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LETTER TO THE STAKEHOLDERS
Many years ago now, the SIA Group launched a structured and organic path aimed at creating
sustainable value for the company and for all its stakeholders - from customers to employees, from
shareholders to suppliers, from the community to the environment - consistent with the objectives
of the organization and according to an ethical and socially responsible business model.
For this reason, also in 2020, SIA decided to publish its own "Non-Financial Report" to illustrate what
the Group achieved during the year in terms of the sustainable growth of its business and the
creation of value, also from a social, environmental and governance perspective.
During 2020, characterized by the Covid-19 pandemic, the SIA Group considered it even more
essential to maintain an ongoing dialogue with its stakeholders (both internal and external): the
materiality matrix, i.e. the map of the most relevant aspects according to the company and its main
stakeholders, which forms the basis of this report, was updated and then approved by the Board of
Directors.
The analysis confirmed the priorities of previous years, but also highlighted how the new trends that
are characterizing the current socio-economic context (digital innovation, energy transition and the
fight against climate change) have a significant impact on the Group and its stakeholders that should
not be overlooked.
At the top of the materiality matrix are "Economic performance and creation of direct and indirect
value", "Continuity of service" and "Management of privacy and sensitive data information". Among
the other topics, compared with last year, the issues of "Health, safety and protection of workers",
"Efficient management of energy resources" and "Innovation and support for the digital transition"
have grown in importance, in line with the current context.
With regard to economic performance, SIA closed FY 2020 confirming the positive trend of recent
years, despite the economic contraction caused by the pandemic. During the period, Group
revenues rose to 759 million euro (+ 3.5% on 2019) and the adjusted operating margin reached
273.5 million euro (+6%). The net income attributable to the Group was 16.8 million euro.
The Economic Value generated by the Group in 2020 is more than 763 million euro, up 4% on the
previous year. 27.32% of this value was distributed to staff in the form of salaries, benefits and
welfare; 9.82% went to the public administration in the form of taxes and fees; 27.78% was invested
in the company as reserves and amortization/depreciation.
The pandemic focused on the topics of "Health, safety and protection of workers" and "Continuity of
service": the massive use of smart working by employees and consultants was made possible thanks
to a rapid consolidation of existing infrastructure and the quick supply of the necessary technology
to those who did not already have it. Staff who continued to work in the Group's offices were issued
with appropriate Personal Protection Equipment, while workplaces were repeatedly sanitized and
thermo scanners were installed. With these interventions it was possible to ensure the normal
management, maintenance and security of the data centers, providing operational continuity even
during the months of lockdown.
2020 service levels reached values close to, if not completely equal to, 100% in all sectors in which
the Group operates.
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SIA's activities have had many repercussions on the economic and social fabric of Italy, the European
Union and all 51 countries reached by Group companies. Among the material issues reported,
"Innovation and Support for the Digital Transition" is based on a structured process of continuous
discussion with customers and partners, driven by rapid time-to-market and high safety standards.
The Group ranks among the European leaders in the search for solutions aimed at strengthening the
economic system in favor not only of direct customers but also of end users: cashback, instant
payments, digital payments, support to the digitalization process of markets and financial
institutions, companies and public administration, advanced services for smart mobility, for health,
for public welfare, for the agricultural sector, for retail.
Thanks to the experience and skills of its people, there are several areas in which the Group is
committed to making an important contribution in terms of innovation and excellence, maintaining
a high level of attention to the impact not only economic, but also social and environmental.
SIA recognizes that people are the most important asset on which to build its success. More than
300 new employees were hired in 2020, a third of whom were under 30. At December 31, 2020, the
Group had 3,660 employees, 96% of whom were on permanent contracts and 43% of whom were
women. For their professional growth, more than 73,000 hours of training were delivered during the
year, equal to a per capita average of approximately 20 hours.
From a social point of view, the SIA Group makes an important contribution to the community. In
addition to creating jobs to support employment, the company - as part of an articulated system of
relationships, also of an institutional nature - maintains relations with numerous trade associations,
universities and research centers on the basis of internal operational requirements and market
trends.
In terms of the environment, the Group's attention is translated into concrete behaviors such as the
use of green energy, a plastic-free approach in the workplace and the recovery of recyclable
materials. 2020 saw a decrease in energy consumption (-9%) compared to the previous year, due
both to the absence of staff in the various Group offices due to the health emergency, and to the
efficiency of the data centers with latest generation hardware and the continuation of integration
projects with, for example, the moving to the Italian data centers of the platforms previously
installed in the data centers in Slovakia.
In conclusion, I would like to thank all the 3,660 people in the Group who, during 2020, worked in
the name and on behalf of SIA, with pride and a sense of belonging, making their skills, availability
and professionalism available and thus making it possible to achieve significant economic, social,
environmental and governance performance, even in the emergency context characterized by the
Covid-19 pandemic.
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THE SIA GROUP
SIA - a subsidiary of CDP Equity - is the
European leader in the design,
construction and management of
infrastructures and technological
services dedicated to Financial
Institutions, Central Banks, Companies
and Public Administrations, in the Card
& Merchant Solutions, Digital Payment
Solutions and Capital Market &
Network Solutions segments.
The SIA Group provides services in 51
countries and operates through
subsidiaries and branches in Austria,
Belgium, Croatia, Germany, Greece,
the Netherlands, Czech Republic,
Romania, Serbia, Slovakia, South Africa
and Hungary. The company also has
representative offices in England and
Poland.
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SIA: a history of innovation
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Shareholders
The Shareholders' Meeting of SIA S.p.A. (hereinafter also referred to as the "Parent Company") is the
collegial body that expresses the will of the shareholders.
Entrusted with the powers granted by the law and the Articles of Association, the Shareholders'
Meeting resolves, in particular, on the appointment and removal of the members of the Board of
Directors and the Board of Statutory Auditors as well as on their fees and duties; on the approval of
the financial statements and the allocation of profit; on the purchase and sale of treasury shares; on
the changes to the Articles of Association; on the issue of convertible debentures.
On October 31 and November 6, 2019 CDP Equity S.p.A. purchased the equity investments held by
F2i Reti Logiche S.r.l. and Orizzonte Infrastrutture Tecnologiche S.r.l., respectively 17.05% and 8.64%
of SIA's share capital. Moreover, on November 4, 2019, FSIA Investimenti S.r.l. purchased the
investments held by Intesa Sanpaolo S.p.A. and UniCredit S.p.A., for a total of 7.94% of SIA's share
capital.
As a result of these transactions, FSIA Investimenti S.r.l. (a company subject to the management
control and coordination of CDP Equity S.p.A. through FSI Investimenti S.p.A.) holds 57.42% and CDP
Equity S.p.A. 25.70% of SIA's share capital.
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Structure of the SIA Group at December 31, 2020

(1)
(2)

Effective January 1, 2021 P4cards S.r.l. was absorbed by SIA S.p.A.
In November 2020, SIA S.p.A. completed the acquisition of the remaining 49% of the share capital of SIAadvisor S.r.l.

The companies in liquidation QuenIT Consortium and DMAN are not shown in the above scheme.

New structure of the SIA Group in 2021

All companies are 100% owned - directly or indirectly - by SIA S.p.A.

12

SIA

Non-Financial Report 2020

SUSTAINABILITY FOR THE SIA
GROUP
In 2015, the SIA Group began planning and implementing a specific corporate social responsibility
policy, embarking on a structured and organic path aimed at creating sustainable value for the
company and for all its stakeholders - from customers to employees, from shareholders to suppliers,
from the community to the environment - consistent with the objectives of the organization and
according to an ethical and socially responsible business model.
Despite the specificity of the sector, there are numerous aspects of SIA's activity in which a
consciously exercised social value is manifest at various levels and to which the Group has devoted
increasing attention over the years.
Among these:









the search for cutting-edge solutions aimed at strengthening the economic system in favor
not only of direct customers, but also of end users and, therefore, of the entire community
through investments in infrastructure and innovative projects such as, for example, support
for the PagoPA Cashback Project, which has enabled the Italian population to access greater
liquidity and the State to reward the use of digital payment methods to the detriment of
cash, or the development of the new EBA Clearing service, created to support Financial
Institutions and other Payment Service Providers at European level in the management of
cloud payments and to encourage the consolidation of Instant Payments and the
development of Open Banking services introduced by PSD2;
accessibility to its services, without discrimination related to the level of financial literacy or
geographic origin, contributing, among other things, to the process of digitization and
simplification of services for citizens that has been underway for years in Italy's Public
Administration;
the implementation of initiatives for the benefit of the corporate population and families
in terms of health and safety, work-life balance, welfare, corporate climate and training, but
also the implementation of a careful policy of equal opportunities among its employees;
the promotion of social initiatives for the community, which include a commitment to
employment, support for scientific research and the health care sector and interventions to
support disadvantaged groups;
the protection of the environment and energy resources, playing an active part in initiatives
such as the purchase of green energy and the production of energy from renewable sources.

In conclusion, in a historical context strongly characterized by the Covid-19 pandemic, it is
impossible not to mention how the entire SIA Group is facing the current emergency with
responsibility and attention, both to protect the health of its stakeholders, starting with its
employees and collaborators, and to implement the most effective actions to support its business
continuity to the benefit of its customers and all parties involved in the ordinary operation of
payment systems.
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Involvement of stakeholders

The SIA Group constantly involves its stakeholders in the definition of objectives and strategies in
order to align their needs and expectations to the Group's activities.

2020 materiality analysis
According to GRI standards, materiality analysis is the fundamental process for identifying issues
that reflect the organization's significant economic, environmental and social impact or that
profoundly influence the assessments and decisions of its key stakeholders.
In this historical moment characterized by the Covid-19 pandemic, the SIA Group has considered it
essential to maintain a constant dialogue with its stakeholders (both internal and external) in order
to make shared decisions in light of the new context and its rapid and constant evolution.
During 2020, the materiality matrix was therefore updated, i.e. the representation of the most
relevant aspects (material issues) for the Group and its stakeholders.
In order to define the material issues, the main trends and industry benchmarks, the Global
Reporting Initiative (GRI) indicators and the ESG issues already reported by the SIA Group in previous
reports were analyzed. At the end of the process, a panel of potentially relevant issues emerged and
was submitted for evaluation to the Group's stakeholders and top management. More specifically,
during the year, employees and a representative sample of Suppliers and Partners were involved,
indicating in an on-line questionnaire how relevant each topic was for them.
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The materiality matrix thus prepared was approved by the Board of Directors on December 18,
2020.

The following material issues emerged from the analysis:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Economic performance and creation of direct and indirect value
Integrating sustainability into business strategy
Responsible governance and transparent management
Business growth on international markets
Ethics, integrity and compliance
Relations with institutions
Efficient complaint management
Continuity of service
Management of privacy and sensitive information
Effective and responsible communication
Customer satisfaction and customer intimacy
Innovation and support for the digital transition
Recruiting new professional skills and developing skills
Protection of human rights, diversity and equal opportunities
Health, safety and protection of workers
Employee wellbeing and corporate welfare
Job creation
Community relations and impact on society
Efficient management of energy resources
Combating climate change and protecting the environment
Sustainable supply chain management.

The end result is reflected in the matrix below, which visually captures the expectations of
stakeholders, the Group's objectives and the priorities among the various material issues.
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New topics were introduced in 2020 such as: "Integrating sustainability into business strategy" and
"Combating climate change and protecting the environment".
Compared to the issues mapped in the 2019 Non-Financial Report, some nomenclature has been
partially revised. It is worth noting that "Innovation capacity" has been redefined as "Innovation and
support for the digital transition": this change has enriched the treatment of the contents addressed
in the dedicated chapter.

Compared with the previous year, the topics of "Health, safety and protection of workers" and
"Efficient management of energy resources" were more significant in the matrix, reflecting the needs
of the current historical moment.
"Efficient complaint management" and "Sustainable supply chain management" were considered as
aspects over which the Group has good control and enjoys consolidated practices, also in regard to
relations with its stakeholders.
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The Group's contribution to sustainable development
On September 25, 2015, the
United Nations General
Assembly approved the 2030
Agenda for Sustainable
Development, which contains
the 17 Sustainable Development
Goals, internationally known as
the Sustainable Development
Goals (SDGs).

combating inequality and injustice; and remedying climate change.

The SDGs aim to mobilize the
forces of all actors, national and
international, to achieve three
fundamental goals of common
interest by the year 2030:
ending extreme poverty;

The 17 Sustainable Development Goals are associated with 169 specific, integrated and indivisible
targets, which represent a holistic definition of commitments that all countries belonging to the
United Nations have decided to establish in order to promote a model of development that is
inclusive, resilient, sustainable and capable of creating value in the medium to long term. One
fundamental aspect of this initiative concerns the fact that responsibility for achieving these
objectives is not assigned merely to the strategy of national governments, but rather also considers
the entire production system resulting from the various industrial activities.
The SIA Group is aware that its business and operational management choices, increasingly oriented
towards international growth, must necessarily be accompanied by a progressive integration of
environmental and social sustainability principles.
For this reason, in this edition of the document, the SIA Group intends to show all its stakeholders its
contribution through sustainability reporting, thus underlining the strong relationship between the
pursuit of its business objectives and the Sustainable Development Goals defined by the United
Nations.
The table below provides a reconciliation of the issues listed in the 2020 Materiality Matrix with the
Sustainable Development Goals to which the Group participates and contributes through its
activities.
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Reconciliation table of Material issues and Sustainable Development Goals
Sustainable Development
Goal

Material issue
Economic performance and creation of direct and indirect value
Integrating sustainability into business strategy
Responsible governance and transparent management
Business growth on international markets
Ethics, integrity and compliance
Relations with institutions
Efficient complaint management
Continuity of service
Management of privacy and sensitive information
Effective and responsible communication
Customer satisfaction and customer intimacy
Innovation and support for the digital transition
Recruiting new professional skills and developing skills
Protection of human rights, diversity and equal opportunities
Health, safety and protection of workers
Employee wellbeing and corporate welfare
Job creation
Community relations and impact on society
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Efficient management of energy resources
Combating climate change and protecting the environment
Sustainable supply chain management
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RESPONSIBLE GOVERNANCE
AND TRANSPARENT
MANAGEMENT
2020 MATERIAL ISSUES

Responsible governance and
transparent management

Ethics, integrity and
compliance

MANAGEMENT POLICIES AND
METHODS (2020)

ACTIONS CARRIED OUT IN 2020

✔ Reputational risk
✔ Operational risk

✔ SIA has a Code of Ethics
✔ SIA publishes the NonFinancial Report annually

✔ Involvement of the Board of Directors in the definition
of material aspects
✔ Voluntary adhesion to Legislative Decree 254/2016 and
publication of the "Non-Financial Report"
✔ Application of the SIA Code of Ethics to Group
companies

✔ Risks of non-compliance or
non-provision of the service in
the absence of compliance with
the laws

✔ SIA guarantees a service in
compliance with the laws and
regulations of the sector. An
organizational model pursuant
to Legislative Decree 231/2001
was also adopted and a
Supervisory Body was
established
✔ SIA has adopted a Code of
Ethics and has defined anticorruption guidelines

✔ Constant monitoring of sector laws and regulations and
adaptation to them
✔ Continuation of support, training, information,
monitoring and internal consultancy activities regarding
sector laws and regulations
✔ Maintenance of relations with the Bank of Italy and the
Eurosystem

MAIN RISKS (2020)

SIA Group governance
The Board of Directors 1

The Board of Directors has the broadest powers for the ordinary and extraordinary management of
the Company without exception of any kind and, more specifically, the Board of Directors has all the
faculties for the implementation and achievement of the corporate purposes that are not strictly
reserved by law to the Shareholders' Meeting.
The Chairman and Chief Executive Officer are the only members of the Board of Directors with
executive powers and to whose remuneration an emolument is added according to the position that
they hold. All the other members of the Board of Directors are non-executive Directors.
The Board of Directors of SIA S.p.A. numbers 11 members.
The three-year term of the current Board of Directors ended on the date of approval of the financial
statements for the year ended December 31, 2019. However, during the meeting held on May 11,
2020 to approve the financial statements, the ordinary Shareholders' Meeting of SIA, having
acknowledged the failure to file the lists of candidates for the appointment of Directors to be
presented by the Shareholders pursuant to Art. 19 of the Articles of Association, did not reconstitute
the Board of Directors, which is therefore currently under an extension regime pursuant to and for
the purposes of Art. 2385, second paragraph, of the Italian Civil Code.
1
For the composition of the Board of Directors of SIA S.p.A. at December 31, 2020 please refer to the relevant table in the "Report on
Operations and Financial Statements at 12.31.2020".
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On the Board of Directors at December 31, 2020 nine Directors are over 50 years of age, two are
between 30 and 50 years of age and the overall average age is just over 54.
In order to promote an efficient system of information and consultation that will allow the Board of
Directors to better evaluate certain issues under its jurisdiction, the Board of Directors has
established three committees with investigative, propositional, consulting and coordinating
functions:
Remuneration Committee
Set up and appointed by SIA's Board of Directors in compliance with strict criteria of professionalism
and experience, it performs propositional and consultative functions such as:
-

to submit proposals to the Board of Directors for the definition of the general policy for the
remuneration of Executive Directors and other Directors vested with particular offices;
to express opinions on proposals for increases in managers' remuneration to be decided by
the Board of Directors, in accordance with the Company's system of powers and delegations;
to develop long-term incentive schemes for top management and submit them to the Board
of Directors for approval;
to monitor the progress and correct application of such incentive schemes, periodically
assessing the adequacy, overall consistency and actual application of the policy adopted for
such persons' remuneration.

Development Committee
The "Development Committee", whose members have been chosen in compliance with strict criteria
of professionalism and experience, performs consultative and propositional functions such as:
-

analysis of the main market trends and the strategic positioning of competitors;
strategic analysis and assessment of M&A opportunities for SIA;
evaluation of the structure of any M&A transactions.

Operative Committee
At the meeting held on October 15, 2020, the Board of Directors established the Operative
Committee.
This is an internal board committee - in addition to those already established - with the task of
expressing a binding opinion on certain acts or categories of acts expressly indicated in the
Company's System of Powers and Delegations.
It has a mixed membership (members of the Board of Directors and SIA's managers) and includes the
Chairman of SIA's Board of Directors, as Chairman, four members of the Board of Directors and three
SIA's managers.

The Board of Statutory Auditors 2
The Board of Statutory Auditors of SIA S.p.A. is made up of three Standing auditors and two
Alternate auditors who remain in office for three years and can be re-elected.

2
For the composition of the Board of Statutory Auditors of SIA S.p.A. at December 31, 2020 please refer to the relevant table in the "Report
on Operations and Financial Statements at 12.31.2020".
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Two members of the Board of Statutory Auditors and, specifically, the Chairman and a Standing
Auditor, resigned with effect from the date of the Ordinary Shareholders' Meeting on January 9,
2020. The same Shareholders' Meeting therefore appointed two statutory auditors to replace them.
The Board of Statutory Auditors monitors compliance with the law and the Articles of Association,
compliance with the principles of correct administration in carrying out corporate activities, as well
as the adequacy of the Company's organizational structure, internal control system and
administrative accounting system.

The Supervisory Body 3
Established to supervise the functioning and observance of the Organization, Management and
Control Model pursuant to Legislative Decree 231/2001 and to prevent serious offenses under the
same decree. The Supervisory Body informs the Board of Directors of its work at least once a year.
During the year, the Supervisory Body continued to monitor the effectiveness of the organizational
models adopted to prevent the risks of crime.
In 2020, the composition of the Supervisory Body was changed as a result of the new appointments
within the Board of Statutory Auditors (to which, in SIA, the functions of the Supervisory Body are
assigned).
The Supervisory Body of SIA S.p.A. is in office until 2021.

Ethics, integrity and compliance
The Code of Ethics of SIA S.p.A., approved by the Board of Directors, is binding for all company
representatives and all external collaborators. Conduct in line with the principles contained in the
Code is also requested from suppliers, business partners, as well as all those who, directly or
indirectly, have commercial, professional or business relationships with SIA.
In the Code of Ethics, the Company also expresses its commitment to eliminating any form of conflict
of interest of a personal or business nature, as well as its attention to environmental protection.
In compliance with the governance and control system adopted by the Group, the members of the
Corporate Bodies must ensure that their activities comply with the principles of correctness and
integrity, refraining from acting in situations of conflict of interest.
The members of the Corporate Bodies are also required to maintain a conduct based on the
principles of autonomy, independence and respect for the corporate guidelines in the relations that
they have with public institutions and any private entity on SIA's behalf.
The obligations of loyalty and confidentiality bind such persons even after they have terminated
their relationship with the Group.
The latest version of the Code of Ethics was approved by the Board of Directors on May 25, 2017.

3
For the composition of the Supervisory Body of SIA S.p.A. at December 31, 2020 please refer to the relevant table in the "Report on
Operations and Financial Statements at 12.31.2020".
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In 2020, all Group companies adopted a Code of Ethics consistent with that of the Parent Company.

Anti-corruption
The SIA Group refers to the anti-corruption guidelines issued by ANAC to promote compliance with
ethical standards and full respect for national and international regulations on the prevention of
corruption, in all of its forms, direct and indirect, as well as the application of principles of integrity,
transparency and fairness in carrying out company activities.
The Group's general anti-corruption policy is defined within these guidelines, which delineate the
following risk areas:
› public administration
› external collaborators
› suppliers and customers
› significant third parties
› partnerships
› counterparties involved in extraordinary transactions
› facilitating payments
› sponsorship activities
› political contributions
› charitable contributions
› gifts and free samples
› entertainment, travel and hospitality expenses
› account keeping and accounting.

Lastly, a process has been launched to define a specific procedure for a whistleblowing system to be
adopted at the Group level.
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SIA Group risk management
The SIA Group acknowledges its exposure to risks, which are heterogeneous and dynamic, as well as
the significant effects that these risks could have on its own operations, those of its customers, its
payment system, the financial community and citizens in general.
As a multinational service provider for payment systems and financial markets, it is supervised and
has in place a risk governance and internal control system with which it counteracts adverse events
and vulnerabilities that may arise and compromise the delivery of its services.
The SIA Group intends to counter and minimize its operational, financial, compliance and reputation
risks. To this end, it acts on business processes for customers, cybersecurity, fraud management and
business continuity and pays attention to suppliers/partners and personal safety.
The risk culture is a particularly important issue and for this reason SIA has carried out annual
interventions with differentiated levels of detail and teaching methods and heterogeneous
recipients (dissemination of checklists, sharing of results with customer support structures, sharing
of operational risk management tactics at group level). Specifically, in 2020, SIA's risk culture was
enriched with a component of knowledge spread throughout the Group on the questions to be
asked in risk analyses of services and initiatives and on
the results of such analyses.
In this context, the Risk Governance Department, which
reports directly to the Chief Financial Officer, focuses on
identifying and managing risks that are relevant for the
creation and protection of value by integrating a risk
culture and risk management practices into the
Company's processes. The goal is to promote informed
decisions consistent with the company's risk objective.
Aware of the type, nature and extent of the risks to
which the company is exposed, the top management of
SIA supports the risk management process and defines
the risk objectives.
This process defines the methods by which to identify, evaluate, contrast, monitor and prevent the
risks to which the Group is exposed.
The risk management process:
•
•
•
•
•
•
•

is organized according to the ISO31000:2018 standard and was updated at Group level in
2020;
is aimed at pursuing the objectives and protecting the value of the company;
is an integral part of the organizational systems and business processes, the initiatives
being defined and the services provided;
addresses the conditions of uncertainty and is a component of corporate decision making
processes;
is carried out in a systematic, structured, timely and documented manner;
considers the human, perceptual and cultural factors that facilitate risk reporting and
impact assessments;
is periodically verified to ensure that it meets the corporate objectives.
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From an organizational point of view, SIA has three lines of defense which include:
•
•

•

the company organizational structures identify, - which identify, govern and control the
risks of their areas of action (first level);
the Risk Governance Department - which is responsible for second-level risk control and
the governance of compliance, business continuity, personal data protection and Health
and Safety systems. This structure is part of the CEO's staff and reports to the Chief
Financial Officer;
the Internal Audit Department - which ensures third-level control over corporate risks. It
operates independently and reports to the Chairman's Office.

In addition:
•
•
•

the members of top management are periodically brought up to date and intervene in
risk assessment decisions;
there is a "Risk Team" - made up of "risk representatives" who operate in their own areas
- to oversee and monitor risk assessment and risk treatment plans;
the contact persons of the Group companies with whom systematic information and
operational links are in place, are defined.

The main activities at Group level were:
•
•
•
•
•
•
•
•
•

to update the Group's risk policy and risk management process;
to monitor the risks of the Group's services/products and the risks associated with
business initiatives;
to extend the monitoring of business certifications and approvals to the Group with
special compliance dashboards;
to monitor IT, technological and security risks;
to carry out the actions of the internal GDPR improvement program extended to Group
level;
to strengthen the culture of risk with appropriate training solutions;
to organize a specific workshop on risk culture in the Customer Support structure;
to organize periodic meetings of the Risk Team, a company inter-departmental group on
the subject of risk;
to periodically update the SIA Group's Risk Treatment Plan.
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SUSTAINABLE VALUE CREATION
2020 MATERIAL ISSUES

Economic performance and
creation of direct and indirect
value

MAIN RISKS (2020)

MANAGEMENT POLICIES AND
METHODS (2020)

ACTIONS CARRIED OUT IN 2020

✔ Reputational risk in the
communities where the Group
is present
✔ Operational risks in new
initiatives
✔ Performance risks
✔ Exchange rate risk
✔ Liquidity risk
✔ Credit risk
✔ Interest rate risk

✔ SIA supports communities
and contributes to the growth
of economic and social systems
in areas/countries in which it
operates
✔ SIA carries out impact
analysis for the initiatives to be
undertaken
✔ SIA pursues organic and selffinanced growth, focusing its
development on the European
market and, in Italy, on the
Public Administration

✔ Assessment of the impacts on the end user of the
solutions developed for customers
✔ Support for the digitization of the Italian PA with the
creation of value for citizens and the country system
✔ Support for local projects and philanthropic donations
for the community
✔ Increase in consolidated revenues of over 16 million
euro compared to 2019 (+2.3%), thanks to the increase in
managed payment volumes and card transactions
✔ Further development of solutions dedicated to Public
Administration
✔ Continuous development of internal and external
information measurement and control systems
✔ Consolidation perimeter resulting from the acquisitions
made in 2018

Economic performance and creation of direct and indirect value
This overview of the economic aspects of the SIA Group activity concentrates on the concept of
economic value, which can be defined as the wealth created by the company in carrying on its
business.
The economic value created and distributed is one of the elements to be taken into consideration in
assessing the Group's economic and social impact, as it expresses SIA's ability to generate wealth,
distributed to certain categories of subjects who have contributed towards producing it and/or who
are among the Group's main stakeholders.
ECONOMIC VALUE CREATED AND DISTRIBUTED BY THE SIA GROUP 4

The economic value generated is equivalent to 763.2 million euro in 2020 and is up by more than
3% compared with the previous year.
The remuneration of employees amounts to over 208.5 million euro and represents 27.32% of the

4 The preparation of the table was carried out on the basis of the income statement figures of the consolidated financial statements, in
accordance with the principles defined by the GRI.
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total. The amount refers to wages and salaries, social security contributions, severance indemnity
and other costs (e.g. training, insurance policies, etc.). The item also includes the costs of the
Corporate Bodies (Directors, Board of Statutory Auditors) and of other collaborators.
The share distributed to the public administration was 74.9 million euro (9.82% of the total), paid
through the payment of direct and indirect taxes and duties to the State and other local authorities.
The amount allocated to borrowed capital comes to approximately 14.3 million euro (1.87% of the
total), corresponding to the interest expense incurred during the period.
The item "operating costs" indicates the economic value distributed to suppliers through the
purchase of goods and services and amounts to over 253 million euro, equal to 33.16% of the value
distributed.
Donations to the community amounted to 324 thousand euro (0.04%) allocated in the form of
donations and contributions to universities and research centers.
The economic value retained by the Group, equal to 212 million euro and 27.78% of the total
created in 2020, corresponds to what was invested within the Group through the retained earnings,
amortization and depreciation. In 2020, it grew approximately 47% from the prior year due in part to
the decision not to pay an ordinary dividend for FY 2019 given the extraordinary uncertainty caused
by the impacts of the spread of the Covid-19 pandemic.

ECONOMIC VALUE CREATED AND DISTRIBUTED BY THE SIA GROUP1
(thousands of euro)
12/31/2020
12/31/2019
Total economic value generated by the Group

763,246

734,552

Operating costs

253,129

230,840

Remuneration of employees

208,548

215,020

Remuneration of creditors

14,281

17,484

Remuneration of investors

0

59,970

74,926

66,929

324

268

Total economic value distributed by the Group

551,208

590,511

Total economic value retained by the Group

212,038

144,041

Remuneration of public administration
Donations to the community

The preparation of the table was carried out on the basis of the income statement figures of the consolidated financial statements, in
accordance with the principles defined by the GRI.

1
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SIA AND ITS CUSTOMERS AND USERS
2020 MATERIAL ISSUES

MAIN RISKS (2020)

MANAGEMENT POLICIES AND METHODS
(2020)

ACTIONS CARRIED OUT IN 2020

Business growth on
international markets

✔ Operational risk
✔ Financial risk

✔ SIA carries out analysis of the target
international markets and impact analysis
for each planned operation

✔ Continuation of the project to integrate the
offer for the international market with the
companies acquired in 2018
✔ Coordination of Group commercial initiatives
within the new Marketing & Sales Department
✔ Identification of Global Account Managers for
Cross-Country Clients
✔ Sharing cross region best practices aimed at
expanding market opportunities

Relations with institutions

✔ Reputational risk

✔ SIA manages communications with
institutions and stakeholders based on
mutual transparency and trust

✔ Publication of the Non-Financial Report
✔ Constant management of relations with the
Bank of Italy and the Eurosystem

✔ Response to complaint late
and unclear
✔ Reputational risk

✔ SIA handles customer reports in a timely
manner, identifies the causes of the
reported outages and prepares the
appropriate preventive and corrective
actions
✔ The risks are mitigated by the presence of
tools for handling complaints, such as the
Control Tower and the Service Desk System

✔ Maintenance of the Control Tower, dedicated to
handling information flows with customers
✔ Continuation of the Service Desk System
activities for the handling of all user requests

✔ Events that can compromise
business operations and the
delivery of services and threats
that can affect business assets

✔ SIA has adopted a Business Continuity
Policy
✔ SIA guarantees an adequate system of
information processes and security
✔ The risk is mitigated by the periodic
Business Impact Analysis

✔ Activation of pandemic crisis scenarios
✔ Maintenance of ISO 22301 certification on
Business Continuity
✔ Preparation of Group business continuity plans
✔ Business Continuity Plan update
✔ Technological enhancement of the Control
Tower for better control of services also with
smart-working operators

Efficient complaint
management

Continuity of service

Customer satisfaction and
customer intimacy

Management of privacy and
sensitive information

✔ Customer/market risk

✔ SIA carries out a customer mapping
process
✔ SIA analyzes the products purchased and
the related post-sales management methods

✔ Management of requests received from
customers by the Client Service Management
structure
✔ Presence of an organizational structure that
includes the Marketing & Sales, Innovation &
Business Solutions and Customer Operation
Departments

✔ Loss or theft of data and
information
✔ Loss of confidentiality and
data integrity

✔ SIA guarantees an adequate level of
protection of the information and data of
customers and users, in consideration of
their critical nature
✔ SIA has adopted a Privacy Policy in line
with the GDPR, supervision of which is
guaranteed by the Data Protection Officer
(DPO)

✔ Strengthening of operational cybersecurity and
security countermeasures at Group level
✔ Cooperation with customers and institutions
responsible for monitoring protection and contrast
issues against cyber threats and cyber fraud
✔ Compliance with the GDPR (General Data
Protection Regulation): improvement actions,
policy updating, internal training programs

The products and services offered by SIA are open to any public or private entity, bank or company
without discrimination in terms of geography, size or type of business. Financial institutions, central
banks, businesses and public administrations are among the more than 2,300 direct customers in all
51 countries served by SIA.
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Services provided by customer segments

The SIA Group provides services capable of guaranteeing the correct technological execution of any
type of electronic payment, whether or not involving the use of a physical or digital payment card,
connecting all the players involved thanks to the use of highly reliable connections.
With reference to wholesale payment systems (i.e. those of significant amounts), which are
managed by Central Banks and typically relate to transactions of an interbank and commercial
nature, the SIA Group offers highly specialized technological services that make it possible to
respond securely to the need for timely execution. To all parties involved in retail payment systems,
on the other hand, the SIA Group provides technology platforms, management solutions and access
networks. Central banks (for the settlement of transactions), Automated Clearing Houses (for
clearing functions) and banks (to enable their customers to make or receive payments) participate in
these systems.
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SIA's offer fully covers the value chain of payment systems and financial transactions for each
specific customer segment.
In particular:
-

-

-

In the Card and Merchant Solutions segment, it provides all services related to the
management of payment cards, which include all activities related to their issuing (Issuing)
and the management of payments to merchants (Acquiring), for domestic and international
circuits, as well as all financial and operational processes aimed at managing payments. The
activities carried out in the Acquiring area also include ATM management along the entire
value chain in support of the Financial Institutions that are customers of the SIA Group itself.
In the Digital Payment Solutions segment, it provides all the systems and activities that
enable the execution of electronic payments, other than card payments, through banking
channels (e.g., bank transfers, direct debits), made by individuals, companies and banks. This
segment includes all activities to support the digital transformation of payments and core
services for new financial market entrants, including those related to: (i) electronic invoicing
and substitute storage; (ii) real-time/instant retail payments; (iii) collections, payments and
treasury for businesses.
In the Capital Market and Network Solutions segment, it provides network and access
services to Eurosystem Target Services (ESMIG), as well as innovative blockchain-based
solutions and services and solutions dedicated to capital markets. In this context, the SIA
Group offers products and services capable of meeting the needs of each player in the value
chain: from those who manage execution venues to market participants, to those in charge of
post-trade securities settlement, through to those who monitor and regulate the correct
functioning of capital markets. This activity is provided through: (i) trading & post trading
platforms; (ii) collateral management services for central institutions; and (iii) surveillance and
market compliance. In addition, through SIAnet, the SIA Group provides Secure Messaging and
connectivity services.

All the services managed by SIA are provided in compliance with the laws in force in the countries
where the service is provided and with the regulations defined by the Supervisory Authorities.

Service levels
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Continuity of service
Business continuity risks are inherent in the type of services that SIA provides to its customers. SIA
has a specific "Business Continuity System" to counter these risks.
SIA operates in compliance with national and European banking regulations, as defined in contracts
with customers and in compliance with the ISO 22301 standard.
For the continuity of its business and of the services provided to its customers and to the financial
community, "SIA guarantees the restoration of business services as well as support activities
relevant to the company in compliance with the Bank of Italy Guidelines on business continuity and
contracts with customers taking into account the technological characteristics of the systems".

The activities aimed at SIA and Group companies, in particular P4cards, SIA Central Europe and SIA
Greece, envisaged by the Business Continuity Management System for 2020 were suspended in
order to follow the implementation of continuity plans in the acute phase of the Covid-19
emergency.
However, activities to maintain and verify business continuity solutions were carried out, such as:
•
•
•
•
•
•

updating the Business Impact Analysis;
the necessary adjustments to business continuity plans and documents to keep them in line
with organizational changes;
the execution of technological tests with all staff involved in remote working with positive
results;
the organization of courses in remote mode;
responding to customer requests such as calls, audits and questionnaires;
periodic meetings with representatives of the Departments and the Group to provide
updates on business continuity activities.

Annual testing of organizational solutions was not carried out as the management of the impacts of
the Covid-19 pandemic required their actual use which enabled some areas for improvement to be
identified.

Technology and infrastructures
2020 was very much affected by the COVID-19 pandemic emergency. In this regard, the Technology
& Infrastructures Department took all the necessary measures to support the SIA Group's business
continuity and health safety in the workplace.
In particular:
- existing infrastructures were consolidated and those who did not already have them were
provided with the tools that made it possible, as early as the end of February, for the 3,500
Group employees and all consultants involved in the various project and management
activities to adopt smart working solutions on a massive scale;
- adequate Personal Protection Equipment was purchased and distributed to internal and
external staff;
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- the workplaces were repeatedly sanitized and the offices were equipped with all the required
countermeasures, primarily by installing a significant number of thermo scanners;
- the management, maintenance and security of the data centers was guaranteed, providing
operational continuity even during the months of lockdown.
During the year, however, the projects to integrate the companies acquired by First Data in 2018 in
the Central Eastern Region and Greece continued as planned. In particular, the following was done:
a) completed insourcing of IT, network and security services previously provided by First Data
under the Transition Service Agreement;
b) migration to SIA's Italian data centers the IT platforms previously installed in the data
centers in Slovakia.
In addition, in view of the merger with the Parent Company, activities continued for the migration of
P4cards services onto SIA's IT infrastructures and new customers were started up on both existing
and new platforms.
In particular:
a) the new IBM z15 mainframe computers were installed in the first quarter;
b) the HPS PowerCARD card processing platform was installed and activated in production,
and the e-Secure service was started up for customers of SIA Greece;
c) as part of the Customer Operations Excellence Program initiative, the infrastructure for the
Robot Process Automation solution was set up and the first operational processes were put
into production;
d) in line with the strategy of adopting cloud-ready architectures, the PostePay loyalty
platform was implemented and the project to digitize business processes using the
ServiceNow solution was completed;
e) services for the PA were further developed, first and foremost the PagoPA Centro Stella
project, which enabled the launch of the Cashback program wanted by the Italian
Government;
f) the growth of blockchain services on SIAchain infrastructure allowed the activation of over
100 banks on ABI Lab's "Spunta Banca" service and the production release of the Inventory
Monetization service of the company Supply@Me;
g) on the SIAnet network, the infrastructure dedicated to the activation of the environment
relating to the Eurosystem ESMIG service was created.

Quality and customer satisfaction (Customer intimacy)
SIA's success is based on the reputation and trust that customers and other stakeholders of the
business community place in it. With this in mind, the data security, the privacy protection and the
business continuity are essential aspects. For this reason, SIA updates and increases the protection
and resilience systems of the services and products offered to customers on a daily basis, integrating
their requirements into the systems and procedures, both their own and those of their suppliers.
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In 2020, this activity was accompanied by the search for solutions characterized by highly innovative
aspects which, in addition to ensuring compliance with the quality objectives, translate into
advantages in terms of flexibility and effectiveness.
To maintain high customer satisfaction and high quality levels of the services offered, SIA has
defined a process and procedures for handling complaints, requests for reimbursements and the
application of penalties by customers based on what is established by the contracts in force.

The SIA's Quality Management System (QMS) includes:
•
•
•

the definition of business processes;
the assignment of the related responsibilities;
specific indicators to measure the ability of its processes and services to produce the results
expected vis-à-vis set objectives.
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Within the SIA Group some companies have certifications and approvals at local level, specific or
technical for markets and payment systems, and certifications relating to environmental
management systems or physical security (systems, electrical systems, etc.), including:
•
•
•
•

ISO 27017 and ISO 27018: SIA S.p.A.
ISO 14001: SIA Greece
ISO 20000: SIA Greece
ISO 45001: SIA Greece.

Production Control
To effectively manage the services provided and communication with customers, in 2017 SIA created
the structure of Production Control ("Control Tower"), which has the specific task of:
•
•

centralizing all communications, diversifying and customizing channels and methods;
ensuring coordination of activities among the SIA organizational units.

In 2020, the service, in response to the needs that emerged from the Covid-19 emergency, which
imposed a reduction in the number of staff present at the same time in the 24-hour control room,
implemented a technological enhancement plan to allow the services to be manned by smartworking operators.
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In all, during the year, 10,373 requests coming from 289 customers were handled.
SIA also has a Service Desk System that receives all requests from customers and end users: from the
simple request for information to the submission of complaints, up to the request for any refunds
and penalties, handled according to the related business processes.
The complaints management process aims to follow up as soon as possible the reports of customers
who are not satisfied with the services provided or products offered, taking steps, where necessary,
to improve the service and prepare adequate corrective measures, as well as preventive actions, to
prevent the disservice from happening again.
The process of managing refunds and penalties has the purpose of ensuring timely responses to
requests received from customers, in accordance with the provisions of the contracts and the Italian
Civil Code.

Cybersecurity
The financial sector is characterized by dependence on information, information systems and
computer networks and hence increasingly exposed to cyber threats due to the importance of the
data processed and its critical nature for the economy.
The occurrence of threats to the data processed by the services offered by SIA can determine
significant effects on the services themselves and on the customers, which means they could impact
the Company's results and reputation.
SIA intends to respond to the expectations of customers and institutions regarding the security and
protection of critical infrastructures and, therefore, to provide the best response to cybersecurity
threats in line with the directives for the Financial Market Infrastructure (IMF) defined to improve
resilience in the face of cyber threats.
To this end, SIA has put in place a series of complex operational measures and security
countermeasures at an organizational, logical and physical level, whose application is aligned with
the business guidelines and at the same time adequate for risk assessments about the
confidentiality, integrity and availability of information.
The initiatives that have been launched are organized with the following aims:
•

•

•

•

to ensure prevention against cyber-attacks according to a "defense in depth" approach
through the distribution of security measures on different layers, so that one protection
measure is covered by a subsequent line of defense;
to increase effectiveness and speed in identifying and responding to security threats,
through the analysis and use of information obtained from technical probes and external
information-sharing sources;
to provide support to key business initiatives through the identification and implementation
of data protection measures, where necessary with the introduction of new technologies
aimed at increasing the level of data protection;
to complete the harmonization of procedures and protection measures for the entire Group.

The security and cybersecurity risk mitigation initiatives have been developed within an ISMS
Information Security Management System, according to the ISO/IEC 27001 standard and certified by
a qualified third party.
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Cybersecurity and organizational impacts of the Covid-19 pandemic
As the Covid-19 pandemic spread around the world, the impacts on the new organization of work
entailed an adjustment of the technical and organizational controls useful to mitigate the new
threats related to the pandemic emergency and the consequent massive recourse to smart working.
In fact, SIA made a rapid transition towards a remote working mode thanks to the experience gained
with a smart working regime already used in the company, which provided all users with protected
tools for working from home:
•
•
•
•
•
•
•
•
•

business tools and no BYOD (Bring Your Own Device);
no administrative privileges to users;
use of virtual private networks (VPN);
multi-factor authentication;
granting a few minor exceptions, mainly to handle the high number of concurrent accesses;
launch of awareness campaigns to mitigate risks (e.g., Phishing) to protect people;
use of DDoS protection services to mitigate larger floods from this type of activity;
IT security controls optimized for the remote work scenario (geographical variation, behavior
analysis);
up-to-date controls for evaluating third parties and rules for accounting for their remote
operations.

In this context, the cybersecurity issue, the process of continuous improvement of security measures
and the fight against cybercrime took the form of the following activities:
-

completion of the integration of the cybersecurity organization, processes, standards and
tools for all Group companies;
support for major business initiatives, such as the PagoPA Centro Stella project, through the
identification and implementation of data protection measures;
introduction of advanced technologies aimed at increasing the security level of services;
renewal of organizational and technical certifications in compliance with IT Security
regulations, including PCI-DSS, PCI Card Production, PCI PIN Security and ISO/IEC 27001.

SIA's contribution and collaboration in the financial ecosystem also continued through its
participation in international forums for public-private cooperation, such as the ECB's Euro Cyber
Resilience Board (ECRB), the related Cyber Intelligence Information Sharing Initiative (CIISI-EU) and
the Italian Financial CERT national project.

Management of privacy and sensitive information
From a privacy point of view, the companies of the SIA Group - providing financial services to
companies and not to direct users - mainly process personal data in their capacity as Data Processors
with the authorization of the Customers (the Data Controllers).
In order to comply with the requirements set out in the privacy legislation, the Group uses a special
Governance System, which involves all members of staff, each according to his role and skills. At
Group level, oversight is guaranteed by SIA's DPO (Data Protection Officer), who has also been
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designated for the other companies, and who makes use of the collaboration of focal point/privacy
officer at local level.
In order to more effectively and efficiently monitor the regulatory obligations and responsibilities
associated with the General Data Protection Regulation (GDPR), specific risk indicators (KRIs) have
been identified, the monitoring of which has, for the time being, been activated in pilot on SIA,
focusing on the following aspects:
•
•
•
•
•

management of requests from interested parties;
data breach management;
updating of documentation in the field of privacy/GDPR;
training and the promotion of knowledge;
sustainability of the Data Protection Management System (DPMS) governance.

Group activities in 2020 continued:
•
•

•
•
•

•

to ensure effective and efficient responses to requests to exercise data subjects' rights (e.g.,
completion of the internal GDPR improvement program in SIA);
to adapt the policies (e.g., the new Group Privacy Policy release), the procedures (e.g., the
new DPIA procedure) and the reference documentation, in line with the evolution of the
regulatory scenario and the organizational model;
to update the Processing Register with particular attention to the processing of personal
data as part of services provided to Customers;
to improve awareness of the GDPR through the provision of a specific program via the elearning platform "Academy online";
to monitor that the processing of personal data is carried out in accordance with the
regulations and in compliance with the contractual agreements in force (e.g., involvement in
internal audits and those requested by clients);
to guarantee periodic reporting to Top Management (e.g., interventions in the Board of
Directors and Board of Statutory Auditors of SIApay) and to the Data Controller (e.g.,
bimonthly reports to the SIA's Chairman).

During 2020, the following processes/procedures were issued/updated within the SIA Group:
•

•

•

Group Privacy Policy: defines the guiding principles and general rules for the proper conduct
of business activities that involve the processing of personal data, in accordance with the
GDPR.
Data subjects rights management process: its purpose is to support the Staff in the
management of the obligations related to the exercise of the rights of the Data Subjects,
according to the provisions of the GDPR.
Data Protection Impact Assessment procedure: aiming to support the Staff in the
management of the obligations related to a Data Protection Impact Assessment (DPIA), in
accordance with the GDPR.

In collaboration with the Human Resources and Organization Department and with the support of an
external supplier, the following on-line training programs were developed, which can be used
through the corporate platform "Academy online":
•

GDPR Awareness: this was provided in the form of learning cards, comprising three training
"pills" administered on a four-monthly basis in English, accessible to all Group company
employees;
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•

Training module for System Administrators (SAs): this was provided in Italy, with the aim of
improving awareness of the responsibilities associated with the important role played by the
SAs, in compliance with the specific provision of the Data Protection Authority and in
response to requests from some customers.

Relations with customers and partners
SIA pays great attention to the development of dialogue and the consolidation of relationships with
current and potential customers and partners. To this end, it organizes meetings, events,
conferences and handles communication on both online and offline media.
2020 saw a reduction in the number of business and institutional events caused by the effects of the
Covid emergency. In spite of cancellations, postponements of appointments and the complex
logistical and mobility situation, SIA participated in 26 events, in Italy and abroad, almost all of which
saw SIA's management intervene as a speaker. Among the most significant events:
ABI Payments Show: on November 4, 5 and 6 the fifth edition of the Salone dei Pagamenti
(Payments Show) took place, this year in a totally virtual format due to the contingency of the
pandemic. The event, of which SIA is the main partner, is the main Italian event dedicated to the
payments sector. SIA speakers took part in the busy calendar of plenary and parallel sessions,
workshops and round tables, to provide their vision, enriched by concrete success stories, of the
most topical market issues: digital transformation and cashless society. Participants connected online - professionals from banks, businesses and Public Administration - were thus able to learn about
SIA's most innovative services for the sector: from solutions compliant with the European PSD2
regulation to evolved payment terminals, from interbank services based on blockchain technology to
virtual currencies under the attention of Central Banks, from the near future of technological
innovation to the role of digital payments communication.
TTG - Transport Ticketing Global: with the aim of extending its experience in the Italian market to
the global market, in 2020 SIA took part in two TTG events: the first, in January, was held in London
and saw SIA present the success story of electronic payments within the Milan underground, in
which SIA is the technology provider for the ATM operator. The second appointment, which took
place in December in the form of a webinar, saw SIA focus its intervention on the adoption of
electronic payment tools in integrated urban mobility systems.
Italy Insurance Forum 2020: with the aim of raising awareness of the brand within the Italian
insurance panorama, SIA took part in the Italy Insurance Forum 2020 event held on November 17, in
a 100% digital format. In addition to a speech included in the conference agenda with a focus on the
importance of Open Banking also in the insurance sector, SIA organized a specific business table
focused on the corporate service offering for companies in the sector. 10 representatives from 8
different companies participated remotely and were able to listen to SIA's managers who presented
the most innovative solutions aimed at the insurance world, including the Open Banking Platform
and Blockchain technology.
DIGITAL COMMUNICATION: the main digital communication channels with customers and partners
are the SIA institutional website (www.sia.eu), Linkedin, Twitter and Xing social networks (for
which please refer to the "Relations with the media and social activities" paragraph in the "SIA and
the community" section).
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INNOVATION AND SUPPORT FOR THE DIGITAL
TRANSITION
2020 MATERIAL ISSUES

Innovation and support for
the digital transition

MAIN RISKS (2020)

MANAGEMENT POLICIES AND
METHODS (2020)

ACTIONS CARRIED OUT IN 2020

✔ Inadequate capacity for
innovation and progressive
obsolescence of the services
provided with consequent
loss of market share ✔
Inadequately governed
introduction of technological
innovations which can lead to
operational, technological,
security, cybersecurity and
reputational risks

✔ The aim of SIA is to guide
technological innovation in financial
services and payment systems at an
international level through the
professionalism and excellence of the
services provided to all market partners
✔ SIA implements a structured process
of continuous comparison with partner
and customers to anticipate
opportunities and risks
✔ SIA manages the process of product
innovation at the level of the individual
organizational unit, as far as it is within
its capacity, according to the company
methods and procedures
✔ SIA implements a structured process
of continuous dialogue with customers
and partners in order to foresee
opportunities and risks in the
development of solutions and services
✔ SIA monitors, identifies and involves
new Startups in its projects according to
a standard procedure
✔ SIA calculates and monitors the
degree of innovation of the group's
individual projects according to a
standardized procedure
✔ SIA has institutionalized an Innovation
Committee, made up of C-level
directors, which validates and supports
the initiatives carried out by the
innovation group

✔ Adhesion to both the Investment Fund and
the Fintech Accelerator promoted by CDP
Venture Capital Sgr, Digital Magics,
Startupbootcamp and Fintech District. The
goal is to support up to 50 Startups in the
three-year period 2021 - 2023
✔ Active participation in 3 projects cofinanced by the European Commission
through the Horizon2020 program
✔ Analysis and involvement of Startups for
the study of new business models
✔ Implementation of a test platform on the
topic of Digital Sureties
✔ Implementation of innovative use cases
based on the SIAchain platform
✔ Positioning of SIA as a Technological
Enabler of ecosystems (e.g., Hubject)
✔ Active participation in innovation
observatories
✔ Development of a platform for the
complete digitalization of the trade finance
process
✔ Development and launch of Soft POS and
SmartPOS solutions
✔ Development and implementation of the
Transit Payment service for payment of
tickets with contactless cards and
smartphones
✔ Customization of Eco-sustainable and
Metal papers

The goal of SIA is to drive technology innovation in financial services and payment systems
internationally through the reliability of the services provided to all market partners. To achieve this
goal, SIA has implemented a structured process of continuous discussion with customers and
partners to foresee opportunities and risks. This approach is guided by the best balance between the
need for a rapid time-to-market and the need to guarantee the security requirements of payment
systems. The Group's innovation process is aimed at both the start-up and evolution of individual
services and the construction of new enabling platforms.
During 2020, SIA dedicated the 'Innovation' organizational unit to the promotion and coordination of
strategic innovation initiatives for the Group. This Unit fosters relations between the Functions,
between Group companies and with external networks (e.g., Startups, Accelerators, Investment
Funds) and is also responsible for:
•

•

supporting both the market and the product factory, contributing to the evolution of the
Group's portfolio of innovative solutions and business models, according to a full digital
approach, pursuing customers' time-to-market;
positioning the Group in new networks and markets (e.g. co-financed European
programs, Accelerators, Investment Funds);
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•

supporting initiatives for the development of the culture and knowledge of innovation
within the Group.

2020 targets and current state of implementation:
During 2020, a new structured and formalized working methodology for the team was introduced,
including a change in internal and external innovation processes to support the Group.
Specifically, three phases were formalized for the evaluation and introduction of innovative business
models, solutions, processes and technologies:
•

exploration: monitoring of markets, players, skills and opportunities has been intensified, to the
benefit of the constant evolution of the Group's competitive positioning, by creating the
Observatory, i.e. a tool with which SIA studies and cyclically interprets innovative business
models, solutions, processes and technologies from the payments sector and adjacent sectors,
generated both internally and externally to the Group, with both short- and medium-term
impacts;

•

selection: the scouting phase has been
structured, through the Innovation Radar, with
the aim of proactively identifying internal and
external innovation opportunities on the basis
of what emerged from the Observatory. In
2020, monitoring led to the study of more
than 200 Startups, 10 EU projects and 5
projects with third party customers and
partners. In 2020, monitoring led to the study
of more than 200 Startups, 10 EU projects and
5 projects with third party customers and
partners.
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•

implementation: experiments and studies have been launched that have led to the
implementation of innovative projects and solutions for the Group. These include:
o participation in the national Fideiussioni Digitali project promoted by SIA, CeTIF and
Reply, in collaboration with the Bank of Italy and IVASS, to digitize the process of
managing sureties thanks to blockchain technology;
o development of innovative use cases based on the SIAchain platform: for example, SIA
launched the blockchain infrastructure to enable the Spunta Banca DLT application, the
initiative promoted by ABI and coordinated by ABI Lab, which enables the management
of mutual account reporting between Italian banks through the use of Distributed Ledger
Technology;
o positioning of SIA as a technological enabler of ecosystems. Two cases are given as
examples:
1. Enel X Financial Services which, with the support of SIA, will manage multiple types
of transactions, starting with those made to recharge the electric cars of the
Hubject e-mobility circuit;
2. the Central Bank of Iceland (CBI) and SIA have launched the new Real-Time Gross
Settlement (RTGS) system and the new platform for Instant Payments. Thanks to
SIA's innovation and cutting-edge technologies, the Central Bank of Iceland can in
fact take advantage of a more advanced and strategic infrastructure for large-value
and retail payments, which will also enable closer cooperation with other Central
Banks;
o implementation of the new EBA Clearing service, integrated into the SIA EasyWay digital
platform, designed to support financial institutions and other Payment Service Providers
at European level in the management of payments in the cloud and to significantly
encourage the consolidation of Instant Payments and the development of innovative
Open Banking services introduced by PSD2;
o launch of the RBA (Risk Based Authentication) authentication model, which involves the
introduction of a procedure for real-time analysis of the risks associated with
transactions, with the aim of requesting 3DS authentication only in cases where it is
necessary. This solution, in addition to increasing the quality of the user experience, is
necessary to achieve the compliance requirements dictated by the PSD2 directive
regarding Strong Customer Authentication.

The following innovation initiatives were also promoted by the Group in 2020:
•
•

•

construction for SIA of a network of more than 30 Innovation Hubs 5 on a global scale, with
a particular presence in Europe;
16 new activities with international start-ups, aimed at studying and testing new business
models, products and technologies in areas of strategic importance for SIA. These initiatives
actively involved, in particular, the Service Line and Sales & Marketing Departments;
adhesion to both the Investment Fund and the Fintech Accelerator promoted by CDP
Venture Capital Sgr, Digital Magics, Startupbootcamp and Fintech District. The goal of the
systemic initiative is to support up to 50 Startups in the three-year period 2021 - 2023;

The term Innovation Hub refers to all public and private entities that facilitate the birth, development and
market diffusion of new solutions, business models and technologies by investing in research and innovative
startups. Examples of Innovation Hubs are universities, accelerators, incubators, investors, business angel
networks, etc.

5
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•

implementation of 3 projects co-financed by the European Commission through the
Horizon2020 program, in which SIA actively participated directly or through the EIT Digital
consortium, and 10 new project proposals submitted in response to the Call For Proposals
for 2021. These projects saw the involvement of multiple SIA internal functions and external
consultants.

At an internal SIA level, activities were carried out to encourage internal discussions between the
Group's departments on innovation. Specifically in 2020:
a systematic and scalable method was defined for monitoring the degree of innovation in
individual SIA Group projects. In particular, a questionnaire was formalized for individual
projects, aimed at classifying and monitoring the innovative contributions made on the basis
of a new KPI, the Innovation Index 6. The analysis showed that, among SIA S.p.A.'s active
projects in 2020, 17 led to medium-term innovative contributions 7, while 60 projects led to
short-term innovative contributions 8;
2 webinars and 3 radio interviews were conducted on SIA communication channels to
present ongoing innovation initiatives (e.g. radar content presentation) and stimulate new
initiatives;
monthly virtual round tables were organized with the heads of internal functions to stimulate
new joint projects. This has enabled more than 5 new collaborations to be set up.
an internal innovation initiative, Call4Concept, was launched, aimed at optimizing the value in
2021 of at least 3 concepts with a high innovative impact proposed by SIA resources in Italy
and abroad (e.g. new business models, solutions, other).

•

•

•
•

Open innovation
SIA S.p.A.'s 2020 projects focused on the use and development of the following technologies in
particular:
-

Blockchain;
Open Infrastructures;
Cloud Computing;
Business Intelligence;
Big Data;
Microservices;
REST webservices.

SIA investments in these technologies can be interpreted and summarized as follows:
•

investment in projects based on the SIAchain blockchain platform;

The Innovation Index is a KPI that measures the degree of innovation of a project in percentage terms.
Medium-term innovative contribution means an innovative element, born within the context of a project,
which will bring benefits to the company within 5 years from when it was introduced.
8
Short-term innovative contribution means an innovative element, born within the context of a project, which
will bring benefits to the company within 2 years from when it was introduced.
6
7
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•
•

orientation of SIA's infrastructure towards open, cloud and modular solutions, in order to
build products and services that are easy to integrate, manage, customize and maintain;
evolution of the offer by exploiting the opportunities offered by Big Data & Analytics.

Sustainable innovation
Sustainability is a parameter for evaluating the Group's innovation opportunities and is an integral
part of SIA's culture and innovation initiatives.
Some examples of initiatives activated in 2020:
•

•

•

•

9

PagoPA's Cashback Project, which has allowed the Italian population to access greater liquidity
and the State to reward the use of digital payment methods to the detriment of cash. The
initiative involves the cooperation of multiple public and private actors: the government, public
companies, and more than twenty entities operating in the field of electronic payments 9;
SmartChain, implemented for Trentino Holiday under the name of "Wallet del Turismo"
(Tourism Wallet): this is an application that uses blockchain technology to generate coupons
following virtuous behavior by citizens and tourists, to be spent at local merchants, with the aim
of encouraging ethical behavior, promoting tourism and encouraging consumption at local
businesses;
Flowe, the payment app that focuses on sustainability. Flowe's cards, rigorously made of wood
and produced in SIA's specialized Verona center in collaboration with Exceet, envisage the use
of environmentally-sustainable materials, guaranteeing customers full functionality of payment
services in both traditional and contactless modes, through the Mastercard circuit. Cherry wood
from sustainably managed forests is used to create these innovative cards, making each one
different from the next;
Enel X Financial Services which, with the support of SIA, will manage multiple types of
transactions, starting with those made to recharge the electric cars of the Hubject e-mobility
circuit, promoting the reduction of CO2 emissions linked to the consumption of fossil fuels.

https://www.pagopa.gov.it/it/pagopa-spa/comunicati-stampa/2020-12-07-comunicato
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The impact of Covid-19 on Group innovation
In 2020, the global context was severely influenced by the ongoing Covid-19 pandemic, which
brought about, amongst other constraints:
•
•
•
•

widespread and various limitations to physical travel both nationally and internationally;
a constant review of the strategic priorities of public and private market players;
the systematic global cancellation of industry events and trade fairs;
the need to ensure compliance with current health regulations in all cases, which provide for
social distancing, the proper use of personal protection equipment and a maximum number
of people who can share closed environments.

The initiatives put in place to address these constraints were, in particular:
•

•

•

•

•

institutionalization and coordination of monthly virtual meetings between the different
Functions with which Innovation interfaces, to stimulate sharing, ensure consistency and
seek flexibility to meet specific requests;
organization of periodical cross-functional virtual meetings with customers and Innovation
Hubs to promote joint collaborations. This allowed to activate 5 new collaborations with
customers and 16 experiments at different maturity with Startups;
proactive use of file sharing platforms (SharePoint) and digital tools to facilitate
communication and exchange of information both within the Innovation Unit and with other
Functions and external parties;
participation in virtual international events on Paytech innovation issues, also as a speaker,
including the 2020 Payments Show, EBA Day 2020, events of the Polytechnic of Milan
Observatory and Bocconi University;
increasing presence in sectors adjacent to those historically served by the Group, first and
foremost the Utilities sector, which led to the collaboration with EnelX.
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SIA AND THE PEOPLE OF THE GROUP
2020 MATERIAL ISSUES

MAIN RISKS (2020)

Recruiting new professional
skills and developing skills

✔ Risk of high turnover and skill
gaps

Protection of human rights,
diversity and equal
opportunities

✔ Reputational risk
✔ Risk of discrimination
✔ Risk of non-respect of equal
opportunities

Health, safety and protection
of workers

✔ Pandemic risk
✔ Health risk
✔ Work-related stress risk

Employee wellbeing and
corporate welfare

✔ Risk of inadequate listening
to human resources

MANAGEMENT POLICIES AND
METHODS (2020)
✔ SIA involves all employees in
training programs aimed at
improving and strengthening
the knowledge already acquired
and obtaining new ones, in a
client based perspective and in
line with company objectives
✔ Hiring
✔ SIAcademy
✔ Risk culture, Business
Continuity and Cybersecurity

ACTIONS CARRIED OUT IN 2020

✔ SIA strictly complies with
labor and human rights
standards in all the countries in
which it operates; it guarantees
its employees a safe and
healthy working environment,
fighting any type of
discrimination
✔ SIA invests in people and
guarantees correct and
transparent working
relationship management

✔ Constant respect for human rights, labor
regulations and freedom of association in all
countries in which the Group operates
✔ Flexible working hours, home and smart working,
career paths, parental leave without discrimination
✔ Internal initiatives to support cultural integration
and diversity

✔ SIA adopts personnel
selection policies that respect
diversity
✔ SIA promotes a working
environment aimed at
respecting and accepting
diversity in all its forms
✔ SIA analyzes the needs of the
staff, also after work, and favors
the implementation of
programs and initiatives that
allow an ever better balance
between private and work life

✔ Periodic communications to all group companies
regarding best practices and updates to processes
and procedures
✔ Strengthening and continuous training on
cybersecurity, digital education and privacy issues,
with the updating of the information security policy,
the creation of GDPR training pills and initiatives
dedicated to employees and their children "On the
Web"

✔ Measures to contain and combat the spread of
Covid-19 in the workplace on the basis of the
protocol shared between the Government and the
social partners
✔ Provision of all technical and organizational tools
to enable 'Work from home'
✔ Update of the work-related stress analysis, which
was found to be not relevant
✔ Initiatives towards employees to support them in
smart working (radio "SIA on-air", etc.)

People are a crucial resource for SIA, which has made excellence the main strength on which to build
its success. The Group invests in people in every respect: training, career development, professional
growth, welfare, work-life balance. All elements that SIA considers to be fundamental for an
effective management of human resources.
At December 31, 2020, the SIA Group has 3,660 employees, of whom 43% are women and 97%
hired on permanent contracts. Compared to 2019, the company population grew by 3%, thanks to
308 new hires and a positive balance of 199 terminations.
The hires were aimed at internalizing key competences and business innovation, focusing on the
inclusion of young people: 30% involved staff under 30, mainly with a degree in the technicalscientific field.
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Industrial relations
Industrial relations are characterized by a climate of collaboration and participation without conflict,
in a favorable market context.
The "Group Industrial Relations & Welfare" structure is responsible for relations with the trade union
representatives of the Parent Company, manages the negotiations for union agreements and advises
subsidiaries.
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In managing contractual relationships with employees and in working relationships, SIA works to
ensure that the management role is exercised with fairness and correctness and the reward and
career system is based on the skills of the employees and continuity of results.
The company guarantees the privacy and physical and moral integrity of its employees and
collaborators, ensuring working conditions that respect their personal dignity.
The main organizational changes are implemented through a constant dialogue between the Human
Resources & Organization Department and the business divisions, after having duly informed the
union representatives.
The Supplementary Company Agreements of SIA S.p.A., SIApay and, from 2018, also of P4cards Italia
provide for hourly flexibility, contributions for the family sphere (education, scholarships,
contributions for employees with children with disabilities, donations to children in the event of
premature death of an employee, travel passes), supplementary health care and complementary
pensions.
In 2020, the renewal of the supplementary company agreement for SIA and SIApay was signed, valid
until 2023. Among the most significant innovations are the increase in support for children with
disabilities, contributions to supplementary pensions and the implementation of health insurance
policies with free two-yearly check-ups for each employee.
A collective agreement has also been signed in Greece, which is valid from January 1, 2021 to June
30, 2022. The contract defines salary ranges and provides for marriage allowances and additional
family leave: for caring for sick children, additional paid days for new fathers and two extra weeks of
paid maternity leave.
The Group has a number of trade unions, with 800 members among its employees (around 20% of
the company population): this translates into active involvement of these organizations in activities
and policies, as well as the company's commitment to freedom of association and workers' rights.
Trade unions are present in Italy, Greece, Germany, Austria, Romania and Slovakia.

From an emergency to a "New way of working"
For years, Group companies have allowed employees to work outside company premises in two ways:
•
•

teleworking: always from home, on set days;
smart working: according to individual agreements between the employee and the company, with
the possibility of working in any location, with no limit on the number of days.

Over the years, the popularity and use of both forms of work has continued to grow. In 2019, 1,500 people
benefited from it with a steady increase in both the number of beneficiaries and the total number of days
used (in Italy alone, around 80,000 hours of smart working).
Already since 2018, the new Milan-Lorenteggio office, designed for smart workers and inspired by innovative
ways of working, has allowed over 200 people, accompanied by a training course on management skills and
smart capabilities, to make full use of this form of flexibility.
By virtue of this approach, the health emergency did not catch the company unprepared, although it did
impose organizational changes and changes in working methods. All Group companies have equipped to
extend remote activities as far as possible, with the twofold aim of protecting the health of employees and
their families and providing continuity in the provision of services and normal company operations.
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In 2020, as a result of the pandemic, an average of 370 people per day worked in all the Group's offices (280
for the foreign offices and 90 for Italy), i.e., just 10% of employees. Everyone else continued to work from
home.
The pillars for addressing the health care crisis have been technology, people care, ongoing communication
and education.
The Group responded to the Covid-19 crisis by equipping people with the technology needed for smart
working. By way of example, in Italy over 300 desktop PCs were replaced with new laptops in just a few
days, while in Romania the wi-fi module was configured and installed on 100 computers. In addition, more
than 300 tokens were configured for remote connection to the corporate network, nearly 200 smartphones
were assigned and 400 monitors were delivered to employees' homes.
In the area of personal care, the initiatives already in place were strengthened to address both the new
needs arising from the pandemic and the complexities associated with isolation and distance from
colleagues, especially after the results of the smart working survey in June (see dedicated chapter) with:
•
•
•
•
•
•

supplemental health coverage for Covid-19 cases;
psychological support service;
remote fitness classes;
agreements for home delivery of groceries;
screening campaigns with serological tests or swabs;
autumn flu vaccination campaign (which was attended by around 20% of employees).

The third fundamental element was communication, which saw a joint effort by the HR and Communication
Departments to continuously update staff and disseminate the correct measures for dealing with the
pandemic, through:
•
•
•
•

•

the creation of an intranet space dedicated to news and anti-Covid rules;
sending periodic e-mail updates;
the creation of the newsletter "Keep calm & work smart", for the diffusion of correct styles and
behavior when working remotely;
the establishment of the corporate web radio 'SIA on-air', to stay in touch, to continue to be
updated on company life and to interact with colleagues during lockdown and long-distance
working;
the communication campaign entitled "We Work Smart" for better remote working (see next box).

As a fourth fundamental pillar, SIA has focused on training to impart new skills:
•
•
•
•

digital education courses;
seminars on digital skills and corporate applications;
managerial training course "New way of working", in collaboration with EY, to guide approximately
300 managers towards leadership styles and approaches more suited to a smart working context;
"Training program", for the diffusion of the Agile methodology and to increase co-responsibility, a
proactive approach and adaptability.

48

SIA

Non-Financial Report 2020

The "We Work Smart" communication campaign
Launched in 2020 and still continuing in 2021, this was created with the aim of complementing the previous
newsletters, which were more operational and related to countering the emergency, with something that
would help SIA people define together the new way of working and mature shared behavioral styles.
The campaign is designed to accompany people towards a momentous change. While the first part of the
year saw the entire staff reacting promptly to the crisis, the second part saw an important reflection: what
kind of smart working for SIA? What are the forms and techniques for communicating effectively with
colleagues and achieving personal goals?
A Smart Working Manifesto has been defined, based on 6 pillars and translated into a communication
campaign for employees enriched by newsletters, infographics, contests, surveys, tips & tricks, interviews
with employees, but also by the sharing of content, ideas and personal experiences.
The 6 pillars of the Smart Working Manifesto.

Health, safety and protection of workers
The people of the SIA Group carry out the processing and transformation of data, through the use of
IT supports and machines. For this type of activity, the more relevant issues are represented by
emergency management, microclimate and use of video terminals, in addition to the general
problems relating to structures, plants, equipment and safety regulations.
"Occupational Health and Safety Management System"
All Group companies undertake to adopt an "Occupational Health and Safety Management System"
(OHSMS) as an integral part of their organizational model. In compliance with the requirements of
the main international regulations in this regard, SIA's OHSMS is an organizational tool that allows us
to manage employee health and safety in an organic and systematic way, through:
•
•
•
•
•
•

the adoption of a Group Health and Safety Policy;
the identification of hazards, risk assessment and identification of control methods, in close
connection with the regulatory provisions adopted;
the definition of criteria aimed at identifying the rules, roles, responsibilities and tools
necessary for the achievement of the above objectives;
the definition of training programs;
consultation and communication methods with employees and stakeholders;
controlled management of the documentation;
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•
•
•

the implementation of control methods for activities related to identified significant risks;
the preparation and adoption of measures to identify, prevent and control possible
accidental events (injuries and accidents) and emergencies;
the definition and implementation of periodic checks (injuries, accidents, non- conformities,
corrective and preventive actions) on the adequacy of the management system.

The Health and Safety Policy describes SIA's commitment to the protection of the working
environment, the health and safety of all those who work inside or outside the company's premises.
This policy applies to all employees and external workers who work in the company's premises.
Failure to comply with the established principles entails the application of disciplinary measures - as
required by the Organization, Management and Control Model pursuant to Legislative Decree
231/01 - to Italian companies or with local regulations to foreign companies. The OHSMS defines the
methods for identifying the responsibilities, procedures, processes and resources within the
organizational structure to implement the prevention policy. This system is verified and maintained
by the Head of the Prevention and Protection Service (part of the Risk Governance structure)
through a system of processes and procedures in line with the law in force and with the best
international practices and through a program of infrastructural, organizational and training
activities involving all staff and stakeholders.
In compliance with Legislative Decree 81/08, SIA S.p.A. draws up a Risk Assessment Document (RAD)
annually and takes care of its periodic adaptation to regulatory requirements and corporate
structure. Each Group company applies the laws in force in the countries of origin regarding health
and safety in the workplace. Beyond attention to the legal requirements, there is an intense
commitment to promote programs and initiatives for the protection of health and safety at work, as
well as the assessment and monitoring of work-related stress risk.

The 2020 Work-Related Stress risk assessment did not reveal a significant risk for either SIA S.p.A. or
SIApay. During the evaluation sessions with the involved groups and from the analysis of the scores
assigned to the questions of the INAIL Checklist, the satisfaction was seen of the people towards the
working environments and the whole work organization and management.
Despite the fact that it was not foreseen by the regulations in the case of "non-significant" risk, SIA
has identified a number of opportunities for further study and engaged in other activities to improve
the already good results obtained, such as raising awareness on the use of correct working tools.

For the protection of the health and safety of employees of third-party companies that collaborate
with SIA, whose business could involve risk, the company prepares for each supplier an Interference
Risk Assessment Document (IRAD). Integrated with the acquisition of detailed information about the
activities carried out by the supplier, the IRAD illustrates the methodology used for the assessment
of risk levels for the safety and health of staff, clearly identifies the sources of danger and potential
risks of exposure, and provides an estimate of the level of any risk.
An "Injury Analysis" is also produced together with the RAD containing details of any accidents that
took place during the year (number of accidents, type, days of sick leave, causes, frequency, gravity,
etc.) in comparison with the last two years. In the case of serious injuries, the analyses include the
consequent corrective actions to be implemented.
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In 2020, only 2 accidents occurred in the entire Group, both during commutes. These are accidents
that occur on the way to and from work. There have been no deaths or occupational diseases in the
past three years.

Participation and consultation of workers and communication on health and safety at work
In order to guarantee constant monitoring of risks, the Head of the Prevention and Protection
Service meets the Workers' Safety Representatives every three months to be informed of possible
risks that might arise. In 2020, these meetings were replaced by Audit and Control Committees as
provided for in the Government-Social Partners Memorandum of Understanding of April 14, 2020.
Again on a quarterly basis, the Workers in the Prevention and Protection Service (ASPP) carry out an
assessment of workplace and fire prevention risks using a specific checklist. In line with the main
regulations, a meeting is held annually and attended by all parties involved in the OHSMS.
The SIA Group maintains constant and collaborative relationships with the Trade Union
Representatives regarding health and safety issues. Workers can raise any concerns they might have
at any time by using the references contained in the company intranet about the people and roles
operating in the field of prevention and safety. Such communications are treated confidentially as
laid down in the Code of Ethics.
Training of workers and promotion of workplace health and safety issues
The SIA Group pursues the dissemination of the culture of safety at all levels through systematic
training plans for workers, both in the classroom and through an e-learning platform which, in
accordance with the requirements of the State Regions Conference Agreement of July 2016, makes it
possible to trace the training path and certify employee attendance. SIA also uses certified suppliers
of classroom courses. Evacuation tests involving all staff are carried out annually (with the exception
of 2020 where, due to the restrictions caused by the pandemic, it was not possible to do so). Lastly,
with a view to promoting the importance of health care, the Group conducts a workplace health
promotion program each year that also includes specific clinical analyses. In Slovakia private health
care services are offered to all employees (ProCare) and the entire cost is covered by the company.
In Greece all employees are entitled to a free annual check-up.
In 2020, the health and safety management system ran smoothly despite the difficulties caused by
the pandemic emergency. Instead, all other initiatives have been directed exclusively at enforcing
regulations aimed at containing the Covid-19 emergency.
The actions were conducted on the basis of the prescriptions of the Shared Protocol for the
regulation of measures to combat and contain the spread of the Covid-19 virus in the workplace
between the Government and the social partners of April 24, 2020, the Decrees of the President of
the Council of Ministers (DPCM) and the Ministerial Circulars published in recent months and shared
in close collaboration with the Head of the Prevention and Protection Service and the Appointed
Physician.
The following guidelines/analyses have been produced at the document level:
•
•
•

information leaflet for all staff;
document on the correct use of Personal Protection Equipment;
Covid-19 protocol containing a summary of the main measures adopted by the company
to contain the risk;
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•
•
•
•

anti-contamination security protocol;
analysis of the telework-smart working risk included in the Risk Assessment Document
(RAD);
Self-declaration for visitors;
Information for suppliers to supplement the Interference Risk Assessment Document
(IRAD).

At the operational level, a series of preventive actions have been taken, such as the massive use of
smart working and the total closure of minor offices.
In addition, by way of example, the following have been installed:
•
•
•
•

thermo scanners at the entrances to read body temperatures;
dispensers of sanitizing gel in the vicinity of toilets and refreshment areas;
Plexiglas plates at the reception and the internal bar;
floor markings indicating safety distances.

One-way routes have been created at the entrances to avoid crowds, a kit containing masks, gels
and latex gloves has been given to all incoming employees, and restrictions have been placed on the
number of people in common areas (elevators, break areas, meeting rooms, bathrooms).
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Employee wellbeing and corporate welfare
SIA wants to be an attractive group for talented people and also for this reason it has developed a
careful and rewarding welfare policy. In 2020, the Group invested 11.6 million euro in activities,
initiatives and benefits that, on the one hand, contribute to improving professional life, also thanks
to the promotion of excellent practices, and, on the other, protect work-life balance aspects, as well
as the health and future of individuals and their families.

SIA AWARD 2020
Among the initiatives to promote excellent practices, in 2020 the ninth edition of the SIA Award was
held, which reward the most deserving projects developed within the Group during the year.
Four winners were named, one for each geographical macro-area, thanks to the vote of around
1,000 colleagues who expressed their preference among 41 initiatives.
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FLEXIBLE BENEFITS
The Flexible Benefits plan allows employees of SIA S.p.A., SIApay and P4cards Italia to allocate a part
of the corporate bonus to obtain a wide range of services. The choice offers a significant advantage
in that the portions of the premium destined for Flexible Benefits do not contribute to the formation
of income and, therefore, are not subject to taxes and contributions.

.
Employee listening initiatives
In 2020, the emergency situation and the large number of people working at home called for a
different approach than the classic climate survey conducted every two years. A survey was carried
out in each region between May and June to analyze the advantages and problems of the new
working methods.
The take-up rate was high in all the Group's countries (always over 70%). Ninety-five percent of
respondents said they were satisfied with the company's handling of the pandemic; the survey also
showed a willingness to continue with smart working once the emergency is over.
The elimination of commuting time, better concentration and increased productivity were the
benefits that were best highlighted, while the absence of human contact, the overload of activities
and the risk, in some cases, of isolation emerged as a problem.
SIA's technological and communication efforts were recognized as very effective, but the survey also
highlighted some concerns and discomforts: the quality of the setting for working from home, the
physical distance from colleagues, with the lack of informal moments and the classic "coffee break".
Smart working comes out promoted in the survey, as 96% of colleagues are in favor of its use even
after an emergency. The condition, however, is an alternation with the presence at the
headquarters, so as not to deprive people of opportunities for discussion.
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The result of the survey is well summarized by the words of a colleague:

"This period has made me rethink the way I used to work, I have questioned, for example, what can be
done differently, and I think the situation has forced us to learn to get out of the box, to be more creative
and flexible. At the same time, we have learned to communicate differently, in different ways and
conveying the essentials".
PROS

CONS
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Personal protection and growth
Diversity and equal opportunities
All Group employees are offered equal job opportunities, based on their professional qualifications
and performance capabilities, without discrimination. The selection, hiring, remuneration and
management of the career development take place exclusively on the basis of merit and
competence criteria, without any discrimination based on politics, trade union, religion, race,
language, gender and sexual orientation, age, working hours, family status and role within the
organization, in compliance with the laws, employment contracts, regulations and directives in force.
The continuous dialogue with the union representatives offers a constant point of attention and
stimulation on the issues of work and the prevention of any possible form of discrimination, allowing
us to monitor practices and procedures, highlighting any critical issues and making proposals for
improvement on flexibility, career paths, work/life balance, return from leave.
In 2020, the SIA Group drafted a Diversity and Inclusion policy, which clarifies the approach taken to
the issue. The document complements the Group's Code of Ethics in recognizing the value of a work
environment free from all forms of discrimination.
The Group considers values such as diversity and inclusion to be essential and is committed to
offering equal employment opportunities to all employees on the basis of professional qualifications
and skills, without discrimination (there are over 120 people belonging to protected categories).
Management practices aimed at respecting the rights and freedoms of individuals are adopted.
Therefore and on this basis, SIA:
•
•
•
•
•

selects, hires and pays people on the basis of criteria of merit and competence, without
any discrimination;
structures a reward and career management system based on competencies, skills and
achievements;
guarantees the physical and moral integrity of employees and collaborators, ensuring
working conditions that respect personal dignity;
believes that the human and professional growth of people are essential objectives;
is committed to improving working conditions and personal growth.

The company strives for a collaborative work environment that is open to everyone's contributions.
The aim is to encourage diversity in all its dimensions in order to seize the opportunities and
generate value, also obtaining a competitive advantage on the business.
We firmly believe that the understanding, inclusion and differences of people are an asset for the
company and open up possibilities for new ideas: people with different cultures, social and
generational backgrounds, skills and experience are a strength, a distinctive value that stimulates
discussion and allows us to reflect on and anticipate the needs of customers and stakeholders.
The SIA Group aims to spread a culture of inclusion and to enhance diversity through people care
initiatives. It strives to promote inclusion by acting on relationship, development and people
management:
•

managerial and leadership styles are promoted that enhance responsible management
of people, based on care and sensitivity towards teams;
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•
•
•

we promote an environment inspired by transparent, inclusive and equal opportunity
behavior towards people;
we favor internal opportunities;
we create working relationships based on mutual respect and trust.

As regards salary levels, the SIA Group's policy in Italy has for some time been to give substantially
equal pay for men and women, especially amongst non-executive staff. At an international level, the
gender pay gap is influenced by data from some Central and South-Eastern European countries,
where there is a significant prevalence of Customer Support structures compared to other corporate
functions, with a significant employment of female employees. In the context of family policies, data
on parental leave - for both parents - show that the return rate is close to 100%.

Integration, innovation, generations.
On February 7, 2020 David Gram - Head of Lego Group's Future Lab
and Founder of Diplomatic Rebels - met in Athens Greek colleagues
under 35 in an event entitled "Radical innovation in Business".
The speech, which was also streamed live for all employees, focused
on a world that is changing exponentially. Companies face a process
of radical change and, to be successful in the future, they will have
to develop the ability to experiment through close interaction with
customers and external partners. Topics included: the LEGO case,
disruptive and radical innovation, design thinking and agile
development.
It offered an opportunity to meet, network and inspire younger colleagues, to nurture the desire for change in the
younger generation and look to the future with confidence.
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Career training and development
SIA protects and promotes the value of human resources and is committed to preserving and
developing the wealth of professional skills, making sure that the skills and aspirations of individuals
find fulfillment. The training programs aim to improve the way of working, making professionals
grow and spreading excellent behaviors and practices.
The Organization & Development structure defines and organizes the Parent Company's training
programs and some infra-group initiatives. Locally, training is managed and monitored by the HR
managers of the respective companies.
In 2020 an intensive training
program was defined in response
to technical, managerial, behavioral
and linguistic requirements. In
total, the SIA Group invested 0.9
million euro, thanks to which over
73,000 hours of training were
provided during the year, an
average of about 20 hours per
head.
The Covid-19 emergency forced a
radical reorganization, with most traditional classrooms being converted to distance learning. This
factor has resulted in a reduction in overall hours delivered, in favor of a frequent but short learning
mode.
The internal Academy has seen the great contribution of internal teachers, to enhance knowledge
sharing and the wealth of knowledge and experience. New digital tools and new spaces have been
designed to offer training courses:
 the "Academy online" e-learning platform - the use of which was extended in 2019 to all
Group companies - has been updated with new content and made available from mobile
telephones;
 the in-house teaching team has created new content for induction of new hires, proper use
of corporate applications and understanding of key business issues;
 the e-learning portal for language learning - also available on the move to all Group
employees - and the Linkedin Learning licenses were confirmed, for colleagues who need
constant professional updating and easy access.
The health emergency and resulting widespread working from home have kept most people out of
offices. Since the start of the pandemic, on average, only 370 colleagues have worked in the various
offices per day, about 10% of the total (280 for the foreign offices and 90 for Italy).
The crisis prompted SIA to propose training initiatives in compliance with safety criteria, but it was
also an opportunity to rethink tools, methodologies and priorities. The consistent increase in the
distance between colleagues, potentially at risk of isolation, has required greater attention and
discussion in various areas: digital skills, to support people in their activities in a new context, smart
working, to suggest best practices in the management of time and personal tasks, smart
management, to provide new tools for managers "orphaned" of physical proximity with their
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employees, innovative working methodologies. Finally, in 2020, training events were one of the
most important opportunities for meeting, networking, updating and knowledge sharing.
Main initiatives in 2020:
•

•

•
•

•
•
•
•
•
•

•
•

Inside SIA: in-house lecturers related every aspect of the company, including future
challenges and new technologies. Moments of discussion and knowledge sharing in webinar
mode;
SIAgile: about 90 people, mainly from the business and IT development fields, have been
involved in coaching programs and classrooms to promote agile culture: best practices,
fundamentals, mindset, methodology. The training also touched on advanced topics (user
stories management, product owners), collaboration styles, certifications for key roles in this
methodology (scrum master and product owners), as well as the basic Practitioner course to
learn the method and coaching to support smart projects;
Lean Six Sigma: new approach for the development of improvement actions in the
management of Customer Operation structures;
New way of working - Smart Manager and Smart Performance: a path dedicated to
managers to develop transversal skills, necessary for recent operating methods and to
evaluate employees in a completely new context, going beyond the logic of physical space;
Blockchain program: introduction to the topic, an overview of the application areas and their
implications to learn about the Blockchain and assess risks, opportunities and innovation;
Payment systems and e-money: development and functionality of the main payment
systems and e-money, regulatory context and insights for managers and professionals;
ITIL: a path for client service managers and IT service operators, designed to spread
knowledge of the best practice methodology in Service Management;
Technical training: technical courses for professional updating on programming languages,
systems and network management and other IT topics;
Corporate applications: internal seminars on the main corporate applications for the
management of change, incident and project management processes;
Digital skills: intensive awareness program for the correct use of collaboration Apps (Skype
and Teams) and of the Web in general, for a conscious approach to the opportunities and
risks of the digital world (see dedicated box);
Expansion of the internal Academy: every year the contribution of internal teachers is
growing, ranging from agile development to digital skills, from compliance to marketing;
Welcome to SIA: every two months and reserved for new hires, with HR and Communication
lecturers on contracts and policies, values and sharing instruments, tools, services and
welfare. This year it was held in virtual mode.
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Project " Digitally educated - Seize the opportunities and avoid the pitfalls on the Web".
We all frequent the Internet assiduously (and even more so this past year, amidst lockdowns and travel
restrictions): shopping, social, entertainment, studying, vacations, and so many other daily aspects are
handled on-line. What identity do I build for myself on the Web? What risks does it present for younger
people? What do words like Webvolution and Dark Web mean?
To reflect on these issues, the project "Digitally educated" was developed: exploring the world of the Web
in a series of webinars dedicated to personality and digital reputation, tracking and risks related to one's
presence on the Web, and technologies in parent-child relationships. A space for reflection for a more
conscious use of the tools that technology makes available to us, but that we often end up using somewhat
"blind".
The course for adults was joined by a course for employees' children at the end of 2020: "On the edge of
the web - Training for digital native kids". Structured
in appointments dedicated to the various age groups,
it will continue in 2021 addressing social networks,
video games, reputation on the web, relationship
with parents and cyber-crimes.
The course is taught by Fiorenzo Pilla, Functional
Analysis Manager at SIA, an expert in digital
education. He trains on topics such as digital
personality and Internet risks.
Author of "Io Digitale", "Social Family" and "Prontuario per genitori di nativi digitali", he is a contributor to
web magazines dedicated to electronic publishing.

More than 200 professional certifications have been obtained by SIA staff acquire more and more skills for the
performance of their jobs, including:
•
•
•
•
•
•
•
•

PMP - Project Management Professional of PMI (Project Management Institute);
CISSP - Certified Information Systems Security Professional;
CISM - Certified Information Security Manager;
CISA - Certified Information Systems Auditors;
ITIL - Information Technology Infrastructure Library, certification of professionals related to the
framework containing the best practices for managing IT services;
ADACI - Associazione Italiana di Management degli Approvvigionamenti (Italian Association of
Procurement Management);
COBIT - Control Objectives for Information and related Technology, certification of professional skills
in the field of governance and management of IT companies;
Agile Scrum master and Product Owner.

HIGH LEVEL TRAINING
To encourage the insertion, training and development of people, SIA has offered the opportunity to participate
in the following masters:
•
•
•

MBA - CDP;
Master of finance and markets - CDP;
Further Education Academy - CDP;
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•
•
•
•
•
•

Shared Leadership - CDP;
Blockchain executive program - CeTIF;
Master Digital Innovation & Fintech - UniCattolica;
Payments expert - ABI;
Blockchain Program - MIP;
Executive Program in Digital Transformation - MIP.

INSIDE SIA: TO KNOW IS TO UNDERSTAND
For this training project, which started late 2018, the expertise of colleagues was chosen to tell about SIA,
projects, best practices, the market and new technologies. In one year, 11 conferences (some of them in
webinar or streaming mode) and an approximate total of 900 participants.
•
•
•
•
•
•
•
•
•
•

Agile Development
SIAnet XS for ESMIG
Blockchain, this unknown and 1
Blockchain, an introduction
Blockchain, this unknown and 2
From Instant Payments to retail Payments: the Jiffy experience (ITA)
From Instant Payments to retail Payments: the Jiffy experience (ENG)
Acquiring, a new business model
Face to face with innovation
Manager and collaborator: a long-distance relationship?

SKILLS MAPPING
The "skills mapping" project, run in 2019-2020 led to the mapping of the technical and professional knowledge
of the SIA Group. Carried out through focus groups composed of managers and HR, the project allowed to take
stock of the key knowledge for each role in the areas of IT, Business, Customer Operations and Sales &
Marketing. Mapping provides a comprehensive picture of the expected levels of mastery in each of these areas
and will allow us to:
•
•

protect the identified Group "Skills" as an invaluable company asset;
create, in the first quarter of 2021, a complete tool to support the processes of recruiting, job
rotation, training and performance evaluation.
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PERFORMANCE ASSESSMENT AND CAREER DEVELOPMENT
For the purpose of career development, a crucial role is played by the performance assessment process, which
is fundamental to direct in the best way possible the expectations and activities of the collaborators, by
evaluating two different aspects of their work:
•
•

performance, i.e. the contribution made by each worker to the achievement of the corporate result;
behavior, i.e. each individual's attitude to work, which needs to be consistent with SIA's mission,
vision and corporate values.

The process is divided into four stages:
•
•
•
•

assessment, by the person's manager who identifies projects and activities carried out by the
employee, assesses their performance and behavior and indicates a development path;
calibration, in which all of the assessments are verified and validated, first by panels within each
Division, then by Committees and lastly by the Board of Directors;
feedback interview, in which the manager and employee discuss the assessment, areas for
improvement and opportunities for development;
closure of the assessment process, during which the employee can make observations and make
suggestions about the training requirements.

Group employees have an annual performance assessment for an overall coverage close to 100%.
To account for new ways of working and smart working, new behaviors for performance assessment were
identified in 2020:
•
•
•
•
•

self-organizing and managing priorities: knowing how to manage activities independently, according
to shared priorities and deadlines;
sharing with continuity: sharing activities, information and knowledge with colleagues;
responsibility and reliability: to follow up on the commitments taken with internal and external
customers, always trying to give quality to the service and the activities followed;
working digitally with security: using and experimenting with all available technologies, without
forgetting the security of the information managed;
finding information: curiosity and a proactive approach in looking for info and better methodologies,
always taking care of professional updating.

SIA Gold Excellence in learning: Risk Culture
Brandon Hall Group - American research, analysis
and consultancy company specialized in training,
talent acquisition and personnel management,

awarded SIA the Gold Excellence in Learning Award in
the Compliance category for excellence in staff training,
in particular through the on-line course "The ABC of Risk
Culture".
The training program, published on the Academy Online platform, promotes awareness of risks among staff
by using interviews, quiz games, glossaries and comics. The awards ceremony was held in the USA in
February 2020.
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Recruiting new professional skills and developing skills
The selection policies are regulated by the "Personnel search, selection and hiring process", valid for
the whole SIA Group and integrated by local policies.
The Code of Ethics states that:
"Through the competent functions, SIA selects, hires, remunerates and manages its employees on
the basis of merit and competence, without any political, trade union, religious, racial, language or
gender discrimination, in compliance with all laws, employment contracts, regulations and the
directives in force".
Today's market poses various recruiting challenges: increase skills in digital, cybersecurity,
innovation, business development; search for new profiles and new professional figures.
Employer branding activities are strongly oriented towards relations with the university world and
aim to areas that are increasingly specific and coherent with strategic corporate developments.
While employer branding initiatives declined in 2020 due to the health emergency, they saw a new
approach to reaching and attracting young profiles, in which the company confirms a concrete
interest every year.
Relations with entities such as MIP (Business School of the Polytechnic of Milan), Catholic University
and CeTIF were consolidated, thanks to which SIA renewed its presence at the Career Day reserved
for MBA students and participated, both in teaching and in hosting interns, in the Master Digital
Innovation & Fintech.
As far as young people are concerned, the key words of 2020 were continuity and capillarity. The
SIA Group has never stopped its recruitment activities, offering a range of internship opportunities in
various areas, with a particular focus on the worlds of robotics and artificial intelligence.
Despite the impossibility of any physical attendance of events, SIA has reinforced the visibility of
professional opportunities thanks to increasingly intense collaboration with the main Italian
universities, located throughout the country. This choice has been made possible thanks to the
technological investment made in young new graduates, favoring remote working internships.
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Employer branding in the SIA Group
In Slovakia, in 2020, SIA participated in the Profesia Days and Night of
chances.
Profesia days is the most popular job fair in the country and allows potential
candidates to participate in workshops, panels and competitive challenges. SIA
participated for the second time, involving HR and colleagues from ATM & POS
Management.
Held regularly prior to the outbreak of the pandemic in Slovakia, the fair
allowed for meetings with candidates and promotion of the SIA brand,
including through gamification activities.
Night of Chances traditionally offers students round tables, discussion
panels, workshops, stands: all in one night! In 2020 the event took place
online and SIA collaborated with EY and Mondelez to organize its
initiatives. Roman Kollár - Head of Human Resources - discussed "How
work and employment will change in the near future" and Zdenka
Karkušová - Manager Acquiring - spoke at the workshop "Are contactless
payments safe?" explaining the technology behind this payment method.
In Greece, SIA participated in December 2020 at the Developers Day
Career Fair, organized by kariera.gr, the best known job search website in
the country. The presence of Greek colleagues has allowed us to create
awareness mainly towards young people and to introduce ourselves as an
IT company in the local market, as well as developing a more solid
relationships network in the technological community of the country.
Developers Day Digital is an open virtual event for developers that offers
recruitment, coding training and networking opportunities to IT companies and qualified developers.
The event was held entirely digitally due to the pandemic, thanks to a platform that allowed participants to
interact with companies (interviews, chats, events).

64

SIA

Non-Financial Report 2020

SIA AND THE COMMUNITY
2020 MATERIAL ISSUES

MAIN RISKS (2020)

MANAGEMENT POLICIES AND
METHODS (2020)

ACTIONS CARRIED OUT IN 2020

Job creation

✔ Reputational risk

✔ SIA offers jobs based on internal
operational needs and market
trends

✔ 308 new hires in the year
✔ Inclusion/maintenance of employment levels in the
workforce also in view of recent acquisitions

✔ Reputational risk
✔ Failure to monitor important
activities or support activities the
mission of which is not clearly
defined
✔ tax compliance risks
✔tax risks of an interpretative
nature on routine and non-routine
transactions/activities

✔ SIA supports activities and
projects of social interest in order
to respond to the needs of the
reference communities, generate
shared value and stimulate the
growth of people and territories
✔ The Group adopts principles of
conduct in tax matters in order to
ensure compliance over time with
the tax and fiscal rules of the
countries in which it operates and
to guarantee the financial integrity
and reputation of all Group
companies

✔ Reputational risk

✔ The risk is mitigated by the
activities implemented by the
Communication function, which
manages relations with the Group's
stakeholders; information on the
services offered is managed within
contracts with clients and with
after-sales services
✔ SIA guarantees correct and
transparent communication with all
customers, with a view to mutual
collaboration

Community relations and impact
on society

Effective and responsible
communication

✔ Interventions in support of health and social
emergencies
✔ Collaborations with Universities and Research
Centers
✔ Participation in Trade Associations
✔ Extension of the Guidelines for donations to the
whole Group
✔ Guidelines to ensure uniform management of
taxation in all Group companies based on the logic of
correct and timely determination and settlement of
taxes due by law.

✔ Organization of events for customers and partners
✔ Monitoring and brand engagement, also through
social media

Job creation
During the year, net of intercompany transfers, 308 new employees were hired, continuing the now
constant positive trend in the growth of SIA's workforce. There were 199 terminations.

Hiring in 2020 was aimed at
internalizing key skills and business
innovation. Particular emphasis was
placed on the employment of
young people: 30% of new hires
concerned under 30s, mainly
graduates in the technical-scientific
field.

65

SIA

Non-Financial Report 2020

Community relations and impact on society
SIA is active in the construction of concrete value for the community and, in line with its mission, it
constantly communicates with public and private entities present in the area and supports social
development projects in partnership with the non-profit world.

Interventions and donations in support of health and community

The donations of SIA are a social responsibility tool, used according to the principles and rules of
conduct set out in the corporate Code of Ethics, aimed at promoting and supporting the realization
of concrete and measurable projects. The projects and subjects (Associations, Foundations, Onlus,
NGOs, etc.) to which any payments are made are selected on the basis of the following criteria:
•
•
•
•
•
•
•

social relevance and innovation of the project;
sustainability of lasting and continuous interventions;
true feasibility and concreteness of implementation;
possibility of checking the results;
agreement with the objectives of SIA's social commitment;
reliability and reputation of the non-profit partner;
possibility of employee participation as economic or voluntary supporters.

In 2020, SIA chose to focus its community outreach primarily in response to the health and social
emergency.
For a center of excellence in Milan, SIA financed the installation of 4 complete intensive care beds,
including all the equipment needed to assist Covid-19 patients.
With the Diritto allo Studio (the "Right to Study") fund, financed to the Laboratorio di Quartiere
Giambellino Lorenteggio, disbursed at the end of 2019, SIA made it possible to purchase tools for
distance learning to students in difficulty and at high risk of dropping out of school. In actual fact, the
Fund aims at leveraging schools as a tool for inclusion and integration in the territory.
Among the neighborhood families supported through the donations of SIA were many who found
themselves in emergency situations after the lockdown resulting from the Covid-19 pandemic
began.
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More specifically, around 35% of households have suffered a total interruption of all income, which
has resulted in the inability to shop for groceries, buy essential medicines and/or pay rent and utility
bills. Thanks to the Diritto allo Studio Fund, it was possible to purchase school supplies, in particular
16 laptops that are added to the other 230 laptops and tablets that the neighborhood network has
donated to families in the neighborhood in recent months.
Lastly, collaboration continued with the Istituto Mario Negri for the Cloud4care project and the
renewal of the annual scholarship on "Pharmacogenic study of ovarian tumors".
In order to make a concrete contribution to the fight against poverty, an emergency that has
become even more serious since the start of the pandemic, during the Christmas period SIA gave
employees in Italy the opportunity to donate their gifts to the Milan-based food bank.
More than 600 colleagues took part in the initiative, donating foodstuffs for a total value of more
than € 18,000.

Collaborations with universities and research centers
SIA promotes and sponsors study and research initiatives and projects in the IT, financial and economic
sectors, in collaboration with universities and qualified research centers, supporting, among other things,
the activities of numerous observatories.
As part of the ongoing collaboration with the Polytechnic of Milan, also in 2020 the Group sponsored and
contributed to important investigations on the key issues of digital innovation in businesses and in the
Public Administration, conducted by the Digital Innovation Observatories of the School of Management.
SIA also collaborates with CeTIF, the Research Center in Technologies, Innovation and Financial Services of
the Catholic University of the Sacred Heart of Milan which, since 1990, has been carrying out studies and
promoting research on the dynamics of strategic and organizational change in the financial, banking and
insurance sectors. The applied research activity involves the financial institutions belonging to CeTIF in
periodic working tables aimed at examining strategic issues in greater detail.
Digital Agenda Observatory
It offers Decision Makers interpretative models, tools based on solid empirical evidence and spaces for discussion to implement
the opportunities offered by Digital Innovation in relation to some major issues that affect the country's competitiveness
(efficiency of the PA, fight against tax evasion, support to development, etc.).
Big Data Analytics & Business Intelligence Observatory
It aims to highlight the strategic value that Business Intelligence and Big Data Analytics methodologies play in companies and in
the Public Administration, highlighting the potential advantages related to competitiveness, profitability, timeliness and increase
in effectiveness in decision-making processes.
Blockchain & Distributed Ledger Observatory
Its objective is to generate knowledge about the Blockchain phenomenon, on Distributed Ledger systems (which allow the nodes
of a network to reach consensus on changes to be made to a distributed register in the absence of a central entity) and, more
generally, on the Internet of Value (i.e. digital networks of nodes that transfer digital assets, in the absence of trust, through a
system of algorithms and cryptographic rules that make it possible to reach consensus on changes to be made to a distributed
register), contributing to the correct development of the Italian market and creating opportunities for meetings and discussions
between the main players involved in this topic.
Fintech & Insurtech Observatory
It is the constant point of reference for digital innovation within the Italian financial and insurance ecosystem, in order to better
manage the changes taking place.
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Internet of Things Observatory
It aims at investigating the real opportunities of the IoT by combining the technological and managerial perspectives, in a context
characterized by a lack of clarity on the state of the art of applications, on the enabled benefits and on the expected evolution of
the market.
Innovative Payments Observatory
Born from the evolution of the historic Mobile Payment & Commerce Observatory, it studies innovative payment systems for
consumers and the additional services connected to them. It therefore intends to analyze all the payment options that go beyond
mobile: from biometric payments, to wearable payments, up to those made through connected objects and voice assistants.
CeTIF - DIGITAL BANKING HUB
The program aims to create a community oriented to the development of networking, comparing national and international best
practices, and the creation of market benchmarks. CeTIF intends to offer continuous support to the players in the banking market
by setting up working groups, seminars and benchmarks. The topics covered will be API Banking Economy, AISP services, AI for
Banking Services Automation and Business Analytics & Instant Banking.
CeTIF - Blockchain Sandbox Sureties Impact Study
The Impact Study activity represents the first phase of an articulated path that aims to census the existing sureties on a private
blockchain with public access. The purpose is to highlight anomalies in the issuance process (forgeries), inadequacy of the
guarantor and to speed up the process of liquidating the capital placed as a guarantee.
MINTS Observatory
SIA has launched a collaboration with Bocconi University MINTS Observatory, with the aim of investigating the possible impacts of
virtual currencies and digital currencies, including Central Bank Digital Currencies (CBDC), taking into consideration both the
technological aspect and the implications at the level of regulation and economic and social policies.

Relations with the Public Administration and Taxation
In compliance with the Code of Ethics, the Group is committed to observing principles based on values of
honesty and integrity in managing taxation, compliance with the tax regulations applicable in the
countries in which the Group operates and the maintenance of a collaborative and transparent
relationship with the tax authorities.
SIA pays particularly close attention to the evolution of both domestic and international tax regulations
aimed at countering the phenomena of tax erosion and profit slippage, with a constant commitment to
comply with their principles. The Group has strengthened its internal control system for tax risk, making it
suitable for monitoring the strategic importance of tax risk.
The Group adopts principles of conduct in tax matters in order to ensure compliance over time with the
tax and fiscal rules of the countries in which it operates and to guarantee the financial integrity and
reputation of all Group companies. In particular, guidelines have been established to guarantee
standardized tax management in all Group companies, based on the logic of correct and timely
determination and settlement of taxes due by law and execution of the related obligations and
containment of tax risk, understood as the risk of operating in violation of tax regulations or in contrast
with the principles or purposes of the system in the various jurisdictions in which the Group operates,
both exogenous factors (mainly, the uncertainty of interpretation caused by the ambiguity or lack of
clarity of tax regulations) and endogenous factors (typically, the incorrect and/or timely fulfillment of
mandatory requirements, the failure to detect new regulations that have an impact on the Group's
taxation, the execution of transactions that may be contested by the tax authorities as unlawful).
The key principles are as follows:
• Corporate Responsibility - The Group acts according to the values of honesty and integrity in
managing taxation, aware that tax revenues are one of the main sources of contribution to
the economic and social development of the countries in which it operates.
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•

•

•

Legality - The Group's conduct is oriented towards compliance with the tax laws applicable in
the countries where it operates and towards interpretations that allow it to responsibly
manage tax risk, so as to be in a position to satisfy the interests of all stakeholders and
guarantee its positive reputation.
Tone at the top - The Board of Directors defines the Group's principles of conduct in tax
matters and ensures their application, thereby assuming responsibility for guiding the
spread of a corporate culture based on the values of honesty and integrity and the principle
of legality.
Relationship - The Group maintains a collaborative and transparent relationship with the tax
authorities, guaranteeing the latter, among other things, a full understanding of the facts
underlying the application of tax regulations and, from this perspective, Intesa Sanpaolo
promotes the adherence to cooperative compliance regimes of companies that integrate the
requirements provided for by national regulations, in order to create forms of enhanced
relationship with the tax authorities.

The types of tax risk that may arise in connection with business processes have been identified by
the Group as follows:
•

•

•

tax compliance risks: the risks in question are operational in nature and affect both business
processes (such as the risk of not correctly performing all the operational tasks necessary to
ensure the correctness - in terms of completeness, accuracy and timely processing - of the
data relevant for tax purposes) and the specific tax compliance processes (from the data
collection phase, to data processing and preparing tax returns/paying taxes/reporting to the
tax authorities);
tax risks of an interpretative nature on routine transactions/activities: this type of risk
relates to uncertainty about the actual meaning of the rules and the qualification of cases in
relation to abstract cases and is manifested in the following processes: regulatory alignment,
advice given to the Bank's structures and interpretative choices adopted in tax compliance
processes;
tax risks of an interpretative nature on non-routine transactions: the risks in question are
those that arise whenever non-routine transactions/activities are carried out, characterized
by objective and qualified uncertainty regarding the risk of assuming incorrect
interpretations or in any case contrary to the principles and purposes of the tax system.

On the basis of periodic reports and additional information flows provided by the administrative
structure, the Risk Governance Department performs an independent assessment of the risk of noncompliance with tax regulations and the adequacy of the measures put in place to mitigate it and, if
it deems it necessary, asks the administrative structure to take appropriate action to strengthen it.
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Country-by-country reporting

The difference between the corporate income tax accrued on profits/losses and the tax due is
attributable to the tax advances paid by the Group during the year. The reconciliation of the
theoretical tax rate and the effective tax rate, shown in the financial statements to which reference
should be made, is mainly due to the combined tax effect of income and expenses that are not
relevant in determining the taxable income as required by law.

Effective and responsible communication
SIA pays close attention to its activities and relations with the media and continues to strengthen its
relationships on a national and international level, in a spirit of active collaboration. In 2020,
although the situation was complex due to the Covid-19 pandemic, the flow of information to the
press remained regular. In particular, certain activities and communication channels with foreign
publications were further increased, especially in Greece on the occasion of certain agreements and
the launch of innovative services. New opportunities for media visibility were developed during the
year, leveraging mainly:
•

•

in-depth articles and interviews published in newspapers, magazines, specialist publications
and web TV, regarding hi-tech initiatives and strategic projects, also during sector events in
Italy and abroad, such as the Payments Show and the EBAday;
press releases, translated and distributed to the SIA Group's European media of reference,
totaling 29, plus a further 6 issued by qualified partners. These releases covered corporate
issues (such as financial results) and business initiatives, from blockchain to open banking,
from smart mobility to payment services, and advanced systems for central banks, as well as
new partnerships and agreements.

Also of note is the creation and publication of specific content through posts on the company's social
channel profiles, also in "live-tweeting" mode: Twitter, Linkedin and XING (professional social media
that is extensively used in Germany).
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Relations with trade associations
As part of an articulated system of relationships, also of an institutional nature, SIA maintains relations
with numerous trade associations, of which an indicative list is provided below:

72

SIA

Non-Financial Report 2020

73

SIA

Non-Financial Report 2020

74

SIA

Non-Financial Report 2020

SIA AND THE ENVIRONMENT
MACRO-AREA

2020 MATERIAL ISSUES

MAIN RISKS (2020)

MANAGEMENT POLICIES
AND METHODS (2020)

ACTIONS CARRIED OUT IN 2020

Efficient management
of energy resources

✔ Environmental risk

✔ SIA makes responsible
use of energy resources by
pursuing eco-efficiency
objectives

✔ Continuous monitoring and consumption
optimization
✔ Clean energy production with photovoltaic panels

✔ Environmental risk

✔ SIA respects the
environment in line with
the principles of ecosustainability and is
committed to containing /
reducing the
environmental impacts of
its business

✔ Purchase of renewable energy
✔ Separate garbage collection on a voluntary basis
✔ Adoption of a plastic free approach in the
workplace

Environment
Combating climate
change and protecting
the environment

SIA acts in the belief that the environment is a heritage to be protected in everyone's interest and,
although operating in a sector with limited environmental impacts, it is inspired by the principles of
eco-sustainability by applying the best technologies available in order to minimize the effects of its
activities on the environment. In this area too, the Group operates in compliance with the national
and regional regulations of the countries where it has a presence, in order to preserve the natural
environment for the benefit of future generations. The corporate strategy on environmental
management is dictated by the following principles:
•
•
•

safety
saving
recovery and recycling.

The main areas on which SIA's commitment is focused on reducing the environmental impact of its
activities include:
•
•
•

efficient management of energy resources
combating climate change
environmental protection.

Efficient management of energy resources
The rational use of energy and the use of renewables are the main levers for the sustainable use of
energy sources.
To this end, SIA is very attentive to the technological updating of its IT delivery platforms also with a
view to energy saving; it has state-of-the-art servers that guarantee not only more reliable and
better performing solutions, but also energy efficiency that is far superior to that of previous
generations. The use of cloud-based solutions (especially for corporate applications) also contributes
to reducing consumption: in fact, these service models are already intrinsically aimed at sharing
resources and reusing common infrastructures. Similarly, at the software level, the adoption of
virtualized, containerized (docker) and software defined solutions helps make the most of all the
installed hardware infrastructure, reaching ever higher levels of use.
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As for the offices, the building of the main
office of SIA S.p.A., in Milan, falls into
energy class B and is equipped with a 60
kW system consisting of 323 silicon
photovoltaic solar panels, for a total of
408 m2, thanks to which in 2020 over
73,418 kWh of clean electricity were
produced. The lighting system is able to
decrease electricity consumption by
adjusting itself according to the
contribution of natural light, detected by
special sensors. The DALI (Digital
Adjustable Lighting Interface) control system also allows us to automatically switch off the areas that
have not been used for more than 20 minutes, minimizing the energy consumption of the bulbs.
An installation of 8 solar panels produces thermal energy for heating floors and sanitary water. The
system is capable of producing up to approximately 11,150 kWh/year with a significant saving in
nonrenewable energy resources.
In 2020, there was a decrease in energy
consumption (-9%) compared to last year, due
to the absence of SIA staff in the various Group
offices and the halt in corporate travel due to
the health emergency situation.

SIA'S ENERGY IS GREEN
Starting from 2016, to reduce the environmental impact of its business, SIA has chosen to use green energy.
Also in 2020, 100% of the electricity procured for the main Italian offices is certified by the Guarantee of
Origin* certificates for a total of 11,372 MWh of clean energy. This made it possible to reduce carbon dioxide
emissions by around 3,000 tons. (source: AIB 2020).
* The renewable origin of the sources used is certified by the Guarantee of Origin (GO) certificates of the electricity introduced into the network, issued by
the Energy Services Manager in accordance with Directive 2009/28/EC.
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Combating climate change and protecting the environment
Emissions
SIA S.p.A.'s main office in Milan has a direct expansion air conditioning system and is equipped with
an intelligent system that allows requests from different areas of the building to be managed in a
targeted way, avoiding waste and with a yield that is four times better than a traditional plant.
Attention to the environment has led SIA to undertake an awareness-raising process on the various
issues of pollution, also experimenting with new ways of organizing work and home-office travel,
with positive impacts on polluting phenomena due to mobility, such as reducing exhaust gases and
noise emissions, as well as fuel consumption.
As with energy consumption, greenhouse gas (GHG) emissions also underwent a significant decrease
due to the absence of SIA staff in the various Group offices and the stoppage of corporate travel due
to the health emergency situation.
The following table summarizes the greenhouse gas emissions attributable to the internal and external
activities of the SIA Group, broken down by reference scope:




Scope 1 includes direct emission of greenhouse gases (GHG) emissions from installations owned or
controlled by the SIA Group (e.g. natural gas, diesel, car pool on long-term lease);
Scope 2 includes indirect emissions from energy consumption, or the GHG emissions deriving from
electricity, heat and steam imported and consumed by the Group (e.g. electricity);
Scope 3 includes emissions from products and services not controlled by the SIA Group (e.g. business
travel).

TYPE OF GHG EMISSION
Direct emissions: Scope
1 (t CO2e) 1
Indirect emissions:
Scope 2 (t CO2) 2
Indirect emissions:
Scope 2 (t CO2e) 3
Indirect emissions:
Scope 3 (t CO2e) 4

2020

DIRECT AND INDIRECT GAS EMISSIONS
2019

2018

625

996

684

7,249

8,678

5,984

4,344

6,481

2,802

233

1,978

1,692

Note:

The 2018 figures refer to SIA S.p.A., Perago FSE, SIA CEE, Ubiq and P4cards.
¹ The figures are calculated on the basis of the DEFRA 2019 coefficients.
2 Method based on average emission factors relating to the generation of energy for well-defined geographical borders, including local,
sub-national or national borders. The 2018 figures have been recalculated on the basis of the conversion factors updated according to the
source Terna 2019, also considered for 2019. Figures expressed in tons of CO2: the percentage of methane and nitrous oxide has a
negligible effect on total greenhouse gas emissions (CO2 equivalent), as can be deduced from the technical literature of reference.
3 Method based on the use of an emission factor defined on a contractual basis with the electricity supplier. Given the absence of specific
contractual agreements between the company and the electricity supplier, the emission factor relating to the national residual mix was
used for this approach. The 2018 figures have been recalculated on the basis of the conversion factors updated according to the AIB 2019
Source, also considered for 2019.
4 As from this report, the data relating to business trips has been calculated at the Group level, therefore in order to ensure comparability
of the data, 2019 data has been restated. The related estimates of CO2e are calculated on the basis of the DEFRA 2020 coefficients for air
travel and Italian State Railways for train travel.
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ENERGY ECO-EFFICIENCY AND EMISSIONS INDEX

SIA constantly monitors energy consumption. In order to summarize the trend and measure the
efficiency of the systems, in accordance with the GRI principles, an index was defined as a ratio
between an expression of energy consumption (KJ) of the reference year and the number of
payment transactions managed in the same period.
The performance of the index over the past
three years is summarized in the graph on the
side. The change between the 2018 and 2019
figure is mainly attributable to the expansion of
the reporting perimeter following the
acquisition in 2018 of companies located in 7
different countries.
On the other hand, the overall efficiency
achieved in 2020 is clearly visible, in which the
growth in consumption linked to the increase in
transactions managed by the Group is offset by
several factors, such as the lower number of employees in the various Group offices, the efficiency
of the data centers with latest generation hardware and, above all, the continuation of integration
projects with, for example, the moving to the Italian data centers of the IT platforms previously
installed in the data centers in Slovakia.

In order to monitor overall CO2 emissions and
their trend over time, again in accordance with
GRI principles, the ratio between the tons of CO2
emitted for scopes 1 and 2 (market based) and
the total payment transactions managed by the
Group is illustrated below.
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Water consumption
The SIA Group promotes responsible and conscious use of water. This resource is mainly intended
for employees' sanitary use. The Group's water consumption in 2020 was around 26 megaliters.
The Group mainly uses local municipal aqueducts and local municipal water discharge systems. SIA
withdrew more than 60% of its water from the aqueduct, while the rest came from groundwater
and/or surface sources. As regards the withdrawal of water in areas suffering from water stress, the
Group uses the Aqueduct tool1 developed by the World Resources Institute to identify areas
potentially at risk.

Responsible management of resources
In the Milan office, where most of the employees of SIA S.p.A. and SIApay work, the separate
collection of some waste materials takes place voluntarily with the positioning of special containers
located on each floor, in clearly visible points of the building. The collection of paper, for which SIA
relies on the social cooperative Spazio Aperto Onlus, led in 2019 to recover and recycle 4,830 kg of
paper and cardboard, to which correspond approximately 61 trees saved from felling. In order to
reduce paper consumption, initiatives have been implemented in recent years, such as the paperless
project at the reception of the main office in Milan, but also the use of printers concentrated in
dedicated and shared spaces, with greater use of two-sided printing functions and the scanner. The
resulting change in people's behavior has over time resulted in a reduction in paper and toner
consumption.
The voluntary separate collection of recycling materials, which decreased significantly compared to
the previous year due to the absence of people from the offices, nevertheless produced the
following results overall (SIA Group, excluding P4cards):
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Waste management
SIA complies with all the legal provisions on waste disposal, operating the separate collection of the
following materials:










computer and various goods packaging;
discarded electrical and electronic equipment (LCD monitors, electrical capacitors, etc.);
construction or demolition waste related to renovations;
waste oils;
lead batteries used in uninterruptible power supplies;
fluorescent tubes;
batteries;
gases from the cooling circuits of air conditioners;
gases used for automatic fire extinguishing.
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SUSTAINABLE SUPPLY CHAIN MANAGEMENT
2020 MATERIAL ISSUES

Sustainable supply chain
management

Sustainable supply chain
management

MAIN RISKS (2020)

MANAGEMENT POLICIES AND
METHODS (2020)

ACTIONS CARRIED OUT IN 2020

✔ Risk of choosing an
unsuitable supplier

✔ SIA promotes fairness and
transparency in the supply
chain, in compliance with the
criteria of economy and ethics
of supplies
✔ SIA promotes the adoption
of good social and
environmental responsibility
practices with suppliers

✔ Integration of the Procurement portal with an
information platform in the compliance, reputation,
environmental and financial fields using a certified
external DB
✔ Continuation of assessment activities on suppliers
✔ Electronic signature book

✔ Sustainability profile based
on supplier self-declaration

✔ SIA promotes fairness and
transparency in the supply
chain, in compliance with the
criteria of economy and ethics
of supplies
✔ SIA promotes the adoption
of good social and
environmental responsibility
practices with suppliers

✔ Integration of the Procurement portal with an
information platform in the compliance, reputation,
environmental and financial fields using a certified
external DB
✔ Continuation of assessment activities on suppliers
✔ Electronic signature book and extension of the
Procurement Platform to Greece and Slovakia

Purchases and suppliers

The purchase policies of the SIA Group are aimed at ensure effective and efficient procurement
processes and control of the goods and services purchased, through lean procedures, aimed at
guaranteeing the fulfillment of the requirements requested from suppliers and seeking the best
quality/price ratio for each order. Economy is pursued in compliance with ethical principles, which
prohibit obtaining the maximum competitive advantage by using suppliers that are not in line with
the principles declared and observed by the SIA Group.
In 2020 the SIA Group made purchases in Italy and abroad for a total value of over 404 million euro
(- 2% compared with last year), of which about 74% from Italian suppliers. In addition, it is reported
that the Group's suppliers number more than 3,400 (- 6.5% compared to 2019), of which about 60%
are Italian.
The figures, down on the previous year, are consistent with the cyclical trends of the business in
which the Group operates, from the fact that an important supply contract was signed in 2019 and
from the Group's strategic choices in terms of rationalization and efficiency of all procurement
processes.
Following SIA's acquisition of the companies belonging to the First Data group, the procurement-side
integration project was started to direct purchases by extending the procedural and instrumental
structure, particularly by sharing the platform already being used by the Parent Company and some
of its subsidiaries. The aim is to manage suppliers, tenders/purchase requests, performance
assessments and contracts in the same manner throughout the Group. This will allow for better
information sharing and optimal expense management in line with the Group's strategic sourcing
objective.
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Supplier assessments and performance evaluations on supply orders in excess of 75,000 euro
continued in 2020.
Moreover, with a view to continuous improvement, in 2020 the Parent Company completed the
project to integrate the Procurement portal with an information platform in the compliance,
reputation, environmental and financial fields that will allow a more extensive program of analyses,
checks and controls on suppliers.

Since February 2020, the Covid-19 pandemic has led to the adoption of measures to ensure business
continuity, in compliance with procedures and to protect the company's interests and relationships
with suppliers (Remote Working and Business Continuity). In this regard, it should be noted that the
pandemic in question did not have a significant impact on the continuity of the Group's relations
with its suppliers.
The events led to a timely review of the working methods of the purchasing function and the
relationship with the various partners, improving the exchange of information using automated
tools, which allow the exchange of documents and their signature in a fully digitized format.
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Tender procedures and supplier qualification
SIA has a strict procurement procedure in force which regulates the purchase of each good and
service, describing and regulating the entire purchase cycle in a timely manner. In addition and
based on the needs expressed by the various Budget representatives, the Purchasing organizational
structure draws up a "procurement plan" through which it defines purchasing strategies towards
suppliers and the market. As specified in the SIA Code of Ethics "the company prepares appropriate
procedures to ensure adequate competition for each purchase process as well as maximum
transparency in the selection of the supplier and the purchase of goods and services". Since 2015,
the parent company uses a Procurement platform which allows to manage the entire procurement
process, from the initial qualification to the performance evaluation. This platform, which was made
more and more available from 2017, also at P4cards, and currently consisting of three main work
modules, makes the purchasing process transparent and traceable:
•
•
•
•
•

Vendor, for the management of qualifications and assessments;
Sourcing, for the management of negotiations through RfI (Request for Information), RdO
(Request for Offer), Tenders and Auctions;
Contract, for the management of contracts and related deadlines;
Analytics;
Vendor risk.

Registration in the SIA Supplier Register on the platform and the selection criteria for the
assignment of orders are subject to objective and transparent assessments of the quality, the
price, the methods of carrying out the service and delivery, and the availability of organizational
means and structures, in compliance with current corporate procedures in force. The portal also
allows us to manage foreign suppliers and to introduce questionnaires of both a generic and
specific nature for product categories, which enable each supplier to be included correctly in the
ranking.
In 2020, through the Sourcing module of the Procurement Platform, 46 Requests for Quotation
(RfQ) and 17 Requests for Information (RfI) were managed by group companies.
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When possible, SIA's strategy calls for offers from multiple suppliers in order to maximize costeffectiveness, always in compliance with the principles of the Code of Ethics. Below is the list
(extracted from the portal) of the certifications for which SIA requests feedback:
•
•
•
•
•
•
•
•

ISO 14001 certification
ISO 22301 certification
ISO 27001 certification
ISO 9001 certification
OHSAS 18001/ISO 45001 certification
PCI DSS certification
Specific certifications
Certification of the National Register of Environmental Managers.

The Supplier Portal also includes a section dedicated to verification of sustainability and social and
environmental responsibility requirements owned by the suppliers themselves, with specific
reference to the aspects represented in the figure.
In 2020, the companies of the SIA Group, SIApay and P4cards qualified around 94 new suppliers, of
which 87 using social criteria (for example relating to contractual and labor aspects), environmental
criteria and human rights criteria.
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PERIMETER OF MATERIAL ASPECTS AND
RECONCILIATION WITH THE RELATED TOPIC
GRI
AREA

RECONCILIATION WITH
TOPIC GRI

PERIMETER OF MATERIAL ISSUES
WHERE THE IMPACT
HAPPENS

TYPE OF IMPACT

GRI 201: Economic
performance

Group

Caused by the Group

GRI 203: Direct economic
value generated and
distributed

Group

Caused by the Group and to which
the Group contributes

Business growth on
international markets

N/A

Group

Caused by the Group

Integrating sustainability into
business strategy

N/A

Group

Caused by the Group

GRI 307: Compliance
with environmental
regulation

Group, suppliers and
business partners

Caused by the Group and
connected to its activities through
business relationships

GRI 419: Socio-economic
regulatory compliance

Group

Caused by the Group

GRI 206: Anticompetitive practices

Group

Caused by the Group

Relations with institutions

GRI 415: Public policies

Group

Caused by the Group

Efficient management of
energy resources

GRI 302: Energy

Group

Caused by the Group

Combating climate change
and protecting the
environment

GRI 303: Water 2016

Group, suppliers and
business partners

Caused by the Group and
connected to its activities through
business relationships

Recruiting new professional
skills and developing skills

GRI 404: Training and
education

Group

Caused by the Group

Group, workforce

Caused by the Group

Economic performance and
creation of direct and
indirect value

Ethics, integrity and
compliance

Responsible governance and
transparent management

Protection of human rights,
diversity and equal
opportunities

GRI 205: Anti-corruption

GRI 305: Emissions

GRI 305: Emissions

GRI 405: Diversity and
equal opportunities
GRI 406: Nondiscrimination

Health, safety and protection
of workers

GRI 403: Occupational
Health and Safety

Group, workforce 10

Caused by the Group

Employee wellbeing and
corporate welfare

GRI 401: Employment

Group

Caused by the Group

Efficient complaint
management

N/A

Group

Caused by the Group

Continuity of service

N/A

Group

Caused by the Group

Management of privacy and
sensitive information

GRI 418: Consumer
privacy

Group

Caused by the Group

10 The Group will do more analysis of the significance of the other non-employee workers, in order to assess the need to collect data from the employers of external collaborators and
suppliers who operate at the Group's offices or under the control of the Group, evaluating the quality and accuracy of such data over which it does not exercise direct control.
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Effective and responsible
communication

GRI 417: Marketing and
labeling

Group

Caused by the Group

Customer satisfaction and
customer intimacy

N/A

Group

Caused by the Group

Innovation and support for
the digital transition

N/A

Group

Caused by the Group

Group, suppliers and
business partners

Caused by the Group and
connected to its activities through
business relationships

GRI 413: Local
communities

Group

Caused by the Group

GRI 401: Employment

Group

Caused by the Group

Sustainable supply chain
management

Community relations and
impact on society
Job creation

GRI 308: Environmental
assessment of suppliers
GRI 414: Social
assessment of suppliers
GRI 207: Tax
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METHODOLOGICAL NOTE
This document represents the sixth edition of the Non-Financial Report ("NFR") of the SIA Group
("SIA" or the "Group").
While not required to do so by law, the SIA Group has decided to prepare its 2020 Non-Financial
Report on a voluntary basis in accordance with Legislative Decree 254/2016, which introduced the
NFR into corporate reporting.
This NFR has been prepared in accordance with the GRI Standards: Core option (i.e. the Global
Reporting Initiative Sustainability Reporting Standards (or "GRI Standards") laid down in 2016 by the
Global Reporting Initiative, with the Core option).
Through the NFR, the SIA Group wants to explain the initiatives and the main results in the
economic, social and environmental fields achieved in 2020 (from January 1 to December 31). The
contents of this document have been prepared on the basis of issues relevant to the Group and its
stakeholders, identified starting from the materiality analysis updated in 2020 and approved by the
Board of Directors on December 18, 2020.
Taking into account the expectations of its stakeholders and the impacts generated by business
activities, this document offers a description of the management models, the policies applied by the
company, the results achieved and the main risks generated or suffered with reference also to the
issues expressly referred to in Article 3 of Decree 254/2016 (environmental, social, personnel,
respect for human rights, the fight against corruption), including the methods of handling them.
In order to ensure maximum transparency to the market and its stakeholders, each chapter
describes the main policies practiced by the Group and the main risks associated with all material
issues that emerged from the 2020 materiality analysis.
The perimeter of economic and financial data is the same as in the 2020 Consolidated Financial
Statements of the SIA Group. The perimeter of social and environmental data and information
includes the companies belonging to the SIA Group at December 31, 2020 consolidated line-by-line
in the Consolidated Financial Statements, with the exception of SIAadvisor S.r.l..
Other exceptions to the reporting perimeter indicated above are duly recorded in the relevant
sections of this document; any restatements of previously published comparative data are clearly
indicated as such in the document.
Lastly, to ensure reliable figures, the use of estimates was limited as much as possible; where
present, they have been suitably reported and based on the best available methodologies.
The process of data collection and control was managed by a special cross-functional working group,
through data collection cards sent to the managers of all the corporate functions of the territorial
offices and of the Group's Italian and foreign companies.
For the 2020 Report, following the review of certain internal business processes concerning the
companies acquired in 2018 11, the methods for classifying the professional classification of
11

Please refer to previous editions of this document for more information.
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employees belonging to the foreign companies were revised and consequently certain data
published in previous editions were restated in order to ensure comparability.
This document was approved by the Board of Directors of SIA S.p.A. on March 4, 2021.
The 2020 Consolidated Non-Financial Report was subject to a limited assurance engagement by
Deloitte & Touche S.p.A. according to the criteria indicated by the ISAE 3000 Revised standard.
The verification was carried out according to the procedures indicated in the "Report of the
Independent Auditors", included in this document.
The periodicity of the publication of the Non-Financial Report is set on an annual basis and is also
available on the SIA website (www.sia.eu) in the "Sustainability" section.
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ANNEXES
SIA AND THE PEOPLE OF THE GROUP

1 The

company took this name on December 1, 2018 from the previous one of LM-e.
The company took this name in January 2018 from the previous one of Pi4Pay.
3 The Company merged into P4cards in July 2019 with retroactive effect from January 2019.
4 Organizational grouping of companies acquired by the SIA Group on September 28, 2018, for more details see
methodological note.
2
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GRI 401-3: Parental leave

The 2020 figures refer to SIA S.p.A., SIApay, SIA Greece, P4cards (Italy) and PERAGO. The 2019 figures refer to SIA S.p.A., SIApay, SIA Central Europe, P4cards,
PforCards, SIA SEE, SIA CEE and SIA Greece. The 2018 figures refer to SIA S.p.A. and SIApay.

GRI 403-9: Work-related injuries

¹ The new Standard GRI 403 published by the Global Reporting Initiative (GRI) in 2018 was used to report accident data, replacing the version published in 2016
and used in previous documents, which are available on the SIA website (www.sia.eu) in the "Sustainability" section.
2 The 2019 figures refer to SIA S.p.A., SIApay, SIA Central Europe, P4cards, SIA Slovakia, SIA SEE and SIA Greece. The 2018 figures refer to the following
companies: SIA S.p.A., SIApay, SIA Central Europe and P4cards.

GRI 404-1 Average hours of annual training per employee

¹ The 2018 figures include all Group companies, with the exception of SIA Greece, SIA SEE and SIA CEE.
2 With regard to 2017, the figures include the whole Group. For the calculation of the average hours, reference was made to the number of average employees
in force during the year.

SIA AND THE COMMUNITY
GRI 401-1: New employee hires and employee turnover
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SIA AND THE ENVIRONMENT
GRI 302-1: Energy consumed within the organization1
ENERGY CONSUMED WITHIN THE ORGANIZATION
FUELS CONSUMED (GJ)

7,809

2019 (perimeter
NFR18)
3,187

3,954

342

-

-

6,758

6,176

6,128

2020

2019

Natural gas

4,470

Heating oil

145
4,680

Automotive

diesel2

Gasoline
Total

2018

274

297

297

292

9,569

15,206

9,660

10,375

2020

2019

73,674

ELECTRICITY (GJ)

Purchased
(of which) from renewable
sources
Self-produced

83,415

2019 (perimeter
NFR18)
61,937

59,729

40,939

39,553

39,553

39,553

2018

264

261

261

254

Sold

-

-

-

-

Total

73,938

83,677

62,199

59,984

TOTAL ENERGY CONSUMPTION
(GJ)

83,507

98,883

71,858

70,358

1 The 2020 and 2019 figures refer to the whole SIA Group, with the exception of SIAadvisor, Perago and the SIA Central Europe offices in the Czech
Republic, Croatia and Romania. The 2018 figures refer to the SIA Group excluding PforCards, SIA Greece, SIA CEE, SIA SEE. Following a refinement of
the reporting methodology, the 2018 figures were restated to ensure comparability. (Sources of conversion factors: Ministry of the Environment and
Land and Sea Protection, National Standard Parameters Table, 2018; Department for Environment, Food & Rural Affairs, Conversion factors 2019).
² The figure refers to generators and fuel consumption for automotive use.
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GRI 303-3: Water withdrawal
Water withdrawals by source
2020
Source of withdrawal

UoM

Surface water

Megaliters

Fresh water (≤ 1000 mg/L total
Megaliters
dissolved solids)
Other types (> 1000 mg/L total
Megaliters
dissolved solids)
Groundwater

Megaliters

Fresh water (≤ 1000 mg/L total
Megaliters
dissolved solids)
Other types (> 1000 mg/L total
Megaliters
dissolved solids)
Third party water

Megaliters

Fresh water (≤ 1000 mg/L total
Megaliters
dissolved solids)
Other types (> 1000 mg/L total
Megaliters
dissolved solids)
Total water withdrawal2

Megaliters

2019

All areas

% Tot

Areas
with water
stress

All areas

% Tot

Areas with
water stress 1

2

8%

0

2.13

5.3%

0.00

0

0%

0

0.00

0.0%

0.00

2

8%

0

2.13

5.3%

0.00

6.9

27%

1.5

13.22

33.1%

1.26

6.9

27%

1.5

13.22

33.1%

1.26

0

0%

0

0.00

0.0%

0.00

17.1

66%

12.9

24.62

61.6%

7.33

17.1

66%

12.9

18.12

45.3%

0.83

0

0%

0

6.50

16.3%

6.50

26

100%

39.97

100.0%

8.59

14.4

1 The WRI tool is available online on the web page: https://www.wri.org/our-work/project/aqueduct. The results emerged in the "baseline water
stress" column were taken into consideration for the analysis; the categories considered as areas of water stress refer to the "Extremely High" (>
80%) and "High" (40-80%) categorization of the instrument. 2 Third party water: municipal water suppliers and waste water treatment plants and
other organizations involved in the supply, transportation, treatment, disposal, or use of water.

SUSTAINABLE SUPPLY CHAIN MANAGEMENT
102-9 Supply chain

92

SIA

Non-Financial Report 2020

The 2019 figures refer to SIA S.p.A., Emmecom, SIApay and P4cards. For 2018 the figures refer to SIA S.p.A., P4cards, Emmecom. For 2017 the figures refer to
SIA S.p.A., Emmecom and SIApay.

1
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308-1 New suppliers that have been evaluated according to environmental criteria

The figures refer only to Italian companies (SIA S.p.A., SIA Pay, P4Cards)

414-1 New suppliers evaluated on the basis of social criteria

The figures refer only to Italian companies (SIA S.p.A., SIA Pay, P4Cards)

94

SIA

Non-Financial Report 2020

GRI CONTENT INDEX
GRI STANDARD

Page numbers and/or
omissions

Disclosure

GRI 101: Reporting Principles (2016)
GRI 102: General Disclosures (2016)
Profile of the organization
102-1

Name of the organization

102-2

Activities, brands, products and services

102-3

Location of the main offices

9

102-4

Countries of operation

9

102-5

Ownership structure and legal form

11

102-6

Markets served

9

102-7

Size of the organization

102-8

Information on employees and workers

102-9

Supply chain

102-10
102-11

11
29-30

2-4
45-46; 89
82

Significant changes in the organization and in its
supply chain
Methods of applying the principle or prudential
approach

12; 82-84
24-25

102-12

External initiatives

67-75

102-13

Membership in Associations

72-73

Strategy
102-14
102-15

Top management statement

7

Main impacts, risks and opportunities

20; 24; 39; 45; 65; 75;
81

Ethics and integrity
102-16

Values, principles, standards and rules of conduct

102-17

Reporting mechanisms on ethics issues

13; 22-23
22-23

Governance
102-18
102-20
102-21
102-22

Governance structure

12; 20-22

Responsibility for economic, environmental and social
issues
Consultation of the stakeholders on economic,
environmental and social issues
Composition of the highest governing body and its
committees

20-23
14-15
20-23

102-23

Chairman of the highest governing body

102-24

Appointment and selection processes for members of
the highest governing body and committees

8

102-25

Conflicts of interest

22

102-26

Role of the highest governing body in the
development of goals, values and strategies

20

102-30

Effectiveness of the risk management process

21-22

24-25

Involvement of stakeholders
102-40

List of stakeholder groups

14

102-41

Collective bargaining agreements

46-47

102-42

Stakeholder identification and selection process

14-15

102-43

Approach to stakeholder involvement

14-15
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102-44

Key topics and critical issues that emerged

16

Reporting process
102-45
102-46

List of companies included in the consolidated
financial statements
Definition of the report contents and perimeter of
each aspect

12; 87-88
87-88

102-47

List of material aspects

102-48

Changes compared with the previous financial
statements

15-16; 18; 19

102-49

Significant changes in reporting

87-88

102-50

Reporting period

87-88

102-51

Date of publication of the most recent report

87-88

102-52

Reporting periodicity

87-88

102-53

Contact point for questions regarding the report

102-54

Statement on the reporting option according to the
GRI Standards

87-88

102-55

GRI table of contents

95-101

102-56

External attestation

87-88

88

102

Topic-specific disclosure
Economic performance
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

26-27

103-3

Evaluation of the management approach

26-27

16; 85-86

GRI 201: Economic performance (2016)
201-1

Direct economic value generated and distributed

26-27

Indirect economic impacts
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

66-68

103-3

Evaluation of the management approach

66-68

16; 85-86

GRI 203: Indirect economic impacts (2016)
203-1

Development and impact of investments in
infrastructure and utilities

66-68

Anti-corruption
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

16; 85-86

103-2

Management approach and its components

20; 22-23

103-3

Evaluation of the management approach

20; 22-23

GRI 205: Anti-corruption (2016)
205-3

Corruption episodes encountered and corrective
actions implemented

Anti-competitive behavior
GRI 103: Management approach (2016)

96

There weren't detected
any corruption incidents
in 2020
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103-1

Indication of the scope of consolidation for each
material aspect

16; 85-86

103-2

Management approach and its components

20; 22-23

103-3

Evaluation of the management approach

20; 22-23

GRI 206: Anti-competitive behavior (2016)
206-1

Legal actions for anti-competitive behavior, anti-trust
and monopoly practices

There weren't any legal
disputes in 2020

Tax
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

68-70

103-3

Evaluation of the management approach

68-70

207-1

Approach to taxation

68-70

207-2

Tax governance, control and risk management

68-70

207-3

Stakeholder engagement and management concerns
related to tax

68-70

207-4

Country-by-country reporting

68-70

16; 86-87

GRI 207: Tax

Energy
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

75-77

103-3

Evaluation of the management approach

75-77

302-1

Energy consumption within the organization

76; 91

302-3

Energy intensity ratio

16; 85-86

GRI 302: Energy (2016)

78

Water
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

79

103-3

Evaluation of the management approach

79

16; 85-86

GRI 303: Water (2018)
303-1

Interaction with water as a shared resource

303-2

Management of impacts related to the discharge of
water

303-3

Water withdrawal

79; 91-92
Not applicable
79; 92

Emissions
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

77

103-3

Evaluation of the management approach

77

Direct greenhouse gas emissions (Scope 1)

77

16; 85-86

GRI 305: Emissions (2016)
305-1

97

SIA

Non-Financial Report 2020

305-2

Greenhouse gas emissions for energy production
(Scope 2)

76

305-3

Other indirect greenhouse gas emissions (Scope 3)

77

305-4

GHG emission intensity

77

Compliance with environmental regulation
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

16; 85-86

103-2

Management approach and its components

75-80; 84

103-3

Evaluation of the management approach

75-80; 84

GRI 307: Compliance with environmental regulation (2016)

307-1

Non-compliance with environmental laws and
regulations

There weren't identified
any cases of noncompliance with
environmental laws and
regulations in 2020

Environmental assessment of suppliers
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

83-84

103-3

Evaluation of the management approach

83-84

16; 85-86

GRI 308: Environmental assessment of suppliers (2016)
308-1

New suppliers that have been evaluated according to
environmental criteria

84

Employment
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

45; 65

103-3

Evaluation of the management approach

45; 65

16; 85-86

GRI 401 Employment (2016)
401-1

Staff recruitment rate and turnover

401-2

Benefits provided to full-time employees that are not
provided to temporary or part-time employees

401-3

Parental leave

45; 65; 90
54-56
90

Occupational Health and Safety
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

49-52

103-3

Evaluation of the management approach

49-52

16; 85-86

GRI 403: Occupational Health and Safety (2018)
403-1

Occupational health and safety management system

50

403-2

Hazard identification, risk assessment and accident
investigation

51

403-3

Occupational health services

51

403-4

Participation and consultation of workers and
communication on health and safety at work

52
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403-5

Worker training on health and safety at work

52-53

403-6

Promotion of workers' health

50-52

403-7

Prevention and mitigation of workplace health and
safety impacts within commercial relationships

403-9

Accidents at work

51-53
52

Training and education
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

58-62

103-3

Evaluation of the management approach

58-62

16; 85-86

GRI 404: Training and education (2016)
404-1

Average hours of annual training per employee

90

404-3

Percentage of employees receiving regular
performance and career development assessments

62

Diversity and equal opportunities
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

56-57

103-3

Evaluation of the management approach

56-57

16; 85-86

GRI 405: Diversity and equal opportunities (2016)
405-1

Diversity of employees and governing bodies

405-2

Ratio of basic salary and remuneration of women to
men

20; 90
58

Non-discrimination
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

56-57

103-3

Evaluation of the management approach

56-57

16; 85-86

GRI 406: Non-discrimination (2016)
406-1

Discrimination episodes and corrective actions
implemented

There have been no
episodes of
discrimination in 2020

Local communities
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

66-74

103-3

Evaluation of the management approach

66-74

16; 85-86

GRI 413: Local communities (2016)
413-1

Operations with local community engagement, impact
assessments, and development programs

66-74

Social assessment of suppliers
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

99

16; 85-86
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103-2

Management approach and its components

83-84

103-3

Evaluation of the management approach

83-84

GRI 414: Social assessment of suppliers (2016)
414-1

New suppliers evaluated on the basis of social criteria

84

Public policies
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

28-39

103-3

Evaluation of the management approach

28-39

16; 85-86

GRI 415 Public policies (2016)
415-1

Total value of political contributions

SIA's activities do not
provide funding for
political parties

Marketing and labeling
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

28-39

103-3

Evaluation of the management approach

28-39

16; 85-86

GRI 417 Marketing and labeling (2016)

417-3

Incidents of non-compliance concerning marketing
communications

During 2020 there were
no cases of noncompliance with
regulations and
voluntary codes relating
to marketing
communication

Consumer privacy
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

37-38

103-3

Evaluation of the management approach

37-38

16; 85-86

GRI 418 Consumer Privacy (2016)

418-1

Documented complaints relating to privacy violations
and loss of customer data

During 2020 there were
no complaints relating
to the privacy and
management of
customer data

Socio-economic regulatory compliance
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

22-25

103-3

Evaluation of the management approach

22-25

16; 85-86

GRI 419 Socioeconomic compliance (2016)

419-1

Non-compliance with laws and regulations in the
social and economic area

100

During 2020 no
significant sanctions
were received for noncompliance with laws or
regulations
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Continuity of service
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

28-31

103-3

Evaluation of the management approach

28-31

16; 85-86

Efficient complaint management
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

34-35

103-3

Evaluation of the management approach

34-35

16; 85-86

Innovation and support for the digital transition
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

40-45

103-3

Evaluation of the management approach

40-45

16; 85-86

Business growth on international markets
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

28-31

103-3

Evaluation of the management approach

28-31

16; 85-86

Customer satisfaction and customer intimacy
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

28-31

103-3

Evaluation of the management approach

28-31

16; 85-86

Integrating sustainability into business strategy
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

13-19

103-3

Evaluation of the management approach

13-19

16; 85-86

Bridging the digital divide
GRI 103: Management approach (2016)
103-1

Indication of the scope of consolidation for each
material aspect

103-2

Management approach and its components

40-45

103-3

Evaluation of the management approach

40-45

101

16; 85-86

SIA

Non-Financial Report 2020

REPORT OF THE INDEPENDENT AUDITORS

102

SIA

Non-Financial Report 2020

103

SIA

Non-Financial Report 2020

104

SIA

Non-Financial Report 2020

105

