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Poste Italiane Group: responsible 
for the welfare of the country

Poste Italiane plays an essential role in Italy. The Company stands out as a leader in the logistics sector and a pioneer in the 
financial, insurance and payment services sectors, promoting the socio-economic development of the areas in which it oper-
ates. Through its 12,755 Post Offices, distributed within a network of around 119,000 employees, the Group guarantees a 
widespread presence in the country, reinforcing the perception of the Company’s proximity to citizens. From this perspective, 
Poste Italiane recognises that its commitment can become a fundamental element to supporting the economic recovery in 
the face of the difficulties caused by the emergency situation of the last two years, actively contributing to the welfare of the 
communities in which it operates.

35 million
Customers

~119,000
Employees

~12,800
Italian Post Offices

The Purpose
of Poste Italiane
Grow responsibly thanks to the 
decisive contribution of its people to 
the sustainable success, innovation, 
digitisation and social cohesion of the 
country
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The Company faced a particularly challenging year in 2023, characterised by converging crises. The radical changes brought 
on by the Covid-19 health emergency, together with the first clear effects of climate change, were followed by heightened geo-
political instability and an increase in inflation on a global scale, with the Russian-Ukrainian war continuing and growing tension 
in many parts of the Middle East, culminating in the conflict between Israel and Hamas. In such a complex and changing global 
scenario, the Poste Italiane Group demonstrated its resilience as it continued to pursue sustainable growth, meeting the needs 
of customers and citizens, strengthening its presence in Italy, supporting both the Public Administration and small municipal-
ities and contributing to Italy’s digital and sustainable transition, in line with the ambitious 2030 carbon neutrality objective.

Poste Italiane implements a sustainable business model based on a value creation process that makes optimal use of 
financial and non-financial capital, synergistically integrating the Business Plan with ESG objectives�  

As in previous years, Poste Italiane continued to evolve towards a business model with integrated ESG objectives, in which 
environmental and social sustainability, as well as innovation and the digitalisation of products and processes, are viewed as 
fundamental pillars of economic development. The new 2024-2028 Strategic Plan is based on these very elements and 
responds to the challenges of sustainability by setting targets up to 2030, in terms of reducing the emissions of the Group 
and of the supply chain, augmented by socio-economic elements such as developing people’s skills and enhancing resources 
to foster change, promoting the values of diversity, equal opportunities and inclusion, and catering for the expectations of all 
generations, including young workers.

Poste Italiane plays an essential role in Italy. The Company stands out as a leader in the logistics sector and a pioneer in the 
financial, insurance and payment services sectors, promoting the socio-economic development of the areas in which it oper-
ates. Through its 12,755 Post Offices, distributed within a network of around 119,000 employees, the Group guarantees a 
widespread presence in the country, reinforcing the perception of the Company’s proximity to citizens. From this perspective, 
Poste Italiane recognises that its commitment can become a fundamental element to supporting the economic recovery in 
the face of the difficulties caused by the emergency situation of the last two years, actively contributing to the welfare of the 
communities in which it operates.
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Innovation

The Poste Italiane Group recognises the values of innovation and digitalisation as cen-
tral drivers for the strategic progress of the Company and of the entire country’s economy. 
From this perspective, Poste Italiane is a main driver of the digital transformation process, 
ensuring all citizens the accessibility and efficiency of its services and promoting a stronger 
interconnection with the business community and Public Administration. In 2023 the Group 
will expand the diversified range of services it already offers by entering the energy sector with 
a completely green approach.

Poste Italiane sees innovation and digitalisation as the drivers of a strategic progress, 
fundamental to developing a range of cutting-edge technological solutions	

The Group has implemented a programme of “digital transformation” of all its service and offer 
models in order to guarantee its customers full digital contact experiences. This programme, 
which was significantly accelerated in 2021, in view of the effects of the health emergency, 
made the Group’s products available to customers in conditions of absolute safety.

During 2023, Poste Italiane achieved significant results in terms of development and value 
creation for the country and the community. Through its constant commitment to seeking 
out cutting-edge digital solutions and integrating new business models, it has successfully 
renewed its range of products and services. This process led to measures to optimise exist-
ing processes, improving the customer experience, especially in the area of payments, by 
adopting an increasingly omnichannel approach.

Expanding  
the skills  
of the Poste  
Digital Assistant

With the entry into the energy market, the skills of Poste’s Digital Assistant, the Artificial 
Intelligence-based bot that manages and directs customer enquiries to customer service 
and supports operators, on almost all business areas, are growing further. 

In addition to providing general information on the electricity and gas offer, the Poste Digital 
Assistant is able to check the activation status of the service, check bill payments and 
record gas self-readings. For more complex enquiries or in the event of difficulties in under-
standing customer needs, the Digital Assistant directs customers to the Customer Service 
operators, thus activating a rapid response, putting customer satisfaction at the centre. 
In the first months since launch, the Digital Assistant has already addressed more than 
100 thousand requests with a customer satisfaction rate of about 9 out of 10 on the voice 
channel and 4 out of 5 on the chat channel. 

At a time when digitalisation is an increasingly integral part of the service experience deliv-
ery, a service model characterised also by the presence of artificial intelligence is intended 
to provide additional support to customers, faster and more effectively, so that they can 
independently solve simple needs and approach the use of new technological means such 
as interaction with AI in natural language. 

INNOVATION FOR US:
scan the QR code and watch the video.

MAIN RELATED 
TYPES OF CAPITAL

SDGs IMPACTED

+16%
downloads from 
the PostePay App 
compared to 2022

+15%
downloads from 
the PosteID App 
compared to 2022
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In line with the communication services strategy of previous years, which aims to bring 
advanced internet connectivity solutions to individuals and companies, Poste Italiane, through 
PostePay SpA, has maintained its agreements with two national operators, Open Fiber and 
TIM. In addition to these initiatives in the mobile sector, there are also important agreements 
that have enabled the Group to position itself as a major player in the telecommunications 
sector, such as the mobile phone services in the Postepay App and the new “data only” offer 
PosteCasa Ultraveloce.

Parcels and Distribution services include PuntoPoste, Poste Italiane’s network for the col-
lection of online purchases and the delivery of any returns. It complements the about 12,800 
Post Offices and consists of around 15,700 alternative collection points including tobac-
conists, bars, stationers, newsagents, shops and KiPoints, lockers and enabled Carrefour 
supermarkets. The choice by customers to pick up or send a parcel at one of these points is 
what is now called “green behaviour”, a more responsible and sustainable behaviour as the 
logistical process behind the use of the service helps to reduce CO2 emissions. This stems 
from the fact that Poste Italiane, instead of using numerous vehicles to deliver to customers’ 
multiple domiciles, can concentrate collection at a single collection point, thus reducing the 
number of passages and vehicle movements of the company fleet.

In addition, the agreement with DHL eCommerce will make it possible to increase the number 
of pick-up points dedicated to online purchases, the dispatch of pre-franked parcels and 
returns from the main e-commerce sites that adhere to the PuntoPoste Network thanks to the 
installation of automatic lockers available H24 7/7, nationwide.

Additionally, in 2023 the Group continued its cooperation with Zalando, offering the possibility 
of using the PuntoPoste network for returns management and outward shipments. In continu-
ity with previous years, the Scegli Tu (You Choose) service remained active, providing flexibility 
in the delivery of a shipment to the recipient, allowing it to be managed and customised even 
when in transit.

Harnessing the technological revolution, the Group has taken advantage of innovation oppor-
tunities to use digital platforms that create new, customised products and services. As a 
result, the Company has opened up new communication channels, offering its customers a 
seamless experience in line with their needs.

Also in 2023, the optimisation of purchasing processes in a one-click-to-buy logic and the 
expansion of the range of products and services that can be purchased directly online con-
tributed to strengthen the Group’s digital sales channel.

~ 2 
billion 
will be invested in 
the Group’s digital 
transformation over 
2021-2024
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In order to effectively pursue the principles and policies set out, the ESG Strategic Plan includes the following objectives 
related to the Innovation Pillar:

IMPLEMENTATION 
STATUS 

MAIN TYPES 
OF CAPITAL OBJECTVES INDICATOR (KPI) TARGET BASELINE 2023 OUTCOME

Increase digital transactions for the various products of 
the Poste Italiane Group

	y Number of digital transactions in finan-
cial, insurance and payment services 	y +50% by 2024 2020

+103%

Increase contactless transactions 	y Number of transactions 	y 1.2 billion by 2024 2022
1.3 billion

Full Digital POs 	y No. pilot POs 	y One pilot PO by 
2023 2022

Inaugurated on 8 November 
the PO in Florence  

Development and deployment of digital and paperless 
services in energy supply

	y % of paperless contracts
	y % of customers acquired via digital 
channels

	y % of digital bills and/or digital 
payments

	y > 95% by 2025
	y 10% by 2025
	y > 40% by 2025

2021

	y 98%
	y 9%
	y 57%/52%

Install SMART mailboxes 	y Number of SMART mailboxes 	y 10,500 by 2026 2022
707

Increasing the number of cards made of environmen-
tally sustainable material

	y Number of environmentally sustainable 
cards 	y 20 million by 2026 2020

10.6 million

Replacement of all PCL operating personnel uniforms 	y Number of PCL operating personnel 
uniforms replaced 

	y 40,000 (all staff) 
by 2025 2021

6,400

Increase the level of automation of back office 
processes

	y % of back office resources supported 
by automated digital processes 	y 75% by 2024 2020

65%

Development of pre-sale and sale channels of products 
and services in multi-channel

	y % of new funnels created in mul-
ti-channel 	y 75% by 2024 2020

70%

RDS-Digital Service Request Project 	y Preparation on digital channels of data 
for in-branch transactions

	y Preparation on 
digital channels for 
data for in-branch 
transactions by 2024

2020

	y Release on APP Poste 
Italiane for products

	y Realisation of training 
course with Corporate 
University, delivered to 
colleagues in the Territory

	y FAQ creation for Dynamic 
Assistance

	y Design porting solution 
Financial Products on 
Poste.it site

Digitisation of Customer Receipt – Phase 1 	y Digitisation customer receipt 	y Digitisation paper 
receipt by 2024 2020

Issuing of dematerialised 
customer receipts to 
transactions related to 
Moneygram, Vaglia and 
Pago PA products

Increasing the level of automation of back office 
processes, with progressive introduction of advanced 
Artificial Intelligence solutions

	y % of back office resources supported 
by automated digital processes 	y 85% by 2026 2023 New

Increase digital transactions for the various products of 
the Poste Italiane Group

	y % of digital transactions in financial, 
insurance and payment services 
compared to 2020

	y +115% by 2024 2023 New

Increase contactless transactions 	y Number of transactions 	y 1.7 billion by 2026 2023 New

Development of an ethics-driven framework to support 
Artificial Intelligence

	y N° survey on ethics perception
	y Company Policy and monitoring tools

	y 2 by 2025
	y Implementation 
of the Policy and 
identification of 
tools for overseeing 
the ethics-driven 
approach in AI pro-
cesses by 2026

2023 New

On-line current account openings 	y % number of current accounts opened 
online out of total openings 	y 8% by 2024 2023 New

Supporting the internal digitisation process through 
training for the adoption of new digital solutions

	y No. of training initiatives to support 
Sales

	y No. of training initiatives to support 
post-Sales

	y 1 training initiative 
by 2024

	y 1 training initiative 
by 2024

2023 New

Experimenting with digital learning solutions to improve 
the learning experience and participant engagement

	y No. immersive reality experiments
	y No. of microlearning experiments

	y 1 immersive reality 
experimentation 
in the induction 
pathway of new 
hires by 2024

	y 1 experimentation 
with text-based 
microlearning in the 
follow-up of training 
courses by 2024

2023 New

Generating a widespread culture of innovation through 
the understanding and dissemination of a common 
mindset, the acquisition of new skills related to the 
adoption of AI technologies

	y No. of courses issued

	y Release of two 
courses by 2024:

1. AI verticals course 
2. AI Literacy course

2023 New

Objective achieved/Objective achieved and updated Objective not achieved Deadline for achieving the objective that has not yet expired
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is Sustainable 
finance 

Responsible investments 
for sustainable growth.





Sustainable finance

For years, underlying the responsible investment approach adopted by the Poste Italiane 
Group has been the belief that the integration of ESG considerations is a strategic asset 
for the generation of long-term sustainable value.

Poste Italiane believes that incorporating ESG risks and opportunities in the management 
of investment portfolios can provide an effective response to the social and environmental 
needs expressed by society, with a positive impact on the entire Italian economy�

The definition of a holistic approach for the integration of sustainability considerations into the 
Group’s investment activities is part of a path started in 2019 through the development of the 
strategies and the general responsible investment approach adopted by the Group’s financial 
companies, BancoPosta Fondi SGR and Poste Vita. The first step along this path was the 
signing of the Principles for Responsible Investment (PRI) by both companies. These are six 
principles, adhered to by an extensive international network of investors, which promote the 
integration of ESG issues and the dissemination of responsible investment practices within 
their investments and portfolio companies.

Poste Italiane believes that collaboration with other stakeholders is essential to foster 
the achievement of concrete results, in a stewardship logic. Pooling resources with other 
investors will allow for greater influence on decision making and actions of portfolio 
companies and will bring superior results in the progress toward sustainable development

After a one-year suspension to allow for a review of its structure, the PRI questionnaire 
became active again in 2023, and both BancoPosta Fondi SGR and Poste Vita completed it 
in the scheduled reporting window.

BancoPosta Fondi SGR and Poste Vita, in line with previous years, took part in collaborative 
engagement initiatives, dialoguing with the financial sector, institutions and trade associations 
consistent with their own Guidelines on the subject. These Guidelines on the Exercise of 
Voting Rights and Engagement Activities define the specific modalities and timing according 
to which BancoPosta Fondi SGR and Poste Vita consider to engagement actions in the case 

SUSTAINABLE FINANCE FOR US:
scan the QR code and watch the video.

MAIN RELATED 
TYPES OF CAPITAL

•	 Responsible Investment Policy of the Poste Vita Group 
•	 Responsible Insurance Policy of the Poste Vita Group
•	 Responsible Investment Policy of BancoPosta Fondi SpA SGR 
•	 Guideline for investment in sensitive sectors of BancoPosta Fondi SGR
•	 Guideline for investment in sensitive sectors of the Poste Vita Group
•	� Guideline on the exercise of voting rights and engagement activities of BancoPosta 

Fondi SGR
•	� Guideline on the exercise of voting rights and engagement activities of the Poste Vita 

Group
•	� Policy Guideline for Managing Dialogue with Poste Italiane SpA shareholders – 

Engagement Policy

SDGs IMPACTED

Salone del 
Risparmio 
(Savings 
Exhibition)
The CEO of 
BancoPosta Fondi 
SGR, Stefano 
Giuliani, participated 
in the Salone 
del Risparmio 
2023, focusing 
on investors’ 
green choices 
and the need to 
fully understand 
customers’ 
expectations in order 
to guide them on 
sustainability issues

Brand 
Finance 
Global 500
In 2024, Poste 
Italiane ranks 231st 
in the ranking of the 
500 brands with 
the highest financial 
value worldwide
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In order to effectively pursue the principles and policies set out, the ESG Strategic Plan includes the following objectives 
related to the Sustainable Finance Pillar.

IMPLEMENTATION  
STATUS 

MAIN TYPES 
OF CAPITAL OBJECTIVES INDICATOR (KPI) TARGET BASELINE 2023 OUTCOME

Reduce the Group’s total portfolio emissions 
in line with the Paris Climate Agreement 
targets and contribute to limiting global 
warming to 1.5°C

	y Net tCO2e
	y Net zero by 
2050 2023 New

Development of sustainable finance initiati-
ves dedicated to internal stakeholders 	y No. of initiatives 	y 4 by 2024 2021

5

Development of a dedicated offer for 
people who would have to disinvest part 
of their invested capital in the event of a 
serious illness

	y Expansion of the offer on the 
main flagship products of both 
class I and multi-class

	y Expansion of 
offerings by 
2024

2022

Launched 4 
products including 
Serious Illness cover 

Implementation of a new insurance check-
up to tailor proposed cover to each client 
on by household, and not just by individual, 
to identify protection needs more precisely, 
and thus reduce the level of underinsurance 
of the Italian population

	y No. of insurance check-ups in 
production 	y 1 by 2023 2022

Start of production 
of the dedicated 
household insurance 
check-up

Creation of a new model of access to and 
use of insurance products, with a main 
focus on personal coverage, to increase 
awareness and diffusion among the Italian 
population, in two phases:
	y Rationalisation and simplification of 
offerings, moving beyond the traditional 
“coverage” structure towards a “needs” 
structure

	y Development of an advisory model that 
guides the client to the most suitable 
health facilities for the specific need and 
generally facilitates the “use” of the policy 
(i.e. claims management)

	y Restyling of Persona line by 
Poste Vivere Protetti

	y New advisory and benefit 
management process 

	y Restyling of 
Persona line by 
Poste Vivere 
Protetti by 
2023

	y New advisory 
and benefit 
management 
process by 
2023 

2022

	y Restyling of the 
Poste Vivere 
Protetti person 
line, simplifying the 
structure of the of-
fer and orienting it 
towards a needs-
based logic

	y New claims 
consultancy 
model launched in 
October 

Gradual inclusion of an ESG component in 
Poste Vita investment products

	y % of Poste Vita products with 
ESG elements 	y 100% by 2024 2020

79%

Integrate into at least one fund open to 
retail a strategy – also in competition with 
others – aimed at controlling and containing 
carbon emissions

	y No. of funds 	y 1 by 2024 2022
30%

Increase ESG indicators against which 
BancoPosta Fondi SGR’s investment 
portfolios can be monitored 

	y Define a proprietary synthetic 
sustainability indicator

	y Definition of 
the indicator by 
2024

2022
30%

Development of a strategy concept inte-
grating sustainability objectives (pursuant 
to Art. 9)

	y No. of strategies with a sus-
tainability objective 	y 1 by 2024 2022

30%

Integration of Poste Vivere Protetti’s Perso-
nal Line offer with coverage dedicated to 
specific targets e.g. caregivers

	y Dedicated coverage for specif-
ic targets e.g. caregivers

	y Coverage 
launch by 2024 2023 New

Carrying out a feasibility study on the 
possibility of extending the target group of 
insurable persons for health coverage to 
persons normally excluded, through greater 
sophistication of the health declaration 
required at the time of underwriting

	y Carrying out a feasibility study 
to expand the target group 
of people insurable for health 
coverage

	y Implementation 
of the study by 
2024

2023 New

Objective achieved/Objective achieved and updated Objective not achieved Deadline for achieving the objective that has not yet expired
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SUSTAINABLE FINANCE ESG PRODUCTS AND SERVICES RELATED TO ASSET MANAGEMENT*

Categories of environmental, social and governance investment products and services offered (€)  2022 2023

Investment products/options include the integration of ESG criteria** 244,029,168.87 3,473,925,974.74

Investment products/options applying best-in-class criteria*** 6,704,015,404.05 9,811,967,295.69

Products/Investment options with thematic investments**** 118,464,735.57 118,465,514.19

Investment products/options linked to impact investing activities***** 0 0

Other****** 0 1,002,485,000.48

Total AuM of environmental, social and governance investment products 7,066,509,308.49 14,406,843,785.10

Total AuM in the asset management segment******* 100,621,409,143.26 117,381,041,341.00

Percentage of environmental, social and governance investment products out of 
total AuM in the asset management segment (%) 7.0 12.3

*	� It is specified that with regard to the custody of sustainable investment products and services BancoPosta Fondi SGR does not offer its clients products not owned by the 
organisation and managed by third-party managers. In this regard, the breakdown and classification of these in terms of Assets under Custody (AuC) is not reported. 

**	� The category includes products for which ESG factors are systematically included in analyses and investment decisions. In 2023, the category included the products “BP 
UNIVERSO 60”, “BP UNIVERSO 40”, “BP Universo Tematico”, “PV Valore Sostenibilità Equilibrato”, “PV Valore Sostenibilità Dinamico”, “PV Valore Sostenibilità Sviluppo” 
and “PV Obiettivo Sostenibilità”. With reference to 2023, the investment options referred to Poste Vita and belonging to this category amount to €3,344,193,236.48.

***	 The category includes products invested in sectors, companies or specific projects, selected for their positive ESG performance within their respective sectors of operation 
(so-called positive screening). In 2023, the following products were included in the category: “BP Orizzonte Reddito”, “BP Azionario Flessibile”, “BP Azionario Internazionale”, 
“BP Azionario Euro”, “BP Selezione Attiva”, “BP Mix 1”, “BP Mix 2”, “BP Mix 3”, “GS Poste Vita Valore Solidità” and “Riserva Attivi Specifici”. With reference to 2023, the 
investment options referred to Poste Vita and belonging to this category amount to €3,472,510,110.

****	 The category includes products whose investments are focused on issues or economic activities that contribute positively to certain environmental or social outcomes (e.g. 
clean energy, energy efficiency, etc.). In 2023, the following products were included in the category: “BP Focus Ambiente 2027” and “BP Focus Ambiente Marzo 2028”. 

*****	� The category includes products whose investments are made with the intention of generating a positive social and environmental impact, as well as a quantifiable financial 
return, in both emerging and developed markets.

******	 The “Other” category includes products classified as Articles 8 and 9 in line with the requirements of EU Regulation 2019/2088 (so-called EU SFDR Regulation). In 2023, 
the following product was included in the category: “Poste Investo Sostenibile”. 

*******	 The value reported is the sum of the NAVs of the managed funds.
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