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Strategy

“Welcome to Aegon’s 2012 Sustainability Supplement."
"This Supplement is an important part of our corporate reporting, alongside our Annual Report 2012 and Review 2012.
It deals in greater detail with issues we believe are vital to the future of Aegon – from how we manage our workforce and business to
the steps we’re taking to ensure a responsible approach toward investments, procurement and the environment.
We’re publishing this Supplement because we believe it’s important to be accountable. Together, we hope these documents – the
Annual Report, the Review and this Supplement – will provide a basis for further dialogue with our stakeholders.
It’s from that dialogue that we can develop closer working relationships and a continual process of improvement, both in the products
and services we offer and in the way we manage our company and its resources.”
Marc van Weede
Global Head of Sustainability, Aegon N.V.
This supplement provides in-depth information on Aegon’s business, social and environmental performance. It’s intended to
complement Aegon’s two other main reports: the company’s Annual Report and its integrated 2012 Review.
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Sustainability: Supporting our strategy
Reader’s guide
For ease of use, this Supplement is split into three principal sections:
• Sustainability and our business, which looks at Aegon’s products and services, its brand management, its risk management and its
approach to responsible investment.
• Sustainability and our employees, which details Aegon’s approach to recruitment, remuneration, talent development, diversity
and other workforce issues.
• Sustainability and the wider community, which covers Aegon’s environmental policies and initiatives, its international
commitments and the investments the company makes in communities around the world.
In addition, there’s information on how sustainability supports Aegon’s corporate strategy, how the company uses engagement with its
stakeholders to make better business decisions, and how Aegon approaches reporting on its sustainability performance.
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What sustainability means to us

Sustainability is an important part of Aegon’s overall corporate strategy, and an important way for the company to achieve the
objectives of that strategy.
Aegon has set itself a very clear ambition: to be a leader in all its chosen markets. “Leader” does not necessarily mean the biggest, but
the “most recommended”, not only by customers, but also by the company’s employees, its business partners and intermediaries. It also
means becoming the “most respected and trusted” provider of financial services in those markets.
Aegon’s sustainability strategy supports this ambition in three main areas.
• Ensuring that Aegon offers products and services customers can trust.
• Ensuring a responsible approach to investments that takes into account social and environmental factors as well as financial ones.
• Helping support and build better local communities in the areas where the company has operations.
In each of these three areas, Aegon has set itself a number of objectives which it expects to implement by the end of 2015.
• Introduce new company-wide principles of market conduct, alongside existing local codes, to ensure
customers are treated fairly; that products and services are clearly explained; and that customers are offered
products that meet their specific requirements.
• Develop common benchmarks for product development and pricing to ensure products meet the same basic
criteria wherever they’re sold around the world.
• Introduce the Net Promoter Score (NPS) as the company’s preferred measure of customer loyalty, and use NPS
to strengthen products and customer service.

• Ensure environmental, social, and governance factors are taken into account when making investment
decisions, as part of the company’s broader policy on Responsible Investment.
• Explore the possibility of expanding Aegon’s current impact investments in areas such as renewable energy
and affordable housing.

• Expand the company’s advocacy program, and focus research and public policy work on the key issues of
global aging, retirement and financial literacy.
• Build a stronger corporate citizenship program to support communities around the world.
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To achieve these objectives, Aegon needs a strong foundation, which means:
• Being transparent and accountable in setting clear goals and reporting.
• Meeting recognized international standards with regard to sustainability.
• Being a good and responsible “steward” of all the company’s resources.
What does a “strong foundation” mean in practice?

Be transparent and
accountable

Meet recognized
international standards

Be a good and
responsible “steward”

Where possible, set clear goals, targets
and key performance indicators (KPIs) with
regard to the company’s main non-financial
objectives. Report progress against these
goals, targets and KPIs, both externally and
within the company.

Comply with reporting standards set by the
Global Reporting Initiative to the highest
possible level (A+).

Continue, where possible, to reduce
consumption of key raw materials, particularly
energy and paper.

Where relevant, incorporate KPIs into
management and decision-making processes.

Maintain memberships of key international
agreements and conventions, including the
UNEP1) Finance Initiative’s Principles for
Sustainable Insurance, the UN’s Principles
for Responsible Investment and the Carbon
Disclosure Project.

Introduce minimum sustainability standards
for the company’s leading suppliers, and
conduct regular risk assessments in this area.

Ensure an appropriate level of external
assurance for the company’s reporting.

Take an innovative approach toward
“integrated reporting”, and play an active role
in discussions in this area.

Strengthen Aegon’s approach to human rights
in line with recent recommendations from John
Ruggie, the UN’s Special Representative on
business and human rights.

Maintain an active engagement program with
stakeholders in Aegon’s main markets.
1

United Nations Environment Program.

Aegon’s sustainability strategy was discussed extensively last year by both the company’s Management and Supervisory Boards. The
strategy was approved by the Management Board in October 2012.
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Progress report 2012
Over the past year, Aegon has made very significant progress with a number of its sustainability goals and priorities, though there are
clearly areas where further improvement is needed:

Trusted products and
services

Goal

Progress

Introduce new company-wide principles of market
conduct, alongside existing local codes, to ensure
customers are treated fairly; that products and services
are clearly explained; and that customers are offered
products that meet their specific requirements.
Develop common benchmarks for product development
and pricing to ensure products meet the same basic
criteria wherever they’re sold around the world.

Aegon has adopted a set of six basic market conduct
principles, applying to all its businesses worldwide.
These principles encourage open, fair and honest
treatment of the company’s customers at all times.

Introduce the Net Promoter Score (NPS) as the
company’s preferred measure of customer loyalty, and
use NPS to strengthen products and customer service.

Responsible approach to
investment

Ensure environmental, social, business and governance
factors are taken into account when making investment
decisions, as part of the company’s broader policy on
Responsible Investment.

Explore the possibility of expanding Aegon's current
impact investments into areas such as renewable
energy, and affordable housing.

Building better
communities

Expand the company’s advocacy program, and focus
research and public policy work on the key issues of
global aging, retirement and financial literacy.

Build a stronger corporate citizenship program to
support communities around the world.

A strong foundation

Where possible, set clear goals, and performance
targets with regard to the company’s main nonfinancial objectives. Report progress against these
goals and targets, both externally and within the
company.

Aegon has recently updated its Pricing & Product
Development Policy. Among others, this policy commits
the company to assessing potential benefits for
customers and other stakeholders and to take these
into account before pricing any product or service.
Aegon has adopted NPS as its preferred measure
of customer loyalty. Nearly three-quarters of Aegon
businesses now use NPS. That figure is expected
to increase further in 2013. Aegon’s businesses
use findings from NPS surveys to drive further
improvements in the company’s products and services.

Aegon is providing training to fund managers across its
businesses to ensure effective implementation of the
company’s Responsible Investment Policy. Aegon has
also secured information from a third party provider
which will enable fund managers to better assess
environmental, social and governance risks when
making their investment decisions.
Aegon already has significant “impact investments”,
which deliver not only sound financial returns, but
also social and environmental benefits. Aegon will
be looking at possible new investments in areas such
as renewable energy and low-cost housing when
opportunities arise.

Last year, Aegon published its first Changing Face of
Retirement report, based on extensive research in the
United States, Europe and Asia. In the United States,
the non-profit Transamerica Center for Retirement
Studies also publishes regular research into retirement
trends and practices. Aegon is also a founding member
of the Global Coalition on Aging, which aims to increase
understanding of aging issues among world leaders
and other policymakers.
In many countries, Aegon has introduced limited paid
time-off for employees wishing to volunteer in their
local communities and elsewhere. By the end of 2012,
paid time-off was available to 64% of the company’s
workforce worldwide. Aegon expects to extend this
benefit to other employees during the course of 2013.

Aegon has now defined a set of key performance
indicators linked to the company’s strategic objectives
and its overall sustainability goals. Reporting against
these KPIs will be introduced progressively during the
course of 2013.

Strategy Progress report 2012

Where relevant, incorporate KPIs into management and Aegon is gradually incorporating sustainability KPIs into
decision-making processes.
relevant processes and procedures. A number of areas
already include key sustainability indicators, including
risk management, remuneration and pricing & product
development.
Ensure an appropriate level of external assurance for
Aegon’s Review and Sustainability Supplement are
the company’s reporting.
reviewed each year by the company’s external auditors,
Ernst & Young LLP. Ernst & Young LLP currently
provides “limited assurance” on these documents.
During 2013, Aegon will examine the possibility of
increasing its level of external assurance for some
of the company’s key performance indicators and
sustainability goals.
Maintain an active engagement program with
Aegon conducts an annual Stakeholder Survey
stakeholders in Aegon’s main markets.
and has regular contact with stakeholders in all its
main markets, including a stakeholder panel in the
Netherlands. Aegon’s aim for 2013 is to organize
similar stakeholder dialogue in both the United States
and the United Kingdom.
Comply with reporting standards set by the Global
Aegon’s current reporting is based on the GRI’s G3
Reporting Initiative to the highest possible level (A+). guidelines and is rated A+.
Maintain memberships of key international
Aegon is a signatory to both the Principles for
agreements and conventions, including the Principles
Sustainable Insurance and the Principles for
for Sustainable Insurance, the UN’s Principles for
Responsible Investment. The company is also a
Responsible Investment and the Carbon Disclosure
member of the Carbon Disclosure Project and an
Project.
Organizational Stakeholder of the Global Reporting
Initiative. Kames Capital, Aegon’s asset management
business in the United Kingdom, is a member of the
Extractives Industry Transparency Initiative.
Take an innovative approach toward “integrated
In 2013, Aegon will be publishing its second annual
reporting”, and play an active role in discussions in this integrated report. The company also works closely
area.
with the International Integrated Reporting Council
on a pilot program to help develop a new integrated
approach to corporate reporting.
Continue, where possible, to reduce consumption of
Over the period 2009-2012, Aegon reduced emissions
key raw materials, particularly energy and paper.
of carbon dioxide from its main buildings and offices by
almost 25%, well ahead of the company’s 10% targets.
Aegon will continue its efforts to limit consumption of
energy and other raw materials in 2013 and beyond,
mainly through local initiatives.
Introduce minimum sustainability standards for the
Aegon is currently developing minimum procurement
company’s leading suppliers, and conduct regular risk standards, which will apply to all the company’s
assessments in this area.
businesses worldwide. These standards are expected to
be in place during the course of 2013.
Strengthen Aegon’s approach to human rights in line
Aegon already complies with most of the Ruggie
with recent recommendations from John Ruggie, the
recommendations, and is working on a number of
UN’s Special Representative on business and human
further improvements that will bring the company’s
rights.
practice fully into line with the new principles. Aegon
expects to make these improvements during the course
of 2013.

7

Strategy Key performance indicators

Key performance indicators
Aegon has identified a number of key performance indicators to supplement the company’s financial targets. These indicators will
be used to assess progress against the company’s four strategic objectives: Optimize portfolio, Operational excellence, Customer
loyalty and Empower employees. Further work is required on scope and methodology, and Aegon’s intention is to introduce these KPIs
gradually over the course of 2013 and beyond.
Aegon’s key performance indicators are as follows:

Strategic objective
Optimize Portfolio

Operational Excellence

KPI
Percentage of sales from direct channels
Percentage of earnings from fees

Ratio of operating costs to revenue-generating investments
Ratio of operating costs to underlying earnings before tax

Loyal Customers

Percentage of Aegon businesses now using the Net Promoter Score
Net Promoter Score performance in Aegon’s chosen markets

Empower Employees

Employee engagement score
Employee enablement score

For more information on Aegon’s four strategic objectives, please refer to the corporate website (aegon.com) or the company’s
2012 Review.
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Sustainability governance
Aegon has a dedicated sustainability team at its corporate headquarters in The Hague. This team oversees the company’s sustainability
programs and initiatives, and coordinates the work of those managers responsible for sustainability at individual country and business
units. The team also works closely with other departments, including Brand & Customer Strategy, Investor Relations, Human Resources,
Risk, Compliance, and Communications.
The Global Head of Sustainability, Marc van Weede, reports directly to Aegon’s CEO, Alex Wynaendts, as well as to Marco Keim, the
member of the company’s Management Board responsible for sustainability issues.
Questions of strategy and policy in this area are subject to approval by the company’s Executive and Management Boards. Sustainability
is also discussed at least twice a year by Aegon’s Supervisory Board.
Aegon’s sustainability strategy operates within the company’s business principles, its Code of Conduct and its broader corporate
strategy. Both the Code of Conduct and the Business Principles are available online at aegon.com and apply to all Aegon employees and
operations worldwide.

9

Stakeholders Engaging with our stakeholders

10

Engaging with our stakeholders
Aegon engages with stakeholders every day, not only with customers and business partners, but also governments, investors,
financial regulators, charities and trade unions. Where possible, Aegon uses the results of this engagement to identify both risks and
opportunities, and to understand the impact the company’s business may have on its stakeholders.
Most of the contact Aegon has with its stakeholders results from everyday business, but the company also has more formal structures
for engaging with stakeholders, including conferences, discussion forums and, in the Netherlands, regular stakeholder panels. Aegon
also conducts an annual survey of some of its leading stakeholders, and uses the results to shape the company’s sustainability policies,
initiatives and reporting.
Aegon works on a simple premise: that any individual or group affected by our business operations or who, in turn, may affect
the environment in which we operate, should be considered as a stakeholder. Aegon’s stakeholders fall into five broad categories:
customers, employees, business partners, investors and what the company calls “the wider community” (please see table below). Each
stakeholder, Aegon believes, has a role to play in ensuring the company continues to manage its business effectively and responsibly.
Aegon takes the interests of its stakeholders into account when making decisions. The company understands however that those
interests don’t always coincide. Often, Aegon must balance contending interests, and try to reach decisions that are in the best longterm interests of both the company and its stakeholders.

Customers
Direct relationship

Business partners Investors

Wider community

Policyholders, savers Full-time and partand other individual time employees
customers

Employees

Joint venture
partners

Retail shareholders

Charitable
organizations

Pensioners

Tied agents

Banks, financial
advisers, brokers,
agents and
other financial
intermediaries

Institutional equity
investors and
bondholders

Non-governmental
& humanitarian
organizations

Companies and
multinational
corporations

Former employees
and jobseekers

Suppliers of goods
and services

Financial analysts

Individuals and
organizations
sponsored by Aegon

Other institutional
clients

Governments and
regulators

Potential customers
Indirect relationship

Consumer
associations

Single issue and
special interest
groups

Trade unions and
Industry associations Shareholder and
other employee
and other forums
other investor
representative bodies
representative
groups
Financial rating
agencies

International &
governmental bodies
and associations
Organizations issuing
rules and guidelines
implemented by
Aegon
Sustainability rating
agencies
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Listening to stakeholders
Aegon has various ways of engaging with its stakeholders, listening to their views and exchanging opinions on the strategy and
performance of the company:

Stakeholder group

Regular engagement through:

Customers

Customer surveys and polls
Customer call centers, panels and advisory councils
Customer support online and via social media

Employees

Company-wide employee engagement survey
Regular discussions with trade unions and other employee representative bodies
Internal communications via company intranet, magazine and newsletters

Business partners

Regular meetings with suppliers and other business partners
Training and information sessions for financial advisers and intermediaries
Regular board and other meetings at associate companies and joint venture partners

Investors

Analyst & investor conferences
Other industry conferences
Annual General Meeting of Shareholders
Road shows and regular one-on-one meetings
Via Aegon’s investor relations team and financial media communications

Wider community

Regular meetings with non-governmental organizations, charities and local community groups
Annual stakeholder survey
Regular stakeholder panel in the Netherlands and advisory council in Central & Eastern Europe
Discussions with governments, lawmakers and financial regulators.

Most of Aegon’s engagement takes place at a local level, and focuses on local issues. Among the issues discussed over the past
year were:
• The impact of new legislation and regulation on Aegon’s businesses, products and services (including laws relating to tax, simplified
disclosure and consumer protection).
• The introduction of new capital and solvency requirements in the European Union.
• Pension reforms, particularly in Central & Eastern Europe and the United Kingdom.
• The effects of the current financial crisis and economic slowdown.
• Responsible investment and the company’s overall investment strategy.
• The use of gender-based pricing for certain insurance products (following a recent European Court of Justice ruling on the subject).
• Credit insurance and debt cancellation in the United States.
• Product performance and transparency.
• Working conditions, pay and benefits for employees.
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Aegon’s annual stakeholder survey
In 2012, Aegon conducted its 5th annual stakeholder survey. The purpose of this survey is three-fold:
• To identify which issues stakeholders consider most “material” to Aegon’s business and performance.
• To involve leading stakeholders in the company’s reporting process.
• To strengthen external assurance, ensure that the company’s reporting is relevant to stakeholders, and acts as a guide to future
initiatives and projects.
Participants in the 2012 survey included industry experts, investors, peer companies, employee representatives and charities.
Interviews with participants were conducted in November and December 2012 by Steward Redqueen, an independent consulting firm,
to ensure impartiality. Findings from the survey were discussed by both Aegon’s Management and Supervisory Boards.
During the survey, stakeholders identified the following issues as most “material” for Aegon’s business and performance:
• The impact of the financial crisis and current economic slowdown.
• The company’s systems of corporate governance and executive remuneration.
• Customer service and product transparency.
Stakeholders also emphasized the importance of implementing the company’s Responsible Investment Policy and winning the trust of
customers and other stakeholders following the recent financial crisis.
Findings from the survey are used to compile Aegon’s annual “materiality matrix”.
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Determining "materiality"
Materiality – determining which issues are most important both for Aegon and its stakeholders – is critical to sustainability reporting,
and one of the Global Reporting Initiative’s ten main principles.
Each year, Aegon puts together a “materiality matrix”, which sets out the key issues for the company and its stakeholders. To compile
this matrix, Aegon uses findings from the company’s annual stakeholder survey, as well as other information, including feedback from
members of Aegon’s Management Board and other senior managers.
The matrix helps determine the content of the company’s annual Review – and shapes future sustainability projects and initiatives.
Aegon’s external auditor, Ernst & Young LLP, also considers materiality each year as part of its review of the company’s reporting.

How to interpret the matrix: This matrix is based on internal assessments and interviews conducted as part of Aegon’s 2012
stakeholder survey. The importance of each issue is assessed using a scale of 1-4 (4 being the most important, 1 the least). The vertical
axis shows the importance of each issue to Aegon, and the horizontal axis its importance to the company’s stakeholders.
• Quadrant A shows issues that are relatively more important to Aegon than its stakeholders.
• Quadrant B shows issues of relatively minor importance to both Aegon and its stakeholders.
• Quadrant C shows issues that are relatively more important to the company's stakeholders.
• Quadrant D shows issues of importance to both Aegon and its stakeholders and may be considered the "most material".
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Sustainability and our business
Aegon1 is an international provider of life insurance, pensions and asset management. The company is based in The Hague, and has
operations in more than twenty countries in the Americas, Europe and Asia. Aegon employs some 24,000 people and manages nearly
EUR 458 billion in revenue-generating investments.
Sustainability is an important part of the company’s strategy – and an important part of the products and services Aegon offers. This
section of the Sustainability Supplement looks at how Aegon manages customers relations and how it manages its brands. It also
looks at the company’s approach to investments, procurement and managing risks.
As a company, Aegon believes its businesses make a valuable contribution to society not only as a provider of financial services, but
also as a responsible employer and investor.

1 Please note that, throughout this Supplement, “Aegon” refers to all Aegon companies and subsidiaries owned by the company or where Aegon has
management control.
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Creating loyal customers
Aegon has millions of customers worldwide. Most of these customers are located in the company’s three main markets: the United
States, the Netherlands and the United Kingdom, but Aegon also has a growing customer base in its emerging markets in Asia, Latin
America and Central & Eastern Europe. Customers include individuals, as well as corporate clients and other organizations. In 2012,
Aegon paid out EUR 21.0 billion in claims and benefits to its customers, an increase of more than 24% from the previous year.
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Measuring customer loyalty
Aegon regularly surveys its customers, and uses results from these surveys to make improvements to its products and services. The
company also regularly surveys its brokers, agents and other intermediaries. The frequency of these surveys varies by market and
business unit. Surveys, however, take place at least once a year.
In 2011, Aegon adopted the Net Promoter Score (NPS) as its preferred measure of customer loyalty, and is now rolling out NPS
across the company. Rather than gauging “satisfaction”, NPS is a measure of “customer loyalty” – identifying customers who would
recommend Aegon products and services to family and friends. By the end of 2012, nearly three-quarters of Aegon businesses were
using NPS.
Over the past year, a number of changes have been as a direct result of Aegon’s NPS programs, including the introduction of
simpler, more direct language in customer correspondence, better product documentation and a more efficient approach to product
development. Aegon has dedicated Customer Relationship Management teams to coordinate improvements across different
departments and disciplines.
Aegon collects data via a “customer loyalty portal”. This portal enables comparison of data, market research and benchmarking, which
can then be used to make further improvements in products and the level of customer service. The portal was launched in mid-2012,
and is already used by Aegon business units in the Netherlands, Brazil and Hungary.

% of businesses using Net Promoter Score 1)
1

Average, weighted by IFRS capital.

2012

2011

Change

2010

74%

55%

34.5%

33%
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Customer feedback
Aegon has various methods to collect customer feedback and uses this feedback to make improvements to its products and services.
These methods include call centers, dedicated customer telephone lines, email and letter.
Aegon business units operate call centers and have formal procedures in place for handling customer complaints. There are regular
face-to-face meetings with some clients, and customers are also involved in advisory boards and other stakeholder panels. In the
Netherlands and elsewhere, Aegon has worked directly with customers to design products, services and communications. In 2012, for
example, Aegon launched Knab, a new online bank, co-created with customers.
During the year, Aegon also launched a new “customer license” program. As part of this program, senior managers and other staff (who
don’t have daily customer contact) are required to spend a minimum number of hours talking and working directly with customers.
In 2012, customer complaints declined by almost 39% - a reflection primarily of improved market conditions and efforts to resolve
problems with specific products in both the United Kingdom and the Netherlands.

Customer complaints
1

2012

2011

Change

2010

50,415

82,314 1)

(38.8%)

53,470

In 2011, Aegon widened the definition it uses for “customer complaints” in the Netherlands. This allowed for a more effective registration of complaints and was
introduced as part of a broader strategy to improve customer service and loyalty in the Netherlands. The result, however, was a steep increase in complaints in
2011 compared with the previous year.
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Products and services that customers trust
Aegon’s products and services are designed to help customers manage their finances and plan for the future. These products range
from basic life insurance and protection to mortgages, pensions, annuities and other long-term savings and investments. Aegon’s
commitment is to offer products that are as clear, effective and easy to understand as possible. Products sold in prior years are
reviewed regularly and, where necessary, amended and modified – often in response to customer feedback.
Aegon customers are not only individuals and families, but also companies, pension funds and other institutions. Most Aegon products
are sold via intermediaries – brokers, agents, banks or financial advisers. The company also offers products and services online, via
direct marketing and occasionally working with distribution partners outside the financial sector.
With the rise of new technologies, customers are increasingly researching and buying products online. This increased use of the
internet – combined with new legislation in some markets effectively ending the payment of commissions to advisers and brokers – is
significantly reshaping the relationship between customers, intermediaries and insurance providers.

2012

2011

Change

2010

New life sales

EUR 1.96 billion

EUR 1.84 billion

6.5%

EUR 2.08 billion

Gross deposits

EUR 39.47 billion

EUR 31.69 billion

24.6%

EUR 32.58 billion

1

Please note that both sales and deposits may be affected by currency movements, particularly with regard to the euro and the US dollar.
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Product development and approval
In all its markets, Aegon operates very rigorous product approval processes. Dedicated product development and approval teams assess
possible risks and benefits, and ensure that products comply with local regulations. In the Netherlands, Aegon adopted a new product
approval process in 2012, in line with changes to the Dutch Banking Code and the principles of the Dutch Insurers’ Association.
Aegon also has a Pricing & Product Development Policy, which applies to all its businesses worldwide. This policy ensures that financial
risk is taken into account during the product development and pricing process, and that new products and modifications to existing
products are approved and signed off by business unit CEOs. The policy also commits Aegon to assessing benefits for customers and
other stakeholders, including shareholders and intermediaries, and to take these benefits into account before approving any new
product or service.
Over the past year, Aegon has introduced a number of new products, often in response to feedback from customers and / or
intermediaries. In Central & Eastern Europe, for example, new riders were introduced, covering life, property and other household
insurance. In Canada, new critical illness cover was introduced in response to requests from financial advisers, and developed in
cooperation with them.
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Market conduct principles
All Aegon business units operate according to six basic market conduct principles to encourage open, fair and honest treatment of
the company’s customers at all times. These principles apply to all Aegon businesses worldwide, and are based – in part – on other,
industry-wide standards, including the “Treating Customers Fairly” initiative in the United Kingdom.
• Customers can be confident that they are dealing with business units where the fair treatment of customers is central to the
corporate culture.
• Products and services marketed and sold in the retail market are designed to meet the needs of identified customer groups and are
targeted accordingly.
• Customers are provided with clear information and are kept appropriately informed before, during and after the point of sale.
• Where customers receive advice, the advice is based upon their needs, objectives and circumstances.
• Customers are provided with products and services that perform as we have led them to expect, and the associated service is of an
acceptable standard and as they have been led to expect.
• Customers do not face unreasonable post-sale barriers imposed by us to change product, switch provider, submit a claim or make a
complaint.
Aegon regularly asks business units to provide details of steps taken to ensure these principles are implemented.
In addition to the market conduct principles, Aegon also has a practice of “Know Your Customer”. This practice supports the company’s
market conduct principles, and helps ensure customers are given the right financial advice and are offered products that meet their
specific requirements. “Know Your Customer” also enables Aegon to detect errors and anomalies more quickly, and helps in the fight
against fraud and money laundering.
In many countries, Aegon also has separate ethical codes for brokers, agents and other intermediaries. These codes operate alongside
the company’s overall market conduct principles. In Canada, for example, Aegon has a Code of Ethical Market Conduct. In the United
States, intermediaries are required to comply with a Code of Professional Conduct. Aegon businesses also respect local industry
guidelines and, of course, comply with local laws and regulations with respect to market conduct.
Aegon provides regular training for intermediaries in areas such as product knowledge and development, regulation and customer
service.
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Online services and social media
Online services are of growing importance to Aegon. Currently, direct marketing – including online and sales via tied agents – accounts
for approximately 19% of the company’s sales. Aegon expects this figure to rise in the years ahead. Aegon is continuing to invest
in online products and services as part of a broader strategy to bring the company closer to its customers. From an efficiency
point of view, Aegon also believes that online services reduce transaction costs and cut down on the need for business travel and
printed materials.
Aegon’s online services include the following:
• Information on the company’s products and services
• Online calculators and simulators, allowing customers to make longer-term financial plans
• Quotes and online application forms
• Giving customers the ability to modify personal data online
• Online chat facilities, allowing customers to speak directly to customer service representatives
• Specialized sites for intermediaries and other industry professionals
• Electronic data exchange, particularly for companies with group pension plans.
In addition, Aegon has a social media presence – on LinkedIn, Twitter, Facebook and YouTube. In the Netherlands, Aegon provides
customer support via Twitter. Currently, 94% of Aegon’s businesses use Twitter and You Tube, and just under two-thirds use Facebook
and LinkedIn.1
Aegon also has products only available online in several countries, including India, the Netherlands and Hungary, and plans to launch
online services in Turkey and Spain in 2013. In 2012, the company launched Knab, a new online bank in the Netherlands, which offers
retail customers advice on financial planning and wealth management. Aegon has introduced online platforms and applications to
enable intermediaries in the United States and the United Kingdom to provide better quality financial advice. In Hungary, Aegon
introduced two new “apps” for customers of its car insurance. The apps – Aegon Angel and Aegon Angel Pro – provide a range of
services. These include traffic information and help finding emergency assistance, gas stations and available parking.
For security, Aegon companies operate IT fraud detection systems, and all units use feedback loops to compliance officers to help
ensure the company’s sites and other platforms remain safe and secure at all times.

1 By revenue.

21

Business overview Deterring fraud

22

Deterring fraud
Aegon has measures in place to deter fraud among employees, intermediaries and third parties. These include mandatory training, as
well as company programs to raise awareness of issues such as corruption, bribery, money laundering and insider dealing. Provisions to
tackle financial crime are contained in the company’s Code of Conduct, its Business Principles and its Global Financial Crime Notification
and Reporting Procedure. Aegon also records all incidents of fraud and, where appropriate, will take steps to prosecute culprits.
Reported incidents of fraud involving intermediaries rose sharply last year as Aegon introduced more effective detection systems in
Central & Eastern Europe, India and China. Incidents of fraud involving third parties also increased.

Incidents of fraud involving intermediaries
Incidents of fraud or attempted fraud involving third parties
Significant fines to redress cases of mis-selling

2012

2011

Change

88

35

151.4%

50

811

670

21.0%

443

None

None

-

None

2010
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Improving financial literacy
Aegon believes that financial education is growing in importance, particularly as people take on more responsibility for planning and
saving for their retirement. Consequently, Aegon supports a number of programs to improve standards of financial education in its local
markets. In total, 67% of Aegon businesses1 operate, or take part in, financial literacy programs.
These include dedicated websites, online pension calculation tools, media initiatives and support for schools and colleges. In both the
United States and Poland, for example, Aegon supports Junior Achievement – an international organization dedicated to improving
financial and economic education among children and young people. In the United States, Aegon also sponsors the Stavros Institute
and Finance Park, which teaches middle-school children the value of financial planning. The Institute caters for approximately 13,000
pupils a year.

1 Weighted by revenue.
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Managing our brands
Aegon has two main brands: Aegon itself (which operates primarily in Europe and Asia) and Transamerica (primarily in the United States
and Canada). Aegon’s brands are one of the company’s most important assets. Aegon’s approach to brand management is based on the
company’s three core values:
• Bringing clarity
• Working together
• Exceeding expectations.
These values underpin Aegon’s purpose as a company: to help people take responsibility for their financial future. Aegon’s values are
used to help assess employee performance and, in the Netherlands, as part of the recruitment process.
Aegon supports its brands through sponsorships and regular advertising campaigns. Many of the company’s sponsorships focus on
excellence in sport. Aegon is currently the lead sponsor of Dutch soccer club Ajax, and supports US golfers Zach Johnson and Kyle
Stanley, as well as tennis in the United Kingdom. In 2012, Aegon spent approximately EUR 23 million on these sponsorships, excluding
activation costs.
Aegon’s brands are managed through the company’s Brand & Customer Council, whose members are drawn from Aegon businesses
worldwide. The Council’s role is to advise the Management Board on brand issues, and ensure Aegon takes an integrated and clearlydefined approach to brand management. The Council works closely with the global Brand & Customer Strategy department. The Council
reports to Marco Keim, CEO for Aegon’s operations in the Netherlands and the Management Board member responsible for brand.
• The Council’s objective is to strengthen Aegon’s brands globally, improve customer loyalty and, in doing so, contribute to
sustainable, profitable growth.
• The Council identifies possible synergies between the company’s various business units, helping reduce costs, increase sales and
improve efficiency.
• The Council also sets overall priorities for spending on brand, product, distribution, communications and customer development.
• The Brand & Customer Council meets every six weeks. Brand issues are also regularly discussed by the company’s Management and
Supervisory Boards.
Aegon has common brand guidelines that apply to all its businesses worldwide, as well as a brand manual and an online platform
– Global Brand Manager – which ensure these guidelines are properly implemented.
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Brand performance
Aegon has a number of ways to measure brand performance. These often vary by market or country. They include:
• Brand awareness
• Brand consideration
• Brand engagement
• Share of voice
• Brand reputation
• Net Promoter Score
• Market share (by distribution channel).
Taken together, these measures allow Aegon to track whether customers and others are aware of the company and its brand, what the
reputation of the company is, and how likely target groups are to buy Aegon products and services.
Aegon regularly collects data on brand performance via its online “customer loyalty portal”.
As part of its approach in this area, Aegon conducts a regular survey of the company’s reputation among customers and the wider
public. This survey is carried out by a third party to ensure impartiality, and includes detailed benchmarking against leading competitors.
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Investing responsibly
Aegon manages investments both for its own account and on behalf of policyholders and clients. Through these investments, Aegon
believes it has a responsibility, where possible, to promote sustainable economic growth and social well-being. At the end of 2012,
Aegon had nearly EUR 458 billion in revenue-generating investments.
Aegon’s approach is set out in the company’s Responsible Investment Policy. This Policy contains a series of minimum standards in
areas such as the environment, human rights, labor and working conditions, discrimination, corporate governance and business integrity.
The policy applies to all Aegon businesses worldwide and all major asset classes.
The standards contained in the policy are used to assess the companies Aegon invests in. For those companies failing to meet the
standards, Aegon may choose to engage with senior management to bring about changes in policy and practice.
In addition, Aegon may exclude investment in certain companies if, after engagement, they still don’t meet these standards.
As a matter of policy, Aegon excludes investment in companies involved in controversial weapons, such as cluster bombs and
anti-personnel mines. Aegon also refuses to invest in securities issued by governments involved in systematically breaching
internationally-proclaimed human rights. A copy of Aegon’s Responsible Investment Policy and its exclusion lists are available on
the company website at aegon.com.
Implementation of this policy is overseen by the company’s Responsible Investment Committee, which meets at least once a quarter.
Most activities related to responsible investment are managed by a Responsible Investment team within Aegon Asset Management.
The objectives of Aegon’s policy is to reduce risk – particularly associated with environmental, social or governance factors – and, where
possible, to further improve returns on the company’s investments. Compliance with the Responsible Investment Policy is integrated
fully into Aegon’s risk management operations, and the policy’s provisions are closely aligned with a number of other internal
policies and statements, including the company’s Code of Conduct, its Statement on Diversity and Non-discrimination and its Human
Rights Policy.
Alongside its own Responsible Investment policy, Aegon is also a signatory to a number of international initiatives in this area,
including:
• The UN Principles for Responsible Investment (which sets out principles for integrating environmental, social and governance issues
into investment management)
• The Extractive Industries Transparency Initiative1 (which encourages governments and companies to be more transparent in
declaring revenues and other payments from oil, gas and minerals).
• The Principles for Sustainable Insurance (which sets out principles for integrating sustainability into insurance processes and
interactions with customers, business partners and other stakeholders).
• The Carbon Disclosure Project (which encourages companies to be more open about their emissions of carbon dioxide and other
greenhouse gases).
In addition to the Responsible Investment Policy, Aegon also has a Global Voting Rights Policy. This policy sets out a number of basic
principles with regard to the voting rights Aegon has as a shareholder in other companies.
Aegon Asset Management publishes an annual responsible investment report, available online. A number of Aegon Asset Management
companies – including Kames Capital in the United Kingdom – regularly publish their voting records, or make them available on request.

1 Aegon is a member of the EITI via Kames Capital, its UK asset management business.
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Engaging other companies
Engagement is an important part of Aegon’s overall approach to responsible investment. Aegon regularly engages with the companies
it invests in, particularly with those that fail to meet the standards contained in the company’s Responsible Investment Policy.
The aim of this engagement is, ultimately, to bring about a greater understanding of economic, social, environmental or governance
issues – and, where possible, to bring about changes to policy or practice.
Engagement takes place in three ways:
• Directly, through Aegon Asset Management
• Directly, but with support from a third party researcher, Sustainalytics
• Indirectly, through collaboration with other investors – for example, through the PRI Engagement Clearing House or, in the United
Kingdom, through the Association of British Insurers.
In 2012, Aegon engaged with a total of 204 companies – 65% of engagement activities were related to corporate governance matters,
the remaining 35% to environmental or social issues. Among the issues raised were international human rights, executive pay and
performance, and the trade and manufacture of controversial weapons. Engagement is coordinated through monthly conference calls
between those most closely involved – primarily asset management businesses in the United States, the Netherlands and the United
Kingdom and responsible investment specialists at other business operations.
In line with the UN’s Principles for Responsible Investment, Aegon classifies its engagement activities as basic, moderate or extensive.
In 2012, 23% of these activities were “extensive” (please see definitions below). Aegon Asset Management has been a signatory to the
Principles for Responsible Investment since 2011.

Definition

% of engagement 2012

Extensive

Engagements are systematic, frequent and have a clear, pre-determined goal.

23%

Moderate

Engagement is somewhat systematic, takes place on more than one occasion, but
does not necessarily have a specific, pre-determined goal.

39%

Basic

Engagement tends to be ad hoc and reactive, may not have gone beyond initial
contact, and may include engagement initiated by other investors.

38%
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Impact investing
Impact investing is an emerging branch of asset management: making investments that deliver not only sound financial returns,
but also real social and environmental benefits. At the end of 2012, Aegon had just under EUR 3.6 billion invested in projects like
these – primarily in the United States, the United Kingdom and the Netherlands. These projects range from low-cost social housing to
sustainable timber and renewable energy.

Impact

Assets under
management
(at end Dec 2012)

Affordable housing

Aegon has investments in affordable housing in both the United States and the
Netherlands. In total, Aegon has contributed to the construction of more than
105,000 housing units in the United States and another 2,000 in the Netherlands.
In addition, Aegon has smaller investments in the social / medical sector in the
Netherlands.

EUR 3.13 billion

Sustainable timber

Over the past several years, Aegon has made extensive investments in sustainable
timber, certified by either the Sustainable Forestry Initiative or the Forestry
Stewardship Council. These include direct investments, investments via equity funds
and loans.

EUR 115 million

Renewable energy

In the United States, Aegon is involved in four separate wind power projects. Together, EUR 170 million
these projects generate enough power to supply approximately 85,000 homes,
and each year save 450,000 metric tons of carbon dioxide. Aegon also has smaller
investments in the United States in solar power.

Elderly care homes

Through Kames Capital – the company’s asset management business in the United
EUR 96 million
Kingdom – Aegon has a fund that invests in retirement homes in Scotland and
northern England. These homes provide care for more than 900 elderly people, half of
whom are living on government benefits. The fund has a ceiling of GBP 350 million.

Development banks

In the United States, Aegon has investments in fixed income products and other bonds EUR 81 million 1)
issued by regional development banks. These banks operate in emerging and lesser
developed countries, promoting economic growth and helping reduce poverty.

1

Book value.

Aegon is currently developing a more coordinated approach to impact investment, and examining new investment opportunities in
this area.
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Socially Responsible Investment Funds
In the United Kingdom, the Netherlands and Hungary, Aegon offers separate Socially Responsible Investment (SRI) funds. These funds
screen investments against environmental, social and governance criteria, typically excluding investment in sectors such as armaments,
tobacco and alcohol. Aegon’s fund in Hungary invests in companies using green technologies and working to mitigate the effects of
climate change, while the company’s fund in the Netherlands tracks the Dow Jones Sustainability Index. At the end of 2012, Aegon’s
SRI funds had just over EUR 1.43 billion under management, increase of more than 20% compared with the year before. The increase
was due mainly to improved market conditions. Amounts under management vary each year according to demand from customers and
the performance of financial markets.

Total SRI 1) assets under management
SRI assets as % of total revenue-generating investments
1

2012

2011

Change

2010

EUR 1.43 billion

EUR 1.19 billion

20.2%

EUR 1.22 billion

0.31%

0.28%

10.7%

0.30%

SRI – Socially Responsible Investments.

In addition to the funds above, Aegon’s joint venture in China – Aegon Industrial Fund Management Company – has an SRI fund
based on “positive screening” and a separate green investment fund. At the end of 2012, these funds had EUR 590 million and EUR
160 million under management respectively. In the United States and Poland, Aegon also offers investors similar funds managed by
other parties.
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Working with our suppliers
Aegon works with thousands of suppliers and vendors around the world, in areas such as IT, office equipment and consultancy services.
In 2012, Aegon reduced spending on goods and services to EUR 1.34 billion, down from EUR 1.48 billion the previous year, as part of
broader efforts to lower the company’s operating expenses.
As a financial services company, Aegon does not have a particularly complicated supply chain. For this reason, the company believes
social and environmental risks in this area are relatively limited. Aside from a number of large IT or professional services firms, many of
the company’s suppliers are small, and located close to Aegon offices.
Responsibility for supply chain management lies with Aegon’s local business units. Many of these units apply standard terms and
include specific provisions on respect for the environment and minimum working conditions. Suppliers are also expected to comply with
other Aegon standards, set out in the Code of Conduct or the company’s Policy on Human Rights. In addition, Aegon has a companywide outsourcing policy, and in many countries operates through a centralized procurement function.
In recent months, Aegon has begun to take a more coordinated approach in this area. Aegon’s first company-wide minimum
sustainability standards for suppliers will be published later in 2013. These standards will apply to all new suppliers worldwide, and to
existing suppliers on renewal of their contracts. The standards will apply to all goods and services, covering topics such as the payment
of fair wages, working hours, the use of forced or child labor, health and safety, and protecting the environment. To support these
standards, Aegon will conduct regular risk assessments of its leading suppliers. Aegon’s businesses in the Netherlands carried out an
initial risk assessment in 2012. Other business units are expected to complete their own assessments during the course of 2013.

Amount spent on goods and services

2012

2011

Change

2010

EUR 1.34 billion

EUR 1.48 billion

(9.5%)

EUR 1.47 billion
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Managing risk
As an insurance company, Aegon accepts and manages risk on behalf of its customers. This is its core business. Consequently, the
company is exposed to a variety of risks. The most important are movements in world financial markets. These movements can have
a direct impact on the company’s earnings, its performance and the value of its investments. In managing risk, Aegon’s objective is to
ensure that it continues to meet obligations to its customers and policyholders, even in extreme market conditions.
Over the past few years, Aegon has taken steps to reduce its exposure to financial markets. This has been an important part of the
company’s overall strategy. By lowering risk in this area, Aegon effectively reduces the amount of capital it needs to set aside – capital
which can then be reinvested in the business.
In recent years, Aegon has lowered its financial risk in three main ways: by reducing equity risk, interest rate risk and credit risk. This has
made the company’s earnings more stable and less sensitive to movements in financial markets.
You can find out more about our approach to risk management in Aegon’s 2012 Annual Report.
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Financial risk
In recent years, reducing financial risk has been a key part of the company’s overall strategy. By reducing risk, Aegon has been able to
free up additional capital for reinvestment in the business.

Equity risk

This is the risk that shares Aegon owns in other
companies fall in value.

Aegon has reduced risk in this area by selling direct
holdings and by hedging its exposure elsewhere,
particularly where products offer minimum income or
return guarantees. Aegon has also redesigned some
products so they contain less financial risk, most
notably variable annuities in the United States.

Interest rate risk

This is the risk that interest rates will remain low,
affecting the company’s earnings.

Generally, when interest rates are low, insurance
companies make less profit. Interest rates are currently
at the lowest level they’ve been for many years. Aegon
has reduced risk by lowering guarantees offered
on some products, by re-pricing others and closely
matching assets and long-term liabilities.

Credit risk

This is the risk that the sovereign and corporate bonds
or other fixed income investments Aegon owns lose
their value.

Corporate bonds make up an important part of
Aegon’s investment portfolio. The company has taken
several steps to reduce risk in this area: by reducing
dependence on spread-based products such as fixed
annuities in the United States, by switching investments
to safer securities and by reducing the overall size of
the company’s balance sheet. Aegon has also reduced
its exposure to troubled euro-zone economies like
Greece, Ireland, Italy, Portugal and Spain. At the end of
2012, investments in government securities in these
five countries amounted to just 0.6% of the company’s
general account investments.

Financial risk is not the only risk Aegon faces. In many cases, as an insurance company, Aegon will look to take on more risk – in areas
where there are attractive returns, and where the company believes the risks involved are manageable. Aegon’s earnings depend, to a
large degree, on the extent to which claims from customers correspond to the assumptions made when pricing and selling products.
Changes in mortality rates, life expectancy, morbidity or policyholder behavior may all have a significant effect on the company’s
financial results. Aegon monitors these risks constantly, has complex models to predict trends and outcomes, and incorporates findings
from these models into the pricing and structure of the company’s products.
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Social, ethical, governance and environmental risks
Aegon knows that its business and operations may also be affected by social, ethical, governance and environmental factors. The
company regularly assesses risk in these areas, and takes steps to manage that risk. Through its global employee survey, Aegon also
assesses “risk culture” within the organization to ensure a proper level of vigilance toward operational and other business risks.
Operational risks are assessed according to their likelihood and their possible impact on the company’s performance and reputation.
Risks are initially identified at a local level, assessed, incorporated into Aegon’s broader approach to operational risk management, and
reported at least once a quarter to the company’s Management Board and Audit Committee. In many cases, specific thresholds are set
– and remedial action taken if these thresholds are breached.
Consideration of environmental, social and governance risks is also incorporated into Aegon’s Responsible Investment Policy and its
approach to supply chain management.
Aegon’s operational risk management covers risks in areas such as sales practices, product pricing, fraud and money laundering,
threats to information security, physical risk, employee conduct and “people risk”, related to health & safety and possible incidents of
discrimination in the workplace.
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Shareholder representation, dividends and share performance
Aegon has shares listed in both Amsterdam and New York. The company has thousands of shareholders around the world. Most
– approximately 80% - are located in Aegon’s three main markets: the United States, the Netherlands and the United Kingdom.
Aegon’s shareholders include banks, finance companies and pension funds as well as institutional and retail investors. Aegon’s largest
shareholder is Vereniging Aegon, an association which acts in the long-term interests of the company and its stakeholders.
All shareholders are entitled to attend the General Meeting of Shareholders, to speak at that meeting and to vote on resolutions, either
in person or by proxy, granted in writing. The General Meeting of Shareholders usually takes place in April or May at the company’s
headquarters in The Hague.
Aegon encourages shareholder participation. The company solicits proxies from New York registry shareholders in line with common
practice in the United States. Aegon regularly meets investors not only at the General Meeting but also at conferences, road shows and
one-on-one meetings. Aegon also has a dedicated Investor Relations team, based in The Hague. Last year, Aegon held meetings with
more than 750 investors. Aegon organized two Analyst & Investor Conferences, attracting around 80 attendees. Aegon executives also
spoke at industry conferences organized by other companies, including Macquarie, Morgan Stanley, Bank of America, Merrill Lynch and
Cheuvreux.
For more information on Aegon’s ownership structure and system of corporate governance, please see the company’s Annual Report,
available at aegon.com.
In 2012, Aegon’s share price rose by almost 55%. The increase was due mainly to the company’s improved financial performance.
Dividend payments to shareholders depend on Aegon’s cash flow and the company’s overall capital position. For 2012, dividends due
on common shares totaled EUR 0.21 per share. Aegon resumed dividend payments last year after a break of three years following the
financial crisis.

2012

2011

Change

2010

Closing share price (Amsterdam, Dec 31)

EUR 4.80

EUR 3.10

54.8%

EUR 4.58

Total dividend due per share

EUR 0.21

EUR 0.10

110.0%

None

Total shareholder return

63%

(32%)

-

1.0%

Earnings per share

0.69

(0.06)

-

0.76
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Financial performance and tax
In 2012, Aegon reported a significant increase in earnings. This was due to a strong performance from its main businesses, and
increase in sales and a further improvement in world financial markets. Underlying earnings before tax – the company’s preferred
measure of profitability – rose 17% to just under EUR 1.8 billion. Net income was 80% higher at EUR 1.57 billion. Figures also showed
a decrease over the year in impairments.

EUR millions

2012

2011

Change

2010

Underlying earnings before tax

1,787

1,522

17.4%

1,833

Net income

1,571

872

80.2%

1,760

Sales

6,725

5,701

18.0%

6,018

619

422

46.7%

NA

7.1%

6.7%

5.6%

8.6%

Value of new business
Return on equity
1

Please note that these figures are based on a market consistent measurement for the value of new business (VNB). Previously, Aegon used a traditional measure
for VNB. Under this method, the company’s 2011 VNB amounted to EUR 332 million. NA – not available. Aegon has not reported a figure for market consistent
VNB for 2010.

In 2012, Aegon received a total of EUR 104.8 million in payments from the tax authorities:

EUR, millions

2012

2011

Change

2010

Total tax paid

(104.8)

374.6

_

274.1

(10.6)

52.2

_

(64.2)

(135.1)

270.2

_

264.8

Americas
Netherlands
United Kingdom
Others

(23)

28.8

_

47.3

63.9

23.4

_

26.2

Please note that there is often no direct correlation between tax on earnings for any given year and amounts paid or received in tax.
Part of the explanation for this is that certain tax deductible items are not recognized in the profit & loss statement, but directly in
equity. Also, payments to the tax authorities are spread over a number of years and payments made may be recovered due to tax
losses in later years. In relation to 2012, Aegon reached an agreement with the tax authorities that resulted in an acceleration of tax
deductions and corresponding tax refunds. In 2012, the income tax charge on earnings totaled EUR 333 million, while there was an
amount of tax received of EUR 105 million.
Figures in parentheses reflect payments to the company.
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Sustainability and our employees
Total number of employees
United States

2012

2011

Change

2010

24,407

25,288

(3.5%)

27,474

10,937

11,161

(2.0%)

12,272

The Netherlands

4,457

4,839

(7.9%)

5,122

United Kingdom

2,793

3,203

(12.8%)

4,138

Central & Eastern Europe

2,209

2,348

(5.9%)

2,175

Asia

1,069

1,022

4.6%

1,006

Spain

325.0

319.0

1.9%

293.0

Canada

567.0

651.0

(12.9%)

686.0

Aegon Asset Management

1,316

1,240

6.1%

1,303

Holding & other activities

473.0

327.0

44.6%

334.0

Variable Annuities Europe

261.0

178.0

46.6%

145.0

2012

2011

Change

2010

2,443

3,982

(38.6%)

3,680

Associate companies 1)
1

Pro rata; covers associate companies and joint ventures in which Aegon has a minority shareholding.

% working part-time
% on fixed-term contracts
Average years of service

2012

2011

Change

2010

11.3%

10.2%

10.8%

10.6%

7.3%

7.6%

(3.9%)

8.2%

9.0

9.1

(1.1%)

8.9

Most of Aegon’s workforce – nearly three-quarters – is employed in one or other of the company’s three main markets: the United
States, the Netherlands or the United Kingdom. At the end of 2012, the United States alone accounted for 45% of all Aegon
employees worldwide.

Aegon’s total workforce decreased by 3.5% in 2012. This was the result primarily of the sale of some businesses and continued
restructuring at operations in the United States, the Netherlands, the United Kingdom, Canada and Central & Eastern Europe.
A decrease in the workforce in these areas was partly offset by increases elsewhere, notably in Asia and at the company’s asset
management and central holding operations. Since the end of 2010, Aegon has reduced its total workforce by just over 11%,
part of broader efforts to lower costs and re-focus the business on areas offering higher returns and stronger prospects for growth.
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Turnover, recruitment and redundancies
2012

2011

Change

2010

Employee turnover

14%

19%

(26.3%)

15%

Voluntary

7%

11%

(36.4%)

7%

Involuntary

6%

7%

(14.3%)

7%

Other

1%

1%

Unchanged

1%

Redundancies

1,211

2,377

(49.1%)

NA

New hires 1)

2,740

2,516

8.9%

3,788

Average days needed to fill vacancies

50.0

40.0

25.0%

38.0

Average applicants for each vacancy

55.0

50.0

10.0%

46.0

1

Does not include employees taken on as a result of mergers or acquisitions.

Aegon’s employee turnover rate slowed to 14% - the result of a decrease in departures, with much of the company’s planned
restructuring completed by the end of 2011 or early 2012. There was also a policy, in certain businesses, of not replacing those
employees leaving the company either to retire or to take up jobs elsewhere.
Aegon took measures again last year to limit compulsory redundancies and to help those losing their jobs find alternative employment.
These measures included:
• Reassignment, where possible, within the company or switch to more flexible or part-time working
• Assistance with job searches and re-training
• Access to outside recruitment or outplacement services
• Careers advice and ring-fencing of some positions for internal candidates
• Dedicated internet and social media sites for employees to share information, leads and new job opportunities
• Extensive internal communications to explain process to both managers and employees.
During the year, there were also extensive consultations with employees, trade unions and other employee representative bodies
concerning reorganization and restructuring plans. Before making redundancies, Aegon explored other ways of reducing the company’s
operating expenses, including – in some businesses – salary and / or recruitment freezes.
Of those employees made redundant in 2012, the majority accepted voluntary redundancy packages or early retirement.
Overall, figures for 2012 showed a greater availability of labor in Aegon’s markets, with the average number of applicants for each
vacancy increasing by 10%. Skilled workers, however, remain in short supply, particularly in Asian emerging markets. Most recruits
during the year were hired to replace staff leaving the company.
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Diversity and non-discrimination
2012

2011

Change

Percentage of women in workforce

54%

54%

Unchanged

51%

Percentage of women in senior management

31%

26%

19.2%

24%

8

15

(46.7%)

2

Incidents of alleged discrimination

2010

Aegon believes that a diverse workforce brings definite business benefits by encouraging new thinking and innovation, by creating a
more inclusive and attractive working environment and by bringing the company closer to both its employees and its customers. Aegon
has policies that seek to protect and promote non-discrimination in the workplace, whether on grounds of race, disability, religious
belief, sexual orientation, age or gender.
In addition, Aegon has a company-wide Statement on Diversity & Non-discrimination. This Statement commits Aegon to creating a
productive and open working environment in which all employees are valued for their contribution and are able to realize their potential.
Alongside the Statement, Aegon also takes steps to encourage greater diversity within the company’s workforce. These include
mentoring programs, discussion groups and measures to help those with family commitments, such as flexible or part-time working,
access to childcare and family leave. In the United States, there is a Diversity Discussion and Study Group, and a Women’s Network
Forum, which bring together employees to share ideas on improving working practices and the working environment.
Aegon is also a signatory to the Talent to the Top initiative in the Netherlands, which aims to increase the number of women in senior
management. In the United States, the company is a member of the Corridor Women Connect group, which helps develop leadership
skills among female managers.
Aegon businesses also regularly conduct training on diversity issues. In the United States, for example, Transamerica organized a
training session for managers last year on integrating and improving the working environment for disabled employees. In Hungary,
Aegon introduced a new training program aimed at women in the company’s middle and senior management.
In 2012, the proportion of women in senior management1 at Aegon rose to 31%, up from 26% the previous year. Aegon’s aim is to
increase this percentage over the coming years. The company already has a number of women in prominent positions, including Chief
Executive, Chief Financial, or Chief Operating Officers at operations in Canada, the United Kingdom, the United States, Romania and at
Aegon Asset Management.

1 Senior management comprises members of Aegon’s Management Board, business unit CEOs and the two layers of management immediately below.
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Employee welfare
2012

2011

Change

2010

2.3%

2.6%

(11.5%)

2.0%

United States

1.7%

1.8%

(5.6%)

1.7%

The Netherlands

3.4%

4.0%

(15.0%)

4.1%

United Kingdom

3.4%

3.0%

13.3%

2.9%

Central & Eastern Europe

1.9%

1.9%

Unchanged

1.6%

Aegon Asset Management

1.6%

2.3%

(30.4%)

0.6%

China

3.7%

1.8%

105.6%

1.4%

Spain

1.0%

1.0%

Unchanged

NA

271.0

236.0

14.8%

292.0

Absentee rate 1)

Work-related injuries and illnesses
1

Excludes maternity leave (except in the United States).

Aegon has a number of programs in place to help improve the health of its employees and reduce absenteeism. These include:
• Regular health check-ups and assessments
• Programs to reduce stress and promote healthy living (particularly cardiac health, diet, anti-smoking and disease prevention)
• Counselling services (open, in some cases, both to employees and their families)
• Free ‘flu vaccinations in the winter
• Workshops aimed at helping managers respond to employees who have suffered recent bereavement or other traumatic events
• Access to company doctor and medical facilities
• Guidelines for managers and employees on how to identify and manage stress in the workplace
• Regular safety training, seminars and communications campaigns to raise awareness of health issues and potential risks
• Online platforms to help employees with self-assessment and monitoring
• Special safety and wellness committees to oversee the company’s approach to health and safety issues.
Most Aegon country units have written policies or statements in place in this area, and of course comply with local rules and
regulations. In the United States, “health and fitness” is included as a separate section in the company’s Employee Handbook. Health
and safety issues are assessed as part of the company’s approach to operational risk management, and are often discussed in meetings
between management and trade unions or other employee representative bodies. Aegon’s annual employee survey also addresses
questions linked to health and safety, and particularly to stress in the workplace (including respect and recognition and maintaining
a reasonable work / life balance). This helps Aegon identify possible areas of weakness, which can be addressed through specific
“outcomes” incorporated into managers’ individual goals and targets. In both the United States and the United Kingdom, Aegon has
an Employee Assistance Program, which provides confidential advice on issues such as bereavement and financial, medical or other
personal and work-related problems.
In 2012, Aegon’s overall absentee rate decreased to 2.3%, down from 2.6% the year. The decrease was due mainly to lower
absenteeism in the United States, the Netherlands and at Aegon’s asset management operations. The number of work-related injuries
and illnesses rose by almost 15%, but this was due to a change in reporting methodology in the Netherlands.
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Empowering our employees
Employee engagement

2012

2011

Change

2010 2)
NM

67.0

63.0

6.3%

Employee empowerment 1)

67.0

64.0

4.7%

NM

Percentage of global workforce participating in annual survey

89%

78%

14.1%

NM

1
2

1)

Using Hay Index; scores out of 100. Based on survey carried out in January 2013.
Prior to 2011, employee satisfaction and engagement surveys were conducted at a local level only.
NM – Not measured.

Aegon regularly surveys its employees, and uses the results to improve performance, as well as identify areas of weakness or
possible risk. Results from the survey are communicated to all levels of the company, and broken down by individual business unit
so that “action plans” can be put into place. Based on the results, Aegon’s Management Board sets a number of priorities for the
entire organization.
The survey covers a number of different areas, including:
• Employees’ understanding of Aegon’s strategy and their individual role within the organization
• Confidence and trust in senior executives and local managers
• Confidence in the direction and future of the company
• Access to training and prospects for career advancement
• Culture of support and innovation within the company
• Importance of work / life balance
• Link between employee engagement and customer service
• Relevance of internal communications.
The survey is carried out by a third party – the Hay Group – in part to ensure confidentiality.
The survey measures both employee engagement (the degree of employee commitment to the company) and employee empowerment
(the extent to which employees feel able to carry out their work effectively). Results are benchmarked against peers and highperforming companies from other sectors.
Findings from the survey also play a key role in assessing the effectiveness of Aegon’s products and services, and in identifying social,
health & safety, sustainability or other operational risks.
Following the previous survey, Aegon put in place a series of action plans, designed to address the main findings and improve
specific areas of weakness. These action plans were based on priorities set by the company’s Management Board, which focused on
strengthening internal communications and improving employees’ understanding of Aegon’s strategy and its products and services.
Local action plans included additional product training for employees, as well as improvements to management communications and
talent development.
Aegon held its latest survey in January 2013. Results from this survey will be used to assess progress with local action plans and to set
priorities for 2013 / 2014. The survey showed an increase in both employee engagement and employee empowerment. The percentage
of employees considering Aegon to be a “socially responsible company” also rose to 76%, up from 67%.
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Employee representation and collective bargaining
2012

2011

Percentage of global workforce with works council, trade union or other
employee representative body

47%

Percentage of workforce covered by collective bargaining agreement

46%

Percentage of employees considering Aegon to be a
"socially responsible company" 1)
1
2

Change

2010

46%

2.2%

40%

41%

12.2%

24%

2012

2011

Change

2010 2)

76%

67%

13.4%

NM

Using Hay Index; scores out of 100. Based on survey carried out in January 2013.
Prior to 2011, employee satisfaction and engagement surveys were conducted at a local level only. NM – Not measured.

All Aegon employees are free to join trade unions or other employee representative groups, regardless of their place of work. The
company has an active dialogue with trade unions in several countries, including the Netherlands, the United Kingdom, Hungary, Poland,
Spain and China. Trade unions Aegis and Unite are both represented on Aegon’s European Works Council. Unions and other bodies are
regularly consulted on issues such as salaries and working conditions, as well as business restructuring, reorganization, strategy and
diversity.
Aegon’s Human Rights Policy commits the company to upholding employees’ rights to representation and collective bargaining through
the UN Declaration of Human Rights and the core standards of the International Labor Organization.
At the end of 2012, 47% of Aegon’s employees worked for business units with a works council, trade union or other employee
representative body. Just under half of all Aegon employees were covered by a collective bargaining agreement. These agreements
operate both in the United Kingdom and the Netherlands, as well as Hungary, Romania, Slovakia and Spain.

Employees Code of Conduct and grievance mechanisms

Code of Conduct and grievance mechanisms
Aegon has a Code of Conduct, which applies to all employees worldwide. This Code sets out the company’s expectations with regard to
employees’ professional conduct. It covers a number of areas, including:
• Preventing discrimination in the workplace
• Ensuring free and fair competition
• Ensuring the confidentiality of personal information supplied by customers, business partners, shareholders and other employees
• Preventing money laundering, corruption and the payment of bribes
• Respecting the environment and promoting greater environmental responsibility
• Ensuring clear, accurate and regular disclosure of financial and other information.
There is a copy of the Code of Conduct on Aegon’s corporate website at aegon.com. The Code is regularly updated to reflect changes in
regulation and/or the business environment. The Code was last updated in 2011. All Aegon employees receive mandatory training on
the Code and its practical application.
Aegon employees are able to report suspected violations of the Code or other misconduct in confidence via the company’s Global Ethics
Line, which is managed by an independent external party, and is available 24 hours a day, 7 days a week, in employees’ own languages.
In addition to the Global Ethics Line, Aegon has similar systems in place at a local level, as well as more formal grievance procedures.
These include S.H.A.R.E. in the United States and the Employee Assistance Programme in the United Kingdom. S.H.A.R.E. is also open
to outside parties, including intermediaries and employees’ families. The UK Employee Assistance Programme also provides access to
counsellors, legal representatives and qualified nurses both for employees and their families. In the Netherlands, Aegon has a network
of “trustees” who may serve as mediators in disputes between management and employees. Employee grievances are also included in
regular discussions with trade unions and other employee representative bodies, both in the Netherlands and elsewhere.
Aegon takes violations of its Code of Conduct very seriously, and carries out prompt investigations into all reports. The company is
committed to following up all complaints registered via the Global Ethics Line within six working days.
Alongside the Code of Conduct, Aegon also has formal complaints procedures in place. These include a specific procedure covering
suspected violations of financial controls and a Global Financial Crime Notification, Investigation and Reporting Procedure, which
provides a clear definition of what constitutes financial crime and helps in tracking incidents of fraud and corruption. Incidents of fraud
involving employees fell in 2012 to 4, down from 11 the previous year.
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Training and appraisals
Spending on training
Per FTE
Average number of days / employee
Percentage taking part in formal skills and
capabilities programs:
Senior management

2012

2011

Change

2010

EUR 11.0 million

EUR 12.9 million

(14.7%)

EUR 13.4 million

EUR 453

EUR 508

(10.8%)

EUR 488

3.3

3.3

1.20%

3.8

89%

83%

7.2%

91%

Middle management

89%

89%

Unchanged

91%

Other grades

87%

75%

16.0%

88%

Aegon provides regular training at all levels within the company. This training fulfills several functions:
• To ensure there is scope for employees to improve performance and achieve personal goals
• To develop existing talent within the organization
• To raise awareness of risks such as fraud, money laundering and insider dealing
• And, in certain cases, to ensure compliance with either internal or external regulatory requirements.
Aegon offers a variety of both online and class-based training programs. These include training on the company’s Code of Conduct,
which is mandatory for all employees and specific e-learning programs on tackling fraud, corruption and insider dealing.
There are also extensive programs at a local level, as well as more targeted conferences, webinars and online courses in specialist areas
such as internal audit, sustainability, communications and risk management. These training programs may cover a number of different
areas, such as customer service, product knowledge, business writing, corporate culture, compliance, diversity issues, negotiation
skills and sales. Most Aegon units also grant employees time and occasionally financial support to pursue individual projects such as
language training or higher education related to their work with the company. In the United States, Transamerica regularly organizes
brief training sessions for managers, known as Take 15. In 2012, Take 15 courses addressed a number of topics, including labor
standards, immigration and handling customer complaints.
Training programs are closely linked to employees’ performance appraisals, which identify areas of weakness and possible
improvement. Aegon assesses performance according to a number of different criteria. These include the company’s corporate values,
critical work experience, technical skills and abilities, current potential and performance against financial, non-financial and personal
targets. In some instances, Aegon also uses 180 or 360 degree appraisals. For senior management, the assessment is linked directly to
career development and succession planning. In the United States, which accounts for almost half Aegon’s total workforce, appraisals
include a “sustainability” component, which assesses employees’ compliance with company values, rules and procedures, including the
Aegon Code of Conduct.
In 2012, overall spending on training declined by 15%; this decrease was mainly due to a further reduction in Aegon’s workforce during
the year.

Employees Talent development

Talent development
Aegon believes that, to attract and retain talented staff, the company must not only offer attractive compensation, but also provide
employees with adequate opportunities for career advancement.
Aegon has a global talent management program, which is aimed at:
• Identifying, managing and rewarding talent across the organization
• Ensuring the company has the right skills, competencies and experience to support current and future strategy
• Using the quality of Aegon’s management as a competitive advantage.
Over the past two years, Aegon has carried out a thorough “talent review”, covering members of the company’s Management Board,
local CEOs and at least two levels of management immediately below. The aim of this review was to identify opportunities for
advancement, succession planning and to assess overall performance and “turnover risk”, as well as to map individuals skills and
abilities. The review is based on pre-defined leadership qualities. Aegon has also extended this review to other “high potential”
employees within the organization. Aegon’s US business Transamerica has made the same review process available to other employees
via its learning center.
In addition to the talent review, Aegon has a number of other programs in place to encourage leadership potential within the
company. These include Aegon University, which brings together talented employees from across the organization each year, and
gives them the opportunity to share knowledge and experience. Locally, Aegon has the Transamerica Academy in the United States,
the Central & Eastern Europe Aegon University and a separate leadership development program in Asia. All offer similar programs to
Aegon University. In the Netherlands, Aegon has a specific leadership program for high-performing managers. Other Aegon units run
mentoring programs to encourage younger talent, and to develop specific skills and capabilities. Aegon also has a Global Assignment
Policy, covering employees working outside their home countries. This policy is aimed at promoting greater mobility within the
company’s workforce. Aegon tracks ”international skills” – such as the ability to speak foreign languages – as part of its talent review
and succession planning.
Aegon attaches considerable importance to succession planning, particularly with regard to sensitive or senior positions within the
company. Discussions are held regularly between members of Aegon’s Executive Board and individual business unit CEOs to identify
potential leaders from within local business operations. Members of the Executive and Supervisory Boards also regularly discuss
possible candidates for the company’s Management Board and Management Committee.
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Human capital
Over the past year, Aegon has introduced metrics that will help the company assess the effectiveness of both its workforce and its
policies with regard to training, career advancement and succession planning. These metrics are measured each quarter, and are
regularly benchmarked against internal targets and overall industry performance:

Metric

Definition

Human capital return on investment Underlying earnings before tax + employee

2012

2011

Change

1.9

1.8

5.6%

EUR 1.20 million

EUR 1.12 million

7.1%

62.6%

56.8%

10.2%

6.7%

6.6%

1.5%

EUR 144,000

EUR 148,000

(2.7%)

EUR 1.35 million

EUR 1.27 million

6.3%

EUR 90,000

EUR 84,000

7.1%

expenses ÷ employee expenses

Human capital value added

Revenues minus operating expenses per FTE

Productivity

Employee expenses as a % of overall
operating expenses
Employee expenses as a % of company
revenues

Financial impact

Operating expenses per FTE
Company revenues per FTE
Employee expenses per FTE
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Rewarding performance
2012
Total employment costs
Americas
The Netherlands
United Kingdom
New Markets
Holding & other activities

EUR 2.09 billion

2011
EUR 2.07 billion

Change
1.0%

2010
EUR 2.15 billion

EUR 976 million

EUR 934 million

4.5%

EUR 990 million

EUR 493 million

EUR 469 million

5.1%

EUR 460 million

EUR 181 million

EUR 259 million

(30.1%)

EUR 318 million

EUR 374 million

EUR 341 million

9.7%

EUR 324 million

EUR 67 million

EUR 66 million

1.5%

EUR 59 million

Please note that some numbers have been rounded.
To attract the right talent, Aegon knows it must offer competitive salaries and compensation packages. The company’s total
employment costs, including both salaries and other benefits, rose 1% in 2012 to EUR 2.09 billion. Increases in the United States
and the Netherlands were offset by a 30% decline in costs in the United Kingdom – the result of a reduction in the size of Aegon’s
workforce during the year. Costs per employee increased by 7.1% to EUR 90,000, driven in part by the stronger US dollar.
Employees’ salaries may contain a fixed and variable component. This variable component is linked to personal and / or company
performance. Generally, the proportion of this variable pay increases with seniority within the organization. All Aegon employees are
subject to regular, standardized performance appraisals.
Aegon’s overall approach to pay is set out in the company’s Global Remuneration Framework, introduced in 2011. This framework
provides basic standards for fixed salaries and variable pay. Importantly, it also ensures variable pay is linked directly to performance
and that Aegon’s salary structures do not inadvertently lead to excessive risk-taking or compromise the independence of employees
working in “control functions”, such as internal audit, risk management or compliance.
Under Aegon’s Global Remuneration Framework, performance-related pay is capped at an appropriate level as a percentage of the fixed
salary. Variable pay may also be clawed back under certain circumstances. In most cases, variable pay is paid out in instalments over a
period of at least three years. Aegon’s objective, with the framework, is to support the company’s performance and the implementation
of its strategy, and ensure that the company is able to attract and retain talented employees over the long term.
Pension arrangements vary by country unit. In the United States, for example, employees are offered both defined contribution and
defined benefit plans. In total, Aegon’s pension plans in its three main markets – the United States, the Netherlands and the United
Kingdom – cover an estimated 55,0001 current and former employees.
For details of remuneration for members of Aegon’s Executive and Supervisory Boards, please refer to the 2012 Annual Report,
available at aegon.com.

Percentage of variable compensation to total pay:
Senior management

2012

2011

Change

2010

29%

30%

(3.3%)

26%

Middle management

29%

21%

38.1%

16%

Other grades

14%

10%

40.0%

6%

Percentage of variable compensation determined by individual performance:
Senior management

33%

32%

3.1%

20%

Middle management

24%

40%

(40.0%)

25%

Other grades

19%

48%

(60.4%)

33%

2012

2011

Change

2010

Percentage taking part in / regular, standardized performance appraisals:
Senior management

89%

83%

7.2%

91%

Middle management

89%

89%

Unchanged

91%

Other grades

87%

75%

16.0%

88%

1 Estimate made in 2010.
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Sustainability and the wider community
Aegon has a responsibility to support the communities in which it operates. That means supporting local community projects and
initiatives and making sure that our business operations don’t damage the local environment. Aegon’s corporate donations focus on
three areas: health, welfare and literacy. In 2012, the company donated a total of EUR 5.6 million. Aegon is also making it easier for its
employees to volunteer on local projects by giving them paid time-off. On the environment, Aegon is working hard to reduce emissions
of carbon dioxide from its main buildings, and to bring down its consumption of other key raw materials, like paper and water. This
section of Aegon’s Sustainability Supplement details Aegon’s approach to both community projects and the environment.

Investing in the community
Aegon has a long tradition of supporting local communities, particularly in the countries in which the company operates. Responsibility
for this work lies primarily with the company’s individual business units. These units work within the company’s Policy for Charitable
Donations, which sets out minimum guidelines and standards for donations and support to charities, good causes and other non-profit
organizations. Under this policy, Aegon’s aim is to direct most of its donations to three main areas:
• Health
• Welfare
• Literacy.
In 2012, more than 80% of the company’s total donations went to causes in these three areas.
Aegon’s Policy for Charitable Donations also sets out guidelines and standards for the following:
• Selection criteria for charities and other good causes
• Fund-raising for emergencies or humanitarian appeals
• Governance and approval processes for donation requests
• Payment terms and conditions
• Return benefits and reporting
• Evaluating impact on beneficiaries of the company’s donations.
More specifically, Aegon’s policy sets out a clear system of governance for charitable donations. Larger donations – those above
pre-determined thresholds – are reviewed by the company’s Donations Advisory Committee, which oversees implementation of the
company’s Policy for Charitable Donations, and makes recommendations to the Management Board. Members of this committee are
drawn from Aegon’s Corporate Center departments, as well as from individual country and business units. The committee works in
close cooperation with the Aegon Transamerica Foundation, which is responsible for Aegon’s corporate giving program in the United
States.
Aegon’s charitable donations have a very clear objective: to create a better quality of life for the beneficiaries of the programs Aegon
supports, and to ensure long-term, sustainable support for the charities and organizations involved.
As part of its approach to charitable donations, Aegon allows employees limited paid time-off for volunteer work. This time-off was
first introduced in 2011 in the United States, and has since been rolled out to other operations. At the end of 2012, approximately
64% of Aegon’s global workforce had access to paid time-off for volunteer work. Aegon expects to extend this benefit to the remaining
36% during the course of 2013.
In 2012, Aegon donated a total of EUR 5.6 million to charities and other non-profit organizations around the world. This was 14%
down on the previous year’s EUR 6.5 million – the result of a decrease in spending in the United States, further budget cuts in the
United Kingdom and changes to reporting at Aegon’s Corporate Center. Nearly two-thirds of Aegon’s donations last year were made in
the United States.

Charitable donations
Health
Literacy
Welfare
Total employee hours volunteered
Community investment as % of net income 1)
1

2012

2011

Change

2010

EUR 5.6 million

EUR 6.5 million

(13.8%)

EUR 6.6 million

EUR 1.71 million

NM

-

NM

EUR 1.24 million

NM

-

NM

EUR 1.66 million

NM

-

NM

6,879

NM

-

NM

0.4%

0.8%

(50.0%)

0.4%

Community investment includes both cash donations and the estimated cost of employee volunteering. NM – not measured.

Community Public policy & political contributions

Public policy & political contributions
Aegon works closely with regulators and governments on issues of importance to the life insurance and pension industry. Responsibility
for this lies with the company’s Public Policy & Regulatory Affairs teams in Brussels and Washington. Aegon’s aim is to ensure
lawmakers have access to Aegon’s knowledge and experience when framing new legislation.
Aegon also works through industry associations and regional bodies. These include the Association of British Insurers in the United
Kingdom, the Association of Insurers in the Netherlands and the American Council of Life Insurers in the United States, as well as the
pan-European Insurance Forum and the insurance industry Chief Risk Officer and Chief Financial Officer forums.
Alongside its public policy work, Aegon also publishes regular data and research on issues of interest to the life insurance and pension
industry. These include regular reports from the Transamerica Center for Retirement Studies on US retirement attitudes and practices.
Aegon Global Pensions also publishes research papers on employee pension planning for international companies.
With respect to political contributions, Aegon follows the laws in force in each of its markets. Outside the United States, Aegon does
not make donations to political parties, governments or candidates for public office.
In the United States, in common with many other companies, Transamerica has a Political Action Committee (PAC). This committee
pools voluntary contributions from eligible employees to support candidates for federal and state legislative office. The PAC’s
donations are a matter of public record. Details are available from the website of the US Federal Election Commission (fec.gov).
Neither Aegon nor its US companies make any direct contributions to federal candidates or federal PACs. However, Aegon’s US
companies may make corporate donations to candidates for state offices or to trade association PACs in states that allow such
contributions. In all cases, Aegon and its US companies abide by US campaign finance laws. These laws prohibit companies from making
donations to federal candidates.
Alongside the PAC, Aegon also has a Citizen Action Network in the United States. This provides information on proposed legislation
affecting the pension and insurance industry, and takes part directly in “Get Out And Vote” campaigns to encourage employees to vote
at local and national elections.
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Making insurance more inclusive
Aegon offers a number of products targeted at customers on low incomes – or those with chronic medical conditions that may make
it difficult to access conventional insurance. These products include low-cost life insurance, savings protections, death and accident
cover, as well as membership products in the United States, which help customers save money on basic necessities like food and
prescription drugs:
Country unit

Product / service

United States

Affordable membership products, including PlanPlus, Fun Family Select and Perfect Home Rewards and low-cost
Medicare coverage.

Hungary

Low-cost funeral insurance and accidental death cover, as well as low-premium endowment product and household
insurance specifically aimed at older customers and those on low incomes.

Poland

Range of products for customers on low incomes, including a low-cost endowment product, savings protection and
guaranteed pension plan, as well as low-cost accident and health insurance.

India

Fourteen percent of Aegon’s life insurance products were distributed in rural areas in 2011 (in line with the
company’s regulatory obligations). Just over a third of these products were distributed for free. A further 20,000
lives are covered by group policies for other socially-disadvantaged groups.

Brazil

Low-cost life insurance, available in 400 cities in the north-east of the country (in partnership with micro-finance
specialist, Finsol).

Romania

Low-cost disease, hospitalization and accidental death cover.

Spain

Savings products

Slovakia

New rider covering men in early stages of prostate or colorectal cancer

Czech Rep.

Cover for diabetes sufferers against common illnesses associated with the condition.

In addition to the products above:
• Aegon is one of a number of private sector partners of the Health Insurance Fund Initiative. Launched in 2006, this initiative is
aimed at introducing collective social security insurance funds for poorer communities in sub-Saharan Africa.
• In the Netherlands, Aegon is a co-shareholder in the life insurance company De Hoop, which helps vulnerable groups (such as former
prisoners) gain access to life and other forms of insurance.
Like many other insurance companies, Aegon has contractual measures in place to help those customers who find themselves on low
incomes or, through no fault of their own, are unable to maintain payments. These measures may include lower premium payments,
grace periods, contribution breaks and loans or, in some cases, reducing coverage offered by a particular policy.
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International commitments
Aegon has a number of international commitments in various fields, including the environment, responsible investment and corporate
sustainability. These commitments help guide the company’s decision-making, and form the basis of many of Aegon’s internal policies.
They include the following:
Principles for Sustainable Insurance

In 2012, Aegon became one of the founding signatories to the Principles for
Sustainable Insurance. The aim of the PSI is to ensure environmental, social and
governance factors are incorporated into everyday decision-making.

UN Declaration of Human Rights / International Labor
Organization
http://www.ilo.org/global/lang--en/index.htm
http://www.un.org/en/documents/udhr/index.shtml

Aegon has incorporated both the UN Declaration of Human Rights and the core
labor and human rights standards of the International Labor Organization into
the company’s Policy on Human Rights.

Principles for Responsible Investment
http://www.unpri.org/

Aegon signed up to the PRI in 2011; the PRI sets out guidelines for how
investors like Aegon should build social, environmental and governance factors
into their investment decisions.

Global Reporting Initiative
https://www.globalreporting.org/Pages/default.aspx

Aegon is an Organizational Stakeholder of the Global Reporting Initiative, which
is working toward common standards for corporate sustainability and nonfinancial reporting.

Carbon Disclosure Project
https://www.cdproject.net/en-US/Pages/HomePage.aspx

Aegon is a member of the Carbon Disclosure Project, which encourages
companies to be more open about their greenhouse gas emissions.

International Integrated Reporting Council
www.theiirc.org

Aegon is working with the IIRC and a number of other companies on a pilot
program to help develop a new approach to corporate reporting, combining
both financial and non-financial indicators.

Extractive Industries Transparency Initiative
http://eiti.org/

In the United Kingdom, Aegon is a member of the Extractive Industries
Transparency Initiative, which encourages governments to be more transparent
about proceeds from energy and mining.

Global Coalition on Aging
http://www.globalcoalitiononaging.com/

Aegon became a founding member of the Global Coalition on Aging in 2010.
The Coalition seeks to raise awareness of aging issues among policymakers and
the general public.

Community Protecting the environment

Protecting the environment
Aegon’s approach to the environment is based on two main objectives:
• To continue to reduce the direct impact of the company’s operations, where possible
• And to ensure that environmental issues are taken into account when making investment decisions.
Over the past few years, Aegon has taken initiatives to reduce emissions of carbon dioxide from its own business operations, mainly
through lower energy consumption. Since 2009, Aegon’s CO2 emissions have decreased by 24.9%, well ahead of the 10% target the
company set itself.
Initiatives included switching to more efficient cooling, heating and lighting systems in both the Netherlands and the United States, and
a “server virtualization” program, which has resulted in more efficient data processing and a further reduction in electricity use. In the
United Kingdom, Aegon is switching to green energy, and is planning to do the same in the Netherlands from 2014.
Alongside these initiatives, Aegon has also taken steps to reduce its consumption of other key raw materials. Consumption of paper
has been brought down in recent years through campaigns to raise employee awareness, an increase in recycling and a switch, in many
areas, to more digital correspondence with customers and other business partners. In 2012, overall paper consumption dropped by
4.6%.
Aegon also recognizes that it has an important role to play through its investments. The company regularly invests in high-impact
sectors and industries, such as mining, oil and gas, manufacturing and retail. Under its Responsible Investment Policy, Aegon takes
environmental issues into account when making investment decisions. As part of this policy, Aegon requires companies in which it
invests to adopt a proactive approach to environmental challenges. This includes proper risk assessment, taking steps to avoid damage
to the environment, and offering compensation or remedies to those affected if and when damage occurs.
Alongside this policy, Aegon also invests in renewable energy and new environmental technologies. In the United States, the company
has investments in four separate wind power projects – a commitment of nearly $210 million. Together, these projects are capable
of generating electricity for approximately 85,000 homes. Aegon also invests in sustainable timberland, and in affordable housing
projects across the United States that have built-in energy efficiency.
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Environmental performance
In 2012, Aegon further reduced emissions of carbon dioxide from its business operations and air travel as a result of local projects and
initiatives to reduce energy consumption. Over the past four years, Aegon has reduced total CO2 emissions from its main buildings by
24.9%, ahead of its target for the period of 10%.
2012

2011

Change

2010

CO2 emissions (metric tons)

88,152

108,976 1)

(19.1%)

113,565

Per FTE (kilograms)

3,612

4,309

1)

(16.2%)

4,134

(21.2%)

100,125

CO2 emissions from energy use (metric tons)

75,825

96,207

CO2 emissions from business travel (metric tons)

12,327

12,769 1)

(3.5%)

13,440

591.3 million

742.9 million

(20.4%)

777.0 million

109.9

113.7 1)

(3.30%)

115.7

Total energy use (mega-joules)
Total business air travel (millions of kilometers)
1

Please note the figures for 2011 have been restated to reflect previous misreporting of air travel in the Netherlands.

Energy
Aegon’s consumption of both electricity and gas declined significantly in 2012 – the result primarily of initiatives to reduce energy use
and the impact of restructuring in the company’s main markets.

Electricity consumption (GwH)
Electricity consumption per FTE (KwH)
Gas consumption (million m3))
Gas consumption per FTE (m3))

2012

2011

Change

2010

133.2

166.1

(19.8%)

173.1

5,460

6,570

(16.9%)

6,304

2.9

3.8

(23.7%)

4.0

119.3

149.4

(20.1%)

145.9

2012

2011

Change

2010

6,402

6,711

(4.6%)

4,401

Other raw materials
In 2012, Aegon reduced its consumption of both paper and water.

Paper consumption (metric tons)
Paper consumption per FTE (kilograms)
Use of recycled paper (%)
Water consumption (m3)
Water consumption per FTE (liters / day)

262

265

(1.1%)

160

56%

16%

250.0%

38%

361,085

380,560

(5.1%)

478,892

64.3

65.4

(1.7%)

75.9

Waste
In 2012, Aegon reduced waste production by 8.5%. This was due mainly to lower paper consumption and the closure of the company’s
offices in Nieuwegein in the Netherlands.

Production of waste (metric tons)
Waste per FTE (kilograms)
Recycled waste as % of total

2012

2011

Change

2010

3,056

3,339

(8.5%)

4,418

125.2

132.0

(5.2%)

160.8

29.0%

31.0%

(6.5%)

69.0%

Community Reducing our impact on the environment

Reducing our impact on the environment
As an office-based company, Aegon’s direct effect on the environment is relatively minor. Aegon believes, however, that it has a
responsibility to manage energy and raw materials as efficiently as possible. Aegon businesses have a number of projects and initiatives
in place to reduce the company’s environmental footprint, increase recycling and lower the amount of waste going to landfill. Many of
these projects have been running for several years, but Aegon businesses regularly introduce new initiatives:
Aegon country

Initiative 2012

Hungary

Installation of new air conditioning system using hot water rather than natural gas.

The Netherlands

Introduction of more energy-efficient lighting at our offices in The Hague and Leeuwarden
Increased use of video conferencing to limit travel
Decision to switch to 100% green energy from 2014.
New sustainable roofing with additional insulation to reduce energy needed for heating.

Poland

Introduction of new printers, using less paper and fewer cartridges.
90% of paper recycled after use.

Spain

Improved ventilation system and more efficient use of lighting during the day.

Turkey

Switch to use of tablet PCs to reduce paper consumption and use of mobile signatures.
Installation of energy-saving light bulbs.
Battery and plastic bag collection and recycling.

United States

Maintenance and repairs of pipes, roofs and guttering etc. to reduce water loss through leaks.
Temperature controls during the day to reduce consumption of electricity and gas.
Introduction of day-time cleaning to reduce evening / night-time electricity use.

United Kingdom

New working practices to discourage unnecessary printing and archiving.
Introduction of new travel guidelines.
Regular “road shows” and communications to encourage good environmental practice among employees.
Specific environmental targets covering electricity, gas and water.
Switch to electricity from renewable sources.
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Environmental policy and management systems
Aegon has a company-wide environmental policy. This policy stresses the importance of respecting the environment, conserving energy
and eliminating waste. The same objectives are also contained in the company’s business principles and its Code of Conduct.
Aegon regularly measures and tracks its environmental performance – including the company’s consumption of electricity, gas, water,
waste and paper, as well as emissions of carbon dioxide.
Aegon has environmental management systems in place at its operations worldwide. In the Netherlands and the United Kingdom, the
company follows the ISO 14001 standard. Aegon’s ISO 14001 certificates are renewed each year after an independent assessment by
Lloyd’s Assurance. In the United States, Aegon uses its own internal system. All Aegon’s environmental performance data is subject to
external review each year by the company’s external auditors, Ernst & Young LLP. In addition, Aegon’s Group Sustainability department
regularly assesses local systems used to gather environmental data, usually through onsite visits.
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How others rate Aegon's sustainability performance
Below the latest reports from the leading sustainability rating agencies:
SAM (Dow Jones Sustainability Index)

In 2012, Aegon retained its place in the Dow Jones Sustainability World Index for a thirteenth successive year. The company also
regained the position in the European index that it had lost in 2011. In 2012, Aegon was placed in the silver class, which means the
company's score was between 1% and 5% of the sector leader.
EIRIS (FTSE4 Good)

Aegon was again included in the FTSE4Good index in 2012. Aegon has been a member since the index was launched in 2001.
Sustainalytics

In its latest assessment, Sustainalytics ranked Aegon 11th out of 86 companies in the financial sector. Sustainalytics gave Aegon a
score of 68, an improvement on last year's 65 and above the average for the sector, which was 55.
Oekom Research

Oekom's latest research, carried out in 2011, rated Aegon as "Prime". Aegon's social rating was C+ and its environmental rating C-.
Oekom is due to publish new research on Aegon in the first half of 2013.
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Vigeo

Aegon regained its place in Vigeo's Advanced Sustainable Performance Index (ASPI) following the 2012 annual assessment. The ASPI
comprises the 120 best-rated companies in the euro zone.
Transparency Benchmark

Aegon ranked 29th in the Dutch government's Transparency Benchmark in 2012, down from 8th the previous year. Of Dutch financial
services companies, Aegon ranked 8th.

SAM (Dow Jones Sustainability Index)
http://www.sustainability-index.com/

In 2012, Aegon retained its place in the Dow Jones Sustainability
World Index for a thirteenth successive year. The company also
regained the position in the European index that it had lost in 2011.
In 2012, Aegon was placed in the silver class, which means the
company’s score was between 1% and 5% of the sector leader.

EIRIS (FTSE4 Good)
http://www.ftse.com/Indices/FTSE4Good_Index_Series/index.jsp

Aegon was again included in the FTSE4Good index in 2012. Aegon has
been a member since the index was launched in 2001.

EIRIS (FTSE4 Good)
Sustainalytics
http://www.sustainalytics.com/

In its latest assessment, Sustainalytics ranked Aegon 11th out of 86
companies in the financial sector. Sustainalytics gave Aegon a score of
68, an improvement on last year’s 65 and above the average for the
sector, which was 55.

Oekom Research
http://www.oekom-research.com/index_en.php

Oekom’s latest research, carried out in 2011, rated Aegon as “C
Prime”. Aegon’s social rating was C+ and its environmental rating C-.
Oekom is due to publish new research on Aegon in the first half of
2013.

Vigeo
http://www.vigeo.com/csr-rating-agency/en

Aegon regained its place in Vigeo’s Advanced Sustainable Performance
Index (ASPI) following the 2012 annual assessment. The ASPI
comprises the 120 best-rated companies in the euro zone.

Transparency Benchmark
http://www.transparantiebenchmark.nl/

Aegon ranked 29th in the Dutch government’s Transparency
Benchmark in 2012, down from 8th the previous year. Of Dutch
financial services companies, Aegon ranked 8th.
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About this Supplement
Aegon takes an integrated approach to corporate reporting. This means the company reports financial performance alongside its
environmental, social and governance performance, and explains, where possible, how non-financial factors such as customer service or
employee engagement drive earnings and decision-making.
Aegon believes this approach gives stakeholders a more complete picture of the company – not only how it manages its business but
also its performance as an employer, investor and business partner.
This approach is embodied in Aegon’s annual Review, which is the company’s main integrated reporting document. Alongside the
Review, Aegon also publishes an Annual Report, which meets the company’s reporting obligations with regard to its financial regulators
and provides more in-depth data and information on areas such as earnings, risk management and corporate governance.
Information for the Review and this online Sustainability Supplement is based on extensive reporting from Aegon’s country and
business units around the world. All information is reviewed formally by the company’s Disclosure and Disclosure Working Committees,
and is subject to approval by members of the company’s Management Board before publication. Contents of both the Review and
Sustainability Supplement are also reviewed by Aegon’s external auditors at Ernst & Young LLP and members of the company’s
Supervisory Board.

Flow of information
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About Reporting structure

Reporting structure
The chart below shows an overview of Aegon’s business lines and financial reporting structure. For more extensive information on
Aegon’s corporate structure, affiliates and subsidiaries, please refer to the company’s 2012 Annual Report.
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Policies, statements and guidelines
In addition to its international commitments, Aegon has a number of internally-developed policies, statements and guidelines, available
via the company’s corporate website and listed below:
Subject area

Title of document

Link

Corporate governance

Articles of association

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/Articles-ofAssociation-English.pdf

Corporate governance statement

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/Corporate-governance
statement.pdf

Supervisory Board rules

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/SB/Rules-SB.pdf

Remuneration policy (Supervisory Board)

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/SB/Remunerationpolicy-2010-SB.pdf

Charter Management Board

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/EB-and-MB/Charter
MB.pdf

Executive Board Charter (Rules, Executive Board)

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/EB-and-MB/Charter
EB.pdf

Remuneration policy (Executive Board)

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/EB-and-MB/
Remuneration-Policy-Executive-Board.pdf

Global financial crime notification and reporting
procedure

http://www.aegon.com/en/Home/About/Governance/
Compliance/Tackling-Financial-Crime/

Global compliance charter

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/Global-Compliance
Charter.pdf?epslanguage=en

Business principles

http://www.aegon.com/en/Home/Sustainability/BusinessPrinciples/

Aegon Code of Conduct

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/Code-of-Conduct.
pdf?epslanguage=en

Employee Insider Trading Rules

http://www.aegon.com/Documents/aegon-com/
Governance/Governance-documents/Employee-Insider
Trading-Rules.pdf

Human rights

Aegon Human Rights Policy

http://www.aegon.com/Documents/aegon-com/
Sustainability/AEGON-Human-rights-policy.
pdf?epslanguage=en

Responsible investment

Aegon Responsible Investment Policy

http://www.aegon.com/Documents/aegon-com/
Sustainability/AEGON-N-V-Responsible-Investment-Policy.
pdf?epslanguage=en

Global Voting Policy

http://www.aegon.com/Documents/aegon-com/Investors/
Share-information/Global-voting-policy.pdf?epslanguage=en

Compliance

Environmental management Aegon Environmental Policy

http://www.aegon.com/Documents/aegon-com/
Sustainability/AEGON-Environmental-policy.
pdf?epslanguage=en

Community investment

Policy for Charitable Donations

http://www.aegon.com/Documents/aegon-com/
Sustainability/AEGON-donations-policy.pdf?epslanguage=en

Investor relations

Dividend Policy

http://www.aegon.com/en/Home/Investors/Share
Information/Dividend-Policy/

Shareholder Communications Policy

http://www.aegon.com/Documents/aegon-com/Investors/
Share-information/Shareholder-communications-policy.
pdf?epslanguage=en

About Global Reporting Initiative

Global Reporting Initiative
This online Sustainability Supplement is based on the Global Reporting Initiative’s (GRI) G3 guidelines, and covers all GRI indicators
relating to Aegon’s activities and businesses. For more information about GRI, please see globalreporting.org.
Aegon is an Organizational Stakeholder of the GRI, and is currently working along with other companies on new, updated guidelines,
which will be issued as the G4 guidelines in the first half of 2013. The GRI has assessed the Application Level of Aegon’s 2012 Review
and Sustainability Supplement as A+.
For more information on how Aegon complies with the GRI’s G3 reporting principles and indicators, please follow the links below:
• GRI reporting principles
• Strategy and analyses
• Organizational profile
• Reporting parameters
• Governance, commitment and engagement
• Disclosure of management approach
• Economic performance indicators
• Environmental performance indicators
• Social indicators
• Human rights
• Society
• Product responsibility
• Specific performance indicators for financial services
For more information, please see separate GRI Reporting tables.
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UN Global Compact
Aegon is not currently a signatory to the UN Global Compact. The company is however guided by the Compact’s principles on human
rights and labor standards.
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Principle
Businesses should support and respect the
protection of internationally-proclaimed
human rights.

Reference
Aegon has had a human rights policy in place
for the past six years. Respect for human
rights is also included in the company’s
Responsible Investment Policy. As part of
this policy, Aegon excludes investments in
securities and bonds issued by governments
that systematically breach internationallyproclaimed human rights.

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-Human-rights
policy.pdf?epslanguage=en

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en
Businesses should make sure they are not
complicit in human rights abuses.

Please refer to the answer above.

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-Human-rights
policy.pdf?epslanguage=en
http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en

Businesses should uphold the freedom of
association and the effective recognition of
the right to collective bargaining.

As part of the company’s human rights
policy, Aegon is guided in its decisions by
the core standards of the International
Labor Organization and the principles of the
UN Global Compact. Aegon works closely
with works councils and other employee
representative bodies across the company’s
business units.

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-Human-rights
policy.pdf?epslanguage=en

http://corporatereporting.aegon.com/2012/
sustainability/employees/sustainability-and
our-employees
Businesses should uphold the elimination of
all forms of forced and compulsory labor.

As part of its human rights policy, Aegon is
http://www.aegon.com/Documents/aegon
committed to upholding the core standards of com/Sustainability/AEGON-Human-rights
the International Labor Organization, including policy.pdf?epslanguage=en
those referring to forced labor and child labor.
These issues are also included in Aegon’s
Responsible Investment policy.
http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en

Businesses should uphold the effective
abolition of child labor.

Please refer to the answer above.

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-Human-rights
policy.pdf?epslanguage=en
http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en

Businesses should uphold the elimination of
discrimination in respect of employment and
occupation.

Aegon has a Statement on Diversity & Non
http://www.aegon.com/Documents/aegon
discrimination. This statement covers all
com/Governance/Governance-documents/
Aegon’s businesses worldwide and operates
Diversity-Statement.pdf
in conjunction with existing local laws and
regulations. The company’s Code of Conduct
also contains non-discrimination provisions
and applies to all Aegon employees worldwide.
http://www.aegon.com/Documents/aegon
com/Governance/Governance-documents/
Code-of-Conduct.pdf?epslanguage=en

About UN Global Compact

Businesses should support a precautionary
approach to environmental challenges.
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Aegon has a company-wide environmental
http://www.aegon.com/Documents/aegon
policy, which applies to all country and
com/Sustainability/AEGON-Environmental
business units. This policy stresses the
policy.pdf?epslanguage=en
importance of reducing consumption of energy
and other raw materials, wherever possible.
Aegon has also reduced emissions of carbon
dioxide from its main buildings and offices by
15% over the period 2009-2012, ahead of
the company’s target of 10%. Protection of
the environment is also included in Aegon’s
Responsible Investment Policy.
http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en

Businesses should undertake initiatives to
Please refer to answer above.
promote greater environmental responsibility.

http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-Environmental
policy.pdf?epslanguage=en
http://www.aegon.com/Documents/aegon
com/Sustainability/AEGON-N-V-Responsible
Investment-Policy.pdf?epslanguage=en

Businesses should encourage the development Aegon has significant investments in green
and diffusion of environmentally-friendly
building technologies, sustainable energy
technologies.
and sustainable timberland, particularly in
the United States. At the end of 2012, these
investment amounted to just over EUR 3
billion.
Businesses should work against corruption in
all its forms, including extortion and bribery.

http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business

Aegon has a Global Financial Crime
http://www.aegon.com/en/Home/About/
Notification and Reporting Procedure in
Governance/Compliance/Tackling-Financial
place. In addition, the company’s Code of
Crime/
Conduct contains provisions aimed at tackling
corruption, fraud and money laundering.
Employees also receive regular training on
these issues. Aegon also has a Global Ethics
Line, which allows employees to report
suspected violations of these codes and
guidelines in confidence, 24 hours a day, 7
days a week.
http://..//2012/sustainability/employees/
sustainability-and-our-employees

About Principles for Sustainable Insurance

Principles for Sustainable Insurance

Last year, Aegon joined thirty other leading insurance companies in signing the UN Principles for Sustainable Insurance. These principles
are about making sure sustainability becomes “business as usual”. There are four principles in all. Against each one, Aegon has set itself
targets and objectives, and will be reporting its progress every year, both in the company’s yearly Review and on its corporate website.
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About Principles for Sustainable Insurance

Targets and objectives
Principle 1

65

Progress 2012

Implement minimum standards of market
Aegon has adopted a set of six basic
conduct – for ourselves and our intermediaries. market conduct principles, applying to all
its businesses worldwide. These principles
encourage open, fair and honest treatment of
the company’s customers at all times.

We will embed in our decision-making
environmental, social and governance
issues, relevant to our insurance business.

Aegon has had a human rights policy in place
for the past six years. Respect for human
rights is also included in the company’s
Responsible Investment Policy. As part of
this policy, Aegon excludes investments in
securities and bonds issued by governments
that systematically breach internationallyproclaimed human rights.
Introduce new rules for pricing our products
that are focused, in part, on returns for
customers.

Aegon has updated its Pricing & Product
Development Policy. Among others, this policy
commits the company to assessing potential
benefits for customers and other stakeholders
and to take these into account before pricing
any new product or service.
http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business

Wherever we can, make our products clearer
and easier for our customers to understand.

Over the past year, Aegon has organized a
number of initiatives to use clearer, simpler
language in the company’s communications to
customers.
http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business

Use our employees’ diversity to bring new
insights into our business.

As part of the company’s human rights
policy, Aegon is guided in its decisions by
the core standards of the International
Labor Organization and the principles of the
UN Global Compact. Aegon works closely
with works councils and other employee
representative bodies across the company’s
business units.
http://corporatereporting.aegon.com/2012/
sustainability/employees/sustainability-and
our-employees

Develop a set of indicators and measurements Aegon has now defined a set of key
to track progress with our sustainability
performance indicators linked to the
strategy.
company’s strategic objectives and its overall
sustainability goals. Reporting against these
KPIs will be introduced progressively during
the course of 2013.
http://corporatereporting.aegon.com/2012/
sustainability/strategy/reader-s-guide
Principle 2

Put in place minimum social and
environmental standards for the goods and
services we buy.

Aegon is currently developing minimum
procurement guidelines, which will apply to all
its businesses worldwide. These guidelines are
expected to be approved by mid-2013.

About Principles for Sustainable Insurance

We will work together with our clients
and business partners to raise awareness
of environmental, social and governance
issues, manage risk and develop solutions. Make sure we invest responsibly by engaging,
where we can, with companies to improve
policies and practices.
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http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business
In 2012, Aegon engaged with 227 companies
as part of the company’s overall approach
to responsible investment. Engagement
covered a number of areas, including corporate
governance, remuneration, human rights and
the environment.
http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business

Look at opportunities to expand investments
where there are clear, positive social or
environmental impacts.

Aegon has significant “impact investments”,
which deliver not only sound financial returns,
but also social and environmental benefits.
These include investments in affordable
housing, sustainable timber and renewable
energy. At the end of 2012, Aegon had
approximately EUR 3.6 billion in “impact
investments”.
http://corporatereporting.aegon.com/2012/
sustainability/business/sustainability-and-our
business

Principle 3

We will work together with governments,
regulators and other key stakeholders to
promote widespread action across society
on environmental, social and governance
issues.

Organize panels of key stakeholders to provide Aegon organizes regular meetings of its
feedback on our work and performance.
stakeholder panel in the Netherlands. Plans
are to extend this panel to the United States
and the United Kingdom in 2013.
http://corporatereporting.aegon.com/2012/
sustainability/stakeholders/engaging-with
our-stakeholders
Fund research into aging and demographic
change in both Europe and the United States.

In 2012, Aegon published its first Changing
Face of Retirement report, based on extensive
research in the United States, Europe and
Asia. In the United States, the not-for-profit
Transamerica Center for Retirement Studies
also publishes regular research into retirement
trends and practices.
http://corporatereporting.aegon.com/2012/
sustainability/stakeholders/engaging-with
our-stakeholders

Provide limited paid time-off to allow
By the end of 2012, 64% of Aegon’s
employees to support community projects and employees had access to limited paid time-off
initiatives.
for volunteer work. Aegon expects to extend
this benefit to remaining employees during the
course of 2013.
http://corporatereporting.aegon.com/2012/
sustainability/community/sustainability-and
the-wider-community
Principle 4

We will demonstrate accountability and
transparency in regularly disclosing
publicly our progress in implementing the
principles.

Make sure we publish these objectives and
the progress we’re making against them in our
Review and, in greater detail, on our company
website.

Aegon has published the PSI objectives – as
well as the company’s progress against them
– in both its annual Review for 2012 and this
Sustainability Supplement.
http://corporatereporting.aegon.com/2012/

About Scope of Aegon’s Review and Supplement

Scope of Aegon’s Review and Supplement
Aegon’s 2012 Review and online Sustainability Supplement cover the company’s operations in twelve countries: Canada, China, the
Czech Republic, Hungary, the Netherlands, Poland, Romania, Slovakia, Spain, Turkey, the United Kingdom and the United States. The
Review and Supplement also cover Aegon’s global asset management business. Unless otherwise stated, data does not include Aegon’s
associate companies and joint ventures in Mexico, Brazil, Japan and India (though some information from those operations has been
made available for information purposes).
All financial information contained in the Review and Sustainability Supplement has been taken from Aegon’s 2012 Annual Report and
refers to all Aegon companies. The Review and Sustainability Supplement cover the full year 2012, unless specifically stated otherwise.
The contents are based on the results of comprehensive reporting from Aegon’s individual country and business units. The Review
and Sustainability Supplement have been reviewed by an audit team from Ernst & Young LLP. Any necessary notes, explanations and
definitions are provided either in the text or the accompanying tables. (Please use this link for the report of Aegon’s external auditors).
For further information about Aegon’s financial performance, its risk and capital management and its system of governance, please
refer to the company’s 2012 Annual Report, available at aegon.com. Aegon’s previous Review and Supplement were published in
March 2012.
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External auditors’ report
Independent Assurance Report on the 2012 Review and Supplement to the 2012 Review
To the shareholders of AEGON N.V.

Engagement and responsibilities
We have reviewed the information in the accompanying integrated 2012 Review and Sustainability Supplement to the 2012 Review of
Aegon N.V. (collectively referred to as “2012 Review”). The Management Board of Aegon N.V. is responsible for the preparation of the
information, stakeholder engagement and the selection of material topics in accordance with the criteria applied. The decisions made
by management in respect of the scope of the 2012 Review and the internal reporting guidelines are set forth in the section entitled
GRI reporting tables in the Sustainability Supplement to the 2012 Review. Our responsibility is to provide limited assurance on the
information included in the 2012 Review. Our engagement did not include providing any assurance relating to future information such
as estimates, expectations or targets, or their achievability.

Criteria applied
Aegon N.V. applies the G3 guidelines of the Global Reporting Initiative supported by the internal reporting guidelines as described
in the Reporting Policy in the GRI reporting tables in the Sustainability Supplement to the 2012 Review. It is important to view the
performance data in the context of these criteria. We believe that these criteria are suitable in view of the purpose of our assurance
engagement.

Procedures performed
We conducted our engagement in accordance with Dutch law, including the Dutch Standards 3410N, “Assurance Engagements with
respect to Sustainability Reports”. This requires that we comply with ethical requirements and plan and perform procedures to obtain
sufficient and appropriate evidence to substantiate our conclusion.
Procedures to obtain limited level of assurance are less extensive in relation to both the risk assessment procedures, including an
understanding of internal control, and the procedures performed in response to the assessed risks, than those for a reasonable level of
assurance and therefore less assurance is provided.
The main procedures that we have performed with respect to the 2012 Review are:
• Assessing the acceptability of the reporting policies used and their consistent application, as well as reviewing significant estimates
and calculations made in preparing the information in the integrated 2012 Review.
• Obtaining an understanding of the sector, the organization and its most relevant corporate social responsibility issues.
• Obtaining an understanding of the design and existence of processes used to collect, process and consolidate the reported
information, including the consolidation process.
• Reviewing based on a risk analysis the plausibility of the sustainability information contained in Aegon’s integrated 2012 Review
by performing analytical procedures, conducting interviews with responsible company officers, checking the substantiations of this
information on a test basis, as well as reviewing relevant corporate documents and external sources Aegon used as source for its
reporting.
• Evaluating whether the financial information is properly derived from the Annual Report.
• Evaluating the sufficiency of the sustainability information in the integrated 2012 Review of Aegon and its overall presentation
against the criteria mentioned above.
We believe that the assurance evidence we have obtained is sufficient and appropriate to provide a basis for our conclusion.

Conclusion
Based on our assurance procedures on the information included in the integrated 2012 Review, nothing came to our attention that
causes us to believe that the Information is not, in all material respects, correctly presented in accordance with the Sustainability
Reporting Guidelines (G3) of the Global Reporting Initiative and the internal reporting criteria as described in the GRI reporting tables in
the Sustainability Supplement to the 2012 Review.
The Hague, the Netherlands
March 20, 2013
Ernst & Young Accountants LLP
signed by R.J.W. Lelieveld
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GRI reporting principles

How does Aegon apply this principle in its
reporting?

GRI principle

What’s behind the principle

Materiality

Information in the report covers topics and indicators
that reflect the organization’s significant economic,
environmental and social impact, or that substantively
influence the decisions of stakeholders. Materiality is
the threshold at which an issue or indicator becomes
sufficiently important that it should be reported.

Aegon uses a “materiality matrix” to help determine
issues of importance to the company and its stakeholders.
This matrix is based on interviews with leading
stakeholders, members of the company’s Management
Board and other senior managers within the organization.
For a copy of the matrix please see Engaging our
Stakeholders.

Body

The selection of key performance indicators and the
content of the report draw on the outcomes of a
stakeholder engagement process.

Aegon assesses all recommendations from its annual
Stakeholder Survey and, where possible, incorporates
them into the company’s reporting process. In addition,
Aegon engages regularly with stakeholders at an
individual country and business unit level. Results of this
engagement are collated at a group level, and similarly
incorporated into the sustainability reporting process.

Sustainability content The report presents the organization’s performance in the
wider context of sustainability. The report should seek to
present performance in relation to broader concepts of
sustainability. The organization’s own sustainability and
business organization should be made clear.

Aegon’s 2012 Review includes an overview of the social,
economic and financial context in which the company
is operating. The Review also contains an assessment
of potential risks and opportunities arising from social
and economic change. In this Sustainability Supplement,
there is also information on both Aegon’s sustainability
governance and the company’s reporting structure.

Completeness

The coverage of material topics, key performance
indicators and definitions of the scope of the report are
sufficient to reflect significant economic, environmental
and social impacts, and enable stakeholders to assess the
organization’s performance during the reporting period.

Aegon has provided an overview of key events for
the year in the 2012 Review. The Review also gives
extensive details of Aegon’s relations with its main
stakeholder groups: customers, investors, employees,
business partners and the wider community. In addition,
this Sustainability Supplement covers both stakeholder
engagement and its role in Aegon’s reporting processes.
There is also disclosure of reports written by external
parties on the company’s sustainability performance.

Balance

The report discusses both favorable and unfavorable
results and topics. Information is presented in a format
that allows users to see positive and negative trends in
performance on a year-to-year basis.

Aegon has endeavored to address favorable and
unfavorable subjects in both its Review and this
Sustainability Supplement in line with the company’s
“materiality matrix”, its overall corporate strategy and its
medium-term financial targets.

Comparability

Information in the report can be compared on a year
to-year basis. The organization’s performance can be
compared with appropriate benchmarks. Where available,
generally accepted protocols for compiling, measuring
and presenting information, including the GRI Technical
Protocols for Indicators are used.

This Sustainability Supplement includes an update on
progress made since the end of 2011 on Aegon’s key
sustainability objectives. Wherever possible, in both the
Review and this Supplement, figures are presented on a
comparable, year-on-year basis. Details are also included
of Aegon’s membership of internationally-recognized
sustainability indexes.

Accuracy

The data measurement techniques and bases for
calculation are adequately described, and can be
replicated with similar results. The report indicates which
data has been estimated and which are the underlying
assumptions and techniques used to produce these
estimates.

Aegon has a rigorous system of internal verification for
all data and information appearing in the company’s
annual Review and Sustainability Supplement. In addition,
these two documents were reviewed by a team from
Ernst & Young LLP, Aegon’s auditors. Wherever relevant,
explanations are provided with regard to methodology
and the sourcing of information.

GRI GRI reporting principles
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Timeliness

Information is recent relative to the reporting period.
Information clearly indicates the time period to which
it relates, when it will be updated, and when the last
updates were made.

Information included both in this Sustainability
Supplement and Aegon’s Review refer to the year 2012,
unless otherwise stated. Financial data is taken from
Aegon’s 2012 Annual Report. The contents were based
on comprehensive reporting from Aegon’s individual
country and business units. This reporting took place
between January and March 2013. Aegon publishes its
Review and Sustainability Supplement at the same time
as the publication of the company’s Annual Report and
ahead of the annual General Meeting of Shareholders,
which takes place in May.

Clarity

The report avoids technical terms or other content likely
to be unfamiliar to stakeholders. The report contains the
level of information required by stakeholders, but avoids
excessive and unnecessary details.

Recommendations from Aegon’s annual Stakeholder
Review are used to help determine the contents of the
Review and this Sustainability Supplement. Wherever
possible, explanations are provided with regard to
methodology and the sourcing of any external information
used.

Reliability

The original source of the information in the report can
Sources of third party information are provided. Aegon’s
be identified by the organization. Reliable evidence to
Review and Sustainability Supplement are reviewed by
support assumptions or complex calculations can be
Ernst & Young LLP, the company’s auditors.
identified by the organization. Representation is available
from the original data or information owners.
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Strategy and analyses
GRI reference

Aegon 2012 Review

Sustainability Supplement

1.1

CEO statement

Interview with our CEO Alex Wynaendts (page 8)

Message from Aegon’s Global Head
of Sustainability

1.2

Key impacts, risks and
opportunities

New realities (page 24)

Engaging with our Stakeholders
Aegon’s annual Stakeholder Survey

GRI Organizational profile
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Organizational profile
GRI reference
2.1
2.2
2.3
2.4
2.5
2.6

Aegon 2012 Review
Name organization
Products and services

This is Aegon (page 6)
This is Aegon (page 6)
Our Strategy Story (page 16)
Operational structure
This is Aegon (page 6)
Location headquarters
This is Aegon (page 6)
Countries located
This is Aegon (page 6)
About this Review (page 66)
Nature of ownership and Corporate governance (page 38)
legal form

2.7

Markets

2.8

Size of operations

2.9

Organizational changes

2.10

Awards

Sustainability Supplement
Front page
Our Products and Services
Reporting structure
Front page
Front page

This is Aegon (page 6)
Front page
How we performed in 2012 (page 32)
How we performed in 2012 (page 32)
Our workforce
This Aegon (page 6)
Financial performance and tax
Our Strategy Story (page 16)
About this Supplement
Ownership structure (page 38)
As a matter of policy, Aegon does not include awards in its Review or Sustainability
Supplement, unless material to a particular project or initiative.
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Reporting parameters
GRI reference

Aegon 2012 Review

Sustainability Supplement

3.1

Reporting period

How we performed in 2012 (page 32)
About this Review (page 66)

About this Supplement
Scope of Aegon’s Review and
Supplement

3.2

Previous report

About this Review (page 66)

Scope of Aegon’s Review and
Supplement

3.3

Reporting cycle

About this Review (page 66)

Scope of Aegon’s Review and
Supplement

3.4
3.5
3.6

Contact person(s)
Process report content
Scope

How to contact us (page 68)
About this Review (page 66)
About this Review (page 66)

Contact
About this Supplement
Scope of Aegon’s Review and
Supplement

3.7

Scope limitations

About this Review (page 66)

Scope of Aegon’s Review and
Supplement

3.8

Basis for reporting on
joint ventures

About this Review (page 66)

Scope of Aegon’s Review and
Supplement

3.9

Data measurement
techniques

About this Review (page 66)

About this Supplement
Scope of Aegon’s Review and
Supplement

3.10

Restatements

How we performed in 2012 (page 34)
Environmental performance
Indicators: Our business, our people, wider community
(page 64)

3.11

Reporting changes

About this Review (page 66)

About this Supplement
Scope of Aegon’s Review and
Supplement

3.12
3.13

Standard disclosures
Policy, external
assurance

Forward-looking statements (inside back cover)
About this Review (page 66)

Forward-looking statements
Scope of Aegon’s Review and
Supplement
External auditors’ report
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Governance, commitment and engagement
GRI reference

Aegon 2012 Review

Sustainability Supplement

Our governance (page 38)
Corporate governance (page 38)

Reporting structure
Please see Review

4.1
4.2

Governance structure
Chair of the highest
governance body

4.3
4.4

Independent members
Mechanisms for
shareholders and
employees

4.5

Compensation highest
governance body

Under the terms of Aegon’s Executive Board
remuneration policy, payment of variable
compensation is linked to both financial and
non-financial indicators, including social and
environmental performance. For full details, please
refer also to Aegon’s 2012 Annual Report, available
at aegon.com.

4.6

Processes to ensure
conflicts of interest are
avoided

Our governance (page 38)

Please see Review

4.7

Expertise highest
governance body

Corporate governance (page 38)
Our Supervisory Board (page 40)

Please see Review

4.8

Internally developed
statements

Our governance (page 38)

Market conduct principles

Investing responsibly (page 51)
Investing in our communities (page 54)
Putting the customer’s interests first (page 21)

Deterring fraud
Investing responsibly
Diversity & non-discrimination
Code of Conduct and grievance
mechanisms

Our Supervisory Board (page 40)
Corporate governance (page 38)
Please refer also to Aegon’s 2012 Annual Report,
available at aegon.com.

Please see Review

Rewarding performance
Environmental policy and
management systems
4.9

Procedures of the
Corporate governance (page 38)
highest governance body

Please see Review

4.10

Performance, highest
governance body’s

Corporate governance (page 38)

Please see Review

4.11

Precautionary approach

Managing risk
Financial risk
Non-financial risk

4.12

Externally developed
principles

Managing risk (page 43)
Managing capital (page 53)
Investing in our communities (page 54)
Protecting the environment (page 55)
Corporate governance (page 39)

Global Reporting Initiative

4.13

Memberships of
associations

Corporate governance (page 38)

UN Global Compact
Principles for Sustainable Insurance
Investing responsibly

4.14

List of stakeholder
groups

Engaging with our stakeholders (page 49)

Identifying stakeholders

4.15

Identification and
Engaging with our stakeholders (page 49)
selection of stakeholders

Identifying stakeholders

4.16

Approaches to
Engaging with our stakeholders (page 49)
stakeholder engagement

Engaging with our stakeholders

4.17

Investing responsibly (page 51)
Key topics through
Engaging with our stakeholders (page 49)
stakeholder engagement
New breast cancer product in Spain (page 19)

Engaging with our stakeholders
Aegon’s annual Stakeholder Survey.

GRI Disclosure of management approach

75

Disclosure of management approach
GRI reference

Aegon 2012 Review

Sustainability Supplement

DMA EC

Disclosure on
Management Approach
EC (economic)

Our Strategy Story (page 16)

Sustainability: Supporting our
strategy

Aspects

Economic performance
Market presence

How we performed in 2012 (page 32)
This is Aegon (page 6)
How we performed in 2012 (page 32)
Investing in our communities (page 54)

Indirect economic
impacts

Investing responsibly (page 51)
DMA EN

Disclosure on
Management Approach
EN (environmental)

Investing in our communities (page 54)

What Sustainability means to us
Financial performance and tax
Front page
Investing in the community
Protecting the environment
International commitments
Protecting the environment

Environmental policy and
management systems
Aspects

Materials
Energy
Water
Biodiversity
Emissions, effluents and
waste

Investing in our communities (page 54)
Investing in our communities (page 54)
Please see Sustainability Supplement
NM
Investing in our communities (page 54)

Environmental performance
Environmental performance
Environmental performance
NM
Environmental performance

Products and services

NM

Reducing our impact on the
environment

Compliance

Investing in our communities (page 54)

Environmental policy and
management systems

Transport
Overall

Investing in our communities (page 54)
Investing in our communities (page 54)
How we performed in 2012 (page 32)
Our Strategy Story (page 16)

Environmental performance
Protecting the environment

DMA LA

Disclosure on
Management Approach
LA (labor)

Aspects

Employment
Labor / management
systems

This is Aegon (page 6)
How we performed in 2012 (page 32)
Please see Sustainability Supplement

Our workforce

Empowering our employees
Our workforce
Our workforce
Employee representation &
collective bargaining

DMA HR

Occupational health &
safety

Please see Sustainability Supplement

Employee welfare

Training & education
Diversity and equal
opportunities

Please see Sustainability Supplement
How we performed in 2012 (page 32)

Training & performance
Diversity & non-discrimination

Disclosure on
Management Approach
HR (human rights)

Investing responsibly (page 51)

Investing responsibly

GRI Disclosure of management approach

Aspects

DMA SO

Aspects

Investment &
procurement practices

Investing responsibly (page 51)
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Investing responsibly

How we performed in 2012 (page 32)
Non-discrimination
Please see Sustainability Supplement
Freedom of association Please see Sustainability Supplement
and collective bargaining

Working with our suppliers
Diversity & non-discrimination
Employee representation &
collective bargaining

Child labor
Forced and compulsory
labor

Investing responsibly (page 51)
Investing responsibly (page 51)

Investing responsibly
Investing responsibly

Security practices
Indigenous rights
Disclosure on
Management Approach
SO (social)

NM
NM
Investing in our communities (page 54)

NM
NM
Investing in the community

Making insurance more inclusive
International commitments
Investing in the community
Deterring fraud
Public policy & political
contributions

Community
Corruption
Public policy

Investing in our communities (page 54)
Please see Sustainability Supplement
Please see Sustainability Supplement

Anti-competitive
behavior

Please see Sustainability Supplement

Code of Conduct and grievance
mechanisms

Compliance

Please see Sustainability Supplement

Market conduct principles
Code of Conduct and grievance
mechanisms
External auditors’ report
Non-financial risk
Products and services that
customers trust

DMA PR

Disclosure on
Management
Approach PR (product
responsibility)

Putting the customer’s interests first (page 21)

Aspects

Customer health and
safety

NM

NM

Product and service
labelling

Our strategy story (page 16)

Product approval and development

Policies for the fair
design and sales of
financial products and
services

Putting the customer’s interests first (page 21)

Market conduct principles

Marketing
communications

Our strategy story (page 16)

Product approval and development
Market conduct principles

Customer privacy

Please see Sustainability Supplement

Compliance

Please see Sustainability Supplement

Code of Conduct and grievance
mechanisms
Online services and social media
Market conduct principles
Code of Conduct and grievance
mechanisms
Market conduct principles
Non-financial risk
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Economic performance indicators
GRI reference

Aegon 2012 Review

Sustainability Supplement

EC 1

Direct economic value

Aegon reports each year its contributions to charities, non-profit organizations and
other community programs. For many of these contributions, it’s not possible to place a
monetary value on the impact of Aegon’s support.

EC 2

Financial implications
due to climate change

Investing in our communities (page 54)

Protecting the environment

EC 3

Coverage benefit plan
obligations

Please see Sustainability Supplement

Rewarding performance

EC 4

Financial assistance
received from
government

NM (please see note below)

NM (please see note below)

EC 5 (add.)

Ratio of standard entry
level compared to
local minimum wage at
significant operations

Because of the nature of Aegon’s business, most staff employed by the company are highly
skilled. Aegon does not believe this ratio would provide any additional useful or relevant
information to its stakeholders and therefore does not report it.

EC 6

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

As a provider of financial products and services, Aegon does not have a supply chain in
the traditional sense. Office supplies and equipment account for most of the company’s
spending in this area, and are almost exclusively sourced locally.

EC 7

Procedures for local
Responsibility for hiring is devolved to individual country and business units. As a result,
hiring and proportion of nearly all senior managers are employed locally.
senior managers hired
locally at significant
operations

EC 8

Development and
Aegon has very few investments in infrastructure projects. The only significant exception is
impact of infrastructure the company’s US Real Estate Alternative Portfolio which invests in a number of low-cost
investments and services housing projects across the United States.
provided primarily for
public benefit through
commercial, in-kind or
pro bono engagement

EC 9

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

(Please also see Making an impact, page 52 of Aegon’s 2012 Review)
Aegon’s most significant impact in this area is through the company’s approach to
investment. For more information on our Responsible Investment Policy and policy of
engagement, please refer to the 2012 Review, pages 51-52. Where significant, Aegon will
also indirect impact in both its Annual Report and Review.
(Please also see How our strategic objectives are driving our earnings – Review, page 36).

1

Please note that, in 2009, Aegon received EUR 3 billion in capital from the Dutch State. This capital was part of a broader program of support for banks and
insurers in the Netherlands during the financial crisis. Aegon repaid this capital in full in June 2011.
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Environmental performance indicators
GRI reference
EN 1
EN 2
EN 3

EN 4

EN 5 (add.)

Aegon 2012 Review
Weight of materials used Facts & figures (page 58)
Please also see Sustainability Supplement
Recycled input materials Facts & figures (page 58)
Please also see Sustainability Supplement
Direct energy
Facts & figures (page 58)
consumption
Indirect energy
consumption

Investing in our communities (page 54)
Facts & figures (page 58)

Investing in our communities (page 54)
Energy saved due
Investing in our communities (page 54)
to conservation and
efficiency improvements

Sustainability Supplement
Environmental performance
Environmental performance
Environmental performance

Environmental performance

Reducing our impact on the
environment

EN 6

Initiatives to provide
energy efficient or
renewable energy
requirement as a result
of these initiatives

Investing in our communities (page 54)

Reducing our impact on the
environment

EN 7

Initiatives to reduce
indirect energy
consumption and
reductions achieved

Investing in our communities (page 54)

Reducing our impact on the
environment

EN 8
EN 9

Total water use
Investing in our communities (page 54)
Environmental performance
Water sources
Aegon does not report on this indicator. Aegon is not a significant consumer of water and
significantly affected by sources of water are not a significant concern for the company.
withdrawal of water

EN 10

Percentage and total
Aegon does not report on this indicator. Aegon is not a significant consumer of water.
volume of water recycled
and re-used

EN 11

Location of land in
protected areas

This indicator is not relevant to Aegon. The company has no business locations or premises
in protected areas or areas of outstanding natural beauty.

EN 12

Significant impacts on
biodiversity

This indicator is not applicable to Aegon. As a provider of financial services, Aegon’s
operations do not have significant impact on biodiversity.

EN 13

Habitats protected or
restored

As a provider of financial services, Aegon premises are located in urban areas or business
districts. The company’s operations do not have a significant effect on habitats for wildlife
or areas of outstanding natural beauty.

EN 14

Strategies, current
As a provider of financial services, Aegon premises are located in urban areas or business
actions and future plans districts. The company’s operations do not have a significant effect on habitats for wildlife
for managing impacts on or areas of outstanding natural beauty.
biodiversity

EN 15

Number of IUCN Red
As a provider of financial services, Aegon premises are located in urban areas or business
List species and national districts. The company’s operations do not have a significant effect on habitats for wildlife
conservation list species or areas of outstanding natural beauty.
with habitats in areas
affected by operations,
by level of extinction risk

EN 16

Direct and indirect
greenhouse gas
emissions

EN 17

Other relevant indirect
greenhouse gas
emissions

Facts & figures (page 58)

Environmental performance

Investing in our communities (page 54)
Facts & figures (page 58)

Environmental performance

Investing in our communities (page 54)
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EN 18

Initiatives to reduce
greenhouse gas
emissions and
reductions achieved

Investing in our communities (page 54)

EN 19

Emissions of ozonedepleting substances

This indicator is not applicable to Aegon. As a provider of financial services, Aegon does
not emit CFCs or other ozone-depleting substances. The company is, however, a member of
the Carbon Disclosure Project, and takes steps to reduce its its emissions of carbon dioxide.

EN 20

NOx, SOx air emissions

As a provider of financial services, Aegon’s operations do not emit either nitrous or sulfur
oxides.

EN 21

Total water discharge by As an “office-based” company, Aegon does not discharge water as part of an industrial or
quality and destination business process. Aegon does, however, measure and report its consumption of water. The
company also takes steps, where possible, to restrict this consumption.

EN 22

Total weight of waste

Aegon reports annually on its consumption of paper, as well as on efforts to increase
recycling. The company does not, however, report separately on waste IT. This is because
the majority of the company’s IT equipment is leased, and therefore returned to suppliers
when no longer required. Please also see Investing in our communities (page 54).

EN 23

Total spills

This indicator is not applicable to Aegon. As a provider of financial services, Aegon
operates no industrial or extractive processes that may result in spills of chemicals or other
harmful substances.

EN 24

Weight of transported,
imported, exported
or treated waste
deemed hazardous
under the terms of
the Basel Convention
Annexes I, II, III, and
VIII, and percentage
of transported waste
shipped internationally

This indicator is not applicable to Aegon. As a provider of financial services, the company is
not involved in the production or transport of hazardous chemicals.

EN 25

Identify, size, protected See EN9 and EN13
status and biodiversity
value of water bodies
and related habitats
significantly affected
by the reporting
organization’s
discharges of water and
run-off

EN 26

Initiatives to mitigate
environmental impacts.

EN 27

Products reclaimed at
This indicator is not applicable. Aegon does not supply
the end of the products’ physical products that might be recycled or reclaimed
life
at the end of their useful lives.

EN 28

Monetary value of
significant fines

Please see Sustainability Supplement

Deterring fraud

EN 29 (add.)

Significant
environmental impacts
of transport

Facts & figures (page 58)

Environmental performance

EN 30

Investing in our communities (page 54)

Investing in our communities (page 54)
Total environmental
Not material
protection expenditures
and investments by type

Reducing our impact on the
environment

Reducing our impact on the
environment

Not material
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Social indicators
GRI reference

Aegon 2012 Review

Sustainability Supplement

LA 1

Breakdown of total
workforce

Please see Sustainability Supplement

Our workforce

LA 2

Employee turnover

How we performed in 2012 (page 32)

Turnover, recruitment and
redundancies

LA 3

Benefits provided to
Aegon does not report on this indicator. Generally speaking, part-time employees are
full-time employees
offered similar benefits to those working full-time, though some of these benefits are
that are not provided to calculated on a pro rata basis according to the number of hours worked.
part-time employees, by
major operations

LA 4

Employees covered by
collective bargaining

Please see Sustainability Supplement

LA 5

Minimum notice period
regarding operational
changes, including
whether specified in
collective bargaining

In its 2012 Review and Sustainability Supplement, Aegon has included details of notice
periods and other measures taken to support employees during periods of restructuring,
including consultation with trade unions and other employees.

LA 6

Percentage of
employees represented
in formal joint
management-worker
health committees that
help monitor and advise
on occupational health
and safety problems

Aegon does not report on this indicator. Responsibility for many of Aegon’s health and
safety programs lies with the company’s individual business units. Health and safety issues
are discussed in works councils and other similar structures, but information on these
discussions is not collated at a company level.

LA 7

Rates of injury,
occupational diseases,
lost days and
absenteeism

Facts & figures (page 58)

Employee welfare

LA 8

Risk-control programs
regarding serious
diseases

Please see Sustainability Supplement

Employee welfare

LA 9

Health and safety
Aegon does not report on this indicator since
topics covered in formal collective bargaining agreements cover only a minority
agreements with trade of the company’s employees (46%).
unions

LA 10

Training per employee
category

Please see Sustainability Supplement

Training and performance

LA 11 (add.)

Programs for skills
management and life
long learning

Please see Sustainability Supplement

Training and performance

LA 12 (add.)

Performance and career Please see Sustainability Supplement
development reviews

Training and performance

LA 13

Gender breakdown of
governance bodies

LA 14

Ratio of basic salary of
men to women

Our Management Board (page 41)

Employee representation &
collective bargaining

Talent development
Diversity & non-discrimination

Management Committee (page 42)
Our Supervisory Board (page 40)
Aegon has started to gather this information across all its business units. More work is
needed, however, to analyze reporting before figures are made public.

GRI Human rights
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Human rights
GRI reference

Aegon 2012 Review

Sustainability Supplement

HR 1

Significant investment
Generally, Aegon does not have investment agreements that include such human rights
agreements that include elements. However, all agreements entered into by Aegon must comply with the terms of
human rights clauses
the company’s Human Rights Policy.

HR 2

Screening of suppliers
on human rights

HR 3

Total hours of employee Aegon does not report on this indicator. The company has a human rights policy, which
training on policies and applies to all its operations worldwide. A respect for human rights is included in the
procedures concerning company’s e-learning and training programs, as well as its Code of Conduct.
aspects of human rights
that are relevant to
operations, including
the percentage of
employees trained

HR 4

Incidents of
discrimination

Please see Sustainability Supplement

HR 5

Operations identified as
having risk for incidents
of violations of freedom
of association and
collective bargaining

Aegon has not identified any operations as having risks in this area. Aegon requires all
its businesses to adhere to the company’s policy on human rights, as well as the UN
Declaration of Human Rights and the provisions on human rights and labor standards
contained in the UN Global Compact.

Please see Sustainability Supplement

Working with our suppliers

Diversity and non-discrimination

Please also see Sustainability Supplement, Employee representation and collective
bargaining.
HR 6

Operations identified as Please see HR5. With regard to child labor, Aegon does not operate in a high-risk sector.
having risk for child labor

HR 7

Operations identified as Please see HR5. With regard to forced labor, Aegon does not operate in a high-risk sector.
having risk for forced
labor

HR 8

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

Aegon does not report on this indicator. The majority of the company’s operations are
located in countries where there is relatively low risk of human rights abuse. In other
countries, local management may introduce additional training programs to address
specific weaknesses. In all countries, Aegon expects its security personnel to abide by local
laws and regulations.

HR 9

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

Aegon does not report on this indicator. Aegon’s businesses employ a very high percentage
of local staff, and abide by local laws and regulations. As a provider of financial services,
Aegon is not involved in legal disputes over land ownership or the impact of the company’s
businesses on local communities.

GRI Society
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Society
GRI reference

Aegon 2012 Review

Sustainability Supplement

SO 1
SO 2

Impact on communities
Number of business
units analyzed for risks
related to corruption.

Investing in our communities (page 54)
Managing risk (page 43)

Investing in the community
Non-financial risk

SO 3

Employees trained in
organization’s anti
corruption policies and
procedures

Please see Sustainability Supplement

Working with our suppliers
Training and performance

SO 4

Actions taken in
Please see Sustainability Supplement
response to incidents of
corruption

Deterring fraud

Code of Conduct and grievance
mechanisms
SO 5

Public policy positions
and participation
in public policy
development

Please see Sustainability Supplement

Public policy & political
contributions

SO 6 (add.)

Total value of
Please see Sustainability Supplement
contributions to political
institutions

Public policy & political
contributions

SO 7

Total number of legal
Please see Sustainability Supplement
actions for anticompetitive behavior,
anti-trust, and monopoly
practices and their
outcomes

Deterring fraud

SO 8

Monetary value of
significant fines

Deterring fraud

Please see Sustainability Supplement

GRI Product responsibility
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Product responsibility
GRI reference

Aegon 2012 Review

Sustainability Supplement

PR 1

Improving health and
safety impacts across
life cycle

Aegon does not believe this indicator is applicable to the financial services sector.

PR 2

Total number of
Aegon does not believe this indicator is applicable to the financial services sector.
incidents of non
compliance with
regulations and
voluntary codes
concerning health
and safety impacts of
products and services
during their life cycle, by
types of outcome

PR 3

Product information and Putting the customer’s interests first (page 21)
labelling

PR 4

Total number of
incidents of non
compliance with
regulations and
voluntary codes
concerning product and
service information and
labeling, by types of
outcome

PR 5 (add.)

Customer satisfaction

PR 6

Marketing
communications

PR 7

Total number of
Our strategy story (page 16)
incidents of non
compliance with
regulations and
voluntary codes
concerning marketing
communications,
including advertising,
promotion and
sponsorship, by types of
outcome

PR 8

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

Aegon does not report on this indicator separately. Aegon does however report the total
number of customer complaints on an annual basis.

PR 9

Monetary value of
significant fines

Please see Sustainability Supplement

Our products and services

Our strategy story (page 16)
Putting the customer’s interests first (page 21)

Product approval and development
Deterring fraud

Our strategy story (page 16)
How we performed in 2012 (page 32)
Putting the customer’s interests first (page 21)

Creating loyal customers
Measuring customer loyalty
Creating loyal customers
Deterring fraud

Deterring fraud

GRI Financial services specific performance indicators
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Financial services specific performance indicators
GRI reference

Aegon 2012 Review

Sustainability Supplement

FS 1

Policies with
Please see Sustainability Supplement
environmental and social
components

Reducing our impact on the
environment

FS 2

Procedures for
Managing risk (page 43)
assessing and screening
environmental and social
risks

Non-financial risk

FS 3

Processes for monitoring Investing responsibly (page 51)
clients’ implementation
of and compliance with
environmental and
social requirements
included in agreements
or transactions

Investing responsibly

FS 4

Processes for improving Generally, Aegon employees are not expected to implement agreements with significant
staff competency
environmental or social requirements. Exceptions include Human Resources and
to implement the
Procurement, where Aegon employs subject-matter specialists.
environmental and social
policies and procedures

FS 5

Interactions with clients Most of Aegon’s opportunity to interact in this area is through the company’s investments.
/ investees / business
For more information on Aegon’s approach to responsible investment, please refer to
partners regarding
pages 51 to 52 of the company’s 2012 Review.
environmental and social
risks and opportunities

FS 6

Percentage of the
portfolio for business
lines by specific region,
size and by sector

This is Aegon (page 6)

FS 7

Monetary value of
products and services
designed to deliver a
specific social benefit
for each business line
broken down by purpose

Aegon’s life insurance, pension and investment products have a definite social benefit
in helping the company’s customers save and manage their long-term finances. Aside
from that, Aegon does have a number of products aimed at those on low incomes or who
otherwise have limited access to conventional insurance. For more information, please
refer to the section on inclusive insurance.

FS 8

Monetary value of
As a life insurer and provider of pensions and investments, Aegon does not supply
products and services
significant products and services that deliver specific environmental benefits.
designed to deliver a
specific environmental
benefit for each business
line broken down by
purpose

FS 9

Coverage and frequency About this Review (page 66)
of audits to assess
implementation of
environmental and
social policies and risk
assessment procedures

About this Supplement

FS 10

Percentage and number Investing responsibly (page 51)
of companies held
in the institution's
portfolio with which the
reporting organization
has interacted on
environmental or social
issues

Investing responsibly

Please see Review

GRI Financial services specific performance indicators
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FS 11

Percentage of assets
subject to positive and
negative environmental
or social screening

Investing responsibly (page 51)

Investing responsibly

FS 12

Voting polic(ies) applied Investing responsibly (page 51)
to environmental or
social issues for shares
over which the reporting
organization holds the
right to vote shares or
advises on voting

Investing responsibly

FS 13

Access points in
low-populated
or economically
disadvantaged areas
by type

Making an impact (page 52)

Investing responsibly

FS 14

Initiatives to
improve access to
financial services for
disadvantaged people

Please see Sustainability Supplement

Financial literacy

FS 15

Policies for the design
and sale of financial
products and services

Putting the customer’s interest first (page 21)

Market conduct principles

FS 16

Initiatives to enhance
Please see Sustainability Supplement
financial literacy by type
of beneficiary

Financial literacy

www.aegon.com

