commerce,

* Regional Chamber of Commerce in
Gliwice,

* Business Club Szczecin - Association
for the development of Szczecin and
West Pomerania,

* North Chamber of Commerce,
* University of Economics in Wroclaw,
» Foundation of the University of Lodz,
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» The Convention Technical University of
Lodz,

* Business Council of the Faculty of
Management, University of Lodz,

+ Association of Road Safety Partnership,

* The Association of Club 500,

* Mining Families Foundation,

* The Foundation Teraz Poland,

 Foundation April 10 (PZU Foundation is
a founding member).

These organizations represent only a part
of the stakeholders, which PZU SA iden-
tified and divided into categories (custom-
ers, employees, investors, communities,
media, regulators), and with which it main-
tains a dialogue with different frequencies
and different character. Dialogue, which
this report has the potential to become a
part of.
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About the report

This report is the first report of the sus-
tainable development of PZU SA, which
was prepared based on the GRI G3 guide-
lines (2006), using the Sector Supplement
for the financial industry (Sustainability
Reporting Guidelines & Financial Services
Sector Supplement). It includes the results
of the PZU SA company range for the pe-
riod from 1 January to 31 December 2010,
with possible references to other subsidiar-
ies or major events proceeding the report-
ing period. The report was not subjected to
independent verification as defined in the
Accounting Act dated on 29 September
1994 (OJ of 2009 No 152 item. In 1223, as
amended.). However, independent experts
participated in its preparation, whose task
was to ensure the reliability of the informa-
tion contained in the report.

The report was developed at the applica-
tion level C using the core indicators, addi-
tives and supplements the sector indices.
Scope of the report, and to be exact- the
choice of aspects that are important (ma-
terial) was developed jointly by a team of
PZU SA and external experts. The support
here was the process of analysis and re-
search conducted in 2010, accompanied
by 50 individual in-depth interviews (IDI)
with selected stakeholders, qualitative re-
search and an in-depth analysis of the re-
lationship with stakeholders.

Due to the fact that this is the first such a re-
port, it was impossible to talk about chang-
es that affect the comparability of data, or
the adjusted data from previous years, or
changes in coverage or methods of meas-
urement. There was also no significant lim-
itation on the scope of the report identified
(except the previously mentioned).

PZU SA plans to implement a two-year cy-
cle of social reporting and the inclusion of
the group companies, such as subsidiaries
of PZU SA.
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Attachments (tables)

Table 1

Involvement of PZU SA shares from the index RESPECT (as at 31.12.2010)

Lp. The company Total
1 KGHM 128,998,142
2 PKNORLEN 65,815,882
3 TPSA 46,633,830
4 PGNIG 27,876,766
5 BRE 18,323,296
6 BOGDANKA 3,713,050
7 INGBSK 9,901,944
8 LOTOS 11,859,733
9 HANDLOWY 7,626,141
10 MILLENNIUM 153,103,969
11 SWIECIE 3,185,715
12 BUDIMEX 7,727,867
13 ELBUDOWA 2,362,303
14 AZOTYTARNOW 448,108
15 BARLINEK 28,424
Total 487,605,169
Table 2
Insurance fraud
2008 2009 2010
Assumed to research issues, including: 379 1,616 1,757
On their own initiative 0 184 185
Completion of the test cases 305 1,451 1,497
Completion of refusal 71 357 387
Completion of the deduction or the 29 128 482
regression
The amount of protected 1,901,392 42,703,656 62,223,654
PLN PLN PLN
The number of notifications of 0 102 80
suspected insurance fraud
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Table 3
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Employees by gender, type and nature of the contract of employment and

education (as of 31.12.2010)

2009 2010
Number of staff 11,469 10,560
Employees in the division:
By gender
women 7149 6,661
% 62% 63%
men 4,320 3,899
% 38% 37%
According to the nature of employment (full, part-time)
full 9,990 7,450
% 87% 71%
part-time 1,479 3,110
% 13% 29%
By type of contract
permanent 10,608 9,520
% 92% 90%
temporary 409 569
% 4% 5%
probationary period 82 137
% 1% 1%
in representation 370 334
% 3% 3%
By education
higher 7137 7,143
% 62% 68%
secondary 4175 3,312
% 36% 31%
basic 55 43
% 0% 0%
No data 88 47
% 1% 0%
Table 4
Staff turnover
2009 2010

jobs people jobs people
employment* 1,362 1,501 1,422 1,840
leave 1,748 1,918 2,760 2,858

*values include the number of employees already working in one company and

forming a personal union
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Table 5
Workplace accidents vs job related accidents at PZU SA
Year The number of accidents in a given year Growth year to year
2004 64 -
2005 63 -1.6%
2006 59 -6.3%
2007 73 23.7%
2008 68 -6.8%
2009 74 8.8%
2010 96 29.7%
Table 6
The sum of the contributions of basic PPE provided for in 2010
2010
The amount of basic contributions 46,677,456
in PLN
Table 7
The trade unions operating in PZU SA
L.p. name
1 Oz "Solidarity"
2 Trade Union of Workers headquarters in Warsaw PZU SA
3 ZZ Insurance Workers in Gdansk
4 Trade Union of Workers of PZU SA province. Warmia and Mazury in Olsztyn
5 Workers MZZ PZU Group in Czestochowa
6 Trade Union of Workers of PZU SA in Opole
7 Trade Union of Workers Insurance in Krakow
8 Trade Union of Workers of PZU SA province. Holy Cross in Kielce
9 Trade Union of Workers of PZU SA and PZU SA province. Lublin
10 Trade Union of Insurance Workers in Lodz
11 Trade Union of Workers PZU SA,
the Department of the District Court in Poznanh
12 ZZ \Workers PZU SA Torun Region
13 MOZ "Solidarity '80" in Szczecin
14 ZZ Workers PZU SA in Zielona Gora
15 ZZ Workers PZU SA Regional Branch in Szczecin
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Table 8

Salary levels against the wages in the industry

Corporate Social Responsibility Report PZU SA for 2010

Group Employee

comparison PZU SA / market (%)

Senior management 103.4%
Lower managers

Senior specialists 100.3%
Experts

Table 9

Consumption of energy resources and supplies

Raw material / material Unit of measurement the volume
Fuel and energy resources

Gas [m3] m3 1,098,582.16
Carbon [Mg] t t 142.87
Oil [Mg] t t 2,377.96
Petrol [Mg] t t 1,218.38
Diesel [Mg] t t 433.54
Paper

papier A4 (risk) risk 180,501
papier A3 (risk) risk 285
Waste (consumables and waste other than municipal)

toners pcs. 7,026
Furniture kg kg 111,526
Machines and electrical equipment kg 21,499
HDD pcs. 1,774

Table 10
Spending on prevention in 2010

The area of prevention

Expenditure on PLN

Prevention resultant 6,776,560
Health Prevention 0
Prevention of CAP 0
Fire Prevention 2,974,977
Preventive activities in the 0
field of disaster prevention

Other directions of preventive 3,738,988
Total 13,490,525
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GRI Index

49

2.8

"Scale of the reporting
organization, including:

- Number of employees

- Net sales (for private sector
organizations) or net revenues
(for public sector organizations)

- Total capitalization broken down
in terms of debt and equity (for
private sector organizations) and
- Quantity of products or services

provided"

page 4

29

Significant changes during the
reporting period regarding size,

structure, or ownership

210

Awards received in the reporting

period

pages 5,
9,21,27

Bl

Reporting period (e.g., fiscal/
calendar year) for information

provided

page 44

Date of most recent previous

report (if any)

page 44

3.3

Reporting cycle (annual, biennial,

etc.)

page 44

3.4

Contact point for questions
regarding the report or its

contents

page 60
(cover)

3.5

Process for defining report

content

page 44

No. | Indicator Page
in this
report

11 Statement from the most senior page 2

decisionmaker of the organization
(e.g., CEO, chair, or equivalent
senior position) about the
relevance of sustainability to the
organization and its strategy

1.2 | Description of key impacts, risks, | -

and opportunities

21 Name of the organization page 4

2.2 | Primary brands, products, and/or | page 4

services

2.3 | Operational structure of the page 7

organization, including main
divisions, operating companies,
subsidiaries, and joint ventures

2.4 | Location of organization’s pag-

headquarters es 6, 60

(cover)

2.5 | Number of countries where page 6

the organization operates,

and names of countries with

either major operations or that

are specifically relevant to the

sustainability issues covered in

the report

2.6 | Nature of ownership and legal page 6

form

2.7 | Markets served (including page 6

geographic breakdown, sectors
served, and types of customers/

beneficiaries)

3.6

Boundary of the report (e.g.,
countries, divisions, subsidiaries,
leased facilities, joint ventures,

suppliers)

page 44
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3.7

State any specific limitations on
the scope or boundary of the

report

page 44 3.13

3.8

Basis for reporting on joint
ventures, subsidiaries, leased
facilities, outsourced operations,
and other entities that can
significantly affect comparability
from period to period and/or

between organizations

page 44

3.9

Data measurement techniques
and the bases of calculations,
including assumptions

and techniques underlying
estimations applied to the
compilation of the Indicators and

other information in the report

Policy and current practice

with regard to seeking external
assurance for the report. If

not included in the assurance
report accompanying the
sustainability report, explain the
scope and basis of any external
assurance provided. Also explain
the relationship between the
reporting organization and the

assurance provider(s)

page 44

41

3.10

Explanation of the effect of any
re-statements of information
provided in earlier reports, and
the reasons for such re-statement
(e.g., mergers/ acquisitions,
change of base years/periods,
nature of business, measurement

methods)

Governance structure of

the organization, including
committees under the highest
governance body responsible
for specific tasks, such as
setting strategy or organizational

oversight

page 14

44
page 4.2

"Indicate whether the Chair of
the highest governance body is
also an executive officer (and,

if so, their function within the
organization’s

management and the reasons for

this arrangement)"

page 15

3.1

Significant changes from
previous reporting periods

in the scope, boundary, or
measurement methods applied in

the report

4.3
page 44

3.12

Table identifying the location of
the Standard Disclosures in the

report

For organizations that have a
unitary board structure, state
the number of members of the
highest governance body that
are independent and/or non-

executive members

page 14

49
page 4.4
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Mechanisms for shareholders
and employees to provide
recommendations or direction to

the highest governance body

page 10,
14
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4.5

Linkage between compensation
for members of the highest
governance body, senior
managers, and executives
(including departure
arrangements), and the
organization’s performance
(including social and

environmental performance)

410

Processes for evaluating the
highest governance body’s
own performance, particularly
with respect to economic,
environmental, and social

performance

4.6

Processes in place for the
highest governance body to
ensure conflicts of interest are

avoided

4.1

Explanation of whether and how
the precautionary approach or
principle is addressed by the

organization

4.7

"Process for determining the
qualifications and expertise
of the members of the highest
governance body for guiding
the organization’s strategy on
economic, environmental, and
social

topics"

page 12

412

Externally developed economic,
environmental, and social
charters, principles, or

other initiatives to which the
organization subscribes or

endorses

page 13

4.8

Internally developed statements
of mission or values, codes of
conduct, and principles relevant
to economic, environmental,
and social performance and the

status of their implementation

page 13

413

"Memberships in associations
(such as industry associations)
and/or national/international
advocacy organizations in which
the

organization"

page 42

414

List of stakeholder groups

engaged by the organization

page 42

4.9

Procedures of the highest
governance body for overseeing
the organization’s identification
and management of economic,
environmental, and social
performance, including relevant
risks and opportunities, and
adherence or compliance with
internationally agreed standards,

codes of conduct, and principles

415

Basis for identification and
selection of stakeholders with

whom to engage

page 42

4.16

Approaches to stakeholder
engagement, including frequency
of engagement by type and by

stakeholder group
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Key topics and concerns that
have been raised through
stakeholder engagement,

and how the organization has
responded to those key topics
and concerns, including through

its reporting
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FS1 | Policies with specific page 34 FS9 | Coverage and frequency of audits | page 34
environmental and social to assess implementation of
components applied to business environmental and social policies
lines and risk assessment procedures
FS2 | Procedures for assessing and page 34 FS10 |Percentage and number of page 17
screening environmental and companies held in the institution’s
social risks in business lines portfolio with which the reporting
organisation has interacted on
FS3 | Processes for monitoring page 34 . -
environmental or social issues
clients’ implementation of and
compliance with environmental FS11 | "Percentage of assets subject pages
and social requirements included to positive and negative 17,46
in agreements or transactions environmental or
social screening"
FS4 | Process(es) for improving staff page 34
competency to implement the FS12 | "Voting polic(ies) applied to page 17
environmental and social policies environmental or social issues for
and procedures as applied to shares
business lines over which the reporting
organisation holds the right to
FS5 Interactions with clients/ page 34 vote shares or advises on voting"
investees/business partners
regarding EC1 | Direct economic value generated | pages 4,
environmental and social risks and distributed, including 5,48
and opportunities" revenues, operating costs,
employee compensation,
FS6 Percentage of the portfolio for page 34 donations and other community
business lines by specific region, . . .
investments, retained earnings,
size . .
and payments to capital providers
(e.g. micro/SME/large) and by and governments
sector"
EC2 | Financial implications and other page 32
FS7 | Monetary value of products and page 34 risks and opportunities for the
services designed to deliver a L, L
organization’s activities due to
specific social benefit for each )
climate change
business line broken down by
purpose EC3 | Coverage of the organization’s page 47
defined benefit plan obligations
FS8 | Monetary value of products and page 34
services designed to deliver a EC4 | Significant financial assistance -
specific environmental benefit for received from government
each business line broken down
by purpose EC5 | Range of ratios of standard entry | page 48
level wage compared to local
minimum wage at significant
locations of operation
AN Z4
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EC6

Policy, practices, and proportion
of spending on locally-based
suppliers at significant locations

of operation

page 29

EN8

Total water withdrawal by source

EN9

Water sources significantly

affected by withdrawal of water

EC7

Procedures for local hiring and
proportion of senior management
hired from the local community at

locations of significant operation

page 29

EN10

Percentage and total volume of

water recycled and reused

EC8

Development and impact of
infrastructure investments and
services provided primarily

for public benefit through
commercial, inkind, or pro bono

engagement

page 36

EN11

Location and size of land owned,
leased, managed in, or adjacent
to, protected areas and areas of
high biodiversity value outside

protected areas

EC9

Understanding and describing
significant indirect economic
impacts, including the extent of

impacts

page 17

EN12

Description of significant
impacts of activities, products,
and services on biodiversity in
protected areas and areas of
high biodiversity value outside

protected areas

EN1

Materials used by weight or

volume

page 48

EN13

Habitats protected or restored

EN2

Percentage of materials used that

are recycled input materials

EN14

Strategies, current actions,
and future plans for managing

impacts on biodiversity

EN3

Direct energy consumption by

primary energy source

page 48

EN4

Indirect energy consumption by

primary source

EN5

Energy saved due to
conservation and efficiency

improvements

EN15

"Number of IUCN Red

List species and national
conservation list species with
habitats in areas affected by
operations, by level of extinction

risk"

ENG

Initiatives to provide energy-
efficient or renewable energy
based products and services,
and reductions in energy
requirements as a result of these

initiatives

EN16

Total direct and indirect
greenhouse gas emissions by
weight

EN17

Other relevant indirect
greenhouse gas emissions by

weight

EN7

Initiatives to reduce indirect
energy consumption and

reductions achieved

page 35

EN18

Initiatives to reduce greenhouse
gas emissions and reductions

achieved

EN19

Emissions of ozone-depleting

substances by weight
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EN20 |NO, SO, and other significant air | - ENZ29 | Significant environmental impacts | -
emissions by type and weight of transporting products and
other goods and materials used
EN21 | Total water discharge by quality - for the organization’s operations,
and destination and transporting members of the
EN22 | Total weight of waste by type and | page 48 workforce
CliEpeEEl e EN30 | Total environmental protection -
EN23 | Total number and volume of B expenditures and investments
significant spills by type
EN24 | "Weight of transported, imported, | - LA1 | Total workforce by employment page 46
exported, or treated waste type, employment contract, and
deemed hazardous under the region
terms of the Basel Convention LA2 | Total number and rate of peL45
Annex I, 11, 111,
employee turnover by age group,
and VIII, and percentage of .
gender, and region
transported waste shipped
internationally” LA3 | Benefits provided to full-time page 28
employees that are not provided
EN25 |Identity, size, protected - to temporary or part-time
status, and biodiversity value ) )
employees, by major operations
of water bodies and related
habitats significantly affected LA4 | Percentage of employees page 27
by the reporting organization’s covered by collective bargaining
discharges of water and runoff agreements
EN26 | Initiatives to mitigate - LA5 | Minimum notice period(s) page 26
environmental impacts of regarding operational changes,
products and services, and including whether it is specified in
extent of impact mitigation collective agreements
EN27 | Percentage of products sold and | - LAG6 | Percentage of total workforce -
their packaging materials that are represented in formal joint
reclaimed by category management—worker health
and safety committees that
EN28 | "Monetary value of significant - e rEEr e e o
UNESECNE T e i occupational health and safety
non-monetary sanctions
programs
for noncompliance with
environmental laws and LA7 |Rates of injury, occupational pages
regulations" diseases, lost days, and 31,47
absenteeism, and number of
workrelated fatalities by region
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LA8

"Education, training, counseling,
prevention, and risk-control
programs in place to assist
workforce members, their
families, or community
members regarding serious

diseases"

HR3

Total hours of employee training
on policies and procedures
concerning aspects of human
rights that are relevant to
operations, including the

percentage of employees trained

LA9

Health and safety topics covered
in formal agreements with trade

unions

page 27

HR4

Total number of incidents of

discrimination and actions taken

page 28

LA10

Average hours of training per
year per employee by employee

category

page 30

LA11

Programs for skills management
and lifelong learning that support
the continued employability of
employees and assist them in

managing career endings

page 30

HR5

Operations identified in which
the right to exercise freedom

of association and collective
bargaining may be at significant
risk, and actions taken to support

these rights

pages
26, 47

LA12

Percentage of employees
receiving regular performance

and career development reviews

HR6

Operations identified as having
significant risk for incidents of
child labor, and measures taken
to contribute to the elimination of
child labor

page 28

LA13

Composition of governance
bodies and breakdown of
employees per category
according to gender, age group,
minority group membership, and

other indicators of diversity

page 29

HR7

Operations identified as having
significant risk for incidents of
forced or compulsory labor,
and measures to contribute

to the elimination of forced or

compulsory labor

page 28

LA14

Ratio of basic salary of men to

women by employee category

HR1

Percentage and total number
of significant investment
agreements that include
human rights clauses or that
have undergone human rights

screening

page 28

HR8

"Percentage of security
personnel trained in the
organization’s policies or
procedures concerning aspects
of human rights that are

relevant to operations”

HR9

Total number of incidents of
violations involving rights of
indigenous people and actions

taken

page 28

HR2

Percentage of significant
suppliers and contractors that
have undergone screening on

human rights and actions taken

page 28
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SO1 | Nature, scope, and effectiveness | page 36, FS15 | Policies for the fair design and page 18
of any programs and practices 48 sale of financial products and
that assess and manage the services
impacts of operations on
communities, including entering, PR1 | Life cycle stages in which health | page 18
operating, and exiting and safety impacts of products
and services are assessed for
FS13 | "Access points in low-populated page 22 improvement, and percentage of
or economically disadvantaged significant products and services
areas by categories subject to such
type" procedures
FS14 | "Initiatives to improve access page 22 PR2 | Total number of incidents of non- | page 19
to financial services for compliance with regulations
disadvantaged and voluntary codes concerning
people" health and safety impacts of
products and services during
SO2 | Percentage and total number of page 25 their life cycle, by type of
business units analyzed for risks outcomes
related to corruption
PR3 | Type of product and service -
SO3 | Percentage of employees trained | page 24 information required by
in organization’s anti-corruption procedures, and percentage of
PEUEES e (PeEEr TS significant products and services
S04 | Actions taken in response to page 24, subject to such information
incidents of corruption 25 requirements
SO5 | Public policy positions and page 42 PR4 | "Total number of incidents of -
participation in public policy non-compliance with regulations
development and lobbying and voluntary codes concerning
product and service information
SO6 | Total value of financial and in- - and labeling, by type of
kind contributions to political outcomes"
parties, politicians, and related
institutions by country PR5 | Practices related to customer page 20
satisfaction, including results
SQO7 | Total number of legal actions for | page 19 of surveys measuring customer
anticompetitive behavior, anti- satisfaction
trust, and monopoly practices
e T OUEEmES FS16 | Initiatives to enhance financial page 18
literacy by type of beneficiary
SO8 | Monetary value of significant page 19
fines and total number of
non-monetary sanctions for
noncompliance with laws and
regulations
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PR6

Programs for adherence to
laws, standards, and voluntary
codes related to marketing
communications, including
advertising, promotion, and

sponsorship

page 19

PR7

Total number of incidents of non-
compliance with regulations
and voluntary codes concerning
marketing communications,
including advertising, promotion,
and sponsorship by type of

outcomes

page 19

PR8

Total number of substantiated
complaints regarding breaches of
customer privacy and losses of

customer data

page 25

PR9

Corporate Social Responsibility Report PZU SA for 2010

Monetary value of significant
fines for noncompliance with laws
and regulations concerning the
provision and use of products

and services

page 19

AN L
Nk OPA Ll )

57

57



58

58

AN AL
Nk OPA 2Ll /)

Corporate Social Responsibility Report PZU SA for 2010

Corporate Social Responsibility Report PZU SA for 2010



Corporate Social Responsibility Report PZU SA for 2010

Table of contents

Letter from the CEO 2
The Activities and Market Position of PZU SA 4
The Structure of the PZU Group (Simplified) 6
The Capital Market and Insurance Liability 8
Stock Market Debut 8
Communication with Shareholders 10
Governance and Management 12
Bodies of the Company 14
Financial Credibility 16
PZU as a Responsible Investor 17
Insurance Products and Responsibility 18
Safety Products 18
Product Quality and Customer Satisfaction 20
Recognition for Products and the Company 21
Availability of Services 22
Data Security and Fraud Prevention 24
People in Insurance 26
Reorganization and Social Dialogue 26
Respect for the Individual 28
Development of Employees 30
Occupational Health and Safety 31
Environment and Health Insurance 32
Changes in the Environment and their Impact on Insurance 32
Indirect Impact on the Environment 34
Direct Impact on the Environment 35
The Insurer and the Social Environment 36
Preventive Activities 36
Patronage and Sponsorship 38
Philanthropy 40
Participation in Social Projects 42
About the report 44
Attachments (tables) 45
GRI Index 49

Corporate Social Responsibility Report PZU SA for 2010

\SRUPE LY ]

59



D\ Z4
sk UPA 20 ]

PZU SA

al. Jana Pawifa Il 24
00-133 Warszawa

www.pzu.pl
Contact:

Przemystaw Kulik
Marketing Office Team of Sponsorship,
Prevention and CSR

tel. (22) 582 31 37
fax (22) 582 23 40
e-mail: prkulik@pzu.pl
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