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Message from the Chief Executive Officer
We recognize that Corporate Responsibility is the vehicle for achieving Sustainable Development and that it is the core of the insurance mission we have
undertaken (...)
Our priorities are economic power and solvency, human resources and infrastructure, investment-oriented deployment of the modern technology that changes
our functional efficiency for the better, development of affordable proposals that
fall within the logic of social need and requirements. With cost control, prudent
risk management, open governance, constant search for innovation, positivity
towards emerging opportunities, responsible attitude towards our clients and firm
support from our shareholders, we seek to strengthen our Company’s leading position in the insurance market, in the long term
Extracted from the message of the Management
George Kotsalos

“

”

Chief Executive Officer, INTERAMERICAN Group

Who is INTERAMERICAN?
INTERAMERICAN was founded in 1969 and today holds the second place in
the Greek insurance market. Its share was quoted on Athens Stock Exchange until
2001, when it became member of EUREKO. In 2011, EUREKO was renamed
ACHMEA and today holds 100% of INTERAMERICAN’s stake in Greece.

Competitive Advantages
INTERAMERICAN offers insurance programs and services that are unique in
the market. The main pillars of its activities are:
Property and Casualty Insurance, a branch which INTERAMERICAN is
developing in spite of the difficult conditions prevailing the market
Health Insurances, a key competitive advantage and one of the main activities
of the Group which pioneered in the field of health insurance with the launching
of Medisystem
Providing health services through proprietary clinics: ATHENS MEDICLINIC
and MEDIFIRST Primary Care Group Practice
Assistance services (Road and Medical Assistance) which are provided by the
Company’s proprietary infrastructure.
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Distribution
INTERAMERICAN is a multi-channel insurance company that distributes its
products and services through separate channels:
A network of 1.214 Insurers, with specific cooperative relationship
An Agency Network of 1.070 Agents and Insurance brokers
A channel of direct sales (Anytime).

Anytime Direct Insurance
INTERAMERICAN is the first company to introduce the concept of direct sales
in Greece by launching Anytime, the first direct insurance.
Anytime products are distributed by phone and via the Internet
Anytime customer satisfaction reached 88% (fairly and very satisfied customers).

Employees
In 2013, INTERAMERICAN’s workforce consisted of more than 1.000 employees
The Group is an equal opportunities employer (58% men, 42% women).

Management & Organization
The decision-making body of the Company is the Board of Directors
Proposals and suggestions are made by organized working committees within
the Group
The decision-making process at all levels includes a second line of control by
Internal Audit, Risk Management and Compliance.
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The Corporate Social Responsibility (CSR) activities of INTERAMERICAN are
closely related with insurance issues such as risk management, road insurance etc.
The program strategy’s main objective is to place the CRS within the company’s
culture, by inspiring its staff to engage in volunteerism in the framework of community activities and social programs.
The University of the Aegean, using the criteria of Global Reporting Initiative
(GRI-G3), a valid reporting standard, has included INTERAMERICAN’s CSR
Report within the top 3 in Greece (for the 3rd consecutive year).
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Awards and Distinctions
Famous Brand: Reputation Management Institute-RMI Athens selected
INTERAMERICAN as the top brand of the insurance industry for 2005, 2007,
2008, 2011, 2012 and 2013, under the “Famous Brand” institution
“World Finance” magazine awarded INTERAMERICAN the top insurance
company in Greece for 2010, 2011 and 2012.

Awareness
99% of the Greeks are aware of the Company and its activities.

Customers
1.000.000 customers, individuals and businesses
Customer satisfaction reaches 83% (fairly and very satisfied).
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Market Shares 2013
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1st largest private insurance company in Greece
2nd place in insurance market
Total market share in Greece amounts to 10,2%
Market share in Life Insurance: 10,6%
Market share in Property and Casualty Insurance: 9,9%
Market share in Assistance services (among insurance companies): 31%.
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Solvency
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Group Solvency in 2013: 300%.
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The total capital invested is 995mil. euros (2013), from which 95% of the Portfolio is invested in fixed yield securities (mainly in bonds and time deposits), primarily in AAA, AA and A class bonds of financially powerful countries (e.g. Germany, France, the Netherlands, etc.).

Social Responsibility in INTERAMERICAN
Social Responsibility constitutes an integral part of the philosophy governing
INTERAMERICAN’s business attitude. The Company’s objective is to contribute
steadily to the sustainable development of the society as a whole and to generate
added value for all its stakeholders. In order to achieve this objective, INTERAMERICAN implements a strategic approach of corporate responsibility, which
is based on the following pillars:
Regulatory Compliance with the applicable legislation and the pursuit of transparency, integrity and inclusivity in governance
Systematic Management including procedures, performance management systems, innovation and professionalism regarding insurance systems, programs and
provided services.
Reporting, with the issuing and developing of an annual Corporate Social
Responsibility Report based on international standards and initiatives.
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Materiality analysis
Not only has INTERAMERICAN assessed and prioritized the most important
issues of major concern for the Company itself, but it has also evaluated them in
combination with the most important issues and needs of its stakeholders.
Throughout 2013, INTERAMERICAN recorded, through its systematic communication with all the stakeholder groups, the issues, needs, demands and reflections of each group and, afterwards, it proceeded to their assessment and prioritization. The materiality identification process was based on the Global Reporting
Initiative (GRI-G3.1) guidelines technical protocol and the AccountAbility AA
1000 principles-based standard.

Social Product
The value produced by INTERAMERICAN’s activities, in terms of economic
size, is the Company’s measurable social product. The aforementioned Social Product includes the Company’s contribution to the society as a total, as well as its broader contribution to the country’s financial and social growth.
Social Product Distribution (mil. €)
Staff salaries and benefits
Insurance contributions
Paid taxes
Payment to capital providers
Total investment
Payment to suppliers
CSR practices expenses
Σύνολο

2011
44,77
14,29
5,19
6,52
122,00
0,25
187,83

2012
49,85
14,80
3,54
20,80
7,66
115,06
0,31
212,02

2013
45,82
14,32
4,81
26,61
8,1
91,48
0,35
191,49

%
23,93%
7,48%
2,51%
13,90%
4,23%
47,77%
0,18%
100%

Following a strategic action plan that aims to achieve Sustainable Development,
INTERAMERICAN has been making commitments and developing its activities.
With respect to the accountability reports, the Company is one of the few insurance
agencies in Greece having integrated Social Responsibility into their business strategy and their daily operations. This is evident in the Company’s CSR Reports, which
have shown significant improvement in terms of fulfilling the requirements of the
CSR performance indicators (based on international standards and initiatives such
as GRI-G3.1 and the Global Compact), in their annual presentation.
In particular, INTERAMERICAN’s CSR strategy is based on the guidelines of
the ISO 26000 international standard for Social Responsibility as well as on the
OECD guidelines for multinational enterprises. It has been approved by both the
CSR Committee and the Company’s Board of Directors.

Social Responsibility Report
INTERAMERICAN issues an annual Social Responsibility Report, listing per
CSR pillar all the activities that were carried out. The Social Responsibility Report
is the main means for communicating the CSR and Sustainable Development activities of the Company. This is the reason why it is drawn up according to the requirements, guidelines and principles of the internationally recognized GRI-G3.1 reporting framework, of the Global Reporting Initiative.
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In terms of indicator levels covered, the Company’s CSR Report attained, along
with two other Reports from Greece, the GC Advanced Level of the United Nations
Global Compact, for a third consecutive year.

Actions of responsibility for Governance
INTERAMERICAN aspires to be a sustainable insurance agency of indisputable
prestige and credibility, showing responsibility in every field of business activity,
whilst successfully addressing the economic, social and environmental challenges
of current times and meeting the expectations of all the stakeholders.
On the basis of the aforementioned approach, the basic pillar of the Company’s
smooth operation is Management dedication to the implementation of the best
governance principles, as these arise both from the existing legislation, the regulations and the Shareholders’ corporate governance policy (ACHMEA), as well as to
the full compliance with the principles, moral and business rules and codes voluntarily adopted by INTERAMERICAN.

Shareholder Structure and Shareholder Capital
ACHMEA is INTERAMERICAN’s principal shareholder with a 99.89% stake.
The remaining 0.11% is held by various individual shareholders. In 31/12/2013 the
Company’s shareholder capital amounted to 147.045.352,80 euros divided in
122.537.794 ordinary registered shares, of 1,20 Euros each, while the reserve from
issuing shares above par value amounts to 111.942.667,51 euros.

Board of Directors
The Board of Directors is responsible for designing strategy, incorporating transparency and managing all corporate issues solely in the interests of the Company
and the Shareholder (ACHMEA).

Committees of the Board of Directors
The complex and multipurpose work of the Board of Directors is assisted by the
following registered committees. Their role is to ensure the Company’s smooth
operation according to the existing regulatory framework. It should be pointed out
that, in order to facilitate the carrying out of their tasks, the role of all the committee
members is executive.
Audit Committee
Executive Committee
Finance and Risk Committee
Task-Specific Committees (Human Resources, Sales rewards, Reinsurance, Corporate Social Responsibility, Computerization, Supplies, Sales etc)
Human Resources Committee.

Regulatory Compliance Audit
For INTERAMERICAN, the preservation of its prestige is a matter of vital
importance. Consequently, the Company fully complies with the current national
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institutional framework for Regulatory Compliance while, at the same time, it
ensures that the internal regulations are fully respected.
The Regulatory Compliance Audit, as part of the Company’s Internal Audit system, aims at identifying, assessing, monitoring, reporting and mitigating the Compliance Risk.
Compliance Risk is the risk to the Company of penalties by judicial or supervisory
authorities, financial loss or loss of reputation and integrity because of non-compliance with the laws and the overall regulatory framework that regulates its operation.

Risk Management
Because of the nature of INTERMARICAN’s activities, the Company is or could
likely be exposed to a series of financial, insurance and business risks. The Company’s Management uses effective methods of risk determination, evaluation, quantification and management aligning with the Integrated Risk Management Framework - I.R.M.F., an approach adopted by the Shareholder.
The Company’s commercial responsibility primarily characterizes its relationship with its customers and sales partners while it also influences its relationship
with other stakeholders in the market (Supervisory Authorities, institutional entities
and professional organizations, business community).

Private Insurance
Life Insurance
INTEAMERICAN has been a pioneer in the field of Life Insurance in Greece.
With its programs the Company ensures:
The quality of the family life
The income protection
The children’s future
The pension provision
The possibility of systematically saving and creating a capital.

Property and Casualty Insurance
INTERAMERICAN possesses a wide range of insurance programs for individuals and businesses protecting against damages, concerning property (car, boat,
house, business), civil liability, transfers and economic loss (“Income Insurance”).
MENTOR SA, a subsidiary of INTERAMERICAN, co-operates directly with
the Property and Casualty Insurance and specializes in risk inspections, damage
assessments and settlements, property, machinery and securities assessment, environmental risk assessment, as well as in providing educational services on these
issues.

Assistance Insurance
INTERAMERICAN operates in the fields of Immediate Medical Assistance and
Road Assistance, holding the first place in the Greek Assistance services market
with a market share of 31%.
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Assistance Incidents and CSR
In 2013, INTERAMERICAN provided assistance services to 308.495 cases
(Road Assistance to 276.160 and Immediate Medical Assistance to 32.335).

Health Insurance and Services
INTERAMERICAN, having invested significantly in the field of care and hospitalization in Greece, is in a position to provide to its customers integrated health
services in all levels of healthcare, from primary care to hospitalization.

Development of the Health Network
In total, the Health Network co-operates with:
1.371 doctors of various specialties
240 diagnostic centers
17 clinics.
At the end of 2013, after new partnerships with doctors contributed to the development of the Health Network, the ratio between MEDISYSTEM doctors-policyholders was 1:30.

Financial Services
Mutual Funds
INTERAMERICAN is the first insurance company in Greece to have been disposing Mutual Funds (M/F) through its own insurance network (Agency Network), since
1989. EFG MFMC, one of the biggest mutual funds management companies in the
Greek market, has taken over the management of the Company’s M/F since 2004.
INTERAMERICAN’s Mutual Funds are one of the most well-established families of investment products, with an asset that in 2013 reached 419,3 mil. euros
and 88.293 investors.

Distribution Networks

Agency Network

Brokers Network

Bancassurance

Agency Network

Customer Service and Compensation
The Company is on a daily contact with a great number of customers. During
2013, service was provided daily to more than an average of 1.414 customers by
Customer Service and 845 by Assistance Services. In total, during the reference
year, 488.354 customers were served by Customer Service and 308.495 by Assistance Services.
The objective - fair and prompt compensation of the policyholders demonstrates
the consistency of INTERAMERICAN in terms of meeting its obligations. In 2013,
the Company paid 353,8 mil. euros for customer and other beneficiaries’ compensations.
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In 2013, INTERAMERICAN customers are estimated at 1 million in a total of
1,7 million contracts. On average, the Company paid daily about 1mil. euros to
policyholders/beneficiaries.

Customer and Partner Satisfaction Surveys
INTERAMERICAN constantly conducts customer satisfaction surveys in order
to identify their needs and assess the level of client trust towards the Company itself,
the aim being to retain and expand its customer base by improving its services,
while, at the same time, it monitors the partner satisfaction.

Satisfaction Surveys Findings
The general level of service satisfaction with the Company’s offices amounts to 91%
In 2013, the level of satisfaction with the Company’s website remained at the
same level as in 2012 amounting to 81%.

Actions of Interest for Human Resources
Policy Statement for Human Resources
“In INTERAMERICAN we consider our people to be the Company’s most valuable asset. Investing in Human Resources is investing in the future of the Company.
The people’s dedication and the activation of their talent are the cornerstones of
the Company’s success and, therefore, its long-term perspective.”
INTERAMERICAN ensures a meritocratic working environment of equal
opportunities and respect for all employees. Within this framework, a Code of
Ethics which sets out the basic moral principles of conduct for the employees is
applied.
INTERAMERICAN is actively interested in the balance between its employees
professional and personal life, provides the possibility to flexible working hours
and supports the creation of a family. At the same time, respecting the internationally-agreed human and labour rights, the Company respects the employees’ right
to trade-union participation. Finally, in order to ensure the best working relationship with its people, the Company maintains a high healthcare and safety level for
its Staff by developing specific initiatives.

The people of INTERAMERICAN in 2013
Employees in Insurance Companies
716
Employees in Assistance Services
395
Employees in Health Services
181
Employees in Other Services
5
Total Staff
1.297

Circle of Performance Management
Recognition
and Reward

Planning/ Identification
of goals and Agreements

Performance Management and Appraisal
The Performance Management System aims at evaluating fairly and objectively the contribution of every employee and at respectively rewarding them
based on the same criteria. Furthermore, the systematic appraisal of individual
performance parameters enhances the employees’ feeling of belonging and
recognition.

Dialogue

Training and Development
Providing educational opportunities to its employees is essential for INTERAMERICAN’s business success as well as for the professional and personal development of its employees.

Performance
Assessment

Constant guidance
and Support
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Employees Training in numbers for 2013
In total, 132 training programs with the participation of 989 employees were
carried out
The training lasted 20.234 hours in total
551 employees participated in the training programs, i.e. 42% of the Company’s
Staff
As regards the Human Resources Division, the average of training hours per
trainee was 15,6 hours

Human Resources Opinion Survey
The most important results and overall conclusions that came up from the survey
both in relation with the Company and the parent company are:
Very high participation rate of employees. Of the 1.247 employees to whom this
survey was addressed, 1.199 responded (96% versus 91% of the rest of
ACHMEA subsidiaries)
The very high engagement rate of Staff (91%) is higher than in 2012 (88%), but
the satisfaction rate (88%) appears to be reduced if compared to 2012 (95%)
INTERAMERICAN has received a high score in most areas, often higher than
that of the respective local benchmark.

Actions of Value for Society
INTERAMERICAN, in addition to the value resulting from its insurance activities, has created and given value to stakeholders by materializing with consistency
and continuity the multidimensional social responsibility project “Actions of Life”,
since 2004.
There are five key axes which serve as the basis of the “Actions of Life”:

Health care

Risk Management

Assistance
to Vulnerable
Social Groups

Support
for Culture
and Education

Environmental
Protection

Practices Financial Data
Practice Area (€)
Health care
Risk Management
Assistance to Vulnerable Social Groups
Support for Culture and Education
Environmental Protection
Other Sponsorships/ Donations
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2011
43.136
38.900
89.166
46.995
16.955
10.486

2012
48.790
41.107
93.987
55.845
12.786
56.500

2013
111.235*
40.584
108.978
51.766
8.888
80.795

%
27,6%
10,1%
27,1%
12,9%
2,2%
20,1%
100%
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“Actions of Life” for Health
The Company practically expresses its social responsibility as “Ally of Life” by:
supporting the work of social institutions and organizations for health, such as
Doctors Without Borders/ Médecins Sans Frontières, Hellenic Cancer Society,
Association of Friends of Children with Cancer “Bestrong”, Pan-hellenic Association of Women with Breast Cancer "Alma Zois"
utilizing its health services (immediate medical assistance, primary healthcare
centers) aiming at developing initiatives of social value. In particular, during
2013, 76 non INTERAMERICAN policyholders were provided with a free
ambulance service and a further 187 with medical advice
supporting health-related scientific work in the fields of medical research and
informing the scientific community and the citizens (1st Pan-hellenic Conference on Crisis management in Healthcare and the high-level Financial Times
Conference on Health Policy and Economics, entitled “Shaping the Future of
Healthcare in Greece: Surviving Uncertainty, Building Sustainability”).

“Actions of Life” for Risk Management
For Road Safety
In 2013, INTERAMERICAN continued its long-lasting information and education campaign, entitled “Safe Driving, One way in your Life”, with various activities and partnerships. In particular, in collaboration with Iaveris Safe driving
School, a two-day Symposium on Traffic Education with a Seminar on Road Safety
by Tasos Markouizos, the famous racing driver, was held in Athens and Patras,
including:
An open seminar, with Tasos Markouizos (“Iaveris”) as the speaker
An interactive practical demonstration for managing unforeseen risks while
driving
Distribution of a great number of leaflets on safe driving issued by INTERAMERICAN.
Furthermore, the Company collaborated with the Media and other Institutions such
as the Hellenic Association of Insurance Companies, GEFYRA S.A. and Panos
Mylonas- Road Safety Institute, aiming at raising public awareness of Road Safety issues.
For First Aid
With the Hellenic Rescue Team
INTERAMERICAN provided the Hellenic Rescue Team (HRT) with first aid
equipment and support in organizing the symposium entitled “Myths and Truths
about First Aid”, held in Thessaloniki. In addition, the Company sponsored the
production of leaflets issued by HRT-Disaster Management Department, on preparedness for managing potential earthquakes.

“Actions for Life” for Vulnerable Social Groups
The Company assisted the work of many institutions involved in supporting
vulnerable social groups, either with financial support or with free provision of
insurance services. For example, UNICEF, SOS Children’s Villages, Therapy Center
for Dependent Individuals (KETHEA), Network for Children’s Rights, ELEPAPRehabilitation for the Disabled, The Smile of the Child, Life Line etc.
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“Actions of Life” for Education and Culture
In 2010, INTERMAERICAN included Culture and Education into the key
“Actions for Life” axes and undertook a series of related initiatives:
For Letters and Arts
Collaboration with the Onasis Cultural Center-House of Arts and Letters under
the “Art & Therapy” pilot project
Sponsorship of the concert of the “Mikis Theodorakis” Orchestra, aiming at
gathering food for the most deprived persons of Athens.
For Cultural Heritage
Participation in the Citizens’ Movement “DIAZOMA”
Support of the “Europa Nostra” awards
“Meeting our Heritage”, for the Staff: museum tours for the Company staff
For Education
Donation of educational equipment, furnishing, computers etc. to primary and
secondary schools
Sponsorship of the very important “Orange Grove” initiative, undertaken by the
Dutch Embassy. The “Orange Grove” program offers to young people in Greece
opportunities to develop and implement business ideas.
For the Fight against Corruption
INTERAMERICAN sponsored "Transparency International - Greece", an
organization newly established in Greece, for an event organized at the headquarters of the Company concerning the fight against corruption.
Sponsorships for the promotion of CSR and Sustainability
INTERAMERICAN was the main sponsor of the highly utilitarian version of
CSR Lexicon, published by “Direction”. The dictionary fills the gap in Greek literature regarding social responsibility, by recording and presenting the entries - key
terms and concepts related to CSR and the Green Economy.

Actions for Environmental Protection
By incorporating the concept of Sustainable Insurance in its daily operations,
INTERAMERICAN has adapted its operational activities to four commitments
regarding:
The thorough monitoring of environmental performance resulting from its
operation
The design and supply of innovative insurance products in the Greek market
The evolutionary development of social responsibility initiatives, such as environmental restoration/rehabilitation
The continued and pioneering participation in global initiatives of the insurance
industry aiming at adapting the Principles of Sustainable Insurance into every
insurance organization.

Provided Insurance Programs
INTERAMERICAN possesses specialized “green” products:
The product line “Green Line” for the protection of insured businesses from a
potential environmental liability
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Decontamination of business facilities resulting from the materialization of a
risk covered in asset insurance contracts
Counseling aiming at preventing asset damages and civil liability requirements
regarding environmental risks
The product line “Energy Line”.

Initiatives and Actions
The operation of INTERAMERICAN as a service provider is not likely to affect
directly regions of rich biodiversity or protected areas. On the contrary, through
the actions and initiatives undertaken in the framework of social responsibility, the
Company tries its utmost in order to encourage not only its employees but also its
partners, suppliers and clients to develop an environmental culture, an ecological
consciousness and an environmentally-friendly behavior. In order to achieve this
goal, INTERAMERICAN, participated in, supported through its services or materialized the following initiatives and actions, throughout 2013:
Environmental Restoration/Rehabilitation (setting up an intervention in the
urban environment, in collaboration with the “Clean up Greece (Ellada Kathari)”
NGO, under the supervision of the Attica Prefecture
Protection of the seas(through its insurance products, the Company supported
the interactive work “ Plastic Ocean”, hosted at Kotzia Square under Eco Art
Athens, by providing it with insurance throughout the exhibition)
Ecosystem-Wildlife (in the framework of providing free insurance programs to
the “Arcturos” NGO)
Participation in “Earth Hour 2013”.

Staff Environmetal Awareness
By incorporating the concept of Sustainable Assurance in its daily operations,
INTERAMERICAN has adapted its operational activities to four commitments
regarding:
The thorough monitoring of environmental performance resulting from its
operation
The design and supply of innovative insurance products to the Greek market
The evolutionary development of social responsibility initiatives, such as environmental restoration/rehabilitation
The continuation of its pioneering participation in global initiatives of the insurance industry aiming at incorporating the principles of Sustainable Insurance
into every insurance body.
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Green Supplies
During the process of supplier selection and assessment, apart from technical
criteria, INTERAMERICAN applies, as and where possible, criteria based on the
green supplies principles.

Environmental footprint reduction
In 2013, INTERAMERICAN, following the efforts it makes towards the modernization of the instruments used in its business operations, continued the program of the digitalization and electronic use of a great number of documents, concerning the insured products provided to its clients as well as their supporting documentation.

Carbon footprint offset
Prompted by the “Let’s Do it Greece” campaign, the company planted 700 ornamental plants and bushes in Pedion tou Areos leading to the reduction of its carbon
footprint by 4 tCO2 (annual CO2 capture by the planted species).
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