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OUR PURPOSE IS TO PROVIDE EVERYONE, 
IN EVERY CORNER OF THE WORLD, WITH 

HIGH-QUALITY HEATING AND HOT WATER 
SOLUTIONS, WHILE PROTECTING  

THE ENVIRONMENT.

OUR VISION

SUSTAINABLE 
COMFORT 

FOR EVERYONE
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The Sustainable Development Goals (SDGs) are a set of 

17 global goals agreed by the General Assembly of the 

United Nations in 2015 with the Resolution “Transforming 

Our World: the 2030 Agenda for Sustainable 

Development” and a promise: leaving no one behind. 

These goals were unanimously endorsed by all 193 
Member States of the General Assembly of the United 

Nations.

The 17 goals are supported by 169 targets, which are 

measured thanks to a list of 244 global indicators.

With respect to the 17 goals, the economic, social and 

environmental impacts generated through Ariston 

Thermo’s operations contribute towards 9 of them.

SUSTAINABLE COMFORT 
FOR EVERYONE 

SINCE 1930
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4 OF THE TOP 5 GLOBAL RISKS ATTRIBUTABLE TO 
CLIMATE CHANGE
(World Economic Forum, Global Risk Report, 2019)

(World Bank, 2018)

1 NASA (2019) – “2018 Fourth Warmest Year in Continued Warming Trend” 2 IEA (2019): Global Energy and CO2 Status Report

(IPCC Report, 2019)

143 
MILLION
PEOPLE WILL HAVE TO MIGRATE 
BECAUSE OF THE CLIMATE 
BY 2050 

10 
YEARS
IS THE TIME AVAILABLE  
TO LIMIT WARMING  
TO 1.5°C 

The global scenario in the thermal comfort sector

THE ENERGY CHALLENGE

2018 was the fourth warmest year on record, with a global 

average temperature 1°C above the average since the late 

19th century. This confirms a trend observed in the last 

five years—the period with the highest temperatures ever 

recorded1. Against this backdrop, fossil fuels represent the 

main driver of global warming.

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 beyond which global 

warming would cause serious and potentially devastating 

CONSUMPTION AND CO2 EMISSIONS 
KEEP ON RISING
In 2018, global energy consumption picked up once 

again, reaching a growth rate that was nearly double the 

average since 2010. Global energy demand rose by 2.3%2, 

driven by the world economy’s robust growth (+3.7%) 

and greater heating and air conditioning requirements 

in some areas of the planet due to extremely variable 

winter and summer weather conditions.

The increased energy use, combined with the decline 

in fossil fuel prices, caused global CO2 emissions to 

reach a new record high of 33.2 gigatons (Gt) in 2018— 

a 610 million ton (Mt) increase in absolute terms, the 

equivalent of adding 225 million cars to the road.

The most recent “World Energy Outlook 2019” published 

by the International Energy Agency (IEE) focuses on 

changes within the energy sector, which is one of the 

largest contributors to greenhouse gas emissions at 

the global level. In the forecast scenario, global energy 

demand is projected to grow by 1% a year through 2040. 

The recent push to increasingly adopt clean energy 

sources will not be enough to offset the impact of 

an expanding world economy and a fast-growing 

population, which will add 1.7 billion more individuals 

by 2040. This increase is largely driven by emerging 

consequences for marine life, Arctic ecosystems, and 

entire human societies. 

The IPCC says that the next decade will be decisive in 
limiting global warming and hopes for swift and radical 

changes in the energy and transportation sectors. 

The new report “Climate Change and Land”, published 

in 2019, analyses land management measures that can 

significantly contribute to curbing greenhouse gas 

emissions, such as reducing deforestation, restoring land, 

and producing food sustainably. 

The world’s energy consumption is increasing, and with it CO2 emissions:

THERE IS NO PLANET B 

“What once was called climate change is now truly a climate crisis. The climate 
emergency is a race we can win only if we change our ways now.””

Antonio Guterres – United Nations Secretary-General

INCREASE IN GLOBAL CO2 EMISSIONS

Source: IEA 2019, World Energy Outlook

45

2018 2040

40

35

42.8 
GTON

33.2 
GTON

+29%

economies, led by India. While in 2000 Europe and North 

America accounted for more than 40% of global energy 

demand and developing economies in Asia for around 

20%, by 2040 the situation will be turned on its head: 

China will account for the majority of the world’s energy 
demand, consuming nearly double as much as the United 

States.

ENERGY DEMAND BY 2040

China

1000 2000 3000 4000
Mtoe

United States

India

Africa

European Union

Middle East

Southeast Asia

Source IEA: World Energy Outlook, 2019
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ENERGY EFFICIENCY:  
THE KEY TO CURBING CO2

The International Energy Agency’s 2019 report stresses 

that improving energy efficiency is key to curbing 
CO2 emissions by 2040. Energy efficiency solutions 

account for 37% of all potential areas for intervention, 

considering especially the impact of the products used 

by end users. However, efficiency improvements are 

slowing down: the 1.2% growth rate is still significantly 

below the required 3%. There is still considerable room 
for improving the efficiency of these products and, 

therefore, helping to substantially reduce the increase 

in annual emissions. Specifically, the installed stock of 
boilers in Europe is still fairly obsolete: out of 126 million 

installed boilers, 70% are rated in the energy efficiency 

class D, and the annual replacement rate is 3.6%.

A NEW CLIMATE PACT
The Green Deal represents the EU’s potential response to the 

climate change emergency: the first draft of the strategy 
revealed by the European Commission includes defining a law 

to require all Member States to achieve emission neutrality 

by 2050 and the reduction of pollutants emission of about 

50% (vs 1990) by 2030. One of the key points of this strategy, 

backed by an announced 1,000 billion euro investment plan, is 
decarbonising the energy industry.

Besides promoting an overhaul of the entire industrial 

production system, the measures address topics such as urban 

regeneration, building renovation, and heating efficiency, 

THE IMPACT OF THERMAL COMFORT ON 
THE ENERGY SECTOR
Energy consumption and the related emissions are caused 

by three main areas: 29% is attributable to the industrial 

sector, 29% to transport, and 23% to domestic and 

commercial thermal comfort.

Thermal comfort is particularly important in residential 

energy consumption. Heat demand in the real estate 
sector worldwide accounts for almost 74% of total 
final consumption and refers mostly to space heating. 

The proportion rises even further when considering air 

conditioning consumption in the summer.

This share becomes even more significant when looking at average residential energy consumption in Western Europe, 

where heating accounts for up to 65% of total energy demand and water heating for 14%.

setting new targets and launching new initiatives to fund and 

develop innovative technologies.

This new European plan will be based on very specific 

directives, such as the Renewable Energy Directive 
2018/2001, which calls for generating 32% of final energy 
consumption from renewable sources by 2030.   

These goals form part of a long-term perspective outlined in 

the 2050 Low Carbon Economy Roadmap and the objectives 

of the United Nations Paris Agreement—a global pact to 
reduce climate change, whose text was approved by the 

representatives of the 196 parties to the Agreement.

Source: Eurostat 2017 and in-house estimates

AVERAGE RESIDENTIAL ENERGY CONSUMPTION:  
Western Europe

2%

14%65%

19%

THERMAL COMFORT

Electronics, 
cooling 
and other minor 
appliances

Water HeatingHeating

Lighting, Cooking 
and White Appliances

Source: IEA 2019, World Energy Outlook

MAKING THE PRODUCTS USED BY 
END USERS MORE ENERGY-EFFICIENT 
CAN REDUCE THE ESTIMATED 
INCREASE IN ANNUAL EMISSIONS
 BY UP TO

37%.

GLOBALLY, THERMAL COMFORT 
ACCOUNTS FOR 

23% 
OF TOTAL FINAL ENERGY 
CONSUMPTION. 

Source: IEA 2019, World Energy Outlook

Source: Ecofys Study EU Pathways to a decarbonized building 
sector, 2018

GLOBAL CONSUMPTION BY SECTOR

INDUSTRY

TRANSPORT

OTHER

THERMAL 
COMFORT

23%

19%

29%

29%
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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.

BRING OUR VALUES 
TO LIFE

There is no value in 
the economic success 
of any industrial 
initiative unless it is 
accompanied by a 
commitment to
social progress

Aristide Merloni

WE GROW
WITH OUR

VALUES

In 2019, to further improve communication and engagement with its staff, Ariston decided to launch Rooted 
in Values —a new communication campaign based on its 5 corporate values. The core principles that drive 

individual business decisions are cast in a more dynamic and immediate light, serving as the backbone of 

internal communication efforts aimed at promoting them through posters and other graphic works. As a 
tree that receives nourishment from its roots, the company draws the values and ideals that guide its 
development and growth in its surroundings from its history.

INSPIRE THROUGH EXCELLENCE
“Create opportunities and commit to making them happen. 

Explore, learn, improve”.

BELIEVE IN SUSTAINABILITY  
“Think ahead. Energy efficiency and comfort are possible and necessary. It’s worth it”. 

START FROM CUSTOMERS
“Listen, stay tuned and care. Deliver solutions that exceed expectations”. 

PEOPLE COME FIRST
“Strength lies in diversity. Give people a chance.

Pave the way to make them successful”. 

ACT WITH INTEGRITY
“Operating with respect and honesty is not a choice. It’s a duty”. 
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Recycling and reuse at 
the end of life

Educate customers 
about energy efficiency

Product durability

High product 
safety

Service effectiveness

Customer 
focus

International employer branding

Workplace health and safety

Internal engagement

Internal engagement

Employee know-how 
and technical skills

Diversity and 
inclusion

Energy efficiency

Community wellbeing

Raw material procurement 
and use

Corporate philanthropy

Water management

Soil and 
groundwater 
protection

Risk and crisis 
management

High corporate 
governance 
standards

Home hacking 
& cyber security

Stakeholder 
dialogue

Transparency

Italian 
design

Strong financial performance

Innovative solutions

Connectivity and 
home automation

Global 
growth

Manufacturing 
waste minimisation

Efficient use 
of transport

1

1 2 3 4 5

2

3

4

5

THE TOPICS THAT MATTER SUSTAINABILITY IN THE VALUE CHAIN

Sustainability in 
the value chain

In 2019, the materiality matrix was updated to account for the trends that increasingly affect the industry, including 

two new topics —“sustainability in the value chain” and “recycling and reuse at the end of life”—that the Group has 

started reporting and working on above the materiality threshold. 

LIFECYCLE 
PHASES SUSTAINABILITY FEATURES

DESIGN

High-efficiency products
Renewable technologies and solutions
Continuous research and innovation thanks to Ariston Thermo 
Innovative Technology
Products designed for optimisation during transport
Packaging reduction
Eco-design
World Class Engineering

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

PRODUCTION
Minimising environmental impacts
World Class Manufacturing

SALES Ethics, fair competition, and fair market practices

LOGISTICS Reducing and optimising consumption within logistics
World Class Logistics

DISTRIBUTION
INSTALLATION

Training for installers, encouraging to prioritise more  
efficient solutions

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

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

Believe in sustainability Start from customers People come first Act with integrity Inspire through excellence

Materiality of the Ariston Thermo Group’s economic, social and environmental impacts
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ARISTON THERMO MATERIALITY MATRIX
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2019 KEY FACTS 
AND FIGURES

BELIEVE IN 
SUSTAINABILITY

INSPIRE THROUGH 
EXCELLENCE

START FROM 
CUSTOMERS

PEOPLE
COME FIRST

PROCEED
FROM INTEGRITY

>80% of revenues generated from highly 

efficient and renewable products 

>3 million tons of CO2 equivalent 

avoided thanks to our most evolved 

technologies 

Bringing Comfort where it’s hard or 

impossible to find

Double-digit growth of profitable 

revenues 

80% of turnover from innovative 

products (younger than 5 years) 

Up to 800,000 connectivity-ready 

products

>95% of products require no technical 

interventions in their first 5 years of 

service 

Excellence Class Service in NPS  

at Group level and in all countries

Local resources holding more than 80%  
of managerial positions  (84% in 2019)

More than 60% of managers coming 

from internal career paths (66% in 2019)

0 injuries in our production sites (45% of 

our plants had no injuries during 2019 and 

the injury frequency has seen a reduction 

of 27% vs 2018) 

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)

2019 
KEY FACTS 
AND FIGURES   

ROAD TO

    2022

people across 42 countries  

of 53 different nationalities

WARMINGYOURTALENT  
engaging recruitment process 

to introduce candidates to the 

company’s culture

38% of our people 

are millennials

OHSAS 18001:2007 occupational 

health and safety management 

system corporate certification

CANDIDATE 
EXPERIENCE SURVEY  

listening to candidates and NPS 

to continuously improve the 

talent acquisition process 

new hires of which 74% are 

millennials 

 of revenues from highly  

 efficient and renewable  

 solutions

 in research and development 

  investments dedicated to 

 renewable products

 tons of CO2 equivalent 
 avoided thanks to our  

 high-efficiency 

 technologies since 2018  

  in its first year,it allowed to 

 conduct 22 new studies on 
 climate change thanks to the 

 Ariston Comfort Zone

 energy efficiency from 

 plants to products 

 supporting local communities 

 since 1963

5 independent board members 

(45% of total)

update to the organisation  

and management model  

and the code of ethics 

worldwide whistleblowing 

process

BN € the economic value 

generated and distributed  

in 2019

Trade Compliance Project 

the journey begins  

with integrity 

#

250 

72% 95% +6%

74%

+40%

670k

10K 

7.5K 

500 

1.61 

 growth of profitable revenues 

 compared to 2018

 Lydos Hybrid 
 best product 2019   
 Auna Awards, Spain

 over 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

 30% of connected products 

 remotely monitored from our 

 technical support centre

 of products require no technical 

 interventions in their first  

 5 years of service

 10 years 
 warranty

 environmental quality  

 and safety certification  

 at corporate level

 million people in the world  

 use and appreciate  

 our products everyday 

 working days in training for 

 service centre partners

 5 international technical 
 committees  
 to identify potential areas for 

 improvement of the products

OVER

WHITE COLLAR
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THINK AHEAD. 
ENERGY EFFICIENCY 

AND COMFORT ARE POSSIBLE 
AND NECESSARY. IT’S WORTH IT.

BELIEVE IN 
SUSTAINABILITY
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BELIEVE IN SUSTAINABILITY

Ariston Thermo has placed energy efficiency and 
technologies using energies from renewable sources 

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.

COMMITTED TO ENERGY-EFFICIENT SOLUTIONS

THE GROUP HAS ESTIMATED* 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.

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%.

OUR STORIES

BELIEVE IN 
SUSTAINABILITY

MORE THAN 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

TONS OF CO2 EQUIVALENT 
AVOIDED THANKS TO 
OUR HIGH-EFFICIENCY 
TECHNOLOGIES  

OF REVENUES FROM 
HIGHLY EFFICIENT AND 
RENEWABLE SOLUTIONS

IN RESEARCH AND 
DEVELOPMENT INVESTMENTS 
DEDICATED TO RENEWABLE 
PRODUCTS

72% 

+40% 

670,000

IN ITS FIRST YEAR, 
IT ALLOWED TO CONDUCT 
22 NEW STUDIES ON 
CLIMATE CHANGE

SUPPORTING LOCAL 
COMMUNITIES  
SINCE 1963

FUTURE-PROOF TECHNOLOGIES: 
ENERGY EFFICIENCY FROM 
PLANTS TO PRODUCTS

ROAD TO 

    2022

2019 | KEY FACTS AND FIGURES

= TREES
TO BE PLANTED

TO ABSORB
THE SAME

AMOUNT OF CO2

+280,000,000
CARS USED

EVERY YEAR
TO PRODUCE

THE SAME
AMOUNT OF CO2

+800,000
TONS OF CO2

EQUIVALENT SAVED
BY 2022 THROUGH 

ARISTON THERMO’S
TECHNOLOGIES

~ 3,400,000

CO2

FUTURE-PROOF, EFFICIENT AND 
RENEWABLE TECHNOLOGIES  
One Series is Ariston’s new generation of condensing 

boilers, designed to deliver maximum performance with 

minimum emissions thanks to advanced technologies, such 

as the XtrartechTM heat exchanger. The One Series boilers 

achieve an A+ energy rating thanks to their temperature 

control accessories.

Nimbus Net heat pump represents the ultimate connected 

solution for heating, water heating and cooling. The 

innovative Energy Manager Technology handles the entire 

hardware and software system to ensure low-noise stable 

performance, including under challenging operating 

conditions. It is equipped with the Sensys Net system interface 

to control up to 6 zones of the house simultaneously . The App 

and Web App allow for remote temperature management and 

hourly programming with 24/7 remote support.

In light of the changes introduced by ErP Ecodesign NOx legislation, ELCO Heating Solutions is committed to ensuring 

that all gas condensing boiler models outperform the current minimum standards, as shown by the ELCO TRIGON® XL 

floor standing boiler, awarded with a Class 6 NOx rating due to maximum emissions as low as 34mg/kWh. Similarly, the 

floor-standing boiler TRIGON XXL EVO generates maximum emissions of up to 37 mg/kWh.The optimised combustion 

system and stainless-steel heat exchanger provide reliable and robust lifetime performance while also offering gross 

seasonal efficiencies of up to 97.5%.

Nimbus Net

The energy efficiency and sustainability of Ariston’s Thermo technologies is made possible also by our installation 
experts. For instance, during 2019, in countries such as China, Romania and Italy 5,500 people participated in 
training days intended to provide technical staff with the expertise and updates required to optimise equipment 

settings during installation and maintenance, thus minimising emissions.

* this data is calculated on the basis of the Group sales projections



23SUSTAINABILITY REPORT 2019

NO CHALLENGE IS TOO BIG  
TO MAKE THE WORLD A MORE 
COMFORTABLE PLACE
During 2019 the Ariston Comfort Zone, a modular house 

equipped with Ariston’s most advanced and efficient 

technology, enabled a group of researchers from the 

University of Copenhagen tasked with studying how 

climate change is affecting the Arctic ecosystem to 
conduct 22 new studies. It is usually impossible to spend 

more than a few days in a place such as Greenland, where 

temperatures can drop to -40° and nights can last up to 

24 hours—especially during the winter, which is the most 

critical time for collecting data. 

The Ariston Comfort Challenge, whose purpose is to 

provide scientists with thermal comfort during the 

winter, involved building a modular house equipped 

with efficient technologies, such as the Alteas One Net 

condensing boiler, which make it sustainable and capable 

of withstanding the most extreme weather conditions. 

CLOSING THE LOOP
The “circular economy”  is a development paradigm that 

seeks to disrupt the mechanisms of the conventional, i.e. 

linear, economy and restore the balance between production 

systems and the environment. Under this mechanism, virgin 

raw materials are to be brought back into the biosphere cycle. 

Meanwhile, man-made materials are designed to maximise 

their useful lives and, once obsolete, become the basic 

components of a new product, minimising waste and the 

generation of garbage. 

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.

Greener and greener packaging
The Imballo (Packaging) project has allowed to study and develop more streamlined and recyclable 
mono-material packaging for the components shipped to our factories, eliminating the pre-existing 

plastic wrapping. This commitment concerns the Group, which is exploring how to best extend the 

shift to mono-material packaging to all other product categories. In addition, studying packaging sizes 

based on the design of the products allows to optimise their transport, thus reducing pollution.

Curbing polluting emissions 
Ariston Thermo’s commitment to reducing polluting emissions has led to the introduction 

of new models such as the Elco EKL LOW NOx, which is compliant with the ErP directive. The 

launch of this burner for the Irish and UK domestic market was followed by a series of training 
sessions both inside the company as well as at local installers and support centres to ensure 

they are set properly and optimise emissions. The continuous improvement process concerns 

existing models, as in the case of the Ultra LOW NOx range: in 2019 the Group was able to make 
their performance more stable and reliable, including in the toughest installation conditions.

High-efficiency technologies
In line with the gradual evolution of regulations governing ecodesign (ErP) and energy labelling 

(ELD), all Ariston Thermo’s products meet the most stringent energy efficiency standards currently 

applicable. Since 2015, all equipment sold in Europe with the CE mark must meet a series of 

environmental requirements to deliver greater energy savings and reduce pollutant emissions. 

Device recycling  
The Group is implementing several projects aimed at recycling electric and electronic equipment 

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 ECODOM consortium, whereas 

in Spain this service is offered in partnership with ECOLEC—a foundation that provides waste 

collection services to customers.

  1 “Circularity Gap”; Circle economy; 2019

REUSE REPAIR

RECYCLING
CONSUMPTION

PRODUCTION

RESOURCE EXTRACTION

CIRCULAR ECONOMY

SUSTAINABILITY BEGINS AT 
PRODUCTION SITES 
Albacina represents a world-class hub for the 

manufacturing of electronic controls and renewable 
technologies, including solar thermal panels. Since 2018, 

the site has been at the centre of a broad redevelopment 

investment plan to meet the highest safety, functionality 

and energy efficiency standards.

Energy Management: In 2019, the Group updated the 
energy management systems of 5 plants located between 
Italy and China (Genga, Cerreto, Arcevia Thermowatt, Wuxi 

Thermowatt, Wuxi Ariston). This allowed to take targeted 

measures to reduce losses, laying the groundwork for a 

long-term energy efficiency strategy in accordance with 
SMART goals. The system includes the installation of 

electric and gas meters connected to an energy intelligence 

software that allow to constantly monitor the performance 

of production sites.

In 2020, the installation of a tri-generation plant at 

the Cerreto d’Esi site will significantly curb electricity 

and gas consumption, resulting in a 26% decline in the 
tons of CO2 equivalent generated—absorbing such an 

amount of emissions would require planting over 76,000 

trees. The new system allows to internally generate 

the required electricity, recover thermal energy for 

heating purposes and transform cooling energy to cool 

processes.

Free cooling system: the cooling system implemented 

by Ariston in Russia, which was successfully launched in 

2018, has been extended also to the welding and pre-

assembly lines. The system leverages the cold climate 

of the city of Saint Petersburg, where the temperature 

averages about 5.8°C, to cool production lines by using air 
drawn in from outside for more than 75% of the time.

OVER 10,000
TONS OF CO2 EQUIVALENT AVOIDED 
THANKS TO THE ENERGY EFFICIENCY 
OF OUR PRODUCTION PROCESSES

BELIEVE IN SUSTAINABILITY
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In Romania, over 4 million people do not have access to 

hot water and suffer from the lack of a basic comfort. This 

is why in 2018 the Group entered into a partnership with 

the Red Cross, taking on the challenge of bringing comfort 
across the entire country with its electric water heaters 

in order to allow those living even in the most remote 

parts of Romania, and especially the elderly and children, 

to use hot water.

ARISTIDE MERLONI FOUNDATION: 
SUPPORTING LOCAL COMMUNITIES 
SINCE 1963
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 production site 
is located. The Foundation has gradually turned into a 

cultural institution analysing local economic and social 

development processes. 

Since 1986, the Aristide Merloni Foundation has been 

collecting and processing the financial statements of 

over 200 firms based in the Marche region, placing them 

in a digital archive accessible to local entrepreneurs. 

Every year, it prepares the Marche Company Ranking 
System based on the data from the Business 

Observatory.

The Foundation, in partnership with the Marche 

Polytechnic University, also participates in the Global 

Entrepreneurship Monitor—the global report on 

entrepreneurial activity.  

SAVE THE APPS
The initiatives carried out with local communities 

are part of a broader project promoted by Unesco to 

support the revival of the Marche Apennines following 

the earthquake that struck Central Italy in 2016 by 

developing digital skills and technologies. The “RINASCO 
- Salvare l’Appennino” (I AM REBORN - Saving the 

Apennines) project was presented at Unesco’s XIII Annual 

Conference in June 2019.

The Foundation has partnered with the Vodafone Italia 
Foundation to launch a series of Apps with the goal 

of promoting the local community and its world-class 

products. Apennines Discovery provides users with a 

series of GPS maps to guide them through the most 

important landmarks of the Apennines. Best of the Apps – 
Local Food allows to learn about and purchase traditional 

local products online, promoting food and wine tours 

while supporting small producers. The Best of the Apps – 
Fruits of Apennines promotes local traditions by taking an 

innovative approach, leveraging new digital technologies, 

sensor engineering, and the IoT (Internet of Things) to 

implement precision farming methods. 

Meanwhile, Health point is a digital healthcare centre 

located in the city of San Ginesio—a telemedicine project 

allowing to perform clinical tests remotely and monitor 

their results that currently represents a point of reference 

for the entire community struck by the earthquake. 

The Salvamont project was launched to support the National Mountain Rescue Association—an organisation that is active all 

year round, 24/7, and consists of 300 professional alpine rescuers as well as 400 volunteers: over the last 10 years, this team 

has saved more than 55,000 people on the Romanian mountains. The installation of 24 electric water heaters and 10 
boilers allowed to bring heating and hot water to 30 rescue centres, enhancing the comfort of the rescued as well as their 

tireless rescuers.

Ariston Thermo has taken on a challenge also in Italy, with the goal of delivering comfort to those who need it most, 

even when it seems impossible to find. As part of The Ariston Comfort Challenge 2.♥ project, launched in March 2019, the 

Group’s sales agencies have identified a series of facilities strongly committed to charitable or social purposes (such 

as the offices of cultural or volunteer associations) that lacked an effective heating system. In the 7 selected facilities, 

the support and expertise of Ariston’s installers and Technical Support Centres allowed to install Alteas One NET—the 

Group’s most advanced condensing boiler. 

BRINGING COMFORT EVERYWHERE, EVEN WHERE IT SEEMS HARD  
OR IMPOSSIBLE TO FIND
In a fast-changing world, at some point in life, everybody longs for a quiet and comfortable place where they can 

always feel at home.  Everyone has their own idea of comfort. Although this might come in different forms, it is what 
everybody yearns for, no matter how you think of it. Ariston Thermos’s challenge is to give everyone the comfort they 
need and where they need it. 

+80,000
BENEFICIARIES  
IN 2019 ALONE

+600
WATER HEATERS 
DONATED IN 27 
CITIES

CREATIVE FABRIANO
The partnership with Unesco has allowed to accomplish 

an important goal in 2017: Fabriano was selected to host 
the XIII Conference of Unesco Creative Cities. 

The annual event allows the 180 cities included in 

this network, which Fabriano joined in 2013 thanks to 

its tradition of crafts and folk arts, to exchange best 

practices. Held in Fabriano from June 10th through the 

15th 2019, the event focused on the topic of the “Ideal 

City” based on the principles of sustainability, resilience, 

innovation, culture, participation and anti-fragility, with 

an impressive series of events held before, after and 

during the week of the Conference.

BELIEVE IN SUSTAINABILITY
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CREATE OPPORTUNITIES 
AND COMMIT TO MAKING 

THEM HAPPEN.
EXPLORE, LEARN, IMAGINE.

INSPIRE 
THROUGH 

EXCELLENCE
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INSPIRE THROUGH EXCELLENCE

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.

OUR JOURNEY TOWARDS GROWTH: 
THE ACQUISITION OF CALOREX 
The acquisition of Calorex, a leader in domestic and 
commercial water heating solutions in Mexico, was 
finalised in 2019 and represents a key step in the 
consolidation of Ariston Thermo’s operations in 
the American market. With over 70 years of history, 

Calorex boasts a significant presence in terms of the 

quality and reliability of its products in Mexico—one of 

the emerging countries with the best prospects for 

growth and currently the second-largest economy in 

Latin America. With this deal, Ariston Thermo acquires a 

leadership position in Mexico and lays the foundations for 

boosting its growth potential in North America as well 

as Central and Latin America: in 2017, Calorex generated 

approximately 130 million dollars in sales, more than 15% 

of which in the United States. 

OUR STORIES

PRODUCTIVE EXCELLENCE ALSO IN NORTH AMERICA

With respect to space heating, the Ariston Thermo Group launched the first Italian production range 

of domestic heating products in the US and Canada under the NTI and HTP brands. Leveraging the 

manufacturing prowess of the plant in Osimo and the extensive industry experience of the NTI and 

HTP teams, in September 2019 the Group introduced the new ranges of the TRX (NTI) and ELU (HTP) 

series. These are high-efficiency condensing boilers rated between 24 and 45kW which, by meeting the 

technical specifications of the North American market, refresh part of the NTI and HTP product ranges, 

combining high performance with cost competitiveness.

ALBACINA, WHERE 
SUSTAINABILITY AND 
TECHNOLOGY COEXIST 

In early 2018, Ariston Thermo purchased from 
Whirlpool the historic plant in Albacina, one of 

the first and most important manufacturing 

sites in the entrepreneurial history of the Merloni 

family. Besides its symbolic meaning, the revival 

of Albacina carries considerable industrial 
significance: Ariston Thermo is turning the site 

into a world-class hub for the manufacturing 

of advanced renewable thermal comfort 

technologies. The new design competence centre 

places special emphasis not only on developing 

and producing highly efficient solutions and 

systems, but also on safety and minimising waste 

and losses—a testament to the Group’s sustainable 
approach, as part of which the combination of 

innovation and energy efficiency represents the 

key to growth.

 

 

INSPIRE THROUGH 
EXCELLENCE

DOUBLE-DIGIT 
PROFITABLE REVENUE 
GROWTH  

80% OF TURNOVER   
FROM INNOVATIVE 
PRODUCTS (YOUNGER 
THAN 5 YEARS)

UP TO 800,000   
CONNECTIVITY-READY 
PRODUCTS SOLD

OF TURNOVER FROM 
INNOVATIVE PRODUCTS 
(YOUNGER THAN  
5 YEARS)

PASSION FOR 
EXCELLENCE:

PROFITABLE REVENUE 
GROWTH COMPARED  
TO 2018

+6% 

250,000 30%

74% 

CONNECTIVITY-READY 
PRODUCTS SOLD IN 
THE LAST 2 YEARS

OVER  

OF CONNECTED PRODUCTS 
REMOTELY MONITORED 
FROM OUR TECHNICAL  
SUPPORT CENTRE

LYDOS HYBRID 
2019 
BEST PRODUCT

TOWARDS A WORLD CLASS 
COMPANY

LYDOS HYBRID 2019 BEST 
PRODUCT AUNA AWARDS, SPAIN

ROAD TO 

    2022

2019 | FACTS AND FIGURES
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INSPIRE THROUGH EXCELLENCE

LYDOS HYBRID 
Lydos Hybrid is the first Class A water heater with hybrid 
technology. 
The combination of innovative technologies allows 

for greater efficiency compared to the Energy Class B 

standards, delivering energy savings of up to 50%. This 

means lower costs, less CO2 emissions, and greater 

comfort for users. 

After memorising and learning consumption habits, the 

innovative i-Memory software allows to identify the most 

convenient option between electric and renewable heat 

pump energy, maintaining the ideal water temperature 

at all times. Lydos Hybrid also offers Wi-Fi functionality 

through a mobile application, allowing to remotely control 

the water heater.

SMART COMFORT. ANYTIME, ANYWHERE
Ariston Thermo offers the largest range of products, 

systems and services in the market, including  

smart thermostats and devices equipped with  

Wi-Fi technology, designed to provide user-friendly 
connectivity solutions as well as detailed energy 

consumption reports that allow customers to monitor 

their usage habits and achieve savings.

Ariston Thermo’s remote control platform allows 

support and maintenance centres to monitor all products 

in real time and promptly intervene in case of need, thus 

providing added value to customers in terms of comfort 

and safety, through an IoT (Internet of Things) platform 

that guarantees data security and integrity.

LYDOS HYBRID 2019 BEST PRODUCT
In recognition of its superior energy efficiency performance and its strongly innovative content, Ariston 

Thermo’s Lydos Hybrid water heater was named the best product of the year in the Hydraulics, Air 
Conditioning and Heating category at the AUNA 2019 awards in Barcelona. The winner is selected based on 

the votes of industry professionals. 

ARISTON THERMO RECEIVES AN AWARD FROM THE ITALIAN  
ASSOCIATION OF FAMILY BUSINESSES
Ariston Thermo received the Alberto Falck “2019 Family Business” award from AIdAF, the Italian Association 
of Family Businesses, at the 15th National Conference in Monopoli (province of Bari) in recognition of the 

Group’s outstanding performance over the years as well as its system of values, which are rooted in the 

industrial and cultural heritage of the Merloni family.

SUPERBRANDS AWARD 2019
In November 2019 Racold, the Group’s leading brand in India, received the prestigious “Superbrands 
2019” award as the only brand selected in the Water Heating category. Superbrands is an international 

organisation present in 86 countries that is dedicated to acknowledging and promoting the best brands in 

each country, telling the story of world-class firms that put respect and sustainability at the centre of their 

growth strategies.

INTERNATIONAL RECOGNITION  

EVERY DAY, 
HOT WATER 
COSTS YOU HALF.

LYDOS HYBRID
THE FIRST ELECTRIC WATER HEATER 
WITH HYBRID TECHNOLOGY 
IN ENERGY CLASS A

INTEROPERABILITY 

The future of thermal comfort goes hand in hand with the creation of true domestic ecosystems, i.e. 

integrated solutions allowing customers to control all smart devices in the home—including those for 

domestic comfort—through a single interface or App.

Through Ariston NET, Ariston Thermo already has several partnerships in place—including those with 

Amazon Alexa, Apple HomeKit, and Google Assistant—allowing to integrate its heating systems with 

smart home platforms. It also continues investing to ensure its products are compatible with the main 

IoT solutions at the international level.  

In addition to the services for end customers, Ariston also offers professional interoperability 
solutions that enable its systems to communicate with third-party software platforms—such as 

Support Centres—thus allowing to improve their offerings as well as develop new opportunities and 

business models.

                  

 

“Being able to set the temperature at home 
with your voice is truly outstanding!”
Antonio T. – Italia – Voice Control, Amazon

“I can turn on the water heater when I get off work and jump into the shower 
straight away once I am home. This is truly convenient, I don’t have to wait 20 
minutes to wash myself ” 

A buyer in Bangalore – India – Water heating service 

“It’s important for me not to waste energy because I want to take care of the 
environment where my children will grow up, but I never expected to be able to 
lower my energy bill simply thanks to an App.” 

Margaret S. - United States – Mobile apps user  

CUSTOMER TESTIMONIALS

CONNECTIVITY IN ALL 
HEATING AND WATER HEATING 
SEGMENTS

PARTNERSHIPS IN THE SMART 
HOME AREA INCLUDING APPLE, 
AMAZON, AND GOOGLE

INCREASINGLY SMART
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INSPIRE THROUGH EXCELLENCE

IN PURSUIT OF EXCELLENCE 
Ariston Thermo is constantly exploring innovative ways 
to enhance system and product engineering in order to 
design the best solutions available in the market. 
This approach has led Ariston Thermo to assemble 

a team of engineers specialising in CAE (Computer 

Aided Engineering) software, which can simulate 

the mechanical behaviour, technical exchanges, 

and combustion emissions of the new components 

being developed. In addition, they use software to 

optimise the operation of Ariston Thermo’s products. 

These advanced tools allow to reduce manufacturing 

time and costs while enhancing the quality and 

performance of the solutions offered.

The Group has also considerably expanded its installed 

WORLD CLASS COMPANY
Continuous improvement and learning are at the centre 
of the World Class Manufacturing (WCM) programme, 
which was launched in 2011 and is based on Lean Thinking 
Principles. The international WCM Association regularly 

audits manufacturing sites with respect to all the main 

production management topics, from environmental 

safety to efficiency, maintenance, internal logistics, and 

quality in order to guarantee the highest standards and 

meet customer expectations. 

The activities carried out during the year concerned also 

a specific programme seeking to reduce the stock of raw 

materials. This was implemented at all production sites in 

partnership with the procurement office. 

Today, the World Class Logistics (WCL) programme covers 

40% of the Group’s main warehouses—and we have also 

launched the World Class Engineering (WCE), programme 

at one of our technical offices.

To support the adoption of World Class guidelines and 

implement a medium- to long-term vision in accordance 

with the industrial challenges that lie ahead, in 2019 

Ariston Thermo began building a World Class Company 

(WCC), to supplement its various programmes, defining 

its governance and appointing a steering committee to 

outline the key strategic objectives. 

Digitisation requires businesses to maintain high levels 

of security in terms of infrastructure integrity as well 

as protection of their software and data. To tackle 

this challenge, in 2015 Ariston Thermo set up a new 

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. 

Several internal reviews have been conducted over the 

last two years to identify potential vulnerabilities and, 

therefore, set up a continuous improvement process 

focusing on the training of, and communication with, 

internal staff—including through specific investments. 

The initiatives launched between 2018 and 2019 have 

laid the groundwork for a broader plan of investments 

in cybersecurity for the three years from 2020 through 

2022, which was built based on the findings of the internal 

assessment.

capacity with remote diagnostics functionality, which 

allows to monitor products in real time and ensures 

customers will immediately receive support from the 

Guardian Angel thanks to the Contact App.

33 SITES 

HAVE OBTAINED THE 

ISO 9001 

CERTIFICATION FOR THEIR 
QUALITY MANAGEMENT SYSTEMS 

LOMBHE@T 

Synergies such as those achieved by the partnership between our R&D Ariston Thermo Innovative 

Technology (ATIT) centre with Politecnico di Milano’s Competence Centre ensure we remain constantly 

committed to looking for new solutions. The LombHe@t project is one of the initiatives selected by the 

Lombardy Regional Government as part of the “Research and Innovation Call Hub” for the financing of 

strategic industrial research and experimental development projects to boost the competitiveness of 

the regional ecosystem. The project was selected and funded in November 2019 and is aimed at finding 
solutions to decarbonise civil heating systems. Ariston Thermo Innovative Technology has joined the 

initiative in partnership with other industry players. 

LOMBHE@T 

Sinergie come quelle attivate dalla collaborazione del nostro centro R&D Ariston Thermo Innovative 

Technology (ATIT) con il Competence Center del Politecnico di Milano garantiscono un impegno costante 

nella ricerca di nuove soluzioni.  

Il progetto LombHe@t rientra tra le iniziative selezionate dalla Regione Lombardia nel corso della  

“Call Hub Ricerca e Innovazione” per il finanziamento di progetti strategici di ricerca industriale e di 

sviluppo sperimentale per la competitività dell’ecosistema regionale. Selezionato e finanziato a novembre 

2019, il progetto si propone di trovare soluzioni per la decarbonizzazione del riscaldamento del settore 
civile. Ariston Thermo Innovative Technology ha aderito all’iniziativa in partnership con altri attori del settore. 

1
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WWoorrlldd  CCllaassss  
MMaannuuffaaccttuurriinngg  

since 2011
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since 2017

WWoorrlldd  CCllaassss  
EEnnggiinneeeerriinngg		
since 2017

WWCC..RReedd  
since 2019
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since Q4 2019

WWoorrlldd  CCllaassss  
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SSaalleess

WWoorrlldd  CCllaassss  
SSeerrvviiccee

Avviato
sistematicamente

Lanciate iniziative
focalizzate

In	fase di	analisi

WORLD 
CLASS 

COMPANY

CYBERSECURITY

CERRETO (ITALY) EARNS THE 
BRONZE MEDAL AND WORLD 
CLASS MANUFACTURING 
AWARD, JOINING 3 OTHER 
SITES CERTIFIED BETWEEN 
2016 AND 2019

+ 7 % THE NUMBER OF PEOPLE 
INVOLVED IN THE WORLD 
CLASS MANUFACTURING 
PROGRAMME  

“Our goal is to provide a secure Group IT ecosystem that allows to successfully 

operate in an increasingly digital world”

Cosimo Corsini 

Chief Strategy Officer, Chairman of Security Committee – Ariston Thermo Group
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LISTEN, STAY TUNED AND CARE. 
DELIVER SOLUTIONS THAT 

EXCEED EXPECTATIONS.

START FROM 
CUSTOMERS
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START FROM CUSTOMERS

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.

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. 

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. 

ENJOY THE CUSTOMER JOURNEY 
The commissioning of an Ariston Thermo product marks the beginning of a relationship between the customer and the 

company that must be nurtured in the long run. This can be converted into a true Customer Journey, mapping all the 

touchpoints that can have a lasting impact on how customers interact with the company. 

Quality is transmitted also to users by integrating 

products that stand out in terms of 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, now also at the Master 
Black Belts level.

OUR STORIES

 

START FROM 
CUSTOMERS

>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

REQUIRE NO TECHNICAL 
INTERVENTIONS IN 
THEIR FIRST 5 YEARS OF 
SERVICE

PEOPLE IN THE WORLD 
USE AND APPRECIATE 
OUR PRODUCTS 
EVERYDAY

WORKING DAYS IN 
TRAINING FOR SERVICE 
CENTRE PARTNERS

95% 250 

10,000 10

5
INTERNATIONAL TECHNICAL 
COMMITTEES TO IDENTIFY 
POTENTIAL AREAS FOR 
IMPROVEMENT OF THE 
PRODUCTS

WARRANTY

ENVIRONMENTAL 
QUALITY AND SAFETY 
CERTIFICATION AT 
CORPORATE LEVEL

ROAD TO 

    2022

2019 | KEY FACTS AND FIGURES

OF PRODUCTS   MILLION  

YEAR

MEASURING LOYALTY WITH NET 
PROMOTER SCORE 

Over the last three years, we have been listening to 
over 20,000 consumers across the world to improve 

our products and services. Our long-running habit 

of listening to our customers through market 

research and focus groups is an integral part to 

our pursuit of excellence, as they are the best 

testimonials for the high quality of our brands and 

products.

Net Promoter Score (NPS) is a tool used as an 

alternative to traditional customer satisfaction 

to gauge the loyalty of a firm’s customers. 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 of +50 is deemed excellent. As of 2019, NPS is 
active in 6 countries—and in 4 of them the score 
remains firmly above the level of excellence.
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TRAINING AND SUPPORT TO TECHNICIANS
As they are in direct contact with customers through the support service, technical personnel can greatly contribute 
to making the Customer Journey a pleasant experience. Ariston Thermo promotes continuous training programmes to 

develop technical and relational skills. Quick-Fix App is an advanced digital interactive tool designed for Service Centre 

partners. By scanning the barcode of over 2,500 products, these can 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. To 

make this tool easier to use and more useful, in 2019 the number of languages supported by the App rose to 18, making it 

accessible to 25 different countries—thus covering all the Group’s main brands. Also thanks to these efforts, in 2019 our 

technicians ran over 6,500 queries per month—a 60% increase compared to the previous year.

TECHNICAL COMMITTEES AROUND  
THE WORLD
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 Annual Technical Committees 
represent structured opportunities for listening and 

meeting. They help identify potential product issues, 

verify how quality is perceived, and identify potential 
areas for improvement of our offerings. In addition, 

the exchanges between Service staff from various 

countries, as in the case of the other positions, help 

identify new business opportunities. 5 countries hosted 

the Committees in 2019: the Netherlands, Italy, China, 

Romania and Russia, with over 100 participants overall.

A ROADMAP TO PURSUING HIGH STANDARDS OF SERVICE  
Ariston Thermo has implemented several initiatives aimed at delivering a top-quality service, taking ownership 

of the installed fleet through the qualification and management of the service network. The installation of a 

centralised call centre in 2018 has allowed to optimise time management for local service teams, offering end users 

a single point of contact with native-speaking personnel. The number of complaints and availability levels have 

stabilised thanks to the effectiveness of the actions taken.

 “I am looking for a company that can help my business grow and expand, 
capable of standing out in terms of high-quality products and excellent 
performance—a partner that can look to the future, so as to build a long-
term relationship with them. Integrity and soundness are non-negotiable 
for me—and so is the attention to sustainability.” 

United States - Distributor 

 “As parents, our priority is the health and safety of our 
children. When we choose a product, we look for the best 

possible solution to ensure the comfort of our entire family.” 

User - Vietnam

 “For me, family comes first. This is why I want to make sure the home 
we share is a true nest—a warm and secure place for all the members 
of our family.” 

User - China, Beijing

WE LISTEN TO OUR CUSTOMERS’NEEDS

The customer is always at the centre of everything we do, no matter where they are or what they need. Whether 

they are a professional or a user of our product, we make sure to listen and understand the needs of each one of 

them to offer ever greater comfort. Over the last 5 years, we have listened to over 25,000 people: to do so in the 

best possible way, we have refined our skills and increased the number of dedicated resources. 

 “Building things and DIY projects are my passions. I am taking 
care of a special place where I and my family can spend time 

together happily and comfortably.” 

User - Russia

 “For me, offering the best solution to my customers is a daily 
challenge—especially now that they are asking more and more for 
sustainable, high-efficiency and high-tech solutions.” 

Installer - Italy

 “Every day there are more and more things to think about, and the 
ability to manage everything from my smartphone makes life a lot 

easier. I like being able to keep my entire home under control in a 
practical and fast manner: using my phone, I can monitor consumption 

as well as access more advanced services.” 

User - Spain

39

START FROM CUSTOMERS
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STRENGTH LIES IN DIVERSITY. 
GIVE PEOPLE A CHANCE. 

PAVE THE WAY TO MAKE THEM 
SUCCESSFUL.

PEOPLE 
COME FIRST
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PEOPLE COME FIRST

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.

WE ARE ARISTON THERMO

The workplace is constantly changing. It is increasingly necessary to embrace change in order to effectively engage 
employees in the workplace, promote a feedback-oriented corporate culture, build leadership capabilities across the 
organisation, and boost job rotation across functions and countries to support people’s career paths.

OUR STORIES

PEOPLE 
COME FIRST

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

OF OUR PEOPLE 
ARE MILLENNIALS

7,500 

500

38% 
ACROSS 42 COUNTRIES 
OF 53 DIFFERENT 
NATIONALITIES

OVER

WHITECOLLAR: 

PEOPLE

ENGAGING RECRUITMENT 
PROCESS TO INTRODUCE 
CANDIDATES TO THE 
COMPANY’S CULTURE

LISTENING TO CANDIDATES 
AND NPS TO CONTINUOUSLY 
IMPROVE THE TALENT 
ACQUISITION PROCESS

2019 | KEY FACTS AND FIGURES

#WARMING
YOURTALENT 

CANDIDATE 
EXPERIENCE 
SURVEY 

OHSAS 18001:2007 
OCCUPATIONAL HEALTH 
AND SAFETY MANAGEMENT 
SYSTEM CORPORATE 
CERTIFICATION

NEW HIRES OF WHICH 
74% ARE MILLENNIALS

WORK IN THE AGE 
OF MILLENNIALS

DIGITAL
 AND IoT 

EVERYWHERE

THE AGILE 
COMPANY

A NEW SOCIAL 
CONTRACT

AT WORK

ARISTON THERMO’S
GROWTH

By 2020, Millennials 
will account for over 
one third of workers 
worldwide.  

The Internet of Things 
is the backbone 
and lifeblood 
of the digital 
transformation. 
There were 8.6 billion 
connected devices 
globally at the end of 
2018—a number set 
to triple by 2024.

A fast-changing, 
unstable and complex 
environment 
represents a challenge 
for businesses. Taking 
a dynamic and pro-
active mindset makes 
the company agile 
and capable of turning 
threats into new 
opportunities. 

Used to a fast-moving 
world, employees 
expect rapid career 
growth. Firms must 
build a flexible and 
motivating workplace.

The company has
grown extensively
worldwide. Our
strength lies
in diversity, but
it is crucial that
we learn the art of
“thinking independently
together”.

The 2018 EMPLOYEE ENGAGEMENT EXPERIENCE 

programme led to a series of projects and activities aimed 

at boosting employee engagement. The most significant 

initiatives were the establishment of the Internal 
Communication function, the review of the variable 

incentive model (MBO), the application of Career Mapping to 

a select share of the S&M and Operations population, and the 

launch of the Global Leadership Programme. In addition, the 

Group launched internal communication initiatives also at 

the local level such as Family Days and Townhalls.

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 while 

building a comprehensive internal network of 

professionals at work. Since its launch in July 2018, 
the adoption rate of the Workplace mobile App 

has topped 88%, and more than 355 discussion 
groups have been created 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.

GLOBAL LEADERSHIP PROGRAMME  

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 will be the thread that runs across the 

different journeys, which will involve all 7,500 people in 

42 countries. Bolstering these competences will lead to 

an organisation made of people “equipped” to tackle new 
business challenges with flexibility, innovation, and speed. 

Launched in November 2019, the programme will last 

two years and uses several approaches and methods such 

as one-to-one meetings, lectures, and web seminars. In 

this context, management personnel play a key role: the 

journey will require them to be actively involved in order 

to set a “good example”.
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CAREER MAPPING
“People come first” is not only one of the Group’s core 

Values, but 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 pays particular attention to the development 

of innovative skills as well as the consolidation of those 

associated with more conventional professions. 

Career Mapping is our innovative reference framework—a 

WORKPLACE HEALTH AND SAFETY
The Group is constantly committed to protecting the 
health and safety of all its people in each country where 
it operates. 
Once again in 2019, it launched several initiatives to 

improve health and safety as well as promote best 

practices. 

Behaviour Based Safety (BBS) is the Protocol serving as 

the basis of the training approach that leads workers 

to assess what human factors influence behaviours 

that lower the perception of risks, thus identifying the 

barriers to the adoption of safe practices. The working 

groups involved are accustomed to performing 

a hybrid assessment of the risks associated with 

At the Osimo Plant, as part of our 4.0 smart 
manufacturing programme, we adopted Xsens’s 
cutting-edge motion tracking technology to evaluate 

the ergonomics of our new assembly lines by using 

a full body motion capture suit. The implementation 

of appropriate preventative measures is intended to 

improve the overall satisfaction of employees, ensuring 

their wellbeing, health, and safety.

The Automatic Tracking System installed at three 

pilot sites, was created to enable the automatic 
tracking of employees in the workplace in the event of 

emergencies or natural disasters, dramatically reducing 

rescue times. 

The system, based on Bluetooth Low Energy wireless 

technology, ensures low-energy and low-cost 

communication. 

Italia Loves Sicurezza
The Leadership in Health and Safety Foundation, which 

promotes the “Italia Loves Sicurezza” movement, was 

created in 2010 to dramatically change the idea of 
health and safety, spreading an innovative approach 

capable of making a lasting mark on the culture of 

people. The initiatives organised by Ariston were 

featured in the Foundation’s 2019 brochure, which lists 

the most important events held during the World Day 
for Safety and Health at Work.

business operations, raising awareness about them, 

helping to identify potential dangers, and reducing 

residual risks.

Ergonomics is another initiative activated by the 
Group. Based on the ergonomics principle, according 

to which the workplace must be designed to fit the 

characteristics of the worker, and not vice versa, 

Ariston held a series of workshops at its production 

sites focusing on the application of internationally 

recognised approaches (Niosh and OCRA) to assess 
manual handling risks, including those associated with 
high-frequency and repetitive movements. 

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 of implementing this method at the 

global level, we are gearing up to apply it in specific local 

settings in order to propose solutions that are consistent 

with the business and individual development needs of 

the individual countries.

PEOPLE COME FIRST

ARISTON THERMO TO BE

#WARMINGYOURTALENT
Ariston Thermo aims to attract the best professionals on 
the market and also to grow talents from within. The scale 

of the Group’s international operations and an evolving 

business offer many opportunities for professional 

growth to those who are willing to accept the 

challenge. The #Warmingyourtalent campaign has made 

the recruitment process more engaging, introducing 
candidates to the culture and mission of Ariston Thermo. 

Some employees were selected to speak about their 

experience at Ariston Thermo and how they are fulfilling 

their ambitions and aspirations inside the Group. To 

constantly improve the talent acquisition process, at 

the end of the year the Group launched a “Candidate 
Experience Survey”, allowing all potential candidates 

that get into contact with the Group to express their 

opinion. This allows understanding what people are 

looking for when they approach Ariston Thermo, 

what they want, and whether they had a positive 

experience throughout the recruitment process: this 

way, the Group can measure also the NPS of the Talent 
Acquisition process. 

RANKED AMONGST THE “MOST 
ATTRACTIVE EMPLOYERS IN ITALY 
2019” FOR THE SECOND YEAR 
RUNNING - SURVEY CONDUCTED 
BY UNIVERSUM AMONG  

40,000 
STUDENTS FROM  

44 UNIVERSITIES
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OPERATING WITH RESPECT 
AND HONESTY IS NOT A CHOICE.

IT’S A DUTY.

ACT WITH 
INTEGRITY
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ACT WITH INTEGRITY

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.

ACT WITH 
INTEGRITY

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 ETHICS AND 
INTEGRITY CULTURE

THE ECONOMIC VALUE 
GENERATED AND 
DISTRIBUTED IN 2019

1.61 BN € 5 

UPDATE TO THE 
ORGANISATION AND 
MANAGEMENT MODEL AND 
THE CODE OF ETHICS

TRADE COMPLIANCE 
PROJECT 

2019 | KEY FACTS AND FIGURES

WORLDWIDE 
WHISTLEBLOWING 
PROCESS

THE JOURNEY 
BEGINS WITH INTEGRITY

INDEPENDENT
 BOARD MEMBERS 
(45% OF TOTAL)

THE CORPORATE GOVERNANCE MODEL
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 7 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.

OUR STORIES

*Committee Chairman

A - Strategic  B - Human Resources and Remuneration

NAME DIRECTOR COMMITTEE FIRST APPOINTMENT

Paolo Merloni 
Executive Chairman

Francesco Merloni
Honorary Chairman

Laurent Jacquemin
CEO

Sara Dethridge

Andrea Guerra

Roberto Guidetti

Maria Francesca Merloni

Gianemilio Osculati

Paolo Tanoni

Marinella Soldi

Enrico Vita

 

 

 

Non-executive/independent

Non-executive/independent

Non-executive/independent

Non-executive

Non-executive

Non-executive

Non-executive/independent

Non-executive/independent

Board of Statutory Auditors

Board of Directors

NAME STATUTORY AUDITORS

Lorenzo Pozza Chairman

Antonia Di Bella Auditor

Andrea Silvestri Auditor

Executive

Non - Executive

Executive

28.04.1997 

21.07.1986 

24.03.2017

03.05.2018

07.05.2012

29.01.2014

24.09.2008

04.05.2007

11.01.2002

05.05.2016

03.05.2018

A*, B

 

 

A

B

 

A

 

B*

A
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Board of Statutory Auditors

Board of Directors

Lorenzo Pozza
Chairman

Antonia Di Bella
Auditor

Andrea Silvestri
Auditor

Francesco Merloni
Honorary Chairman

Paolo Merloni
Executive Chairman

Laurent Jacquemin
CEO

Sara Dethridge
Director

Gianemilio Osculati
Director

Maria Francesca Merloni
Director

Enrico Vita
Director

Roberto Guidetti
Director

Marinella Soldi
Director

Andrea Guerra
Director

Paolo Tanoni
Director

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.

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 Chairman 

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, and compliance with, 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, it provides the 

Board of Directors with 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 Committee: not a board committee, 

its task is to analyse the problems related to the 

Group’s financing activities as well as its information 

infrastructure and define the relevant management 

policies.

231 ORGANISATIONAL MODEL 
Ariston Thermo SpA 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 SpA’s Organisation and Management Model was updated by the Board of Directors at the meeting held 

on 7 November 2019. This version includes the organisational, regulatory, and corporate structural changes made during 

the period following an analysis of the relevant risks and the resulting updates to the company’s processes for the 

purpose of combating illicit conduct within the scope concerned.

CODE OF ETHICS
Ariston’s Code of Ethics, which includes the 

contents of the Antitrust Manual, the Trade 

Compliance Manual, and the Organisational 

Manual required by the GDPR, is the key tool 

to combat illicit conduct within the Group. It 

includes a brief summary of the rules that must 
be followed in each country by all employees, 
customers, suppliers, and any other entity 
dealing with the Group in any capacity; it 

is translated into the main languages of the 

countries in which the Group operates. The 

Code is available on the company’s intranet 

and websites, and any failures to comply with it 

are subject to specific penalties applicable to 
both employees and other stakeholders. The 

Code of Ethics was updated in 2019 by including 

references to conduct that is forbidden under 

recent regulations as well as the whistleblowing 

process, which represents an effective 

instrument to implement it.

ACT WITH INTEGRITY
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GDPR COMPLIANCE
In April 2016, the European Union published the GDPR 

(General Data Protection Regulation), which seeks 

to harmonise privacy protections by extending their 

applicability to third parties outside the EU that process 

the data of European citizens. Since the GDPR became 

effective on 25 May 2018, Ariston has been fully complying 
with its requirements and obligations, adopting the 
organisational model, Group policies, records, and internal 
controls required by law to prevent any risk associated 
with the handling of the data held by the Company.

ANTI MONEY LAUNDERING AND TRADE COMPLIANCE
In 2019, the company adopted an organisational model that allows to ensure compliance with Anti Money Laundering 

(AML) and International Trade Compliance regulations across the Group at the national, European, and international 

level. Noteworthy among them are the so-called Foreign Assets Control Regulations (OFAC) 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 to dual use—including Regulation 428/2009. 

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. 

These organisational tools include also 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.

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 Vademecum 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.

WHISTLEBLOWING

In March 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. 

The system allows employees and third parties to 
communicate with the Group anonymously using a 

dedicated channel via either the official website 
or e-mail: whistleblowing@aristonthermo.com, 

an approach that fully protects the privacy of the 

whistleblower.

In order to perform this function in accordance 

with the segregation of duties and four 

eyes principles, the Company set up also a 

Whistleblowing Internal Committee, which ensures 

robust communication with the Board of Directors 

and the Supervisory Body.  

ACT WITH INTEGRITY
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HOW THIS DOCUMENT 
WAS CREATED

The second edition of our Sustainability Report confirms 

the Group’s willingness to make the results and main 

activities carried out during the fiscal year 2019 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.

In 2019, the materiality matrix was updated to account for 

the trends that increasingly affect the industry, including 

two new topics—sustainability in the value chain and 

recycling and reuse at the end of life—that the Group has 

started reporting and working on above the materiality 

threshold. 

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

Corporate Marketing and PR Senior Manager 
public.relations@aristonthermo.com




