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OUR VISION

SUSTAINABLE
COMFORT FOR
EVERYONE
OUR PURPOSE IS TO PROVIDE EVERYONE,
IN EVERY CORNER OF THE WORLD, WITH
HIGH-QUALITY HEATING AND HOT WATER
SOLUTIONS, WHILE PROTECTING
THE ENVIRONMENT.
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THE ENERGY CHALLENGE
THERE IS NO PLANET B
“Sooner or later, our scientists and researchers will develop a vaccine
against coronavirus. For climate change, however, there is no vaccine.
This is why Europe must now invest in a clean future.”
Ursula Von der Leyen – European Commission President, May 2020

Climate change in the current global scenario

THE ECONOMY AND CO2 EMISSIONS
SHRINK BECAUSE OF THE PANDEMIC
While in 2019 global energy demand had risen by 2.3%
compared to 20184, the International Energy Agency (IEA)
has estimated a 5% decline for 20205.
In the “World Energy Outlook 2020”, which analyses the
changes in the energy industry caused by the economic
crisis and the global pandemic, the IEA estimates that global
energy-related CO2 emissions will fall back to the levels of 10
years ago, with an annual contraction of 2.4 Gt.
These changes are driven primarily by the slowdown in
economic activity due to the restrictions and lockdowns
implemented in several countries to contain the
Covid-19 pandemic, a crisis that will cause global GDP to
shrink by 4.4% in 20206.
According to the forecasts released in October by the
World Economic Forum, in 2021 the world economy

will rebound to pre-crisis levels, albeit with different
impacts across the various countries. Meanwhile, energy
demand and emissions will return to pre-Covid levels:
respectively in 2023, and CO2 emissions—thanks also to
the constantly growing share of renewable sources—in
2027.
Across advanced economies, energy use has risen
modestly after the first quarter, especially in the EU and
the USA, where the crisis has accelerated the growth of
renewables and the decline of coal. Meanwhile, Asia saw
increasing demand for all fuels, including coal, due to the
rapid economic recovery and some early successes in
managing the pandemic, especially in China7.
Despite the initial slowdown, global emissions will rise
once again, reaching 36 Gt by 20308.

1ST GLOBAL RISK
IS CLIMATE ACTION FAILURE
(World Economic Forum, Global Risk Report, 2020)

Coal
Gas

-5%

3-5°C

CONTRACTION IN
GLOBAL ENERGY
DEMAND IN 2020

RISE IN GLOBAL TEMPERATURE
BY THE END OF THE CENTURY
ACCORDING TO THE CURRENT
WARMING SCENARIO

EUROPE AIMS TO BE
CLIMATE-NEUTRAL
BY 2050

(International Energy Agency,
World Energy Outlook, 2020)

(World Meteorological Organization, 2020)

(European Commission,
European Green Deal, 2019)

Oil
Nuclear
Renewables
Total energy demand
CO2 emissions
Energy investment
-20%

2019 was the second hottest year on record, at only
0.04 °C below the 2016 record, with a global average
temperature of over 1.1°C above the average since the late
19th century1. In addition, the decade that just ended was
the warmest in history2. Against this backdrop, fossil fuels
represent the main driver of global warming.
Already in 2018, the Intergovernmental Panel on Climate
Change (IPCC) had pleaded with the international
community to respect the limit of 1.5°C—the key threshold
outlined in the Paris agreement on climate change

-10%

-5%

0%

5%

beyond which global warming would cause devastating
consequences for natural ecosystems and humanity.
The IPCC says that the next decade will be decisive in
limiting global warming, however, despite this warning,
the most recent reports on climate change point to a
critical scenario when it comes to global warming. Just
consider that, according to the latest estimates, the
current scenario will bring Earth towards a temperature
increase of 3 to 5 °C by the end of the century3.

1 World Meteorological Organization (2020): WMO confirms 2019 as second hottest year on record
2 NASA (2020) – NOAA Analyses Reveal 2019 Second Warmest Year on Record
3 World Meteorological Organization (2020): WMO confirms 2019 as second hottest year on record

SUSTAINABILITY REPORT 2020

-15%

Estimated key energy demand, CO2 emission, and energy investment indicators, 2020 vs. 2019
Source: IEA (2020): Global Energy Review

4 IEA (2019): Global Energy Review
5 IEA (2020): World Energy Outlook
6 International Monetary Fund (2020): World Economic Outlook
7 According to the Stated Policies Scenario: this IEA scenario reflects the

impact of existing policy frameworks and policy intentions announced to
date. The goal is to represent policy plans to date and show their impact on
energy use, emissions, and energy security.
8 ibid.
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HYDROGEN FOR EUROPE’S GREEN RESTART
European Union has set fo itself the goal of becoming climate-neutral by 2050 by defining a series of strategic steps
to decarbonise the energy sector. These include the European Hydrogen Strategy9. Hydrogen is an energy vector that
is capable of contributing to the sustainability of industrial processes, achieving zero-emission mobility, and reducing
the emissions generated by domestic heating10.
Besides achieving climate neutrality, the Strategy aims to bring the sector to technological maturity through a 14%
share of the EU’s energy mix by 2050—a sevenfold increase over today (2%)11.

THE IMPACT OF THERMAL COMFORT
ON THE ENERGY SECTOR
Heat generation for industrial and residential use—for
both water heating and space heating—accounts for
about half of total energy consumption globally, with
only one-tenth generated from renewable sources15,
and during 2020 it rose even further because of the
lockdowns16 around the world. For instance, because of
the increased time spent at home, smart-working, and
digital entertainment, electricity demand is forecast to
rise by 1% compared to 2019 globally.

90%

OF GLOBAL HEATING REQUIREMENTS
COULD BE MET WITH ELECTRIC
HEAT PUMPS, WITH A SIGNIFICANT
REDUCTION IN CO2 COMPARED TO
GAS BOILERS.17.

FOSSIL
FUELS

35%

BREAKDOWN OF HEATING
TECHNOLOGIES
BY 2030 UNDER A SUSTAINABLE
DEVELOPMENT SCENARIO

RENEWABLES
AND HYDROGEN

19%

DISTRICT HEATING

10%

CONVENTIONAL
HEATING SYSTEMS

HEAT
PUMPS

22%

14%
Source: IEA (2020): Heating

CURBING CO2
THROUGH ENERGY EFFICIENCY
Making buildings more efficient is key to meeting the
challenge of making Europe climate-neutral by 2050,
since in 2019 the residential sector alone accounted
for nearly 17% of global CO2 emissions12. Energy use in
buildings is influenced by several factors, including:
the surface area, appliances, and heating and cooling
requirements, resulting in a significant variation across
climate regions. It is estimated that in the areas where the
climate makes more heating necessary, per capita CO2
emissions are up to three times higher than in temperate
areas13. For instance, in Eastern Europe, replacing coal
boilers with new-generation ones will bring benefits both
in this regard as well as in terms of energy savings14.

9 European Commission (2020): Hydrogen Strategy – COM2020/301
10 SNAM and The European House - Ambrosetti (2020): H2 ITALY 2050
11 Moya et al. (2019): Hydrogen use in EU decarbonization scenarios
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The share of residential energy consumption is largely dedicated to thermal comfort also in Europe: space heating
accounts for 63.6% of the total, while water heating accounts for 14.8%. The remaining 21.6% mainly refers to lighting
and cooking18.

17%

THE RESIDENTIAL SECTOR’S
SHARE OF GLOBAL CO2 EMISSIONS
IN 2019
Source: IEA 2020, World Energy Outlook

12 IEA (2020): World Energy Outlook
13 IEA (2020): World Energy Outlook
14 EHI (2020): Heating Market Report

The solutions that could contribute to a significant reduction in energy requirements and emissions include district
heating systems. The energy fed into the grid can be generated in several ways, ranging from co-generation plants to
the recovery of heat produced at the urban level that remains minimally used (e.g., transportation systems, wastewater
networks). By leveraging the large-scale installation of heat pumps and renewable heat generation technology, by 2050
district heating could provide half of Europe’s heating demand, compared to 12% today19.
Energy communities also play an increasingly important role. These are localised communities of utilities (private,
public, or mixed) in which end users, market players, and local governments actively co-operate to develop a smart
energy supply, promoting the optimisation of the use of renewable sources and technological innovation. There are
around 3,000 communities across Europe, of which a third are in Germany and 400 in the Netherlands20. The steady
growth in these numbers is supported by the implementation of dedicated policies, the reduction in the costs of
renewable energy, the rise of the IoT, and growing awareness about the environment as well as objectives such as selfsufficiency, resilience, and autonomy.

15 IEA (2020): Heating
16 IEA (2020): World Energy Outlook
17 IEA (2020): World Energy Outlook
18 Eurostat (2020): Energy consumption in households

19 Heat Roadmap Europe (2019): HRE4
20 Commissione Europea (2019): Digitalization: Opportunities for heating
and cooling
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WE ARE 90 YEARS OLD
In 2020, Ariston Thermo celebrated its 90th anniversary.
Since the creation of Industrie Merloni in Fabriano in
1930, the Company has grown—including through major
internalisation efforts—into a global leader in thermal
comfort that has always been committed to making the
world more comfortable. On this important occasion, the
company has decided to donate a golden coin to all the
employees around the globe: it expresses the gratitude,
esteem and good wishes towards all the people of the Group
and marks the common belonging to the same community.

Celebrating the past, representing resilience in the present
and showing confidence for the future, Ariston thermo
intends to strengthen its commitment, which is rooted in the
philosophy of its founder, Aristide Merloni: “There is no value
in the economic success of any industrial initiative, unless it
is accompanied by a commitment to social progress”. And,
at the same time, it takes this anniversary as an opportunity
to reaffirm its commitment once again, setting out on a
journey to define the strategy and goals that will guide it
towards building a sustainable future.

INSPIRE THROUGH EXCELLENCE
“CREATE OPPORTUNITIES AND COMMIT TO MAKING THEM HAPPEN.
EXPLORE, LEARN, IMPROVE”.
Ariston Thermo pursues the goal of being the leader in its field. We
aim to constantly improve ourselves through innovation and the
continuous generation of new ideas. We encourage our people to
nurture a passion for learning and exploring new approaches to find
multiple solutions. We look for individuals that can ensure fast and
accurate execution as well as adapt to constantly shifting conditions
and international contexts.

START FROM CUSTOMERS
“LISTEN, STAY TUNED AND CARE. DELIVER SOLUTIONS
THAT EXCEED EXPECTATIONS
Ariston Thermo makes customer satisfaction a top priority, as it
seeks to create value by offering products of the topmost quality
and guaranteeing an excellent service. We look after our customers,
accommodating their needs and providing the best available
solutions.

BRING OUR VALUES
TO LIFE
Every company has its own story, culture, and system of values, which characterise its identity.
The values of Ariston Thermo Group are rooted in the cultural and industrial heritage
of its founder, Aristide Merloni.

BELIEVE IN SUSTAINABILITY
“THINK AHEAD. ENERGY EFFICIENCY AND COMFORT ARE POSSIBLE
AND NECESSARY. IT’S WORTH IT”.
Ariston Thermo believes in sustainable growth and acts accordingly.
We are committed to guaranteeing the maximum comfort at the
minimum energy cost. We contribute to the conservation of our planet
by granting access to the most efficient technologies and the best
services all over the world.

SUSTAINABILITY REPORT 2020

PEOPLE COME FIRST
“STRENGTH LIES IN DIVERSITY. GIVE PEOPLE A CHANCE.
PAVE THE WAY TO MAKE THEM SUCCESSFUL”.
Ariston Thermo believes in teamwork and diversity, fosters the
encounter of different cultures, and welcomes new perspectives. We
encourage resourcefulness, participation, and accountability. We believe
in merit and create growth opportunities, developing the full potential
of the Group’s best resources.

ACT WITH INTEGRITY
“OPERATING WITH RESPECT AND HONESTY IS NOT A CHOICE.
IT’S A DUTY”.
Ariston Thermo encourages its people to act according to the
highest standards of ethics and honesty. Everyone’s behaviour must
be based on respect and fairness towards colleagues, customers,
suppliers, and business partners.
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THE TOPICS THAT MATTER

SUSTAINABILITY IN THE VALUE CHAIN

ARISTON THERMO MATERIALITY MATRIX

LIFECYCLE
STAGE

SUSTAINABILITY FEATURES

5

Energy efficiency

Sustainability in
the value chain

High product
safety

Influence on the assessments and decisions of stakeholders

Service effectiveness

Global
growth

Workplace health and safety
Community wellbeing

DESIGN

Diversity and
inclusion

High-efficiency products
Ariston Thermo Innovative Technology
Products designed for optimisation during transport
Packaging reduction

Customer
focus

4

Recycling and reuse at
the end of life
Employee know-how
and technical skills

International employer branding

PROCUREMENT

Connectivity and
home automation

Educate customers
about energy efficiency

Home hacking
& cyber security

Innovative solutions
Transparency

3

Raw material procurement
and use
Stakeholder
dialogue

Procurement of recycled and recyclable raw materials
Sustainability criteria as part of the selection/regular review process

MANUFACTURING

Minimising environmental impacts
World Class Company

Internal engagement
Manufacturing
waste minimisation

Italian
design

SALES

Ethics, fair competition, and fair market practices

High corporate
governance
standards

Efficient use
of transport
Corporate philanthropy
2

Water management

LOGISTICS

Product durability

Reducing and optimising consumption within logistics

Strong financial performance

Soil and
groundwater
protection

DISTRIBUTION
INSTALLATION

Risk and crisis
management

Training installers/encouraging to prioritise more efficient solutions

1
1

2

3

4

5

USAGE

Reducing emissions associated with the use of products, thanks to
connectivity and a portfolio of efficient solutions

Materiality of the Ariston Thermo Group’s economic, social and environmental impacts
Believe in sustainability

Start from customers

People come first

Act with integrity

Inspire through excellence

2022 marks the end of the first part of Ariston Thermo’s journey towards sustainability. In order to define a new roadmap
to achieving our medium/long-term target, we are developing our 2030 vision. As part of this process, it is key to
understand what topics are material to the Group and its stakeholders by listening to both external stakeholders as well
as our internal teams. The new materiality matrix will summarise these topics, systematising the two perspectives.

SUSTAINABILITY REPORT 2020

POST-SALES

Products always performing at their best
Start-up service
End-of-life product management

END-OF-LIFE

Recycling/recovering products at the end of their life
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2020 KEY FACTS
AND FIGURES

ROAD TO

2022

BELIEVE IN
SUSTAINABILITY

INSPIRE THROUGH
EXCELLENCE

START FROM
CUSTOMERS

>80% of revenues generated from highly

Double-digit growth of profitable

>95% of products require no technical

efficient and renewable products

revenues

interventions in their first 5 years of
service

>3 million tons of CO2 equivalent

80% of turnover from innovative
products (younger than 5 years)

avoided thanks to our most evolved
technologies

Bringing Comfort where it’s hard or

Excellence Class Service in NPS

+29%

2020

KEY FACTS
AND FIGURES

1,3MLN

of revenues from highly
efficient and renewable
solutions

Up to 800,000 connectivity-ready
products

profitability up
+13,4% ofcompared
to 2019

The Ariston Comfort Challenge
comes to Vietnam
energy efficiency from
plants to products

supporting local communities
since 1963

More than 60% of managers coming
from internal career paths (78% in 2020)

0 injuries in our production sites (injury
frequency has seen a reduction of 12%
while the severity index decreased by 22%
vs 2019)

Up to
10 years of warranty
Certification of quality,
environment, health and safety
management systems

250.000 connectivity-ready
products sold in the last 2 years
of turnover from innovative
products (younger than 5 years)
Passion for Excellence:
towards a World Class
Company

OVER

260
2200
HOURS

	25% of connected products
remotely monitored from
our technical support centre

Defining a structured model
of sustainability governance
(starting from 2018)
Training 100% of our people on Ariston
Thermo ethics and integrity culture
(starting from 2018)

OVER

5 years of service

79%

PROCEED
FROM INTEGRITY

products require no technical
people across 42 countries of 53
95% ofinterventions
in their first
7.4K different nationalities

Racold wins the National Energy
Conservation and Appliances of
The Year awards

in research and development
investments dedicated to
renewable products
tons of CO2 equivalent
avoided thanks to our
high-efficiency
technologies since 2018

Local resources holding more than 80%
of managerial positions (84% in 2020)

at Group level and in all countries

impossible to find

72%

PEOPLE
COME FIRST

Million people in the world
use and appreciate our products
everyday
in training for service centre
partners, 90% of which
held online
First international technical
committee remotely managed

#

5 independent board members
(45% of total)
Update to the organisation
and management model

WARMINGYOURTALENT
engaging recruitment process
to introduce candidates to the
company’s culture
42% of our white-collar
employees are millennials and
3% belong to Generation Z
Occupational Health and Safety
Management System corporate
certification in accordance with
new international standard ISO
45001:2018 (14 sites included)

worldwide whistleblowing
process

1,63

BN € the economic value
generated and distributed in 2020
Trade Compliance Project
Towards a governance
of sustainability

CANDIDATE
EXPERIENCE SURVEY
listening to candidates and NPS to
continuously improve the talent
acquisition process
WHITE COLLARS

hires of which 65% are
358 new
millenials and 7% belong to
generation Z
SUSTAINABILITY REPORT 2020
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BELIEVE IN
SUSTAINABILITY
THINK AHEAD. ENERGY
EFFICIENCY AND COMFORT
ARE POSSIBLE AND NECESSARY.
IT’S WORTH IT.
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BELIEVE IN SUSTAINABILITY

OUR STORIES

BELIEVE IN
SUSTAINABILITY

COMMITTED TO HIGHLY ENERGY-EFFICIENT SOLUTIONS
THE GROUP HAS ESTIMATED1 THAT REPLACING LOW-EFFICIENCY PRODUCTS WITH ARISTON THERMO’S NEW
HIGH-EFFICIENCY TECHNOLOGIES WILL ALLOW CURBING CARBON DIOXIDE EMISSIONS BY MORE THAN
3 MILLION TONS GLOBALLY BY 2022.

Ariston Thermo has placed energy efficiency at the
heart of its sustainable growth strategy. Sustainable
and efficient products, solutions and processes can
make a decisive contribution to reducing energy
consumption and environmental impact without
sacrificing comfort.

2020 | KEY FACTS AND FIGURES
ROAD TO

2022
80% OF REVENUES
FROM HIGHLY EFFICIENT
AND RENEWABLE
SOLUTIONS
3 MILLION TONS OF CO2
EQUIVALENT AVOIDED
THANKS TO OUR
MOST EVOLVED
TECHNOLOGIES
BRINGING COMFORT
WHERE IT IS HARD
OR EVEN IMPOSSIBLE
TO FIND

SUSTAINABILITY REPORT 2020

72%*
OF REVENUES FROM HIGHLY
EFFICIENT AND RENEWABLE
SOLUTIONS

THE ARISTON COMFORT
CHALLENGE COMES ALSO
TO VIETNAM

~ 3.400.000
TONS OF CO2
EQUIVALENT SAVED
BY 2022 THROUGH
ARISTON THERMO’S
TECHNOLOGIES

=

+280.000.000

+800.000

TREES
TO BE PLANTED
TO ABSORB
THE SAME
AMOUNT OF CO2

CARS USED
EVERY YEAR
TO PRODUCE
THE SAME
AMOUNT OF CO2

ADOPTING PRODUCTS THAT FEATURE STATE-OF-THE-ART TECHNOLOGY ALLOWS USING CLEAN ENERGY TO ITS
FULLEST POTENTIAL. CONSIDERING AN AVERAGE BUILDING IN ITALY, IN TERMS OF SQUARE FOOTAGE AND INSULATION,
REPLACING A CONVENTIONAL GENERATOR WITH A SYSTEM MADE UP OF ARISTON THERMO’S RENEWABLE
PRODUCTS ALLOWS FOR ANNUAL ENERGY SAVINGS OF UP TO 40%.

1,3 MLN
TONS OF CO2 EQUIVALENT
AVOIDED THANKS TO
OUR HIGH-EFFICIENCY
TECHNOLOGIES

ARISTON THERMO’S ANSWER:
INVESTMENTS IN RESEARCH AND DEVELOPMENT
Ariston Thermo has long since accepted the challenge of sustainability. This is why investments in the research,
development, and production of sustainable products have gradually risen over the years, reaching an annual budget of
over € 80 million.

+29%
IN RESEARCH
AND DEVELOPMENT
INVESTMENTS DEDICATED
TO RENEWABLE PRODUCTS

CO2

ENERGY EFFICIENCY FROM
PLANTS TO PRODUCTS

SUPPORTING LOCAL
COMMUNITIES SINCE 1963

*In order ensure the comparability of the figure with the target set for 2022, the percentage
was calculated based on the 2017 baseline scope, which excludes the market served by Atmor,
acquired by the Group in 2017, and Calorex, acquired in 2018.

1 This data is calculated on the basis of the Group’s sales projections.
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BELIEVE IN SUSTAINABILITY

FUTURE-PROOF, EFFICIENT
AND RENEWABLE TECHNOLOGIES

SUSTAINABILITY BEGINS AT
PRODUCTION SITES

Velis DR is the electric water heater that can store
thermal energy in the form of hot water. This makes
it suitable for storing energy, helping to balance the
electric grid across the country and promoting the use of
renewable energy—which by nature can only be generated
at certain times during the day. In 2020, Ariston Thermo
launched a major project to remotely manage electric
water heaters.

In 2020, the Group activated a pilot project to monitor
energy at 3 plants in Italy (Genga, Cerreto, Arcevia
Thermowatt). Implementing the energy management
system involved installing meters on gas and electricity
lines as well as adopting a digital platform to have
constant visibility over the performance of the sites.
Monitoring energy flows, and the relevant costs, will
allow the Group to not only reduce waste, but also
lay the foundation for a long-term energy efficiency
strategy.

To curb CO2 emissions, the Company has launched a study
on the surface finish of plastic materials in order to limit
product painting—a process that is intrinsically energyintensive and polluting. The pilot project launched in 2020
showed the potential to reduce emissions by an annual
1,800t of CO2, a major achievement when considering
that the project focused on just one type of product.
This technology is to be extended to other categories
in 2021—a testament to the Group’s ever stronger
commitment to environmental sustainability.

The Group is pursuing the goal of achieving greater
energy efficiency, with an estimated 3% reduction
in consumption year-on-year, also outside Italy—
specifically, at the plants in Namur, Belgium, and Wuxi,
China. The Group is committed to gradually extending
this initiative to its other sites.

-4% OF ELECTRICITY AND -8%

Velis DR

Nuos Plus is the renewable heat pump water heater that
can convert heat directly from the surrounding air to
deliver hot water in the most efficient manner available
on the market. This results in energy savings of up to 80%
compared to traditional water heating technologies and
ensures the fastest heating time in this category. What
sets this product apart is the ease of setting it up and
controlling it thanks to a broad range of programmes
and the Aqua Ariston Net App, which offers a high degree
of versatility. The new BUS Bridge Net® protocol allows
integrating the product with other solar or boiler heat
generators and control the entire system through a single
Sensys interface.

OF GAS CONSUMED FOR EACH PRODUCT
WITH THE SAME FINAL CONSUMPTION,
THANKS TO GREATER ENERGY EFFICIENCY
OF OUR PRODUCTION PROCESSES

EMS is the innovative digital platform that the Group has chosen to monitor consumption. It can collect energy
data, visualise them in real time, and provide specific analyses to enable smart energy management.

Nuos Plus

On the left is the thermal matrix showing the consumption range for each frequency based on the selected colour
range. On the right is a chart generated by the system that allows visualizing consumption values.

THERMAL COMFORT
IN NORTH AMERICA:
THE IMPORTANCE OF TEAMWORK
Ariston Thermo started delivering sustainable thermal
comfort for indoor spaces in both the United States
and Canada in 2019 through the NTP and HTP brands,
and recently launched a new range of high-efficiency
products that includes the new EFTU condensing
boiler and expands the portfolio of ELU series
boilers under the HTP brand. These products were
co-designed and developed by North American and
European engineering teams at Ariston Thermo—a
process intended to deliver a more reliable product

SUSTAINABILITY REPORT 2020

and create new value for customers. In addition,
both the EFTU and ELU series feature integrated
Wi-Fi connectivity, allowing contractors to monitor
and manage the status, operation, and servicing of
installed boilers through a single digital platform.
With this launch, 2020 marks a major milestone for
Ariston Thermo in North America: the celebration of
the 90th anniversary of the Group was combined with
the inauguration of the US branch office.

NO CHALLENGE IS TOO BIG
TO MAKE THE WORLD A MORE
COMFORTABLE PLACE

criss-crossed the country to bring comfort to those living
in the most extreme conditions, documenting the entire
journey in a six-episode series.

Three years after the launch of the mission in Greenland,
the Ariston Comfort Challenge now continues in Asia—
proving that bringing the comfort of Ariston products
where it seems hard or impossible to find knows no
geographic boundaries. After the successful mission on
Disko island, where three installers braved the extreme
northern climate to build the Ariston Comfort Zone for the
scientists studying climate change, the project has now
landed in Vietnam. A group of three local installers guided
by Tran Dang Khoa, a world-famous travel influencer,
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BELIEVE IN SUSTAINABILITY

CLOSING THE LOOP
The definition of the circular economy is based on the implementation of production and consumption strategies that
encompass the entire lifecycle of products and seek to create virtuous cycles centred around ideas such as “zero waste”,
“value regeneration”, and “closed loop”1. The concept of the circular economy lies therefore at the centre of topics
associated with sustainable development.

LINEAR ECONOMY

RESOURCE EXTRACTION

CIRCULAR ECONOMY

RESOURCE EXTRACTION

PRODUCTION

CONSUMPTION

WASTE

PRODUCTION

RECYCLING

REUSE

CONSUMPTION

REPAIR

Renewable energy at production sites
In 2020, the Group entered into a 100% green energy purchase agreement for the plant in Namur, Belgium,
covering the period from 2021 through 2023. This commitment to environmental sustainability comes on
top of the upgrades made to the energy management systems used at the plants.
Sustainable transportation
In October 2020, the Group entered into an agreement with Geodis, a leader in international
transportation and logistics, that will allow the new fleet of low-CO2-emission vehicles to sustainably
transport the company’s products, including hybrid systems and heat pumps, throughout most of
Italy.
Low-emission painting
The plant in Genga, Italy, has experimented with using a new enamel that, thanks to a particular formula,
allows saving an amount of the product used equal to 10% of its weight, thus reducing the amount of
cobalt in the enamel. After generating the report on the final actual savings, the Group’s ambition is to
implement the project at other plants.
Curbing polluting emissions
To help make the industry more sustainable while addressing the growing demand for environmentally
sustainable products in Europe and across the world, Ariston Thermo is working on a new generation
of low-NOx emission burners (below 50 milligrams per Nm3). These new highly sustainable products
further improve on existing ones—a commitment pursued also by training installers to curb emissions
even outside the laboratory.
As part of its efforts to curb polluting emissions, the Group also launched the i-GAP project in
partnership with Snam. The intention is to develop technologies for the design and production of natural
gas absorption heat pumps for residential use, featuring an innovative thermodynamic cycle, compact
dimensions and suitability for high-volume production. These solutions can be easily integrated into
the building-plant system and enable several of the energy, environmental, and infrastructure benefits
arising from the spread of this heating technology, actively supporting gas penetration in order to
gradually decarbonise the residential sector.
The commitment to reducing emissions concerns also research and development on renewable energy
sources. Ariston Thermo is running laboratory tests on, and experimenting with, biofuels, a green
solution that can be used also for oil boilers and for which the Company is developing a dedicated range
of burners. Besides biodiesel, Ariston Thermo is also experimenting with using hydrogen as a potential
alternative to natural gas.
High-efficiency technologies
In line with the dramatic acceleration in renewable technologies, Ariston Thermo offers electric heat
pumps that not only contribute to the decarbonisation of the sector the Company operates in, but also
address the growing demand for environmentally sustainable products in Europe—which is strongly tied
to achieving the goal of net-zero emissions by 2050.
Device recycling
The Group is implementing several projects aimed at recycling electronic devices more efficiently,
providing the installers and distributors of its electric products with a completely free recycling service.
The Group is supported in Italy by the ERION consortium, whereas in Spain this service is offered in
partnership with ECOLEC—a foundation that provides waste collection services to customers.

1 Circle economy, Circularity Gap (2019)
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BELIEVE IN SUSTAINABILITY

BRINGING COMFORT EVERYWHERE, INCLUDING IN CRISIS SITUATIONS
In a world upended by the Covid-19 pandemic, having a place where you can feel protected becomes even more
important. Tackling a global challenge such as this requires everyone to make an effort: even in the light of the objective
problems caused by this situation, Ariston Thermo is doing its part to support the communities it operates in, with the
ultimate goal of delivering the required comfort where and when needed.

In Spain, the Group launched the #AristonTeCuida project, a series of measures to support distributors and installers in
recovering from the crisis triggered by the pandemic. The goal is to support projects for the households in the direst
straits, donating new high-efficiency products to deliver affordable domestic comfort. As part of the project, the Group
donated Lydos Hybrid water heaters to a series of apartments for low-income families.

Ariston Thermo’s commitment to supporting struggling
households and the healthcare sector reflects the
principles of creating and sharing value that have
characterised its 90 years of history. In Europe, and
especially in the worst-affected countries such as Italy,
Ariston Thermo has donated approximately 200,000
masks—not only to frontline healthcare professionals
(at Milan’s Humanitas hospital and several entities in the
Marche region), but also to employees and Technical
Support Centres, so as to put the well-being and health
of workers first. The Group contributed to the healthcare
sector also by donating ventilators, single-use video fibreoptic endoscopes, helmet-based ventilation systems, and
a portable ultrasound machine to the hospital in Fabriano.

Ariston Thermo contributed also to the fight against certain serious diseases. In Poland, the Group’s employees raised
funds to help Mia Kurtuldu, a girl affected by SMA (Spinal Muscular Atrophy), through the Gaszyn Challenge. This
involved several Polish companies and required doing 10 push-ups or 10 sit-ups and donating a minimum of 5 Polish
Zloty within 48 hours of receiving the nomination from colleagues. Ariston Thermo then matched the amounts donated
by employees. The challenge thus raised over € 2 million and helped make the impossible possible: allowing the girl to
get the surgery she needed.
In Mexico and the USA, besides donating equipment and masks as well as servicing water heating systems at hospitals
for free, the Group raised funds for the fight against cancer and leukaemia. In some cases, these initiatives made an
impact also in terms of environmental sustainability: an example is the collection of bottle caps launched to support
the treatments and hotel stay of Jose Angel, a boy affected by leukaemia.

In an unusual year that brought even bigger social and humanitarian challenges to the forefront, Ariston Thermo has
carried on its mission to deliver comfort to everyone, especially by guaranteeing hot water and hygiene all over the
world. The company has donated water heaters to those who have been (and continue) fighting against the pandemic
on the frontline: the emergency response teams in Wuhan, China, the COVID-19 Treatment Centres in Nigeria, the
buildings used for quarantine in Vietnam, and several hospitals in Indonesia and Romania. In Tunisia, meanwhile, the
Company raised funds for hospitals and provided food assistance to struggling households.
The accessibility of comfort has been at the centre of
two other initiatives dedicated to the needy. In Romania,
where access to water is often still a problem, in 2020
alone the Group, in partnership with the Red Cross,
donated 400 electric water heaters that are currently
benefiting 52 thousand people, including the elderly and
children.
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+170.000

+ 400

BENEFICIARIES
OF HUMANITARIAN
CAMPAIGNS

WATER HEATERS
DONATED TO 248
INSTITUTIONS

IN THE LAST 3 YEARS

THE ARISTIDE MERLONI FOUNDATION
CONTINUES SUPPORTING
THE COMMUNITY
The Aristide Merloni Foundation was set up in 1963 at
the behest of the eponymous founder with the goal of
supporting the creation of new businesses in the area
surrounding Fabriano, where the first production sites
were located. The Foundation has gradually turned into
a cultural institution analysing local economic and social
development processes. Today, it works on practical
projects focused on the needs of local communities and
specific production chains.

sectors (farming, agroforestry, wood industry, tourism)
to be implemented in the Apennines. All participants
submitted a business plan and were driven by a shared
goal: launching a business to promote and develop
the Apennines and its resources in an innovative and
sustainable manner.

Over the years, the Foundation has shown an unwavering
commitment to supporting the development and revival
of the Apennines through a series of concrete steps to
“revive” inner mountain areas after the earthquakes
that caused widespread damage in the Marche and
Umbria regions and that hit the Apennine region in
central Italy. Specifically, the Foundation seeks to
promote local animal spirits, placing special emphasis
on entrepreneurship, to lay the foundation for a gradual
recovery. Against this backdrop, training and the
opportunity of networking and working together with
other entities in the local community are two enablers
for the creation of a broader impact on all the dimensions
of the community’s life. These are precisely the two
pillars of the: ReStartApp, in partnership with Edoardo
Garrone Foundation. It is a Campus for young businesses
in the Apennines. 15 students under 40 from 11 different
regions and selected from among over 100 candidates
across Italy enrolled in the course, presenting innovative
propositions and entrepreneurial ideas in several
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INSPIRE THROUGH
EXCELLENCE

CREATE OPPORTUNITIES
AND COMMIT TO MAKING
THEM HAPPEN.
EXPLORE, LEARN, IMAGINE.
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OUR STORIES
OUR JOURNEY TOWARDS GROWTH

INSPIRE THROUGH
EXCELLENCE

OUR GROWTH IN INTERNATIONAL
MARKETS AND THE DIGITISATION
OF THE BUSINESS
Over the last 10 years, Ariston Thermo has embarked on a
major growth journey, finding success in both mature and
emerging markets by expanding its international presence
and relentlessly investing in Research and Development.
As a testament to its achievements, in 2020 Ariston
Thermo was named one of Italy’s top 20 serial acquirers—
i.e., the companies that have stood out in the last
decade for the size and importance of their acquisitions
in international markets—in a study conducted by the
multinational consultancy KPMG.

World-class brands, high-performance
and low-consumption products, excellent results
across all operations: we are continuously working
to improve the quality of our products and services.

2020 | KEY FACTS AND FIGURES
ROAD TO

2022
DOUBLE-DIGIT
PROFITABLE REVENUE
GROWTH
80% OF TURNOVER
FROM INNOVATIVE
PRODUCTS (YOUNGER
THAN 5 YEARS)
UP TO 800.000
READY-TO-CONNECT
PRODUCTS SOLD

+13.4%*
PROFITABILITY UP
COMPARED TO 2019

PASSION FOR
EXCELLENCE
TOWARDS A WORLD CLASS COMPANY

25%
OF READY-TO-CONNECT HEATING
PRODUCTS REMOTELY MONITORED
FROM TECHNICAL SUPPORT CENTRES
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To continue on its growth journey, leveraging also the new
business opportunities offered by the digital transition,
the Group has launched several digitisation programmes

for consumers as well as for the purposes of automating
sales, focusing also on developing its e-commerce
operations and web portals. In April 2020, it finalised
the acquisition of Kesselheld, a renowned digital player
developing domestic and commercial heating solutions in
Germany.
Growing means not only expanding into new markets,
but also gaining market share in the main areas Ariston
Thermo already operates in: in this regard, during the year
the Company doubled its sales of heat pumps in several
key countries, continuing on its path to becoming a leader
in the renewables segment.
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ARISTON THERMO SITES
ARE ISO 9001 CERTIFIED
FOR THEIR QUALITY
MANAGEMENT SYSTEMS

79%
OF TURNOVER FROM
INNOVATIVE PRODUCTS
(YOUNGER THAN 5 YEARS)

250.000
CONNECTIVITY-READY
PRODUCTS SOLD IN THE LAST
2 YEARS

*While maintaining steady revenues compared to 2019, strictly related to the Covid-19
pandemic, in 2020 the Group continued its commitment to profitable growth, and reported an
increase in profitability.

THE CALOREX APPROACH: SUSTAINABLE EXCELLENCE
Acquired in 2019, Calorex is a leader in domestic
and commercial water heating solutions in
Mexico. Its commitment to sustainability is
not limited to developing ever more efficient
solutions designed to achieve energy savings,
but rather takes an all-round approach by
pursuing a series of economic, social, and
environmental goals. Among other things, they
aim to improve the quality of life of employees,
preserve and replant trees in green areas, and
create a platform to remain in constant dialogue
with the community. To achieve these goals,
Calorex plans to apply for the Top Companies
survey, collaborate with local authorities on
reafforestation efforts, and involve suppliers
in social responsibility initiatives. Because of
its commitment to promoting, respecting,
and positively influencing the economic,

environmental, and social development of the
areas it operates in, Calorex has been awarded
the Socially Responsible Company (ESR, Empresa
Socialmente Responsable) label.
In 2020, besides the activities for the fight against
cancer and leukaemia—which, in some cases,
made an impact also in terms of environmental
sustainability—the company promoted a series of
initiatives to support the community during the
Covid-19 health emergency. Specifically, Calorex
serviced water heating systems at hospitals for
free and made a series of donations to support the
efforts of healthcare workers. In addition to 3,600
masks, it donated 3 oxygen concentrators to the
Telethon Centre for Children’s Rehabilitation and
Inclusion in Saltillo and 2 sets of heaters for the
temporary housing for the healthcare workers of
the local Red Cross.
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DESIGNING AND PRODUCING SUSTAINABLY
ATIT: IN PURSUIT OF EXCELLENCE
Energy efficiency and the development of technologies
that use renewable sources represent the core of
Ariston Thermo’s growth strategy, which is relentlessly
committed to designing the most advanced solutions
on the market. In 2016, this ambition led the Company
to inaugurating the Ariston Thermo Innovative
Technologies (ATIT), a large laboratory for experimenting
with the future of thermal comfort, translating the
most innovative technological solutions into designs.
Today, ATIT is a world-class hub for the research
and development of innovative, high-efficiency and

renewable thermal comfort solutions, as well as one
of Europe’s leading centre for the development of heat
pumps. In 2020, the Company further expanded both the
state-of-the-art equipment and infrastructure required
for research activities as well as the team of resources
dedicated to ATIT: the team is currently comprised of 40
direct employees and a dozen consultants operating out
of a 4,000 square metre space, with offices, prototyping
workshops, and life testing areas.

WORLD CLASS COMPANY
The World Class Manufacturing (WCM) programme,
launched in 2011 and inspired by Lean Thinking Principles,
is based on continuous learning and improvement.
In 2020, Ariston Thermo took the first steps also
at the sites in Albacina—a testament to the plant’s
growing importance as a potential world-class centre
for renewable and high-efficiency products—and
Lichtenvoorde, Netherlands—following the acquisition
of ATAG Heating in 2014.
As part of the Group’s medium- and long-term vision,
and in accordance with World Class guidelines, the
Company also has a World Class Logistics (WCL)
programme in place that currently concerns 40% of
warehouses. The goal of WCL is to improve the Group’s

internal and external logistics flows, as well find
solutions to minimise energy consumption. To this end,
during 2020 the Group applied certain key requirements
to all warehouses, such as standardising safety and
security processes—monitoring risk statistics to prevent
future incidents—and cost deployment, which involves
adopting standardised tools to monitor production
costs. The initiatives implemented throughout the year
included also the launch of a programme specifically
dedicated to making inventory management more
efficient, defining a roadmap that, starting from Italy,
will implement automated inventory management at
the largest European warehouses.

WORLD CLASS COMPANY
WORLD CLASS
MANUFACTURING

WORLD CLASS
LOGISTICS

WORLD CLASS
ENGINEERING

SINCE 2011

SINCE 2017

SINCE 2017

NEW WORLD-CLASS PRODUCTS AND SERVICES
A NEW PLATFORM
FOR CONDENSING BOILERS

THE AGREEMENT WITH POLITECNICO DI MILANO AND ITS FOUNDATION
In November 2020, Ariston Thermo entered into a partnership agreement with Politecnico di Milano, a
leader in scientific and technological progress, and Fondazione Politecnico di Milano, set up in 2003 to
promote research within the university’s department while also innovating the economic and business
environment. The partnership seeks to expand existing collaborations in technological research and
innovation and make them more strategic to develop sustainable thermal comfort solutions.
The scope of the partnership will include, among other things, developing and testing innovative
thermodynamic cycles, testing unit and system prototypes, advanced control systems and logics, advanced
connectivity (IoT and big data), studying and proposing regulations on new technologies, hydrogen
technologies, and renewable energy carriers.
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The new Commercial condensing boiler platform, used
for various brands of the Group—including ELCO, ATAG,
and RENDAMAX—establishes itself as the absolute
benchmark in the market for high-power solutions in
terms of performance, thanks to a new condensing heat
exchanger, a new control system, and the overhauled
components and product architecture. These solutions
are designed to be more environmentally sustainable:
replacing an existing condensing boiler with a new
TRIGON L PLUS or THISION L PLUS allows reducing
NOx and CO emissions by 30% and 60%, respectively.
The value of this new range, designed for planners,
installation experts, and heating operators, is enhanced
even further by a broad power range and a wide selection
of accessories.
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OUR AWARDS
GENUS ONE NET 24 IS AWARDED THE ALTROCONSUMO SEAL
The next-generation Ariston Genus One Net 24 condensing boiler, which can provide maximum durability
and features electronic combustion control, integrated Wi-Fi connectivity, and voice control, received the
“Best Purchase” award from the Italian consumer association Altroconsumo. The seal is the result of the tests
and comparative analyses conducted by Altroconsumo, Italy’s largest independent consumer protection
organisation, and has become a point of reference for consumer purchasing decisions.

RACOLD WINS THE NATIONAL ENERGY CONSERVATION
AND APPLIANCES OF THE YEAR AWARDS
In 2020, the Racold brand, the Group’s leading brand in India, received the prestigious “National Energy
Conservation Award” from the BEE (Bureau of Energy Efficiency). Since 1991, the Indian Government has been
presenting this annual award to the industrial companies and plants that stood out during the year in terms of
improving energy efficiency and reducing energy consumption.
Racold also received the “Most Efficient Appliances of the year” award thanks to the 25 lt Electric storage water
heaters.

In response to the fast-growing global smart home
trend, the Group is investing in the expansion of readyto-connect solutions as well as the level of innovation
of the services it offers. The goal is twofold: increasing
the number of connected customers, and creating
persistent customer engagement. Building long-term
customer loyalty is possible by achieving an excellent
level of satisfaction among users as well as constantly
using connectivity-enabled services over time. There are
currently 3 such services:
ARISTON
NET

HOME GETS SMARTER,
LIFE GETS SIMPLER.

HOME GETS SMARTER,
LIFE GETS SIMPLER
The new claim “Home gets smarter, life gets simpler”
positions Ariston Thermo’s connected services at
the centre of the smart home, leveraging what is a
universally acknowledged key benefit of this type of
products and services: making life simpler for both end
customers and professionals.
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• Ariston Net – A consumer App allowing to remotely
control space and water heating solutions in a simplified
manner, reducing energy consumption and continuously
monitoring the system’s operation.
• Ariston Net PRO – – A remote web support platform for
professionals that allows boosting operational efficiency
while growing the customer base and building customer
loyalty.
• Ariston Net OPEN - A newer and more innovative stream
that paves the way to interoperability, that is for the
integration of the Ariston services connected into web
and mobile applications as well as third-party products.

ARISTON NET PRO
Remote support is becoming increasingly important for the major players in the thermal comfort
industry to meet the needs of the most innovative and structured service companies—as well as the
medium/small-sized support network in the future. Ariston Thermo’s remote support platform offers a
comprehensive and technologically advanced service: it allows remotely operating and maintaining all
available solutions (from boilers to heat pumps and hybrid solutions) through a single interface on the
one hand, and pre-emptively anticipating failures on the other. By using the data collected and specific
algorithms, the Company is working on evolving the service in order to anticipate and, where possible,
prevent the problem before it occurs.

PRO CUSTOMER TESTIMONIALS
• 99% of support centres are satisfied with Ariston NET Pro
• 50% of support centres report increased turnover associated with Ariston NET Pro and the remote
diagnostics service
• 80% of support centres say their maintenance work has become more efficient because of the reduced
need for service calls, resulting in significant time savings.
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ARISTON NET OPEN
AND INTEROPERABILITY

CYBERSECURITY
The digital transition requires businesses to maintain
high levels of security in terms of infrastructure integrity
as well as protection of their software and the data they
store. To tackle this challenge, in 2015 Ariston Thermo set
up an organisational function dedicated to cybersecurity
and tasked with integrating, steering, and consolidating
the efforts and results of the various business functions
when it comes to the security of the Group’s ICT.

Interoperability, meaning the integration of connected
products and services into domestic ecosystems offering
unified management interfaces or third-party asset
or service management software platforms, is the key
to the success of the smart home—and, therefore, the
products that comprise it.
Underlining once again its technological leadership
and ability to innovate, Ariston Thermo already has
several partnerships in place—including those with
Amazon Alexa, Apple HomeKit, and Google Assistant—
through Ariston NET that allow integrating its heating
systems with the leading smart home platforms. The
Company continues investing to ensure its products are
compatible with the world’s top IoT solutions, offering
also business-to-business interoperability solutions,
to allow the Group’s heating solutions to communicate
with third-party software platforms: the goal is to
improve its offerings and develop new opportunities and
business models.

Last year, the Company strengthened the continuous
monitoring of ICT assets and communications systems
already in place. Meanwhile, in order to further raise
awareness about cybersecurity, it has launched a
Security Awareness programme, under which it provides
quarterly training and measures its effectiveness in
order to transform risky practices into good ones. The
initiatives completed in 2020 are part of a broader

cybersecurity investment plan under the Roadmap
launched in 2019. Further investments are planned
between 2021 and 2023 and will be prioritised according
to the Group’s needs.
Digital security is key also to successfully implementing
an operational model based on smart working. Amid the
emergency caused by the pandemic, Ariston Thermo has
accelerated the adoption of smart working solutions,
which are more and more widespread. Against this
backdrop, the Company integrated the Microsoft Teams
platform into its systems in an extremely short period
of time, making it easy and fast to communicate with
people all over the world. The adoption of the platform,
used by over 80% of our people, was supported also by
the delivery of over 150 training sessions in more than 20
different languages.

works with

Hey Google

INCREASINGLY SMART
CONNECTIVITY IN ALL HEATING
AND WATER HEATING SEGMENTS

9 PARTNERSHIPS
IN THE SMART HOME AREA

NOT ONLY OPERATIONAL AND INDUSTRIAL EXCELLENCE
Ensuring a strong Customer Relationship Management by organising data in an effective and coordinated
manner across the various business units allows achieving a series of benefits, chief among them better
communication with customers and increased efficiency of the service rendered. To this end, Ariston
Thermo has adopted a CRM tool to automate sales processes and optimise internal performance,
capable of supporting the definition of future goals as well as sales forecasts. The tool is currently active
in 4 countries and the Group plans to significantly expand it in the rest of the world, with the goal of
reaching 500 sellers by the end of 2021.

90%

OVER
OF ACTIVE USERS
IN ALL CURRENT
MARKETS

SUSTAINABILITY REPORT 2020

+ 80%

+ 70%

SALES REPRESENTATIVES
ON THE SAME GROUP
PLATFORM IN 1 YEAR

COUNTRIES INVOLVED
ACROSS 4 CONTINENTS
BY 2021
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START FROM
CUSTOMERS
LISTEN, STAY TUNED AND CARE.
DELIVER SOLUTIONS THAT
EXCEED EXPECTATIONS.
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OUR STORIES

START FROM
CUSTOMERS

PASSION FOR QUALITY
Ariston Thermo is committed every day to delivering
high standards of quality throughout all corporate
processes and functions. Quality is constantly pursued
at all organisational levels—from product design and
manufacturing through supplier management to sales
and after-sales.

The Quality culture is not limited to designing
and manufacturing products that can meet the needs
of our customers all over the world—it involves all
business processes, from supplier management
to support services, in order to continuously improve
the experience of those relying on our solutions.

Our journey towards quality begins with the selection of
suppliers and joint growth projects, which must meet
high quality requirements in line with the company’s
standards. The Group’s manufacturing facilities undergo
continuous performance and quality monitoring—an
approach oriented to constantly improving safety and
environmental impacts. Quality is transmitted also to
users by integrating products that stand out in terms of

2020 | KEY FACTS AND FIGURES
ROAD TO

2022
>95% OF PRODUCTS
REQUIRE NO
TECHNICAL
INTERVENTIONS
IN THEIR FIRST 5 YEARS
OF SERVICE
NET PROMOTER SCORE:
BEING RECOGNISED
AS EXCELLENT BY OUR
CUSTOMERS AT GROUP
LEVEL AND IN EACH
COUNTRY
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95%

260

OF PRODUCTS

OVER
MILLION

REQUIRE NO TECHNICAL
INTERVENTIONS IN THEIR
FIRST 5 YEARS OF SERVICE

PEOPLE IN THE WORLD
USE AND APPRECIATE OUR
PRODUCTS EVERYDAY

10 YEARS 2200 HOURS
UP TO

WARRANTY

CERTIFICATION OF
QUALITY, ENVIRONMENT,
HEALTH AND SAFETY
MANAGEMENT SYSTEMS

IN TRAINING FOR SERVICE
CENTRE PARTNERS, 90%
OF WHICH HELD ONLINE

FIRST INTERNATIONAL
TECHNICAL COMMITTEE
REMOTELY MANAGED

performance, energy efficiency, reliability, and durability
with systems that customers can manage directly and
are covered by a 10-year warranty.
Technical support management processes are
increasingly standardised and part of a single remote
servicing system allowing to identify product anomalies
in real time—thus providing better standards of service.
Ariston Thermo offers intensive training to all
employees within the organisation in order to deliver
increasingly higher quality standards. Specifically, the
Lean Six Sigma method involves training and identifying
an ever-larger number of specific professionals. In
the last few years about 100 professionals have been
involved in the Master Black Belts level courses, the
highest number of those provided by the model.

ENJOY THE CUSTOMER JOURNEY
When an Ariston Thermo product is commissioned, it marks the beginning of a relationship between the customer and
the Company that must be nurtured in the long run. This can become a true Customer Journey by mapping all the
touchpoints that can have a lasting impact on how customers interact with the Group.

MEASURING LOYALTY WITH NET PROMOTER SCORE
The Net Promoter Score (NPS), whose goal is to gauge
customer loyalty, is an alternative to the more traditional
customer satisfaction measurement. An NPS can be as
low as −100 (every respondent is a “detractor”) or as high
as +100 (every respondent is a “promoter”). A positive NPS
(i.e., one that is higher than zero) is generally considered
good, and an NPS equal to or greater than +50 is to be
deemed excellent.
Over the last 5 years, the Group has listened to over
35,000 consumers across the world to improve both its
products and services, recording a result of NPS stably
beyond excellence. Listening, through market research
and focus groups, is an integral part of our pursuit
of excellence, as customers themselves are the best
testimonials for the quality of products and services.
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A ROADMAP TO PURSUING HIGH STANDARDS OF SERVICE
Ariston Thermo is relentlessly committed to delivering a top-quality service, taking ownership of the installed fleet
through the qualification and management of the service network. It does so through a centralised call centre
that can further optimise time management for local service teams, offering end users a single point of contact
with native-speaking personnel.

TRAINING AND SUPPORT TO TECHNICIANS
Technical staff, specialised in providing support to
customers, can make a substantial contribution to
making the Customer Journey pleasant, as they get in
direct contact with customers. In this sense, the Group
promotes continuous training programmes to develop
technical and relational skills.
The Quick-Fix App, launched in 2018, is an advanced
digital interactive tool allowing Service Centre partners
to access technical product documentation online, such

as technical handbooks and user manuals that help
technicians find the best solution to the issues in the
field, by scanning the barcode of over 3,120 products. To
make it easier to use and more useful, in 2020 the App was
made available in as many as 19 languages, thus becoming
accessible in 32 different countries and covering all the
Group’s top brands. Also thanks to these efforts, in 2020
our technicians ran over 10,000 monthly queries—a 28%
increase compared to the previous year.

IMPROVING THE NETWORK’S
CAPABILITIES
In 2020, Ariston Thermo pursued several initiatives to
improve the network’s capabilities. This was especially
true in Italy, where it launched online training
activities on the Microsoft Teams platforms as well
as working groups with service centres. Speaking
of training, during the year the Group finalised a
new development plan intended to make training
more consistent at the European level. The plan is to

become effective in 2021 and involves an assessment
of skills and potential training gaps. Besides training
programmes, Ariston Thermo also began mapping
technical support requests received by the network
to create training courses increasingly targeted to
the needs of technicians and that take account of the
peculiar characteristics of each market.

WE LISTEN
TO OUR CUSTOMERS’ NEEDS
ALWAYS WITH TECHNICIANS, EVEN REMOTELY
In 2020, the Group quickly implemented a technician
training portal in several countries to be as close as
possible to its partners even during the lockdowns
imposed to contain the Covid-19 pandemic. The portal
not only provided training, but also allowed technicians
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to remotely attend webinars on specific themes:
the contents, streamable based on a predefined
schedule, were made available in a repository after the
event for those who had registered but were not able
to attend.

Customer centricity is one of the Group’s top priorities:
no matter where they are and what they need,
customers are always at the centre of everything
we do. Whether they are a professional or private
individuals using our products, the Group makes sure
to listen and understand the needs of each one of them
to offer ever greater comfort. In this sense, in 2020
it strengthened both B2C – Business to Consumer and
B2B – Business to Business listening channels, paying
particular attention to the needs of the local market.
In addition, it also invested in optimising and improving
communications and contact channels to deliver a
better user experience. Thanks also to this progress,

over the last 5 years we have listened to over 25,000
people, a result achieved by refining our skills and
increasing the number of dedicated resources.
Ariston Thermo’s ambition is to increasingly involve the
customer in the use of the Group’s products, allowing to
contact the Company in a timely and effective manner
and increasing their loyalty. To deliver more value for
the customer, providing highly connected products and
solutions is an increasingly important priority for the
market, and the Company plans to continue investing in
this area. In this sense, connectivity thus becomes the
key to a broader ecosystem of services that can create
added value for the end user.
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PARTIRE DAI CLIENTI

TECHNICAL COMMITTEES CONTINUE,
EVEN REMOTELY
To improve our products and services further and
faster, listening to Service Centres and the people that
work every day in the field is key to understanding and
solving the various problems that may arise. Every year,
the Group implements a central plan for collecting
feedback and opinions from B2B customers (Voice of
the Customer) that perform installation and support
services in order to put local partners into contact
with the headquarters responsible for R&D, Product
Marketing, Quality, and Operations.

In this context, the Technical Committees represent
structured opportunities for listening and meeting.
They help identify potential product issues, verify
how quality is perceived on the ground, and identify
potential areas for improvement of our offerings as
well as new business opportunities. In 2020, despite the
limitations imposed by Covid-19 containment measures,
the Group was able to hold a Technical Committee for
Italy. The Committee, held 100% digitally, attracted the
representative of 20 Technical Centres.

THE FIRST 24/7 WHATSAPP
CHATBOT LAUNCHED IN INDIA
In order to offer customers the best experience, especially in a world
where social distancing and digitalization have become crucial, the
Group launched its first chatbot based on artificial intelligence for the
Indian market, a direct-to-consumer service on WhatsApp that can
interact quickly and easily with customers. Through the 24/7 web and
mobile application, this tool allows access to a number of options such
as filing complaints and requesting product installation. In addition, end
customers can locate the nearest Racold store or use an interactive
calculator to choose the most suitable product for their needs, on the one
hand, allowing compliance with pandemic containment measures and, on
the other, delivering an increasingly timely and targeted service.

CLOSE AND LISTENING TO END CONSUMERS:
OUR JOURNEY IN ASIA
In 2020, Ariston Thermo launched an important initiative in the various Asian markets where it operates to
bring it closer to end customers, with the goal of learning more about their unmet needs and identifying
them in the various stages of the entire purchase process. Such in-depth understanding will allow the
Group to put customer needs at the centre of all communications, product development, sales, support
and other activities.
In addition, in Vietnam, it improved and finalised CRM – Customer Relationship Management – initiatives for
direct customers by leveraging digital channels. This made it possible not only to constantly monitor sales,
but also to oversee the entire supply chain, from the distributor to the end customer, more effectively.
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PEOPLE
COME FIRST
STRENGTH LIES IN DIVERSITY.
GIVE PEOPLE A CHANCE.
PAVE THE WAY TO MAKE THEM
SUCCESSFUL.
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PEOPLE
COME FIRST

WE ARE ARISTON THERMO
COVID-19:
TOGETHER WITH OUR PEOPLE
Because of the infamous Covid-19 pandemic, 2020 was
a year like no other in the long history of Ariston Thermo.
The main challenge has been giving all our people the
option of working while putting their health and safety
first, ensuring business continuity and making progress on

People and places are at the centre of our business:
the leadership of Ariston Thermo is rooted in the work
of motivated, qualified people who are well aware
of the social responsibility of their actions.

medium- and long-term strategic initiatives. Against this
backdrop, the Group, in line with its distinctive Values, has
stepped up its support to employees and their families,
constantly supporting them even in the most challenging
times.

ROOTED IN VALUES

2020 | KEY FACTS AND FIGURES
ROAD TO

2022
LOCAL RESOURCES
HOLD MORE THAN
80% OF MANAGERIAL
POSITIONS
MORE THAN 60%
OF MANAGERS COME
FROM INTERNAL
CAREER PATHS
0 INJURIES
AT OUR PRODUCTION
SITES
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OVER

7,400
PEOPLE
ACROSS 42 COUNTRIES OF
53 DIFFERENT NATIONALITIES

#WARMING
YOURTALENT
ENGAGING RECRUITMENT
PROCESS TO INTRODUCE
CANDIDATES TO THE
COMPANY’S CULTURE

42%
OF OUR WHITE-COLLAR
EMPLOYEES ARE
MILLENNIALS AND 3%
BELONG TO GENERATION Z

CANDIDATE
EXPERIENCE
SURVEY
LISTENING TO CANDIDATES AND
NPS TO CONTINUOUSLY IMPROVE
THE TALENT ACQUISITION
PROCESS

WHITE COLLARS:
OCCUPATIONAL HEALTH AND
SAFETY MANAGEMENT SYSTEM
CORPORATE CERTIFICATION
IN ACCORDANCE WITH NEW
INTERNATIONAL STANDARD ISO
45001:2018 (14 SITES INCLUDED)

In 2020, the Rooted in Values campaign, launched in the prior year
to raise awareness of the Group’s Values among all employees,
focused on PEOPLE. The pandemic has brought this already
crucial pillar into greater focus, as health and safety became more
important than ever before. These priorities have always been at
the centre of the initiatives that the Company has pursued to deal
with the crisis. As soon as the crisis is over, special emphasis will be
placed on the other Values, all of which are essential and underlie
the Group’s mission.

385
NEW HIRES OF WHICH
65% ARE MILLENIALS AND
7% BELONG TO GENERATION Z

WORKPLACE HEALTH AND SAFETY
In response to the Covid-19 pandemic, we have adopted protocols and measures to ensure the health and safety of our
people and thus the continuity of all the Group’s operations.
Specifically, at our European sites, we purchased and installed thermal scanners to take temperatures at the entrance
of every building, as well as automated doors, lights, water dispensers, and hand-dryers. In addition, workers were
provided with FFP2 and surgical masks, including where this was not mandatory.

THERMAL SCANNERS
AT THE ENTRANCE

SITE
AUTOMATION

MASKS
DONATIONS

RAPID TESTS
AND SWABS

REORGANISATION
OF SPACES

Installed 23 thermal
scanners to take
temperatures at the
entrance of every
workplace.

Automated doors,
lights, water
dispensers, and
hand-dryers across
all sites.

Donated over
125,000 FFP2 and
surgical masks
masks to all
employees and their
families.

Ran more than 4,500
tests for the virus,
including antibody
screening during
critical phases,
antigen tests, and
PCR tests.

Reorganised offices
and meeting
rooms to allow
for appropriate
distancing.
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WE ARE 90 YEARS OLD:
A HISTORY MADE OF PEOPLE
2020 marked also the 90th anniversary of Ariston
Thermo. To celebrate this major milestone in its growth,
the Company’s history was told through a series of
anecdotes and photos never seen before, with an
initiative named: “Our history, our identity”.
The growth of the Group has also been shared through
the eyes and the memories of those, who with their
work, passion and dedication are the real protagonists
of its history day by day. With the contest “Making
Our History Together” all Ariston Thermo staff from
the production plants and offices were able to share
their own personal relationship with the Company
through photos or memories of events, emotions
and experiences. An international jury comprised of 6
Group managers representing different countries and
functions awarded the most beautiful and meaningful
entries.

Ariston Thermo focused even more on protecting
people especially during the most critical phases of the
pandemic, such as the return from summer holidays and
school reopenings, offering our people the opportunity
to undergo antibody screening as well as antigen and
PCR tests. These measures were extended to all countries
grappling with steep infection curves.
To limit the risk of virus transmission, everyone was
provided with a kit to clean their workstation before and
after using it at both offices and production sites. Each
worker was given the time required to perform these
tasks.
In addition to suspending any kind of travel and migrating
all communications on to the Microsoft Teams platform,
allowing everyone to maintain a high level of efficiency
and safety, the Group also reorganised all spaces—offices
and meeting rooms—and set a maximum capacity for each
area, thus ensuring appropriate distancing. Where physical
presence was required, such as at production plants, the
Group focused on segregating shifts, creating separate
and independent teams in order to minimise contacts
between individuals.
Finally, to protect the families of workers, the Company
decided to take responsibility for testing in all suspected
infection cases, not only for the individuals potentially
positive for the virus, but also all their close contacts—
allowing also to be tested at home, as done in the Marche
region.

SUSTAINABILITY REPORT 2020

Besides all the extraordinary measures taken in
response to the pandemic, the Company maintains an
unwavering commitment to protecting the health and
safety of everyone in all countries. In 2020 it joined the
Sedex network, a non-profit
organisation that currently
operates Europe’s largest platform
for collecting and processing
data on the adoption of ethical
principles throughout supply
chains. Sedex offers an online
platform, tools, and services to help companies operate
responsibly and sustainably, protect workers, and run
their procurement operations ethically.
To improve the performance and global sustainability
of production processes, some lines underwent an
in-depth analysis and will be at the centre of a specific
investment plan over the next three years. Under the
plan, the Group is to purchase new work machinery and
equipment featuring innovative solutions on the one
hand, and upgrade existing ones to remain in line with
the most advanced technologies and safety and security
requirements on the other. This will enable Ariston
Thermo to further reduce the risk of injuries and the
risks associated with the performance of manual tasks at
production plants.

The Ariston Thermo plants in a photo from the 1940s.

The initiative engaged 27 locations in 14 countries around
the world. In the “photos” category 83% of participants
work in production plants and the remaining 17% in offices,
while in the “memories” category, 55% of participants work
in production plants and the remaining 45% in offices.

On the left: the best picture, titled “Riflessi Ipnotici” (“Hypnotic Reflections”), taken by Dumitru Raul Nicolae inside an enamelled boiler during a
visual inspection. On the right: the photo that won the Memories category, taken by Valentina Marchegiani.
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ENGAGING PEOPLE CLOSE AND FAR
The EMPLOYEE ENGAGEMENT EXPERIENCE programme,
launched in 2018, has allowed to develop the
Engagement Model underlying several projects carried
out in recent years to increase the engagement of our
people. The most significant initiatives included setting
up the Internal Communication function, launching
Workplace, developing and implementing the Career
Mapping method to support internal career paths, and
starting the Global Leadership Programme.
As part of the latter,
the Group also launched the
WE ARE SMART initiative. To
make working arrangements
more and more flexible, the
Group conducted an external
and internal preliminary analysis (among approximately
1,200 employees) to assess how smart working
could be applied to the various functions, giving the
opportunity to work outside the office for up to 2
days per week. In just a few weeks after the start of

GLOBAL LEADERSHIP PROGRAMME
the pandemic, Ariston Thermo managed to activate
remote working arrangements for all the staff at
Italian offices. In the upcoming months, the Company
plans to enrol its people in a training plan dedicated to
effectively managing the performance of individuals
and virtual teams. This plan will be for both managers
and employees, ensuring opportunities for discussion
as well as a constant two-way dialogue. The training
modules touch on several topics, including the
psychological consequences of smart working and the
importance of safety also when working outside the
office.
The commitment to people and their development
caused Fondimpresa to pick Ariston Thermo as the
testimonial for the “Storytelling” project. The purpose
of the initiative is to spotlight the best stories of
businesses that, also by working together with the
Association, have successfully implemented training
programmes dedicated to developing technological
and/or process innovations.

The Global Leadership Programme is a set of
Learning initiatives aimed at activating, supporting,
and strengthening practices associated with the
competences of the corporate Leadership Model: LEAD
CHANGE, LEAD BUSINESS, and, most importantly, LEAD
PEOPLE. The feedback culture and the interpretation
of the Leader’s role as Coach are the thread that runs
across the different journeys, which involve all people
at the Company. Bolstering these competences will lead
to an organisation made of people “equipped” to tackle
new business challenges with flexibility, innovation,
and speed. The programme lasts two years and uses
several approaches and methods: webinars, pre- and
post-meeting activities, simulations, and one-to-one
coaching sessions. Management personnel play a key
role in the training programme: the journey will require
them to be actively involved in order to set a “good
example”. The project, which is highly strategic to the
Group, was suspended in 2020 because of Covid-19
restrictions, but will resume in 2021 in a digital format.

CAREER MAPPING
“People come first” is one of Ariston Thermo’s core
Values, but it is also the intention that guides us every
day as we consolidate and enrich initiatives aimed at
attracting and developing talent.
By offering new and diverse “experience opportunities”,
Ariston Thermo pays particular attention to the
development of innovative skills as well as the
consolidation of those typical of more conventional
professions.
Career Mapping represents the reference framework—a

solid methodological basis to build all career paths
rigorously and flexibly, opening up to individual
experiences and interests while meeting business
needs.
After the first year that the method was implemented
globally, in 2020 the Group experimented with applying
it in specific countries such as Vietnam and Switzerland.
In 2021 the initiative will expand to China and France
in order to meet the specific business and growth
requirements of these countries.

B-BBEE CERTIFICATION IN SOUTH AFRICA

The WORKPLACE DIGITAL PLATFORM provides an effective tool to engage Ariston Thermo people at all
sites across the world, encouraging the exchange of information and comments within a comprehensive
internal network of professionals at work. Since its launch in 2018, the adoption rate of Workplace has
topped 90%, and more than 520 groups are currently live on the platform. The Workplace platform is
now providing an excellent mean to foster networking and increase functional collaboration through the
creation of communities, chats, project sharing, and live stream video broadcasting.
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The Broad-based Black Economic Empowerment (B-BBEE) is an integration programme
launched by the South African Government with the aim of advancing economic
transformation and the economic participation of black people, for example by promoting
employment equity, the entry of black entrepreneurs into the mainstream of economic
activity, and the advancement of co-operatives.
For firms, adopting this strategy means playing a part in ensuring the meaningful participation of the
majority of citizens in the national economy and to further create capacity within the broader economic
landscape. Firms can get their contributions to B-BBEE certified after a process of verifying compliance with
a set of standards regarding ownership, management, supplier selection, and employee training. For Ariston
Thermo, which has been operating in South Africa for several years now, obtaining this certification in 2020
represented a major achievement in terms of compliance as well as a recognition of the Company’s vision,
centred around inclusion and shared growth. To further improve its standing (ranging on a scale from 1 to 8)
as part of a long-term journey, Ariston Thermo has also planned further investment.
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ARISTON THERMO TO BE
E-ICT PROGRAMME
To support the digital transition and tackle future
business challenges with the appropriate preparation,
Ariston Thermo has launched the second edition of
the ’“e-ICT programme”, whose goal is to hire 10 young
talented students and/or new graduates that want
to start their professional career in ICT roles with a
6-month internship. The training sessions are delivered
remotely using a dedicated digital learning platform and
focus on topics that are strategic to the Company, such
as, for instance, the development of digital solutions,
e-Procurement, Cybersecurity, Business Intelligence, and
Big Data.

THERMOWATT ACADEMY
The THERMOWATT ACADEMY project debuted in 2020
and was born to develop professional paths specifically
for the manufacturing world. The initiative revolves
around the transfer of skills, know-how, and experiences
from senior figures at Thermowatt sites—Ariston
Thermo’s premier component brand—to a group of
young talents from technical schools in the Marche
region. Through a mixed in-class and field training

programme, the students had the opportunity to learn
more about the Company’s products and technologies,
putting what they learned in the classroom to use. The
initiative ended in September and resulted in the hiring
of 10 young graduates, which have been included in the
manufacturing activities of the Arcevia plant. In light of
the positive results achieved, the Academy will return in
2021.

#WARMINGYOURTALENT
Ariston Thermo invests in innovation to discover not
only new skills, but also the best professionals in the
market, while also nurturing in-house talent.
The global presence and relentless evolution of the
business have faced the Company with multiple
challenges that require new skills. From engineering
through soft skills to the digital world, the recruitment
process—refined through the #Warmingyourtalent
campaign—aims to attract the best talents by
introducing them to the Group and its Values, thus
letting them experience what working for Ariston
Thermo means.
With the ambition of improving the recruitment
experience, the Group has launched the “Candidate
Experience Survey”. After starting out as a pilot project in
Italy, this has allowed to constantly optimise the Talent
Acquisition process, achieving an NPS of 4,59 (in a scale
from 1 to 5).
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RANKED AMONGST THE “MOST
ATTRACTIVE EMPLOYER IN ITALY
2020” FOR THE THIRD YEAR
RUNNING – SURVEY CONDUCTED BY
UNIVERSUM AMONG

36.000
48
STUDENTS FROM

UNIVERSITIES
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ACT WITH
INTEGRITY
OPERATING WITH RESPECT
AND HONESTY IS NOT A CHOICE.
IT’S A DUTY.
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OUR STORIES

ACT WITH
INTEGRITY

THE CORPORATE GOVERNANCE MODEL

Ariston Thermo’s Governance has set the goal to
maximise the value created for shareholders and all
stakeholders by controlling business risks and ensuring
the integrity and fairness of decision-making processes.

Sensible and careful management is key to protecting the Group’s value over time.
The Group’s Internal Control System has been gradually expanded by drawing inspiration from the principles laid
down in Article 6 of the Corporate Governance Code for Listed Companies promoted by Borsa Italiana to the extent
applicable and with respect to the remuneration of Directors. The corporate governance model is therefore structured
as follows.
Shareholders’ Meeting: the Ordinary Shareholders’ Meeting decides on the matters reserved for it under the law and the
articles of association. The Ordinary and Extraordinary Shareholders’ Meeting is convened to take the decisions reserved
for it and is chaired by the Chair of the Board of Directors.
Board of Directors: its composition ensures gender equality, drawing inspiration from industry best practices. The
by-laws state that Directors remain in office for the period set at the time of their appointment by the Shareholders’
Meeting and for no longer than three years.
Board of Directors
NAME

DIRECTOR

COMMITTEE

Paolo Merloni

Executive

A*, B

Francesco Merloni

Non-executive

21.07.1986

Laurent Jacquemin

Executive

24.03.2017

Sara Dethridge

Non-executive/independent

03.05.2018

Andrea Guerra

Non-executive/independent

A

07.05.2012

Roberto Guidetti

Non-executive/independent

B

29.01.2014

Maria Francesca Merloni

Non-executive

Gianemilio Osculati

Non-executive

Paolo Tanoni

Non-executive

Marinella Soldi

Non-executive/independent

B*

05.05.2016

Enrico Vita

Non-executive/independent

A

03.05.2018

Executive Chairman

2020 | KEY FACTS AND FIGURES

Honorary Chairman

FIRST APPOINTMENT

28.04.1997

CEO

ROAD TO

2022
TAKING INSPIRATION
FROM THE BEST
MODELS OF
GOVERNANCE:
DEFINING A
STRUCTURED MODEL
OF SUSTAINABILITY
GOVERNANCE,
TRAINING 100% OF OUR
PEOPLE ON ARISTON
THERMO’S ETHICS
AND INTEGRITY
CULTURE
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5
INDEPENDENT
BOARD MEMBERS
(45% OF TOTAL)

UPDATE TO THE
ORGANISATION AND
MANAGEMENT MODEL

1.63 BN €
THE ECONOMIC VALUE
GENERATED AND
DISTRIBUTED IN 2020

TRADE COMPLIANCE
PROJECT

24.09.2008
A

04.05.2007
11.01.2002

*Committee Chair
A - Strategic B - CHuman Resources and Remuneration

Board of Statutory Auditors

WORLDWIDE
WHISTLEBLOWING
PROCESS

TOWARDS A GOVERNANCE OF
SUSTAINABILITY

NAME

STATUTORY AUDITORS

Lorenzo Pozza

Chairman

Antonia Di Bella

Auditor

Andrea Silvestri

Auditor
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Board of Directors

Management control: internal controls include all
instruments adopted by the Group for the purpose of
guiding, managing and auditing business operations
with the aim of ensuring compliance with corporate
regulations and procedures, protecting company assets,
efficiently managing operations, and providing accurate
and complete accounting and financial data.

Francesco Merloni

Paolo Merloni

Laurent Jacquemin

Sara Dethridge

Honorary Chairman

Executive Chairman

CEO

Director

Andrea Guerra

Roberto Guidetti

Maria Francesca Merloni

Gianemilio Osculati

Director

Director

Director

Director

Internal Audit: in 2010, the Group established an
Internal Audit function to assess the Group’s Internal
Control System by auditing financial reporting as well as
conducting process and compliance audits. This function
is an independent body and reports directly to the Chair
and the Board. In 2012, a ‘shared’ technological platform
was introduced to handle any remedial actions taken by
the business.
Supervisory Body: it is the body that, pursuant to Italian
Legislative Decree 231/2001, is responsible for monitoring
the operation of, the compliance with and the update of
the Organisation and Management Model, performing
specific audits and reporting the relevant findings to the
Board of Directors.

Human Resources and Remuneration Committee:
appointed by the Board of Directors, it provides guidance
and support in assessing the adequacy of the organisation
and defining the remuneration policy for directors and key
management personnel.
Strategic Committee: an advisory body appointed by
the Board of Directors, it provides the support required
to take strategic decisions for the Company, helping
with and studying the definition of guidelines in terms
of business strategy, business management models and
decisions, sales models, organisational recommendations,
and operational approaches, as well as the exploration of
appropriate growth opportunities.
Internal Finance Board: not a board committee, this
management body is tasked with analysing the problems
related to the Group’s financing activities as well as
its information infrastructure and define the relevant
management policies.

231 ORGANISATIONAL MODEL

Paolo Tanoni

Marinella Soldi

Enrico Vita

Director

Director

Director

Board of Statutory Auditors

Ariston Thermo has adopted the Organisation and
Management Model required of Italian companies
under Legislative Decree 231/2001 to prevent the
commission of crimes and unethical conduct.
Ariston Thermo Holding SpA’s Organisation and
Management Model was updated by the Board
of Directors at the meeting held on 5 November
2020. This version incorporates the organisational,
regulatory, and corporate structural changes arising
from the transfer of the operational, industrial, and
sales units to Ariston Thermo SpA, which became
effective on 1 October 2020, in a consistent and

harmonised manner. In addition, the new model
includes the updates to the Company’s processes for
the purposes of combating illicit conduct within the
scope concerned and complying with the regulatory
changes made in December 2019 and July 2020 in
terms of predicate offenses for tax crimes, crimes
against the public administration and smuggling. The
model thus illustrated the general rules of conduct
that all recipients must follow in order to prevent
the commission of the new crimes as per Legislative
Decree 231/2001.

TOWARDS A GOVERNANCE OF SUSTAINABILITY
Lorenzo Pozza

Antonia Di Bella

Andrea Silvestri

Chairman

Auditor

Auditor
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To strengthen its commitment towards building a sustainable future, in 2020 Ariston Thermo set out on a
journey to define the strategy and goals that will guide it in this direction over the upcoming years. Consistently
with how strategic this challenge is to the Company, the first step was creating a position fully dedicated to
the topic, in line with the Group’s goal of creating a governance of sustainability.
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WHISTLEBLOWING
In 2018 Ariston Thermo, which is committed to the highest standards of Corporate Governance in all respects—
ethics, integrity, impartiality, honesty, transparency, and accountability—implemented a Whistleblowing system.
The aim is to provide the necessary level of protection and allow employees to report information that can prove
crucial in combating crimes and wrongdoing. To streamline the system even further and allow employees and
third parties to communicate with the Group, in 2020 Ariston Thermo activated a dedicated section on its website
allowing to file reports anonymously—a convenient and instant channel that fully protects the whistleblower’s
privacy.

ANTITRUST REGULATION
Ariston Thermo operates on the market in compliance
with competition rules and based on merit, fairness
and loyalty. The Group requires the employees of each
company to maintain a conduct that is fully consistent
with the provisions of national and international
antitrust laws and regulations, pursuant to the Code of
Conduct and the Antitrust Vade mecum which form an
integral part of the Group’s Code of Ethics.
In 2018, the Group updated its antitrust programme and

revised the relevant tools, including a dedicated manual
and guidelines. Ariston Thermo’s organisation allows
to promptly verify compliance with the relevant EU
regulations. In 2018, the Group performed a thorough
assessment and updated its entire compliance with
antitrust regulations, which is ensured also by offering
online training to the employees concerned in order
to make them fully aware of the relevant laws and
principles.

ANTI MONEY LAUNDERING
AND TRADE COMPLIANCE

The main tool adopted by the Company to this end is
the Trade Compliance Manual, which lists the various
measures in place to prevent conduct contrary to
Trade Compliance regulations. These consist of specific
conduct procedures that involve several checks and
reviews throughout the performance of sensitive
business operations.
In 2020, Ariston Thermo decided to purchase a new
organisational tool for Trade Compliance: software
dedicated to running individual and collective checks
on employees, customers, and suppliers as well as
conducting specific investigations where required. All
such measures are referenced in the Code of Ethics, of
which they form an integral part.

In 2019, the Company adopted an organisational model
that allows to ensure the Group’s compliance with
Anti Money Laundering (AML) and International Trade
Compliance regulations at the national, European,
and international level. Noteworthy among them are
the so-called Office of Foreign Assets Control (OFAC)
Regulations of the United States and the specific
Regulations adopted by the European Union with
respect to sanctions and restrictions against certain
countries and entities as well as to dual use—including
Regulation 428/2009.
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HOW THIS DOCUMENT
WAS CREATED

The third edition of our Sustainability Report confirms the
Group’s willingness to make the results and main activities
carried out during the fiscal year 2020 available to all
the company’s stakeholders. The reporting scope is the
same used for the consolidated financial statements, and
includes the economic, environmental and social results
from the activities of all Ariston Thermo Group companies
at a global level.
This document has been prepared according to the GRI
Standards, which currently represent the main reference
for non-financial reporting at national and international
level, in accordance with the GRI “core” option.
The materiality of information, i.e. the threshold beyond
which a topic becomes important enough to be reported,
is at the core of the reporting process and reflects the
organisation’s economic, environmental or social impacts
that can influence the decisions of stakeholders. The
process that led to the definition of the material topics in
2018 consisted of three stages:
• Identification of the material topics or topics likely to
be material, following the context analysis carried out
according to international standards (GRI, ISO 20400:2017
“Sustainable Procurement – Guidance”), international
organisations (Sustainability Accounting Standards Board,
RobecoSAM), and the relevant regulations.

• Definition of the materiality of the identified following
the analysis of internal documents and corporate policies,
interviews with several corporate functions, and an
assessment of the opinions and expectations of the main
stakeholders.
• Selection of the material topics. Once selected—in a
meeting that involved the whole top management—
the topics were arranged in a matrix according to their
materiality and the assessment of their economic,
environmental and social impacts for the Group and all
stakeholders.
All the data comes from internal documents, information
emerged from benchmarking and sector analyses,
and other official sources mentioned in the Report.
The contents were prepared in collaboration with the
company’s employees, who actively participated in
collecting information and the relevant data. These data
flows have been key to ensuring the soundness of the
adopted reporting model.
At our website www.aristonthermo.com you can
access “The Group”, a document that supplements
the information in this Sustainability Report, and the
Technical Appendix, which provides additional details on
the indicators presented here, the relevant methods of
calculation, and the GRI table of contents.

For any further information or clarification please contact
Chiara Ticchi
Group ESG Senior Manager
chiara.ticchi@aristonthermo.com
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