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A message to our Stakeholders

Dear Stakeholders,
It is with tremendous satisfaction that we present Assist Digital’s first Sustainability Report related to Italian
society, the goal of which is to describe the commitments made by our company in terms of sustainability
and the results achieved.
We are convinced that the success of our company necessarily depends on creating value that rests on solid,
lasting foundations and proves sustainable over time for our clients, our people, the environment and the
communities and surrounding area that host us.
In this first report of ours, we stress the care and attention we place on listening to our clients’ needs and
expectations, which serve as the compass points we follow in establishing and continuously improving the
quality of the services offered.
A crucial, vitally important role in our plans and initiatives is played by our people: we make every effort to
present them with a clear path to success in our reality. To this end, we work to safeguard their health,
guarantee their safety and improve their wellbeing. At the same time, we help them develop new skills and
knowledge over time, in keeping with their aspirations and their professional growth.
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We firmly believe that building quality services for our clients depends first and foremost on our people and
on cultivating a company culture based on the values we have believed in ever since Assist Digital was
founded. We encourage collaboration and co-design, entrepreneurship and agility: a no-frills approach that
allows us to provide our client with the best possible approach while helping our people to grow through
continuous challenges that expand their outlook, all with the utmost respect for diversity, a key value that
underlies our own growth.
At the same time, we place noteworthy importance on how we treat the environment. This involves both
setting in advance objectives for minimising our levels of consumption and impact on ecosystems and always
being ready to develop innovative projects geared towards safeguarding our planet.
Finally, we feel it is important to note that we of Assist consider the writing of this report to be just the first
of many steps that will lead to in related aspects and factors of sustainability.
Along these lines, I can reveal that we are preparing our first sustainability plan, through which we shall
illustrate for all our stakeholders the initiatives we intend to implement, as well as the objectives we seek to
reach, in order to permanently improve our ability to create sustainable value over time.
The results achieved, together with the confidence shown by our partners, encourage us to continue
innovating with passion while remaining true to our values as we work to build an increasingly sustainable
future!
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1 Our path towards a sustainable future
At Assist Digital, we believe that sustainability is not just an opportunity, to come up with a model of
excellence, an all-encompassing approach to business, capable of meeting the challenges of a globalised
world increasingly mindful of the impacts that companies have on society and the environment. At Assist,
sustainability means protecting, cultivating and developing our people, defending the environment,
safeguarding the interests of shareholders, employees, clients and commercial and financial partners and
supporting local communities and collective groups, al in order to create long-term shard value for each and
every one of our shareholders.

1.1 Our priorities and commitments
We are well aware that, in order to create value and support our business model over the long term, we have
need of our shareholders, our people and our ties with our partners. This is why we continuously invest in
the wellbeing and growth of our employees and outside collaborators while doing everything to optimise
relations with clients, suppliers and the communities in which we work. All of this, naturally, while remaining
aware of our responsibility to mitigate our impact on the environment and minimise our consumption of
natural resources.

Our decisions and choices are based on these four priorities.
5
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Ensuring a fair workplace
We make every effort to promote the wellbeing of our people, guarantee on a healthy balance between
work and private life. In order to recruit and win the loyalty of talented individuals, we offer initiatives of
employee health and wellbeing of critical importance to our continued growth. Diversity and inclusion
are stressed and practiced throughout our organisation, so as to allow everyone to express their
potential. We guarantee favourable, equitable work conditions in line with standards of health and safety.

Increasing know-how
We commit to investing in quality training for our people, in order to make the most of their skills and
talents, strengthening their performance while enhancing their careers. We believe in the ongoing
growth and expansion of outlooks, a key factor when it comes to constantly overseeing, updating and
reinforcing the expertise and technical skills of our personnel, all of whom play a crucial role in the
Company’s success.

Engaging Partners
We make sure to constantly care for relations with clients, in order to guarantee their satisfaction. We
oversee dealings with suppliers and partners, to keep service quality high. We support the growth of the
communities and surrounding territories in which we operate.

Contributing to a Green Future
We pledge to limit our GHG emissions, measuring them to reduce our environmental impact. We commit
the necessary resources to proper waste management, in addition to responsibly managing the entire
life cycle of electronic devices.

To reinforce our commitment, we are drawing up a plan of action that will allow us to focus attention on
improving our performance in terms of the environmental and social spheres, as well as governance (ESG Environmental, Social, Governance). This project highlights and reinforces our aim to be a responsible Group 1
whose policies are designed to generate and distribute increasing resources in favour of all stakeholders,
with the first manifestation of this commitment being the sustainable operation of our own business.
The Sustainability Plan will articulate our Group’s strategic vision on this topic, attempting to provide a
response, within the range of our possibilities, to some of the global challenges of sustainability.
As further proof of our commitment, the first Hack4Sustainability was organised in 2021. The goal of this
hackathon2 was to get employees involved in identifying topics of sustainability of importance to Assist with
regard to: society, the local community and surrounding territory, ecology and protection of the
environment, wellbeing, diversity and inclusion.
And, at the same time as we work towards improving out environmental, social and governance-related
performance, we have decided to begin periodically communicating the progress made and the results
achieved in these areas. This initial sustainability report by Assist, on its Italian companies alone, constitutes
a first step in this direction.

1

The Group consists of the Italian and foreign companies in which Assist Digital Spa has a controlling interest.

2

Event lasting one or more days, focussed on generating new concepts through co-design and the use of design-thinking methodologies, through
the collaboration of multidisciplinary teams (in online/hybrid or onsite modes).
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1.2 Analysis of materiality
The first step towards determining the contents of the report is a materiality analysis, carried out to identify
the material topics, meaning those of relevance both to the company and its stakeholders. In fact, according
to the GRI - Global Reporting Initiative - Sustainability Reporting Standards (also referred to further on as the
GRI Standards) – a topic should be addressed by the Sustainability Report if it is of noteworthy importance
to the stakeholders, to the company or to both.

1.2.1

Our stakeholders

For our first Sustainability Report, we have carefully identified and given priority to the subjects that interact
with our company, with the goal of determining and analysing the potential impacts that our business
activities could have on them. Stakeholders are defined as subjects or individuals that can reasonably be
expected to be significantly influenced by the activities, products or services of the organisation, or whose
actions can reasonably be expected to have an effect on the organisation’s capacity to implement its
strategies or reach its objectives. This is why, in making decisions on the contents of the report, we have
taken into account the expectations and interests that our stakeholders might reasonably harbour. Doing so
has entailed mapping these leanings, so as to first identify them and then give them priority.

The entire process of identifying the stakeholders of Assist Digital was carried out in accordance with the
international principles defined under the GRI Standards.
The following table illustrates the main channels of active communication utilised with Assist Digital’s most
important categories of stakeholders:
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Stakeholders

Channels of communication and involvement

Employees

Programs of in-house sharing of updates on projects and initiatives

Clients

Customer engagement, direct encounters and feedback

Financers and banks

Meetings on financial results, sector conferences and other
encounters and exchanges

Suppliers and partners

Direct contacts

Public administration

Direct contacts

Unions and workers’
representatives

Dialogue and exchange of documentation

Business associations

Dialogue and exchange of documentation

Media and public opinion

Press releases, media conferences, interviews

Other operators in the sector

Technical roundtables, commercial relations

Regulatory bodies

Exchanges of documents and official communications

Local communities and non-profit
organisations

Corporate volunteer initiatives and projects with the local
community

1.2.2

Our material topics

Once the Assist Digital stakeholders had been identified, a materiality analysis was conducted, consisting of
selection and assessment of the material topics, based on the needs and expectations of the stakeholders,
as well as the Company’s strategies. The topics chosen are those able to reflect the economic, environmental
and social impact of the company, to the point of having a noteworthy influence on the evaluations and
decisions of the stakeholders. Topics that are material (and therefore subject to reporting) are those of top
priority for both the company (in-house relevance) and for the pertinent stakeholders (external relevance).
In order to identify the universe of topics of sustainability relevant to Assist Digital and its stakeholders, the
following preliminary analyses were carried out:
-

-

-

Analysis of global sustainability trends: consideration was given to the trends most relevant to the
world of sustainability, by analysing documents published by authoritative entities (such as: the Hong
Kong Stock Exchange, the Dow Jones Sustainability Index, the World Economic Forum and many
others).
Benchmark analysis: the sustainability reports published by a sample group of 10 companies in the
sector were studied, along with those of 8 client companies, in order to identify the topics of
sustainability most frequently addressed.
Analysis of sector trends: the main documents published in the subject of sustainability by the
leading organisations were analysed, along with documentation produced by associations and
organisations specific to the sector.
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-

Analysis of news reports: searches were run, using key words, for articles on the activities of Assist
Digital.

This process resulted in a preliminary list of topics that were submitted for evaluation by top management,
which ranked them by priority, based on their importance to the pursuit of the company’s objectives, in this
way determining the internal relevance of subjects pertaining to sustainability.

Relevance for Stakeholders

As for the relevance of the topics for stakeholders, in this first year of the report, there were no activities of
active engagement with the stakeholders themselves: rather, the topics were ordered on the basis of the
analyses of documentation described earlier, before being confirmed by the top management. Integration
of the analyses carried out and the assessments of top management led to the establishment of digital
Assist’s matrix of materiality, which holds the eight subjects identified as material, both from the viewpoint
of the stakeholders and in terms of the significance of their impacts on the organisation, shown in dark blue
inside the rectangles of the matrix.

Protection of workplace health and safety
Fight against climate change and for
energy efficiency

Promotion and care of employee wellbeing
Development and optimisation of
employee skills
Data Protection Commitment and
guarantee

Responsible management of the life cycle
of electronic devices

Promotion of inclusion and equal
opportunity in the company
Promotion of business ethics and integrity

Relevance to Assist Digital

The vertical axis of the matrix denotes the importance of each topic, based in the relevance for the
stakeholders, while the horizontal axis represents the relevance of the environmental, social and economic
impacts of the Company’s business activities.
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Material topics of Assist Digital
The table lists the material topics and their descriptions.
FIGHT AGAINST CLIMATE
CHANGE AND FOR
ENERGY EFFICIENCY

Reduce energy consumption, favouring efficient strategies, plus the
spread of a culture of energy savings, so as to reduce the overall
impact of Assist Digital on climate change.

RESPONSIBLE
MANAGEMENT OF THE
LIFE CYCLE OF
ELECTRONIC DEVICES

Guarantee responsible management of the entire life cycle electronic
devices, weighing the purchase of reconditioned models while
ensuring responsible management of the final phase of useful life.

PROMOTION AND CARE
OF EMPLOYEE
WELLBEING

Promoting an attractive working environment capable of promoting
the permanence and loyalty of personnel through the spread of a
corporate that supports and safeguards personal wellbeing.

PROMOTION OF
INCLUSION AND EQUAL
OPPORTUNITY IN THE
COMPANY

Promote and guarantee gender equality and equal opportunity for
the entire company population, not permitting discriminatory
behaviour while ensuring that organisation be inclusive.

DEVELOPMENT AND
OPTIMISATION OF
EMPLOYEE SKILLS

Investing in the professional training and growth of employees, in
order to optimise their skills and talents.

PROTECTION OF
WORKPLACE HEALTH
AND SAFETY

Guarantee a safe and healthy workplace for all staff, reducing
accidents to a minimum through activities of prevention and
protection.

DATA PROTECTION
COMMITMENT AND
GUARANTEE

Focussing attention on preserving privacy in the processing of the
personal information of consumers/ clients.

PROMOTION OF
CORPORATE ETHICS AND
INTEGRITY

Guaranteeing all-encompassing ethical business conduct, in
compliance with the law, while ensuring the continuity of operations
and enacting a model of governance that makes it possible to
contrast all forms of corruption, active or passive, while spreading
good behavioural practices among employees.
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2 Assist Digital: our identity
CHAPTER HIGHLIGHTS

+500

15

DIGITAL
PROJECTS

OFFICES
INCLUDED CONTACT CENTERS

+80

8

INTERNATIONAL
CLIENTS

SUBSIDIARIES
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2.1 Our history
Our Group, founded in 1996 in Milan, is a leading international corporation in the field of digital customer
experience (CEX), a key partner for global brands seeking end-to-end services and technological capabilities.
We bring together human, professional and operational skills, along with artificial intelligence and
technology, to support our clients by obtaining improved business performance and quality with their
customer-interaction procedures.
Born as a managerial consulting firm in the fields of digital design and crm, we subsequently added to our
offerings Customer Management Services (CMS), or business process outsourcing and contact centre
services, to be able to offer an expanded set of integrated services in support of the management of the
customer-experience processes of major international brands. In 2003, we developed a Customer
Relationship Management (CRM) division whose objective was overseeing the sum total of business
procedures and activities, in order to obtain, maintain and increase the value of relations with the client
portfolio. During the period 2003-2006, we further reinforced our CRM and legal-consulting activities by
acquiring Exit Consulting, one of Italy’s foremost firms in user-centred design and user research.
Starting from 2004, we concluded a number of acquisitions to consolidate our positioning and enrich our
array of relevant skills and technological assets. In 2006, we acquired Des Contact Solutions, in order to enter
the sector of customer-care services and build an integrated offer of CRM, digital consulting and customer
management services. In 2013, we began opening multilingual operating centre abroad, starting in Croatia,
Albania and, more recently, Tunisia.
In order to integrate our offer of digital services, we have developed a number of proprietary technological
solutions over the years in the sector of service automation, in particular text and voice automation in
support of customer operations. Acquisitions have also been undertaken to add skills and assets in the field
of software development. One of the most important occurred in 2015, with the acquisition of the company
Beeweeb S.p.A, a software factory specialised in the design and development of mobile and web solutions
on an international scale.
Starting from 2019, M&A operations continued in Europe, contributing to the internationalisation of Assist
Digital in France, Germany and the United Kingdom. Other countries are currently being considered for
further expansion of the geographic and multilingual perimeter of Assist Digital, with a portion already slated
for development in 2022 and others in the years to follow.

2.2 Assist Digital today
Today, the Assist Digital group, with its pan-European reach and a staff of more than 5,000, our most
important asset, operates through 15 offices, skill centres and contact centres located in the primary
markets, including France, Germany, Italy and the United Kingdom. In 2021, Assist Digital S.p.A. alone
reached a production value of € 86,207,536 3, for an increase of 22.3% compared to the previous year (+
40% in terms of the consolidated group figure).

3

The figure is for Assist Digital S.p.A.
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We serve blue-chip clients4, mainly in the following sectors: telco, utilities, automotive & mobility, media,
finance & banking, retail, ecommerce, travelling, industrial/manufacturing, pharma.

Geographic presence of Assist Digital (2021)
We currently operate in the following lines of service:
•
•
•
•
•

2.2.1

CRM Advisory & Digital Operation
Experience Design & Customer Insight
Technology & AI Solutions
Customer Management Services

Our corporate structure

The ownership structure of Assist Digital S.p.A. is fragmented among 37 shareholders, with the largest
holding, equal to 30%, that of Wide Open Srl, a subsidiary of the private equity fund Progressio Investimenti
III. The shareholders Enrico Donati, Francesca Gabrielli and Franco Fradiani serve in company positions,
respectively, of Executive President, Managing Director and General Director/CFO.

4

Blue-chips are the stocks of the leading companies on a given market. In Italy, these are the companies of the Ftse MIB index, meaning those
listed on a regulated market and presenting the highest capitalisation.
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% Share capital
27,3

30

Others

Wide Open Srl

6,8

17,2

Rosselli
Vincenzo

Donati Enrico

6

12,7

Globa S.r.l

De Giorgi Giorgio

2.2.2 Our governance model
The governance system of Assist follows the traditional structure, with a management body (Board of
Directors) and an oversight entity (Board of Auditors).
BOARD OF DIRECTORS
The hub of the Company’s structure is the Board of Directors, which possesses the broadest possible powers
for the ordinary and extraordinary management of the Company, without any exceptions whatsoever.
As of 31 December 2021, the members of the Assist Digital Board of Directors were:
Structure of the Board of Directors of Assist Digital
Member

Position

Enrico Donati

Chairman

Filippo Gaggini

Assistant Chairman

Francesca Gabrielli

Chief Executive Officer

Franco Fradiani

Managing Director

Giorgio De Giorgi

Board Member
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Angelo Piero La Runa

Board Member

Manlio Costantini

Executive Board Member

BOARD OF AUDITORS
The Company’s structure also includes a Board of Auditors responsible under the Italian Civil Code for
overseeing compliance with the law and the by-laws, plus respect of the principles of proper management,
in particular the adequacy of the organisational, administrative and accounting systems utilised by the
Company and their effective performance. As of 31 December 2021, the Assist Digital Boards of Auditors
consisted of 5 individuals, three of them full auditors and the other two alternates.
Structure of the Board of Auditors of Assist Digital
Member

Position

Marco Benvenuto Lovati

Chairman

Paolo Monte

Auditor

Massimo Cecchini

Auditor

Fedele Gubitosi

Alternate

Roberto Pecoraro

Alternate

OUR CODE OF ETHICS AND FUNDAMENTAL VALUES
With the goal of complying with the provisions of Legislative Decree 231/2001 (“Model 231”), guaranteeing
ethically correct conduct throughout the organisation and pursuing respect of the principles of legitimacy,
fairness and transparency in the course of the Company’s operations, we have enacted a Model of
Organisation, Management and Control. We have also established a Code of Ethics, in order to communicate
in a transparent manner our underlying ethical-social values, along with the fundamental principles, rules of
conduct and responsibilities that hold within our company.
The fundamental principles on which our operations are based stress the valorisation and respect of
individuals, defence of the territory in which we operate and integrity and transparency in carrying out our
operations. The fundamental values we draw on in the course of the Company’s activities are:
•
•
•
•
•
•

Refutation of any and all discrimination
The central role, development and optimisation of human resources and equitable exercise of
authority
Rootedness in the local territory
Transparency and ethics in business dealings
Quality
Promotion of diversity
15
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•

Legality and opposition to terrorism and criminality

Integrity as a fundamental value
At the same time as we strive to provide the best possible working environment and conditions possible,
we also ask our people to embrace our underlying values and to bring the proper integrity to the
performance of their work activities. To this end, we emphasise, in our in-house communications, the
critical importance of the proper management of procedures associated with the neutralisation of
instances of corruption inside the Company.
It is worth noting how, in the last two years, no cases of corruption have occurred within our organisation.
Further proof of the Company’s integrity, as well as the attention devoted to how all our activities are
carried out, is the fact that no instances in which laws or regulatory measures were not met have been
recorded either.

2.3 Our concept of the customer experience
2.3.1

Our passion for innovation

In Assist, we work on a daily basis to improve our clients’ customer experience and business performance,
drawing on a vast array of digital services that can be subdivided into four macro-categories:
•
•
•
•

CRM Advisory & Digital Operation
Experience Design & Customer Insight
Technology & AI Solutions
Customer Management Services

The main service categories are described below.

CRM Advisory
& Digital Operation

Experience Design
& Customer Insight

Technology
& AI Solutions

Our main services
CEX Consulting
Change Management & Digital Adoption
Business Process & Organization
Data Analytics & BI
Marketing Automation
Business & Service Design
UX/UI Design
User Research
Conversational Design
Digital Communication, Content & Social Media
Self Care web & mobile app
CRM Platforms
CC & Omnichannel Solutions
System Integration
RPA & AI
16
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Customer Management
Services

Multilingual and Multichannel Customer care
Back Office
Lead Generation and Sales
Automated & Hybrid Services

CRM ADVISORY & DIGITAL OPERATION
Using our advisory services, we accompany clients throughout programs of digital transformation, bringing
together experts in the areas of customer experience, CRM and industry. We assist our clients with the design
of business procedures and organisational models, working alongside them on the introduction of new digital
technologies and on the training needed to implement suitable skills and mind-sets.
The activities of consulting and planning are supplemented with services of marketing automation and data
analytics & management that allow us to help large-scale corporations with international operations to draw
up contact strategies and design marketing campaigns able to reach the proper target with the most
appropriate message at the right moment. We draw on data analysis to measure CRM performance and
identify where there is room for improvement. Our Martech Factory is able to utilise enterprise platforms,
including Oracle, Salesforce and Adobe, to offer multilingual, multichannel digital marketing services on a
global scale.
EXPERIENCE DESIGN & CUSTOMER INSIGHT
Drawing on our user-centred approach, we plan and test consumer experiences, services and products that
make the difference. The following are descriptions of our main services:
Customer Insight: thanks to our User Lab, as well as our partnership with UX Alliance, a global user research
network, we are able to carry out qualitative and quantitative research on sample groups of service users,
investigating their conduct, taking note of any critical problems and monitoring data on use. The user
research activities are supplemented with expert analyses, benchmark studies and analyses of data
originating from digital and physical channels, in order to establish guidelines for the design activities.
Business & Service Design, UX/UI Design, Conversational Design: we are pioneers in the field of user
experience. Our methodologies, inspired by Design Thinking, have one objective: to build successful
experiences and digital solutions for final users, and for the companies that put them into practice. We bring
together multidisciplinary skills and state-of-the-art methodologies (i.e. agile, designops, researchops).
Digital Communication, Content and Social Media: we help companies create unique, memorable relations
with their clients. Starting from an analysis of the competitive context and the brand’s positioning, we identify
the different possibilities for visual communication, along with the most incisive storytelling techniques for
supplying relevant content to each and every touchpoint of the digital ecosystem.
TECHNOLOGY & AI SOLUTIONS
Through our software factories and centres of technological excellence, we plan, develop and manage digital
solutions and IT infrastructures, using a wide array of development languages, frameworks and platforms.
The main categories of service are described below:
Web Self Care and Mobile app: we design and develop web and mobile solutions since 2004. We have
provided carrier-grade applications for a wide range of sectors, including telco, banking, utilities, retail and
gaming, in more than 10 countries. We help our clients redesign their applications and platforms for the
Cloud world and 5G, drawing on micro-service structures and Native-Cloud architectures that ensure
17
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flexibility and variety of scale. Our technological stack5 includes the most widely used open-source solutions,
plus a noteworthy array of proprietary platforms.
CRM Platforms: we have certified know-how with operation of the main platforms for CRM (such as Oracle,
Sales Force and Adobe) and Customer Feedback (Qualtrics, Medallia).
Contact Center and Omnichannel Solutions: our consulting and development teams are able to create
technological infrastructures for contact centres and omnichannel solutions.
RPA e AI Solutions: in 2010, we undertook our first activities involving the design, implementation and
management of AI-based customer-service solutions. We have the capacity to automate vocal services (IVR,
vocal bots) and to carry out Robotic Process Automation projects, drawing on both proprietary solutions and
those available on the market.
CUSTOMER MANAGEMENT SERVICES
Thanks to the more than 4,000 staff members of our operating centres in various countries, we offer
multilingual and multichannel customer-care services through a mix of inshore and near-shore models, highly
qualified personnel and hybrid work models that combine remote activities with in-person ones devoted to
training, coaching and learning-on-the-job.
We also have centres specialised in the multichannel sale of b2c and b2b services on a customer base
(customer value management), plus multichannel lead-generation activities integrated with digital and datadriven services.
We are capable of managing back-office and social-media-management activities.
Operating activities are constantly analysed and integrated, under a logic of efficiency and innovation,
utilising RPA and service-automation solutions in support of operators and staff.

2.3.2 Attention to our clients
At Assist Digital, we pursue excellence and innovation by constantly pointing for elevated standards of quality
in the services provided to clients, while guaranteeing reliability and flexibility, so as to proactively satisfy
their different needs and expectations.
We are constantly seeking to recruit clients and win their loyalty, establishing long-term relations with them.
To this end, we never stop gathering their feedback, especially at the conclusion of projects. At present,
qualitative feedback is collected from top management, though we are currently developing a more
structured survey process already tested by means of a pilot project.
CUSTOMER PRIVACY
Data privacy and security are two extremely important subjects for Assist, which is why, apart from the
quality system’s ISO 9001 certification, we have developed an Information Security Management System
certified in compliance with the ISO 27001 standard. For now, the certification has been obtained for the
development of AWS cloud applications on CRM services for a single site, but the procedure has already been
initiated to expand the perimeter to two additional units. This certification is a European-wide standard that

5

Set of software and applications that, combined with one another, lead to the creation of IT and technology projects.
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confirms the Company’s ability to establish, implement, maintain and continuously upgrade the system for
managing information security, including satisfaction of the prerequisites for evaluating and handling risks.
At Assist Digital, we draw on suppliers and third parties for the outsourcing of services, including some of
critical importance to the Company’s business. The proper management of suppliers, given their critical role,
thus constitutes an extremely important factor for our company, and therefore our clients as well. Steps must
be taken to ensure that third parties tied by contractual relations implement the security measures held by
us to be suitable for integration in the Information Safety Management System (ISMS) and refrain from
exposing the Company to risks involving the confidentiality, integrity and availability of information. This is
why we have stipulated an information security policy in our dealings with third parties.
OUR SUPPLY CHAIN
Integrity, professionalism and collaboration are the key principles underlying our dealings with suppliers. We
draw on the services of a variety of suppliers, and specifically:
-

Suppliers supporting facilities: for the rental of buildings and facility logistics.
Suppliers of telecommunications services: for data connection and telephone traffic.
Suppliers of electronic equipment: in particular computers and telephones. In this case, the range
of suppliers is extremely varied (institutional suppliers, but also e-commerce operations).
Suppliers of consulting: for legal, notary and compliance services (security, GDPR), plus various types
of technical consulting (software development, personnel recruitment).

19
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3 People: our DNA
CHAPTER HIGHLIGHTS

+671

1.9%

EMPLOYEES
IN ITALY

RATE ON INJURY
EQUAL TO

99.7%

50%

OF EMPLOYEES HIRED ON
PERMANENT CONTRACTS

OF WOMEN
EMPLOYEES
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For an organisation such as our own, committed to ensuring elevated levels of service to clients, the skills,
knowledge and experience of our people are factors that can have a decisive effect on the Company’s
success.
It is vitally important, therefore, that we focus significant attention on the recruitment and management of
personnel, as well as on creating and maintaining a working environment that places everyone in the best
possible conditions for bringing forth their talents and showing what they can do.
As of 31 December 2021, within the Group’s Italian perimeter alone, our people, almost all of them hired
under permanent contracts, numbered 671, for a 2.4% increase over the staff as of 31 December 2020, which
numbered 655.
Despite the difficulties tied to the pandemic, which affected enterprises all over the world, we have focussed
even more energy on our most valuable asset: the people who work with us on a day-by-day basis. As a result,
new talent helped our team grow even stronger during the year.

Total staff 2020 and 2021
800

600

400
655

671

2020

2021

200

0

In 2021, 99.7% of the staff, equal to 669 employees, was working under permanent contracts. This
percentage, up slightly compared to the previous year, demonstrates our intent to establish long-term
relationships with our people.

2020
Men
Women
Total

Permanent
312
342
654

2021
Set period
0
1
1

Permanent
337
332
669

Set period
1
1
2

Furthermore, in order to help our people balance their personal needs with work commitments, in many
cases we opt for part-time contracts. In fact, 26% of our employees have this type of contract..
21

Sustainability Report 2021 – Assist Digital

2020
Men
Women
Total

2021

Full time
265
206
471

Part time
47
137
184

Full time
295
199
494

Part time
43
134
177

During the last year, we have attracted and involved numerous new talents to our operations, as shown by
the hiring rate, which wound up at 13.6%. Also worth noting is that, despite the difficult period resulting from
the spread of the pandemic, we managed to limit personnel departures and turnover. It should be mentioned
that the turnover rate did rise to 11.2%, though without leading to a decrease in size of the staff.

Rates of hiring and turnover
16.0%
14.0%
12.0%
10.0%
8.0%

6.0%
4.0%
2.0%
0.0%
Rate of hiring

Rate of turnover
2020

2021

Looking at a detailed break-down by age group and gender, the figure of 42% for new talents aged 30 or
younger is especially worthy of note.

Age group
<30 years
Between 30 and
50 years
>50 years
Gender
Men
Women
Total

2020
New hires
Turnover
Number
Rate (%)
Number
Rate (%)
30
67%
6
13%
37
6%
26
5%

New hires
Number
Rate (%)
25
42%
61
11%

Turnover
Number
Rate (%)
12
20%
59
10%

0
Number
41
26
67

5
Number
63
28
91

4
Number
37
38
75

0%
Rate (%)
13%
8%
10%

0
Number
18
14
32

0%
Rate (%)
6%
4%
5%
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12%
Rate (%)
19%
8%
14%

10%
Rate (%)
11%
11%
11%
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3.1 We promote health and wellbeing
At Assist Digital, protecting the health and guaranteeing the safety of our people is a top priority that begins
with respecting regulatory provisions and standards, but involves much more than just that.
Given the crucial importance of the theme, we have made a concerted effort to draw on whatever
instruments are needed to safeguard, train and raise the awareness of our people, placing particular
importance on their role in guaranteeing both their own health and safety and that of their fellow colleagues.
First of all, we established a Policy of Health and Safety, in which we set out a number of the principles and
objectives in his area.
We brought into being a System for the Management of Workplace Health and Safety, implemented on the
basis of the UNI-Inail guidelines (as per art. 30 of Legislative Decree 81/08, plus subsequent modifications
and additions). The Manual was used for, among other things, drawing up a functioning organisational chart
for safety, formalising powers assigned for managing the fulfilment of laws and technical requirements in the
field of safety and identifying a Manager of the System for Overseeing Workplace Health and Safety for
activities of monitoring and control. For that matter, the underlying objective of the Manual was to put in
place a process for the ongoing analysis and monitoring of company facilities, in order to identify and map
the primary risks tied to the health of our people, draw up a management plan and neutralise risks while
determining the pertinent tasks and responsibilities. Finally, the Manual contains measures on how to
establish and formalise procedures and policies to protect health and safety inside the company perimeter,
in addition to formulating strategies for the communication, training and involvement of personnel. To
minimise risks and preclude any danger that could that could have negative consequences for the health or
safety of any of our people, it is vitally important that they all become involved in a suitable process of
training.
Given the delicate nature of the topic, we have also established a practice based on an annual review of the
system, so as to contribute to identifying potential problems and possible improvements.
In practice, our efforts to manage risks tied to health and safety take the form – among other activities – of
the planned maintenance (ordinary and periodic) and monitoring of the facilities.
With regard to this topic, we also take care to respond satisfactorily to the obligations resulting from
Legislative Decree 81/2008. To this end, we have drawn up a Risk Evaluation Document that assesses all risks
tied to work activities, including work by mothers and women who are pregnant or nursing.
Finally, we have prepared a specific emergency plan for our facilities, drawing up layout maps that effectively
illustrate escape routes and indicate specific first-aid stations.
In terms of figures on the accidents that occurred in the year 2021, 1 injury episode was recorded in the
company, representing a decrease from 2020, when 5 accidents were recorded. Though the number is
minimal, our attention to the question remains very high, and we are open to any improvement able to
heighten the safety of our people.

23

Sustainability Report 2021 – Assist Digital

Accident indexes
2020
Hours worked
Total number of accidents registered on the job
Those resulting in serious consequences
Those resulting in deaths
Rate of registered accidents6
Rate of on-the-job accidents with serious
consequences
Rate of deaths

2021

955,348

1,052,004

5
0
0
5.2%
0

1
0
0
1.0%
0

0

0

Given the importance of people to our operations, maximising their wellbeing during the time they spend at
Assist Digital is a top priority for us. To this end, we pursue a process of listening to their needs, in order to
understand which initiatives should be given priority.
During the pandemic we set up counselling, a service that saw qualified professionals support and listen to
our people. What led us to initiate this activity, – which is still underway – was an awareness of the social
repercussions of the pandemic. The service was entrusted to professionals operating in absolute
independence from our company, in order to ensure the anonymity and confidentiality of the people needing
to make use of it.
Remaining on the topic of the wellbeing and development of employees, during 2020, we activated Live Box,
a format meant to aid all fellow workers to remain in contact, even at a distance, so as always be up-to-date
on the latest market trends in the digital sector while expanding everybody’s cultural and professional
horizons. The goal underlying this initiative is to create a conversation of value. As a tool, it was gradually
calibrated, based on feedback from employees, to, meet their needs. Live Box is a standard format repeated
over time to render the content more recognisable. As a rule, it consists of a chat, in the form of an interview
or a presentation, depending on what the specific situation calls for, with the guest, whether a staff member
or an outsider, describing the details of his or her work to everyone. We usually attempt to involve in the
project subject who can expose our people to experiences in line with the company’s interests and areas of
endeavour.
We are also assessing – for the sake of our employees – the possibility offering the perk of day-care, an
offshoot of the economic support provided for the disabled through outside contributions.
In order to favour the development of a proper work-life balance, we have allowed, when possible, day-today work activities to be carried out through smart working.
This year we organised a health week, an annual event lasting five working days, in the course of which our
employees can take advantage of free medical check-ups on the part of specialists, plus specific training
session on medical prevention and defence of health.
We also provide our management personnel with life insurance.
Our concern for our people is not limited to promoting health and wellbeing, but also involves a commitment
to active listening. As already noted, this year the first Hack4Sustainability will be held in the company, an
in-house hackathon that places out people on the cutting edge of change. Starting from the key topics
The injury rate is calculated as the ratio of the number of accidents that occurred during the year to the total number of hours worked
in the year, multiplied by 1,000,000
6
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brought to light – diversity and inclusion, wellbeing, ecology, defence of the environment and impact on the
community – by an internal survey on the subject of sustainability, we split up into multidisciplinary teams
to find ideas and solutions. This was a way to allow everybody to be heard while plotting the course of
Assist4Sustainability, the program for environmental and social sustainability that we launched this year.
This year we also organised Month4Wellness, a month-long program of initiatives tied to sports, with the
goal of involving our employees. With the same aim, we initiated an in-house “Run Challenge” and organised
yoga and total body courses. Finally, we planned encounters with a sports nutritionist whose skills were
applied to explaining how to balance both diet and exercise.
In a further effort to integrate work activities with the psychophysical wellbeing of the individual, we
organised a paddle-tennis tournament for our employees. Those who wanted to compete were divided up,
based on their city of origin, to better organise the matches.
In addition, we set up the Assist Digital Club, a web portal on which our people can access more than three
hundreds offers that include vouchers, discounts and cash rebates from leading national manufacturers.

An eye towards tomorrow
The importance of our people to the success of Assist Digital pushes us to find ways to listen to their
needs and experiment with new concepts of service, so as to strengthen their sense of belonging and
their professional growth. Our management believes strongly in user-centred design, using the
concept as inspiration to attempt to improve the wellbeing of our people and the work environment
while promoting a people-centric culture.
Listening to our employees, for example, has helped us understand the potential importance for them
of supplementary healthcare assistance. As a result, we are preparing to consider making voluntary
payments, above and beyond those required under contract, for additional healthcare services.
In addition, we are about to implement a car-pooling platform. This service will give employees with
similar home-work travel needs and routes the chance to rationalise amd distribute expenses while
reducing CO2 emissions tied to daily commuting.

3.2 We invest in the future and in talent
The driving force behind our activities is the quest to constantly increase customer satisfaction while
improving the quality of the services offered. A similar proposal could only be made possible through the
growth and training of our people.
This is why we at Assist Digital take great care to draw up suitable training programs modelled on the specific
needs and expectations of our employees.
Given this context, we have established a structured, cyclical process that repeats itself on an annual basis,
and to which we are making further improvements, in light of growth in staff and business on the
international level as well, plus the new demands brought about by the changed approach to work: at the
start of the year, we prepared an analysis of our people’s training needs; based on the results, we will
subsequently draw up an annual training plan that summarises ad includes all the individual training paths
that we intend to activate during the current year.
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During 2021, we recorded a massive increase in the hours of training provided to our people, which went
from an average 14.3 hours per employee in 2020 to 102 in 2021. This progress was made possible by access
to sources of funding, plus increase efforts and investments tied to the area of training.

Unit of measure
Average hours of training by category of employment
Executive
Manager
Clerical workers
Avwerage hours of training by gender
Men
Women
Average hours of training per employee

2020

2021

man/hours
man/hours
man/hours

9.5
4
15.4

12.6
9.8
601

man/hours
man/hours
man/hours

13.2
15.3
14.3

73
131
102

The training programs can be divided into two main categories: on the one hand, generic programs meant
for the company’s entire population; on the other hand, programs focussed on specific skills and structured
assist our employees on attaining an ever greater level of knowledge and aptitude applicable to the
performance of their tasks and pertinent to their work position.
Of particular note among the generic training programs are courses meant to satisfy measures on workplace
health and safety, as well as the question of privacy. Other courses designed for all the company’s people are
those tied to obtaining the SA8000 and ISO 27001 certification.
As for the courses focussed on specific skills, it should be pointed out that, in recent years, our people have
favoured the course on the English language and that on managing feedback. What is more, we at Assist
Digital take a custom-tailored approach, providing our employees with training suited to knowledge and skills
in IT that allow them to achieve certifications in that field.
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Our Academy
Our Academy was established to help our people develop the skills and knowledge required for fruitful
professional growth and for a renewed injection of added value to the company’s activities.
The Academy works primarily through on-line courses, especially following the spread of the Covid-19
pandemic. The idea behind this approach is to maximise the flexibility of how the training content can be
utilised, in order to further increase its benefits to our people. At the same time, for certain courses where
the remote approach seemed unsuitable, the attendance method has been maintained.
For the most part, the content and tools of our Academy are offered by our people, though, in cases
where we felt the involvement of outside partners would be advantageous, working relations have been
established with other organisations.
With regard to customer operations, in 2021 we initiated course in the following areas:
•
•
•
•
•
•
•
•
•
•
•

The customer care trend and initiatives to increase value;
Smart leadership;
Management of feedback;
Communication;
Management of time;
Management of one’s own role and organisation of work;
Problem setting, decision making e problem solving;
Operating objectives and management of production;
Gsuite and Excel;
Six Sigma Basics;
Moodle: use of the platform and digital communication.

3.3 We work in an inclusive, collaborative environment
Our people have contributed to making us what we are. For a company like ours, whose lifeblood is
innovation, it is critically important to listen to, and make the most of, all points of view. Our people’s
diversity provides with an endless source of ideas and stimuli.
Looking at details of gender and age, it should be noted that 50% of our people are women. This figure is
concrete evidence of our efforts to guarantee equal opportunity throughout the personnel selection process.
We also have a preponderance of employees between the ages of 30 and 50 (85%), as opposed to individuals
over 50 (6%) or under 30 (9%). This last figure, in particular, demonstrates the success of our efforts to involve
and draw on the talents of the new generations.
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Break-down by gender

Break-down by age group
40 58

333
338

573

<30 years
Between 30 and 50 years
Men

Women

>50 years

Data on employees of Assist Digital SpA only

Looking at the break-down by gender, there is no denying that the clerical-employee category still presents
a percentage of women slightly higher than that of male staff (52% of the total), whereas there are more
male managers and executives than women.
Of note with regard to the break-down by age group is the elevated percentage of employees between 30
and 50 years of age in all the professional categories. Also worthy of mention, for the year 2021, is the
significant increase (by 29% compared to 2020) in the number of employees younger than 30.
It should also be pointed that the nature of our sector leads us to employee primarily clerical personnel,
whereas there are manual labourers.
Break-down of the staff by gender and age
Executive
Men
Women
Manager
Men
Women
Clerical staff
Men
Women
Executive

Manager

Clerical staff

2020
14
5
39
15
259
323
2020
0
12
7
0
50
4
45
509
28
2020
0
0
0

<30 years old
Between 30 and 50
>50 years old
<30 years old
Between 30 and 50
>50 years old
<30 years old
Between 30 and 50
>50 years old

Break-down of the Board of Directors by gender and age

<30 years old
Between 30 and 50

Men
Women
Men
28

2021
14
5
37
14
287
314
2021
0
12
7
0
45
6
58
516
27
2021
0
0
1
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>50 years old

Women
Men
Women

1
4
0

1
5
0

Our staff is also made up of people of different ethnic origins, as well as disabled workers who have been
integrated into the company in such a way that they can perform their work in accordance with their
particular needs. Our mission and priority is to provide our people with an inclusive, collaborative
environment in which everyone can feel at ease and perform to the best of their abilities while cultivating
what makes them unique.
The ultimate goal is place where everyone can feel to express their true selves, their ideals and their ethnic,
religious, political, cultural and gender orientation, with all differences viewed an enrichment rather than an
obstacle.
Our Code of Ethics establishes respect for diversity and condemnation of all forms of discrimination based
on gender, ethnicity or political or religious beliefs as founding principles of our company.
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Our commitment under SA 8000 certification
The SA 8000:2014 certificate is a voluntary standard designed to clarify how a company deals with certain
crucial topics tied to the management of its personnel.
The fundamental values underlying the SA 8000 are tied to conventions with the ILO (International Labour
Organization) and the UN on children’s rights and human rights. Specifically, the standard addresses:
-

Prohibiting child labour;
Guaranteeing workplace health and safety;
Respecting human rights;
Generally respecting all rules stipulated under labour law.

At Digital Assist, we have chosen to embrace these values and achieve SA8000 certification. To this end,
we have drawn up a Manual of Social Responsibility that clearly prohibits all forms of discrimination. The
Manual also stipulates that personnel selection must follow objective parameters based on the
candidate’s training, experience and ability, in accordance with the specific features of the position to be
filled. Finally, the Manual emphasises that all employees must have equal access to training.
It is also emphasised that remuneration, promotions, firings and pensioning are to be decided in
accordance with the pertinent collective bargaining contract and not under discretionary criteria. In
addition, the inviolable freedom to pursue one’s own principles is reaffirmed. Furthermore, we have
decided to further reinforce our values by implementing a system for the management of social
responsibility, with an ongoing commitment to develop, maintain and reinforce company policies,
procedure and practices aimed at respecting, among other principles, the prohibition against, and
condemnation of, any form of discrimination.
Our values define us and guide us in our dealings with the outside world as well, leading us to make sure
that the actions of our partners do not undermine our fundamental principles. To this end, we request of
our suppliers a declaration of commitment to the requirements of the SA8000 standard.

Also worth noting is the planning and holding of occasions to raise our people’s awareness with regard to
issues of diversity & inclusion. As part of the Live Box initiative, undertaken by the company following the
pandemic, a channel for dialogue was opened to address such issues. Another catalyst for the creation of
culture on the topic has been the hackathon: among the four main themes of the event, Diversity & Inclusion
played an extremely important role.
The results of questionnaires distributed show that we have taken the right approach: 95% of our people feel
that they work for an enterprise that values and safeguards diversity within its ranks. This commitment was
further reaffirmed by the “Great Place to Work” survey that we underwent, coming away with a rating as “an
inclusive company”.
At Assist Digital, we guarantee equal opportunity for our people, making every effort to create the premises
for an environment which, in determining the professional development of our employees, looks at nothing
but their merit, ability, knowledge and skills. In arriving at this objective, one of our main aims is to move
beyond all forms of gender gap. To this end, we carry out yearly reviews of all company positions, in order to
monitor gender balance. Our way forward was set in no uncertain terms, with the current figures speaking
louder than words, seeing that the percentage of women in the company, as of 2021, was 55%.
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With regard to high-ranking positions as well, we attempt to create conditions that ensure that leadership,
and no other factors, count towards career advancement. In terms of top management, it speaks to this
outlook that the company CEO is a woman, while, within the leadership team of 20 people, the percentage
of women has risen to 25-30%.
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4 Protecting our planet
CHAPTER HIGHLIGHTS

+90%

-11%

OF WASTE IN
NON-HAZARDOUS

OFFICE PAPER
CONSUMPTION
FROM 2020 TO 2021

CERTIFIED
ENVIRONMENTAL
MANAGEMENT SYSTEM

90%

UNI EN ISO
14001:2015

REFURBISHED
IT DEVICES IN CONTACT
CENTERS
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At Assist Digital, we consider the planet a key asset that must be preserved.
Operations are planned in such a way as to seek an equilibrium between economic objectives and obligatory
environmental considerations, with respect for, and protection of, the rights of future generations, and in
accordance with the principle of sustainable development.
We hold that respecting the environment also means considering environmental issues when making company
decisions and adopting ecologically compatible conduct, technology and methods.
In fact, as is demonstrated by our Code of Ethics, we are committed to defending the environment by respecting
the relevant Italian and European Community legislations and norms and to preventing all types of
environmental pollution while raising the awareness of our employees and outside staff with respect to these
topics.
We also commit our resources, on day-to-day basis, to addressing environmental issues through the pursuit
of constantly renewed objectives. In accordance with the Group’s outlook, for example, we have
implemented an Environmental Management System that meets the UNI EN ISO 14001:2015 standard, under
which the company has defined the objectives and responsibilities for the management of its environmental
impact, and in particular for the handling of special waste, both hazardous and non-hazardous, a subject on
which a specific manual has been prepared.
Our commitment is also apparent in the priority given to relations with suppliers capable of ensuring products
and services that satisfy our Environmental Management System, as well as in the optimal excellent
management of water and energy resources, along with waste products. One last point of note is the significant
effort made to encourage responsibility and awareness on the part of our employees through suitable programs
of information and training, as well as initiatives promoting increased environmental responsibility.
This first sustainability is an initial step towards implementing constant monitoring of environmental
performance, with an eye towards continuous improvement and heightened efficiency.

Our actions in support of a more sustainable future
Reduced paper consumption: in 2019 we introduced the initiative “eSignAnyWhere”, geared towards
decreasing paper consumption and digitalising our systems. The majority of documents, including
contractual materials, are to be produced, scanned and filed digitally.
Reduced plastic production: in 2019, we launched “Plastic Free”, a project meant to reduce disposable
plastic through the gradual installation of automated water dispensers in every office and the distribution
of canteens to discourage the use of plastic bottles at the company premises.
Training of personnel: Establishing and improving the skills of our employees in the realm of the
management of special waste, both hazardous and non-hazardous.
Reduced impact of home-work travel: an important partnership between Assist Digital and KINTO Join
will allow employees with similar needs and routes to share home-work travel, so as to rationalise and
distribute the economic cost while reducing the CO2 tied to daily commuting
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4.1 We act to counter climate change
We have begin to monitor our energy consumption, along with the related greenhouse gas emissions.

Energy consumption
The Group is committed to reducing its energy consumption, whenever possible, through improvements in
processes and infrastructures, as well as the promotion of conduct and habits designed to produce energy
savings while developing people’s environmental awareness. Our energy consumption is tied to the use of
electric energy for the heating/cooling of spaces and for lighting our offices, plus the use of gasoline and
diesel fuel for our motor pool.

Energy sources (2021)
3%
Gasoline

75%
Electric energy from the
National network

22%
Diesel

In the year 2021, total consumption of purchased electric energy was equal to 6,712.51 GJ (75% of the total),
while total consumption of diesel fuel was 1,977.65 GJ (22% of the total), and total gasoline consumption
was 307.46 GJ (3% of the total).
During 2002, a photovoltaic system will be installed at the Capua office, making possible independent
generation of a portion of the electric energy consumed, while actively contributing to countering climate
change through the use of renewable energy.
Unit of
measure
GJ
GJ
GJ
GJ
GJ

Energy source
Electric energy from national network
Diesel for the motor pool
Gasoline for the motor pool
Diesel (emergency generator)7
Total energy consumption

2020

2021

7,235.05
1,188.96
336.57
7.94

6,712.51
1,977.65
307.46
8,997,62

8,767,61

7 The consumption of diesel fuel for the emergency generator was estimated, based on spending in euro, by taking the annual Average diesel price

for 2020 (€/L) found on the site of the Ministry of Ecological Transition – DGIS – Energy and Mining Analysis and Statistics.
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GHG emissions
In accordance with the GHG Corporate Accounting Protocol and Reporting Standard, we report on direct
emissions (Scope 1), greenhouse gas emissions due to direct consumption of fuel by Assist Digital (i.e. natural
gas, diesel fuel), and the indirect emissions traceable to the electric energy of the national network (Scope
2).
In the case of calculating Scope 2 CO2 emissions, two distinct methods were followed, in accordance with GRI
Standards: the “Location-based method” and the “Market-based method”.
The Location-based calculation method utilises an average emissions factor based on a national energy mix:
the greater the quota of renewable energy utilised by a given country, the more limited the associated
emissions factor.
The Market-based method is an approach that considers any contractual agreements stipulated with the
electric-energy distributor. In fact, companies may request certification demonstrating that the electric
energy comes from renewable sources, through certificates of Guarantee of Origin. As a result, under this
method emissions of tons of CO2 are calculated using two different emissions factors: the portion
accompanied by the certificates of origin, or produced using renewable energy, is multiplied by a factor of
zero. The remaining portion is multiplied by a factor referred to as the residual mix, which takes into account
the origin of electricity from non-renewable sources.
Various factors were used to calculate Scope 2 emissions, depending on the method of calculation.
Specifically:
•

•

For the location-based method, use was made of the average emissions for the generation of
domestic electric energy for the different operational countries listed inside the publication Confronti
Internazionali (International Comparisons), Terna 2019 (the most recent update), for 2020 and 2021
respectively.
For the market-based method, use was made of average emission factors based on the production
of electric energy on the European market for Italy, as found in the document Residual Mix Results,
Association of issuing bodies (AIB) 2019 e 2020, for 2020 and 2021 respectively.

For 2021, utilising the location-based calculation method for Scope 2, total emissions were equal to 587.34
tCO2eq, while emissions for 2020 totalled 633.07 tCO2eq. Therefore, Scope 2 emissions in 2021 fell by 7%
compared to the previous year, given that we furthered implementation of a smart-work policy, so as to
decrease the amount of electric energy purchased.
As for the calculation of indirect emissions using the market-based method, on the other hand, emissions of
868,90 tCO2eq were recorded in 2021, while the figure for 2020 was 921,60 tCO2eq.
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GHG emissions

21%

2021

79%

15%

2020

0%

85%

20%

40%
Scope 1

GHG emissions

60%

80%

100%

120%

SCOPE 2 - Location Based

Units of measure

Scope 1

tons CO2eq

2020
107.65

2021

Diesel

tons CO2eq

85.06

138.45

Gasoline

tons CO2eq

22.59

20.69

SCOPE 2 - Location Based

tons CO2eq

633.07

587.34

SCOPE 2 - Market Based

tons CO2eq

921.60

868.90

Total Scopes 1+2 (Location Based)

tons CO2eq

741

746

159.14

The total for Scope 1 emissions is based on the use of diesel fuel and gasoline for our motor pool; in year
2021, emissions generated by diesel fuel totalled 138.45 tons CO2eq, while emissions from gasoline were
equal to 20.69 ton CO2eq.
80% of our motor pool is diesel, but the objective for the future, as is also explained in our company motor
vehicle policy, is to make environmental considerations an increasingly important of every aspect of our
business; in fact, we are committed to increasing the number of vehicles in our motor pool that are mildhybrid (diesel and gasoline), full-hybrid and plug-in hybrid.
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Agreement between Assist Digital and KINTO – Shared, sustainable
mobility
KINTO Italia provides companies with support for the creation, implementation and management of inhouse communities of carpooling and mobile sustainability.
KINTO provides users with the carpooling and mobile-sustainability platform “KINTO Join”, by means of
the smartphone application of the same name, which allows companies to offer their employees an
intelligent solution for shared, sustainable mobility, with the ultimate objective being an effective of CO2
emissions in defence of the environment.
With the KINTO Join carpooling and sustainable-mobility application, employees can certify the benefits
of their sustainable commuting when they share the same home-work journey and establish effective
networking within the company’s carpooling community. Furthermore, thanks to its intelligent
technology, KINTO Join suggests colleagues whose routes make them compatible, as well as the optimal
route for travelling to the workplace in an economical, sustainable manner, sharing the rides among the
vehicles of the employees themselves.
Our employees, therefore, could share the same home-work route with colleagues who have similar
needs, in order to rationalise and distribute the economic expenses while reducing the CO2 emissions tied
to daily commuting.
This accord with KINTO, which speaks to the objective of reducing the number of diesel vehicles in our
motor pool, is evidence of our commitment to continue reducing Scope 1 emissions while rendering
commuter travel more sustainable.

4.2We limit the impact of our devices

Waste management
Assist Digital monitors and manages the production and disposal of waste, in full compliance with the
requirements of domestic law, taking into account the procedures best suited to disposing of the separate
types of waste.
The waste produced at Assist Digital consists primarily of:
•
•

Waste comparable to urban waste – differentiated collection is carried out at all Assist Digital sites;
Special waste, both hazardous and non-hazardous (spent toner, monitors, electrical and electronic
devices, alkaline batteries, furnishings/chairs, fluorescent tubes).
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Waste products
90%

Non-hazardous waste

89%

10%

Hazardous waste

11%

0%

20%

40%
2021

60%

80%

100%

2020

The quantity of hazardous waste is less than that of non-hazardous waste, with hazardous waste for 2021
amounting to only 10% of all waste products.

Hazardous waste
Waste products
portion that is hazardous waste
portion that is non-hazardous waste

Unit of measure
ton
ton
ton

2020
9
0.99
8.1

2021
2
0.199
1.838

As shown by the above table, in 2020 approximately 9 tons of waste was produced, more than in 2021, given
that significant renovation was performed at the Vitulazio site.
Consumption of paper
Further evidence of our commitment to reduce our environmental impact, is the digital signature system
introduced in 2019, which significantly reduced the use of paper for all Assist Digital sites. In fact, as shown
by the table below, the quantity of office paper went from 3,315 kg in 2019 to 939.25 kg in 2021, a decrease
of 72% compared to 2019.
Paper consumed
Total office paper

Unit of measure
Kg

2019
3,315

2020
1,060

2021
939.25

We limit the impact of our devices
The building of ICT (Information and Communication Technologies) installations calls for large quantities of
fossil fuels, materials, rare minerals and water. Part of the environmental impact occurs during the extraction
of the raw materials and the manufacture of the components, when a massive use of electric energy is also
needed.
End-of-life disposal also has a severe impact on the environment seeing that the components, and the ICT
devices as a whole, contain numerous toxic substances that can cause irreparable damage to the
environment and human health if they are simply thrown into a dump or disposed of incorrectly.
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The volumes of ICT devices that we dispose of are low, due to the fact that similar equipment has reduced
obsolescence when used inside our contact centres, with devices ultimately registering as many as ten years
of use.
We work on a daily basis to reduce CO2 emissions caused by the purchase of new ICT devices and the disposal
of technological waste, making every attempt to purchase reconditioned products and donate devices no
longer suitable for use in work to those in need, in order to avoid producing additional electronic waste; what
is more, 90% of the equipment used inside our contact centres is reconditioned.
In addition to purchasing reconditioned equipment, we make an effort to led new value to the company’s
digital hardware (PCs, Smartphones, peripherals), in order to aid women who are disadvantaged or
experiencing economic difficulty while reducing the digital divide by teaching them to make adequate use of
technology.
Drawing on the experience of Dress For Success, a volunteer association that helps disadvantaged women
obtain the competitive strength to enter the world of digital work, we decided to put the equipment and our
know-how to use in supporting women in southern Italy with limited economic possibilities. Often, finding a
suitable job proves impossible because the economic means to purchase the necessary digital tools are
lacking, or because the training needed to use them properly is out of reach.
By establishing a network that includes local associations involved in recycling digital materials, plus others
active in the social sphere, places can be established in which to develop digital culture (idea incubators)
while promoting employment, together with social and territorial cohesion.
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Assist Digital, R1 Lease and 17tons.earth - We & Our Environment Projects
We at Assist Digital are engaged in disposing of approximately 400 desktops that we keep in storage, in
order to devote the resulting earnings to planting new trees tied to the initiative R1 Lease and
17tons.earth.
R1 Lease has chosen to address the challenges of the future through an approach centred focussed on
promoting, developing and raising awareness of technologies that protect the environment. The projects
in question favour sustainability and circular economics, in order to encourage clients to make ecosustainable investments whose social and environmental fallout and impact is positive.
17tons.earth provides nature with the technology it needs to establish a digital identity.
They record how it breathes and monitor its growth, accomplishing this by drawing on IoT and blockchain
technology to generate proof of value, meaning proof of the value possessed by nature.
The initiative calls for the planting of trees, with the CO2 absorbed by each during its active phase
amounting to 95 kg a year.
The benefits will be environmental, social and operational:
• The environmental benefits have to do with the monitoring of the positive impact (conversion of
carbon dioxide) through analyses of the vegetative indexes and the biometric values of the plants,
information authenticated on blockchain, as well as carbon dioxide compensated for, plus
continuous monitoring of the growth of the trees and their status, data on air quality in real time,
prevention of hydrological deterioration, thermoregulation of the city, together with the entire
planet, absorption of noise pollution, governance of plant irrigation based on data and in-depth
analysis.
• The social benefits consist of teaching environmental respect, in order to preserve the planet, as
well as the health and safety of both individuals and collectives.
• The operating benefits take the form of procuring public data that certify the environmental
operation and the investments, a plan for a multiyear effort with a notarised Dater, along with
the involvement of company figures and positions in sustainable projects.
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Appendix
Methodological note
This document constitutes the first Sustainability Report of Assist Digital S.p.A., drawn up on a voluntary
basis, with the goal of communicating in an increasingly transparent manner the company’s efforts in favour
of sustainable development and an approach to doing business that respects the social, environmental and
economic context in which the company operates.
The Report regards the results achieved by the Company during 2021 (from 1 January to 31 December), and
it presents the performance of the indexes compared to the year 2020, when available, in order to establish
a comparison with the previous year.
The reporting perimeter covers Assist Digital S.p.A. and Assist Beeweeb S.p.A., whose registered offices are
located, respectively, in Milan, at no. 70 Via Melchiorre Gioia, and in Rome at no. 1 Via Pio Emanuelli.
The process of drafting the Sustainability Report involved the top management, along with a variety of the
company’s departments, and was coordinated by a workgroup that actively contributed to selecting the
pertinent topics and collecting the data and information needed to put the report together.
The document, which is to be published annually, was written in accordance with the GRI Sustainability
Reporting Standards (hereinafter, the GRI Standards), published in 2016 by the GRI – Global Reporting
Initiative, plus related updates. In the specific case of the present document, based on the provisions of GRI
Standard 101: Foundation, paragraph 3, it was drawn up in accordance with the option “GRI Standards:
Core”.
For any further information on this Sustainability Report, enquire at contact@assistdigital.com.

Correlation of material subjects with GRI topics
The correlation of the material subjects identified by Assist Digital with the GRI Standards is illustrated on the
following table. The table also specifies the perimeter of each topic, along with any limitations placed on the
external perimeter.
Material subject

Resisting climate
change and energy
efficiency
Responsible
management of the
life cycles of
electronic devices
Promotion and care
of employee
wellbeing
Development and
optimisation of
employee skills

GRI topic

GRI 302: Energy

GRI 305: Emissions

GRI 306: Waste

GRI 401:
Employment
GRI 404: Training
and education

Topic perimeter
Internal
Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.
Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.
Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.
Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.
Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.
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Limitations on the perimeter

External

Internal

External
Reporting not
extended to
suppliers
Reporting not
extended to
suppliers

Suppliers

-

Suppliers

-

-

-

-

-

-

-

-

-

-
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Promoton of
inclusion and equal
opportunity in the
company
Protection of
health and safety at
the workplace
Data protection
commitment and
guarantee

GRI 405: Diversity
and equal
opportunity

Assist Digital S.p.A.
and Assist Beeweeb
S.p.A.

GRI 403: Health and Assist Digital S.p.A.
Safety at the
and Assist Beeweeb
workplace
S.p.A.
Assist Digital S.p.A.
GRI 418: Client
and Assist Beeweeb
privacy
S.p.A.
Assist Digital S.p.A.
GRI 205: Antiand Assist Beeweeb
corruption
Promotion of
S.p.A.
company ethics and
GRI 419:
Assist Digital S.p.A.
integrity
Socioeconomic
and Assist Beeweeb
compliance
S.p.A.

-

-

-

Suppliers

-

Reporting not
extended to
suppliers

Clients

-

-

-

-

-

-

-

-

Principles for defining the content and guaranteeing the quality of the report
The principles followed in defining the contents and guaranteeing the quality of the present report are the
Reporting Principles stipulated under GRI Standard 101: Foundation (completeness, context of sustainability,
inclusivity and materiality f o r definition of the contents of the report, and accuracy, reliability, clarity,
comparability, balance and timeliness for the guarantee of quality). Assist Digital applies the principle of
precaution to all its activities.

The process of reporting, methodologies of calculation and factors of
conversion utilised
The contents of this Sustainability Report are defined by the workgroup, based on an analysis of materiality.
The qualitative-quantitative data on social and environmental issues are collected on an annual basis using
data-collection charts designed for the purpose, along with interviews to obtain the active participation of
the Assist departments.
Listed below are the main methodologies of calculation, plus the assumptions for the performance indexes
found in the present report, in addition to what is already indicated in the text.
•

•

•

The injury frequency index is calculated as the ratio of the total number of accidents subject to
registration (excluding those during travel) to the number of hours worked during the same period,
multiplied by 1,000,000.
The index of the frequency of serious injury is calculated as the ratio of the total number of accidents
resulting in more than 180 days of absence and the number of hours worked during the same period,
multiplied by 1,000,000.
GHG emissions are reported on in accordance with the guidelines of the standard principles
recognised internationally, with specific reference made to the GHG Protocol Corporate Accounting
and Reporting Standard developed by the World Resources Institute (WRI) and by the World Business
Council on Sustainable Development (WBCSD).

In the case of GHG emissions, the calculation was made using the following formula: the operating figure
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(kWh di of electric energy acquired, litres of diesel fuel, litres of gasoline) multiplied by the respective
emissions factor.
As defined under the reporting standards stipulated under the GHG Protocol8, the emissions of an
organisation are classified under one of three categories: Scope 1, Scope 2 and Scope 3 emissions.
• Scope 1 emissions include all direct emissions by the company, or those that physically occur within
its perimeter and are the result, for example, of the use of fuels for heating, for the production of
energy, for the use of company cars or vehicles employed in production activities. These emissions
are calculated by multiplying the quantity of the fuel used by the company by a specific emissions
factor that makes it possible to express the consumption of the energy resource in tons of CO2eq
emitted.
• Scope 2 emissions include emissions resulting from acquisition of the electric energy used in company
operations, and therefore considered “indirect”. The physical production of these emissions is not
under the direct control of the company, seeing that it occurs outside of its perimeter; at the same
time, the resource is used by the company, making it indirectly responsible for the emissions
produced during the generation of the electric energy. Starting from the same quantity of electricity
acquired from the national electricity distribution network, these emissions are, by convention,
calculated using one of two different methodologies named, respectively, Scope 2 location-based
emissions and Scope 2 market-based emissions. The location-based approach calculates CO2eq
emissions by means of an average emissions factor that takes into account the national energy mix:
the larger the portion of energy use accounted for by renewable energies in a given country (Italy),
then the more limited the related emission factor. Emissions calculated with the market-based
method, on the other hand, are tied to international contractual agreements reached with the
distributor of electric energy: in fact, the company can request certification stating that energy
acquired comes from renewable sources, complete with certificates guaranteeing its origin (GO). As
a result, emissions in tons of CO2eq calculated under this method are based on two different
separate emissions factors: the portion accompanied by certificates of origin, meaning that
produced by drawing on renewable energies, is multiplied by a factor of zero, while the remainder
is multiplied by a factor referred to as the residual mix, which considers that the electricity comes
from non-renewable sources.
• The last category of emissions that falls under the greenhouse gas inventory is identified as Scope 3
emissions, which include all other indirect emissions, meaning those associated with the company’s
chain of value.
The emission factors used to calculate GHG emissions are as follows
o

Scope 1 emissions: the emission factors for diesel (in kgCO2eq/l: 2.512 in 2021 and 2.55 in
2020) and gasoline (in kgCO2eq/l: 2.193 in 2021 and 2.17 in 2020) are taken from the
database of the DEFRA (Department for Environment, Food and Rural Affairs), which is
updated annually.

o

Scope 2 emissions: the emission factor used for the location-based method of calculation
was taken from Confronti internazionali (“International Comparisons”) Terna (figures equal
to 0.315 kg CO2/ kWh for 2020 and 2021); while the emission factor applied in the case of

8

The Greenhouse Gas Protocol (GHG Protocol) is a protocol established at the end of the 90’s as the international standard for greenhouse-gas
accounting, in light of the ongoing development of international policies on climate change. The GHG Protocol, a system of reporting meant for
organisations the word over, provides instruments and methodologies of calculation for with which organisations can measure and quantify their
emissions of climate-altering gases.
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the market-based calculation method was taken from AIB – European Residual Mixes (figures
for 2020 and 2021 equal to 0.459 kg CO2/ kWh).

Listed below, on the other hand, are the conversion factors utilised:
•

The conversion factors used for electricity (kWh-GJ: 0.036 for 2020 and 2021), gasoline (GJ-l: 0.0326
for 2021 and 0.0323 for 2020) and diesel (GJ-l: 0.0359 for 2021 and 0.0358 for 2020) are taken from
the database of DEFRA (Department for Environment, Food and Rural Affairs), which is updated
annually.
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GRI Content Index

STANDARDS

DISCLOSURES

DESCRIPTION OF INDEX

PARAGRAPH

NOTES AND
OMISSIONS

GENERAL DISCLOSURES
GRI 102:
General
Information

ORGANISATION PROFILE
102–1

Name of the organisation

Methodological Note

102–2

Activities, brands,
products and services

Our idea of customer experience

102–3

Site of main office

Methodological Note

102–4

Site of operations

Our history

102-5

Ownership structure and
legal status

Our corporate situation

102–6

Markets serviced

Our history

102-7

Size of the organisation

Who we are

102–8

Information on salaried
employees and other
workers

People: our DNA

102–9

Supply chain

Our history

102-10

Noteworthy changes in
the organisation or its
supply chain

No noteworthy change occurred during the
reporting period

102-11

Precaution principle

Methodological Note

102-12

Initiatives with the
outside

Assist Digital has not participated in any such
initiatives worth mentioning

102-13

Membership in
associations

Assist Digital is not a member of any association
worth mentioning

Declaration of a top
executive

A message to our stakeholders

STRATEGY
102–14

ETHICS AND INTEGRITY
102–16

Values, principles,
standards and rules of
conduct

GOVERNANCE
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102-18

Governance structure

Our governance model

INVOLVEMENT OF STAKEHOLDERS
102–40

List of groups of
stakeholders

Our stakeholders

102–41

Collective bargaining
agreements

100% of the employees are covered by collective
bargaining agreements

102–42

Identification and
selection of shareholders

Our stakeholders

102–43

Ways of involving
stakeholders

Our stakeholders

102–44

Key topics and problems
raised

Our stakeholders

REPORTING PRACTICES

102–45

102–46
102–47

List of the companies
included in the
consolidated financial
statements
Definition of the contents
of the report and the
perimeters of the topics
List of the material
subjects

Methodological Note

Methodological Note
The material subjects

Revision of information

This document is the first edition of the
Sustainability Report

102-49

Modifications of the
reporting

This document is the first edition of the
Sustainability Report

102–50

Reporting period

Methodological Note

102-51

Publication date of the
most recent report

This document is the first edition of the
Sustainability Report

102–52

Reporting frequency

Methodological Note

102–53

Contacts for requesting
information on the Report

Methodological Note

102–54

Declaration on the
reporting meeting GRI
standards

Methodological Note

102–55

Index of GRI contents

GRI Content Index

102–56

Outside assurance

The Report is not subject to outside assurance

102-48

GRI 200 INDEXES OF ECONOMIC PERFORMANCE
ANTI-CORRUPTION
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GRI 103:
Operating
procedure
2016

GRI 205:
Anti-corruption
2016

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

Assist Digital today

103–3

Evaluation of the
operating procedure

Assist Digital today

205–3

Episodes of corruption
detected and actions
taken

Assist Digital today

GRI 300 INDEXES OF ENVIRONMENTAL PERFORMANCE
ENERGY
GRI 103:
Operating
procedure
2016

GRI 302:
Energy 2016

103–1

Explanation of the
material subject and the
related perimeter

103–2

The operating procedure
and its components

103–3

Evaluation of the
operating procedure

We act to counter climate change

302–1

Energy consumed inside
the organisation

We act to counter
climate change

The material subjects
We act to counter climate change

EMISSIONS
GRI 103:
Operating
procedure
2016

GRI 305:
Emissions
2016

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

We act to counter climate change

103–3

Evaluation of the
operating procedure

We act to counter climate change

305–1

Emissions GHG emissions
(Scope 1)

We act to counter
climate change

305-2

Indirect GHG emissions
from energy
consumption* (Scope 2)

We act to counter
climate change

WASTE
GRI 103:
Operating
procedure
2016

GRI 306:
Waste
2020

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

We limit the impact of our
devices

103–3

Evaluation of the
operating procedure

We limit the impact of our
devices

306-1

Production of waste and
significant impacts
connected to it

We limit the impact of our
devices
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306-2

Management of
significant impacts
connected to waste

306–3

Waste produced

We limit the impact of our
devices
We limit the impact of our
devices

GRI 400 INDEXES OF SOCIAL PERFORMANCE
EMPLOYMENT
GRI 103:
Operating
procedure
2016

GRI 401:
Employment
2016

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

People: our DNA

103–3

Evaluation of the
operating procedure

People: our DNA

401–1

New hires and turnover

People: our DNA

WORKPLACE HEALTH AND SAFETYY
GRI 103:
Operating
procedure
2016

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

We promote health and
wellbeing

103–3

Evaluation of the
operating procedure

We promote health and
wellbeing

System for the
management of
workplace health and
safety
Identification of dangers,
evaluation of risks and
investigation of accidents

We promote health and
wellbeing

403-1

403-2
403-3

403-4

403-5

GRI 403:
Workplace health
and safety
2018

Work medicine services
Participation and
consultation of workers
and communications on
workplace health and
safety
Training of workers on
workplace health and
safety

We promote health and
wellbeing
We promote health and
wellbeing

We promote health and
wellbeing

We promote health and
wellbeing

403-6

Promotion of workers’
health

We promote health and
wellbeing

403-7

Prevention and mitigation
of impacts in the area of
workplace health and
safety in the course of
commercial relations

We promote health and
wellbeing
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403-9

On-the-job injuries

We promote health and
wellbeing

TRAINING AND EDUCATION
GRI 103:
Operating
procedure
2016

GRI 404:
Training and
education
2016

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

We invest in the future and in
talent

103–3

Evaluation of the
operating procedure

We invest in the future and in
talent

404–1

Average annual hours of
training per employee

We invest in the future and in talent

DIVERSITY AND EQUAL OPPORTUNITY
GRI 103:
Operating
procedure
2016

GRI 405:
Diversity and
equal opportunity
2016

103–1

Explanation of the
material subject and the
related perimeter

103–2

The operating procedure
and its components

103–3

Evaluation of the
operating procedure

405-1

Diversity among
governance bodies and
employees

The material subjects
We work in an inclusive,
collaborative work
environment
We work in an inclusive,
collaborative work
environment
We work in an inclusive,
collaborative work
environment

CLIENT PRIVACY
GRI 103:
Operating
procedure
2016

GRI 418:
Client privacy

103–1

Explanation of the
material subject and the
related perimeter

The material subjects

103–2

The operating procedure
and its components

Attention for our clients

103–3

Evaluation of the
operating procedure

Attention for our clients

418-1

Confirmed reports of
violations of client privacy
or loss of client data
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