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Dear All, 

In this fifth edition of the De’Longhi Group’s 
Sustainability Report we will tell you about 2021, 
a year characterized by important growth and 
value creation, but also noticeable challenges in 
an environment that saw a gradual increase in 
the complexity of the global market conditions.

Thanks to the vaccination campaigns, in 2021 
the most severe phase of the health crisis was put 
behind us and economic activity recovered grad-
ually, albeit at a pace that varied in different parts 
of the world. At the same time, supply chain bot-
tlenecks persisted due to the difficulties encoun-
tered finding parts, higher purchasing and trans-
portation costs.

The results the Group achieved in 2021 testify 
to the extraordinary commitment and resilience 
of our people, the strength of our brands and the 
success of our strategy which combines product 
innovation, manufacturing excellence and the 
continuous investments made in both produc-
tion and communication in order to support our 
brands.

ESG factors are increasingly becoming an inte-
gral part of our medium/long-term strategy: sus-
tainability was included in our Medium Term 
Plan 2021-2023 as a veritable and real enabler, 
and is gradually becoming part of our journey 
and evolution, forcing us, in some instances, to 
rethink our priorities and our projects for the 
years to come.

For us 2021 also marked the beginning of a new 
chapter in our sustainability path: we redefined 
our sustainability governance and the areas of 
even greater focus, while also developing a 
Sustainability Manifesto for our people so that 
the path is increasingly shared and deeply rooted.

We are, in fact, convinced that today a strategy 
that delivers Sustainable Success, which takes 
into account both economic growth, as well as 
social and environmental impact, is the only path 
to follow given the complexity of the challenges 
and the opportunities that lie ahead.

Enjoy reading the report,
Massimo Garavaglia

AA new chapter 
in our path
[GRI 102-14]
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W 1.1  
Who we are and 
where we operate

De’ Longhi S.p.A., listed on Borsa Italiana’s Euronext 
Milan market, is the holding company of a group of 
companies active in the manufacture and distribu-
tion of small appliances which strive to improve 
day-to-day living with solutions for segments that 
include food preparation and cooking, coffee, com-
fort (air conditioners and heaters) and home care.

While strongly rooted in Italy, with headquarters in 
Treviso [GRI 102-3], today the De’ Longhi Group is 
an established international player: thanks to its 
numerous directly owned commercial branches, a 
dense network of distributors and a few stores,  
De’ Longhi is, in fact, found and recognized globally. 
De’ Longhi also has 6 production facilities located 
in Italy, Romania, Switzerland and China.

The first appliance manufactured under the 
De’ Longhi brand, an oil-filled radiator launched in 
1974, contributed to the success of the first pro-
duction site which, in subsequent years, succeeded 
in gradually expanding its product range and estab-
lishing itself, above all, in the manufacture of elec-
tric radiators and portable air conditioners. Over the 
years, the De’  Longhi Group’s solutions became 
synonymous with innovation and efficiency which 

allowed for increased brand recognition and recog-
nizability. A few key products, like the Pinguino air 
conditioner, became true icons.

The Group is active internationally with 6 brands: 
De’  Longhi, Kenwood, Braun, Ariete and Nutribullet 
(this latter bacame part of the Group following the 
acquisition in 2020 of the American company Capi-
tal Brands Holding Inc., leader worldwide in the per-
sonal blenders segment), as well as Eversys (a Swiss 
brand acquired in 2021 active in the professional es-
presso coffee machine segment). Thanks to these 
recent acquisitions the Group was able to strengthen 
its presence in the strategic US market, as well as 
further expand and diversify its product range.
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Brand Head Office 
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Fig. 1 - Our Brands and the Group’s presence around the world 1

1 The figures for 2021 also include the companies of the Capital Brands Group, acquired at the end of December 2020, and  
Eversys, the controlling interest of which was purchased in 2021. Inclusion in the scope of consolidation is consistent with the 
financial effects of the acquisitions. The 2021 figures for these acquisitions may not be entirely comparable with all three years 
of the reporting period.
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The resiliency of our Group

2021 was clearly characterized by the unstable 
global market conditions due to the health and eco-
nomic crises that impacted the management of the 
Group’s operations; however, similar to the prior 
year, the De’  Longhi Group demonstrated that it 
possesses a resilient business model, as well as 
the flexibility needed to face another unprecedent-
ed year; the Group was able to protect the health 
and safety of its people and guarantee business 
continuity (with exceptional results in terms of both 
manufacturing and sales worldwide), the two main 
priorities in this unpredictable environment.

With regard to first aspect, the Group acted as it did 
in 2020, when the experience managing the pan-
demic at the Chinese plants allowed the De’ Longhi 
Group to react quickly to an unexpected scenario. 
In 2021, therefore, the use of PPE inside offices and 
plants was still mandatory for all employees, as 
well as temperature checks before entering. Con-
stant sanitization of the workplace, social distanc-
ing, continuous communication and surveillance 
also continued. Workplace entrances were subject 
to the local laws of the Countries in which the 
Group operates; in Italy, for example, automated 
machines were installed at the entrances of the of-
fices and plants which guaranteed access only to 
those employees after temperature checks and 
with proof of anti-Covid 19 vaccinations or a nega-
tive Covid-19 test result. In 2021 remote, combined 
with in presence, working continued where the job 
allowed and a policy governing the relative terms 
and methods is in the process of being approved at 
Group level; different measures were adopted for 
the production facilities which are described in 
other sections of this report.

All of this was accompanied by the need to guaran-
tee the continuity of the Group’s operations in a 
challenging context characterized by the lack of 
materials and parts on a global level. Despite the 
problems to overcome relative to procurement and 
logistics, the Group demonstrated, once again, the 
ability to adapt and react to the difficulties, which 
made it possible to continue to meet the growing 
market demand, as well as confirm its leadership in 
the main markets and product segments. With its 
usual resilience, the Group succeeded in reacting to 
another challenging year with agility, demonstrat-
ing its capacity to adapt which made it possible to 
protect the health and safety of its people, as well 
as guarantee the continuity and growth of its busi-
ness; as was the case in 2020, in 2021 the Group’s 
people received a special bonus at the end of the 
year in recognition of their commitment and dedi-
cation, which was paid at the beginning of 2022.
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G1.2 
Guaranteeing the 
value of our Group

In order for the De’  Longhi Group to successfully 
pursue its business objectives, it is essential to 
maintain a constant, constructive dialogue with its 
stakeholders, shaped by listening to the needs of all 
stakeholders in order to build a lasting relationship 
based on trust. Specific company functions are re-
sponsible for overseeing and nurturing the dialogue 
with stakeholders, in accordance with principles of 
transparency and fairness, as well as clear and 
complete information, in order to foster the ability 
to make informed decisions.

In 2021, the De’  Longhi Group, with the direct in-
volvement of company management, updated the 
mapping of its stakeholders based on an analysis 
of the company structure, the value chain, busi-
nesses and those activities not strictly related to 
the latter, but which are an integral part of the 
Group’s reality. This update led to the identification 
of 10 categories of stakeholders, grouped together 
by type of stakeholder, expectations, needs and ex-
isting relationships with the Group.

The Group interfaces with each group of stakehold-
ers constantly using different methods of engage-
ment and listening based on principles of transpar-
ency and fairness, as well as clear and complete 
information, shaped by the Group’s Code of Ethics. 

Fig. 2 - The De’ Longhi Group’s Stakeholders [GRI 102-40, GRI 102-42, GRI 102-43, GRI 102-44]

Stakeholders Communication channel Main topics that emerged

Trade associations Shareholders’ meetings, periodic meetings Consumer rights, workers’ rights, environmental performance

Shareholders Corporate documents/Shareholders’ meetings/ Events Economic performance, business strategies

Communities and NGOs Periodic meetings, sponsorship of specific initiatives Sponsorships, social impact, contribution to the community, 
greater awareness of specific issues

Consumers
Satisfaction questionnaires, test panels, Contact Centers 
(voice, e-mail, chat and social media channels), advertising 
campaigns, culinary events, Youtube “How to” channel

Customer assistance, product safety and quality, product 
availability, feedback about ease of use and product satisfac-
tion, privacy

Employees
Employee Engagement Survey, annual performance reviews, 
periodic meetings to share results, corporate intranet used to 
access Group information, Group house organ, new HRMS

Organizational clarity, improved management of resources by 
managers, appreciation of individual contributions to the 
company, improvement in internal communications and 
access to information

Suppliers Contracts, qualifications and assessment, periodic meetings Way in which supplier relationships are managed

Future generations - Reduce emissions and fight climate change

Financial analysts, media Interviews, meetings, road shows, press conferences Economic performance, new products/ services/organization-
al models, specific social initiatives

Business partners Sales meetings, audits Product safety and quality, flexibility and ability to adapt to 
demands

Universities/research centers Specific meetings, collaboration on different research projects Recruiting and retaining talents, support for research

The main stakeholders, along with the different lis-
tening and communication channels used, are re-
ported below:
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With regard specifically to trade associations, the 
De’  Longhi Group is a member of Confindustria, 
APPLIA Italia, APPLIA Europe and the Association 
of Home Appliance Manufacturers - USA (AHAM), 
namely the most important associations for the 
professional and domestic appliance sector in Italy, 
Europe and the US, respectively. The Group is also a 
member of Assoclima, the association of manufac-
turers of climate control systems, the Comitato 
Termotecnico Italiano (CTI), the European Commit-
tee for Electrotechnical Standardization (CENE-
LEC) and the International Electrotechnical Com-
mission (IEC). [GRI 102-13]

Corporate structure and value generation

The Group adheres to the Corporate Governance 
Code for Listed Companies, based on which the 
corporate governance system was adopted. The 
corporate bodies of the Parent Company De’ Longhi 
S.p.A. include: the Shareholders’ Meeting, the Board 
of Directors and the Board of Statutory Auditors. 
The Board of Directors includes the Control, Risk, 
Corporate Governance and Sustainability Commit-
tee; in addition to providing guidance with respect 
to non-financial assessments and decisions, the 
latter also monitors and implements compliance 
with corporate governance regulations, together 
with the Board of Directors and the Corporate and 
Legal Affairs Division. [GRI 102-18]

In 2021, De’ Longhi Group’s Board of Directors com-
prised 8 men and 4 women, for a total of 12 mem-
bers, 92% of whom are over 50 years old. The com-
position of the Board of Directors and the Board of 
Statutory Auditors, renewed during the Sharehold-
ers’ Meeting held on 30 April 2019, complies with 

the Group’s commitment to ensure that the least 
represented gender (women), accounts for at least 
one-third (rounded up) of the members of the two 
boards: this commitment is also referred to in the 
2021 Corporate Governance and Shareholding 
Structure Report.

Fig. 3 - Breakdown of De’ Longhi S.p.A.’s Board of Directors by gender and age in 2021 [GRI 405-1]

8%

67% 92%

33%

Men

Women

>50 years

30-50 years
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In 2021 the Group generated value of roughly €3,621.8 million, 93% of which (or around €3,364 mil-
lion) was distributed as follows: payments made to suppliers of goods and services (€2,610,082 
thousand), compensation paid to employees (€375,305 thousand), interest paid to lenders (€141,623 
thousand), taxes paid (€111,064 thousand) and donations made to local communities (€1,845 thou-
sand), as well as the €124,501 thousand in dividends paid to shareholders in 2021. Lastly, in 2021 
€257,411 thousand in earnings were retained.

The value generated and distributed by the De’ Longhi Group

Fig. 4 - Value generated in thousands of euros [GRI 201-1]

2019

2020

2021

2,109,026

2,501,530

3,621,831

Fig. 5 - The value distributed, in thousands of euros, in 2021 [GRI 201-1]

Operating costs

Value distributed to employees

Value distributed to capital providers

Value distributed to the Public Administration

Value distributed to shareholders

Value distributed to the community

3%

11%

4%

4% 0.1%

78%

Ethics and Governance system

The Group Code of Ethics, most recently updated 
in July 2018, governs the conduct of De’ Longhi’s 
people; the Code also governs all the relationships 
the Group undertakes with third parties like suppli-
ers, customers and public administrations which, 
by their very nature, must be informed by transpar-
ency, fairness, honesty, integrity, equality, profes-
sionalism and loyalty. [GRI 102-16] In accordance 
with Legislative Decree 231/2001 the De’  Longhi 
Group’s Italian companies also adopted an “Organ-
izational, Management and Control Model” which 
was updated in 2021 by both De’ Longhi S.p.A. and 
De’  Longhi Appliances. This Model, the correct 
functioning of which is supervised by an independ-
ent Supervisory Board, also calls for the adoption 
of a tool for reporting illicit conduct (in accordance 
with ISO Standard 37001:2016), known as the 
Whistleblowing: De’  Longhi Group Integrity Plat-
form (for more information see the “Whistleblow-
ing” section of the Group’s website). Completed in 
and operational as of 2020, the whistleblowing 
platform makes it possible for each employee, sup-
plier and customer to file a report. In order to pro-
tect the identity of the whistleblower, the source of 
all the information provided remains anonymous. 
This is done through a dominion located outside 
the company systems which sends the encrypted 
information directly to the Whistleblowing Commit-
tee, a body comprising four Group members 
charged with analyzing and carrying out any further 
investigations of the reports received (to date no 
reports of note have been received).

Unlike previous years, when part of the training on 
the Code of Ethics and Model 231 was carried out 
in person, as of 2020, this activity slowed down due 
to the health crisis which has characterized the last 
two years and in-person lessons were not held. 
However, brief inductions were organized for all 
new employees, during which the most important 
parts of these documents were presented. As for 
the Code of Ethics, in 2021 a targeted information 
and awareness campaign was launched based on 
which the document was sent to all Group employ-
ees worldwide during the year who were to provide 
signed confirmation of having received and read it. 

In addition to the tools described above, the Parent 
Company also uses a procedure to identify trans-
actions subject to specific rules of approval with 
related parties, the latest, updated version of which 
was approved on 30 June 2021. This procedure, in 
accordance with CONSOB Regulation no. 17221 of 
12 March 2010, governs the Group’s relationships 
with related parties and helps to monitor the rela-
tive risks.

In order to standardize the Governance policies 
across all the Group companies, in 2018 De’ Longhi 
also adopted the “Corporate Governance Guide-
lines” which call for adhesion to the Group’s Code 
of Ethics and define a system for the delegation of 
spending authority. The implementation of these 
guidelines is entrusted to the local heads of admin-
istration based on an internal document which can 
easily be accessed by all employees.
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Group compliance is managed and overseen by the 
Legal Division and Internal Audit, assisted by the Of-
ficer Responsible for Preparing the Company’s Finan-
cial Report (to the extent of his responsibilities). Quali-
ty Control monitors product compliance, as well as 
the suppliers’ qualifications and assessments.

In addition to complying with the law and the stand-
ards calling for transparency, the Group intends to 
ensure that models of conduct are defined and im-
plemented with a view to minimizing the risks con-
nected to potential illicit acts which could be sub-
ject to applicable legal sanctions.

In addition to the above, Internal Audit and the Of-
ficer Responsible for Preparing the Company’s Fi-
nancial Report also supervise the Enterprise Risk 
Management (ERM) system which has been updat-
ed constantly over the years and allows the Group 
to assess and monitor the company’s risks. Toward 
this end, already in 2020 different activities involv-
ing both headquarters and a number of branches, 
were undertaken in order to understand the risks 
perceived in the individual areas by local and inter-
national management and the countries of opera-
tion, in general. Toward the end of 2020 activities 
which resulted in the creation of a dynamic Risk 
Management platform were also undertaken which 
ultimately will be used by all the Group’s legal 
entities.

As planned, the roll-out of the platform began at the 
beginning of 2021; this phase involved the Group’s 
most relevant companies, as well as headquarters 
and made it possible, among other things, to inte-
grate the system with a greater number of risks 
linked to sustainability, including those relating to 
climate change. The roll-out is expected to take two 
years and in 2022 will also involve the remaining 
Group companies. An important aspect of this plat-
form is that it is dynamic and, under the strict su-
pervision of Internal Audit and the Group’s Officer 
Responsible for Preparing the Company’s Financial 
Report, allows the personnel involved to update the 
risks identified in a timely and independent manner, 
as well as make changes to the risk map based on 
the user profile in order to guarantee the utmost 
control and separation of roles. The platform was 
also integrated directly with the SAP Success 
Factor for organizational purposes. A specific 
e-learning module was also created so that all indi-
viduals subject to assessments receive adequate 
training.

The main risks identified and associated with the 
material topics reported on in this document are 
shown in the following page.
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ERM

• risks related to the evolution of different 
regulatory contexts on environmental 
matters

• risk related to possible environmental 
damages deriving from faults or serious 
damage to production plants

• risks relating to climate change

• risks relating to inappropriate energy 
management practices

Environment
• risks related to the Group’s ability to 

continue to offer innovative products

• risks related to the Group’s ability to 
protect its research and development 
activities by filing patents and trademarks

• risks related to compliance with product 
quality standards required by the different 
regulations in force in the various 
jurisdictions in which the Group operates

• risks associated with the evolution of the 
regulatory framework concerning the 
safety and energy consumption of 
electrical appliance for domestic use, 
defective products, the minimum 
warranty period, recyclability and 
environmental compatibility

Product innovation Quality and responsibility

• risks related to the ability to attract, 
develop, motivate, retain and 
empower people

• in relation to the Chinese platform, 
there are some risks associated with 
the high turnover of Chinese 
manufacturing personnel, along 
with the increase in labour costs

• in relation to the Romanian platform, 
there are some risks associated with 
the increase in labour costs, along 
with possible problems in finding 
manpower

Human Resources management

• risks related to data integrity

• risks related to the continuity of service

• risks associated with the obsolescence of 
telecommunication and processing technologies

Computer systems

• risks associated with strategic alliances 
and supply agreements

• risks related to relationships with 
suppliers, their reliability in terms of the 
quality of the products manufactured, 
their performance in terms of logistics 
and the deadlines of the respective 
deliveries, and in relation to their 
relationships with employees

• risks related to the trend in raw material 
costs

• risks related to the size of the warehouse

• risk related to the time frame of 
shipments and possible inefficiencies in 
supply chain management

• risk of depending on a single supplier of 
components for strategic products

Supply chain and logistics systems

• risks related to financial 
reporting

• risks related to the 
administrative liability of legal 
persons

• risks related to commercial 
relations with related parties

• reputational risk

Compliance
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Over the last few years the Group has also intro-
duced different initiatives aimed at reducing the risk 
of fraud, the most important of which is the An-
ti-fraud Program (defined based on the guidelines 
issued by ACFE - Association of Certified Fraud Ex-
aminers) and the launch of a project to verify any 
potential instances of abuse of office and corrup-
tion, in order to increase monitoring of compliance 
with internal regulations and the laws in place in the 
various countries in which the Group operates (even 
though the Group does not have business relation-
ships with public administrations).

Each year Internal Audit, supported by the Officer 
Responsible for Preparing the Company’s Financial 

Report, also carries out a series of audits of the pro-
cesses, accounting procedures and compliance 
with Law 262 (relating to the financial reporting 
process) in order to guarantee that all the corporate 
documentation is reliable, complete, accurate and 
timely, as well as consistent with the Group’s ad-
ministrative and accounting procedures. The pur-
pose of the Audit Plan, which follows the plan de-
veloped by the Officer Responsible for Preparing 
the Company’s Financial Report and the Control, 
Risk and Corporate Governance Committee, is to 
gradually cover all the Group’s companies, with a 
particular focus on the most important ones (deter-
mined using economic criteria).

Fig. 7 - Anti-Corruption Training [GRI 205-2]

2019

2020

2021

Anti-corruption training hours

Employees who have received 
anti-corruption training

Persons to whom anti-corruption 
policies and procedures have been 
communicated

2,954

5,622

2,381

7,207

7,911

10,800

8,519

9,826

11,073
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In 2021, 9,826 employees received anti-corruption 
training, for a total of 8,519 training hours, higher 
than in 2020. 100% of the Group’s blue collars,2 14% 
of the white collars and 7% of the managers re-
ceived training in this area.

changed, eliminating any and all references to the 
product’s disinfecting actions. The second instance 
involved the non-compliance of Capital Brands 
which was resolved by applying a small fine, agreed 
upon by the parties. In 2020 there were no instanc-
es of non-compliance, while in 2019 two were re-
corded which did not result in any fines, but only 
warnings. [GRI 417-3]

There were no instances of environmental 
non-compliance or fines in the three-year period 
2019-2021. [GRI 307-1]

Furthermore, in 2021 there were no instances of 
non-compliance with social and economic laws 
and regulations, nor any fines in this regard. 
[GRI 419-1]

Lastly, the Group does not make contributions of 
any kind (directly or indirectly) to political parties or 
movements, labor unions, nor to their representa-
tives or candidates, in Italy or abroad. [GRI 415-1]

2 The number of workers who received anti-corruption train-
ing in 2021 is higher than the number of workers in the 
Group at 31 December 2021 because training is provided 
upon joining the company, so the count of trained workers 
may also include staff whose employment contracts were 
terminated during the year.

Fig. 8 - Employees trained on anti-corruption in 

2021 by category [GRI 205-2]

9,355

440
31

Managers

White collar

Blue collar

Fig. 9 - Hours of anti-corruption training provided in 

2021 by category [GRI 205-2]

8,107

391
22

Managers

White collar

Blue collar

No violations of anti-corruption laws were recorded 
in the three-year reporting period (2019-21), 
[GRI 205-3], nor was any legal action taken involv-
ing anti-competitive, antitrust or monopolistic prac-
tices. [GRI 206-1]

Looking at the instances of non-compliance in mar-
keting and communications, in 2021 there were 
two instances of non-compliance; the first, which 
resulted in a fine, involved the complaint filed by the 
Italian Minister of Health relative to an Ariete prod-
uct as the chemical substance used by the product 
was registered as a detergent and not as a disin-
fectant. The Ministry asked that all the information-
al and marketing material relative to this product be 
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O1.3 
Our sustainability path

A number of years ago the De’ Longhi Group began 
following a sustainability path which is not limited 
to just reporting. In 2017 the Group issued its first 
consolidated Non-Financial Statement (NFS) and 
the first Sustainability Report; in addition to provid-
ing the Company with a way to measure and under-
stand its performances, these reports helped to 
shape a management model for non-financial 
topics and define Sustainability goals for the future 
which increased the Group’s understanding of how 
important it was to undertake a structured path in 
order to ensure that sustainability would become 
an integral part of its strategy and business model. 
Consistent with the company’s strategy, the Group 
defined concrete steps to take in order to lessen its 
impact and, at the same time, create long-term 
value for the company and its stakeholders.

2021 marked a new significant chapter in the 
De’ Longhi Group’s Sustainability path; with a view 
to pursuing sustainable success the Group, in fact, 
rethought its sustainable governance which now 
comprises the following bodies:

• the Control, Risk, Corporate Governance and 
Sustainability Committee, operational since 
2019, is a Board committee with proactive guid-
ance and advisory functions;

• the Sustainability Steering Committee, also op-
erational since 2019, comprised of different de-
partment managers, responsible for defining the 
sustainability strategy, as well as the relative 
Sustainability Plan;

• three Focus Groups - one for each of the Group’s 
sustainability pillars (People, Products and Pro-
cesses). Each Focus Group has a Team Leader 
who is responsible for the supervision/imple-
mentation of projects included in the plan rela-
tive to his/her own area of expertise;

• the Group’s Sustainability Director, appointed in 
2021.

Board committee responsible for Control and Risks, 
Corporate Governance and the topic of sustainbility

Comprised of the top management, it defines the 
Group’s strategy when it comes to sustainability

There are groups representing each of the Pillars identified by the Group;  
each one is assigned a Team Leader who supervises and implements  

the projects included in the relative Plan

Control, Risk, Corporate Governance 
and Sustainability Committee

Sustainability Steering Committee

Three Focus Groups
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In 2021 the Group also analyzed the main ESG best 
practices worldwide, ESG requisites and the expec-
tations of clients and partners in order to define the 
areas of commitment that the Group intends to 
focus on in the future. The information gathered 
and results of the work done are embodied in a 
Manifesto (targeting all Group personnel), which 
cements the renewed commitment to sustainabili-
ty and aims to create a transversal commitment for 
the entire internal community. The Group also iden-
tified, as well as started, the single projects that the 
Group intends to work on over the next few months 
while, at the same time, launching a few strategic 
partnerships with Italy’s main universities.

In 2021 the De’ Longhi Group also updated its ma-
teriality analysis in order to take into account the 
economic, environmental and social impact of its 
activities and how this affects the opinion and deci-
sions made by the Group’s stakeholders. The mate-
rial topics reported on are described in Fig. 10.

The sustainability pillars

The sustainability path undertaken by the Group is 
based on three pillars or macro-areas which it will 
focus on, while developing initiatives that will allow 
the Group to improve its sustainability performance 
every year.

• People: people provide the Group with strength 
and energy. The Group is committed to support-
ing and nurturing its people by creating a stimu-
lating work environment, capable of attracting, 
motivating and retaining talent, as well as pro-
moting growth and development. The workplace 
should, in fact, be a safe and healthy place, 
fueled by ambition, but also by passion, know-
how and the desire to work as part of a team 
which respects diversity and the potential of 
every individual;

• Products: each De’  Longhi Group product con-
ceived, designed and made aims to improve the 
life of who selects it; product innovation is key to 
the Group’s ability to continue being the leader of 
the segment in which it operates which fuels the 
search to improve materials, product durability 
and energy efficiency, along with the develop-
ment of technologies that facilitate and promote 
a healthy lifestyle for all its end consumers;

• Processes: the Group is committed to using its 
energy resources responsibly and efficiently in 
order to make an active contribution to the fight 
against climate change. At the same time, the 
shared priority is to guarantee unconditional re-
spect for human rights and working conditions 
in every phase of production, while helping the 
communities in which the Group operates to 
prosper. The focus on the environment and 
social impact is continuous, as is the attention to 
the value chain which for the De’ Longhi Group is 
part of a virtuous cycle that includes the entire 
production process.
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For further information on the material issues and 
their identification, please refer to the Methodologi-
cal Note.

Ethics and business integrity

Compliance with the law regulations in the markets 
it operates forms the foundation of the what the 
Group does; maintaining and strengthening the 
reputation of its brands with the main stakeholders 
sustains the Group’s sector leadership.

Health and safety of the workers

The health and safety of the workers represent the 
foundation of the Group’s responsibility towards its 
employees.

Inclusion and equal opportunity

Promoting a systemic and transparent approach 
which guarantees compliance with the principles 
of equal opportunity in the selection process, on 
the job and in career advancement is key to guaran-
teeing an inclusive workplace.

Attraction and development of talent

Attracting and retaining talent within the Group, 
while also maintaining a high degree of employee 
satisfaction, is key to reaching business goals.

Product safety and labeling

Product safety, in including of food, is essential to 
guaranteeing consumer loyalty to De’  Longhi’s 
products and brands.

Innovation and eco-design

Investments in new technologies are crucial to con-
tinuous product innovation, when developing new 
products, the focus on environmental issues re-
sults in the planning, for specific categories, of 
solutions with a low environmental impact, includ-
ing when used by the consumer.

Customer satisfaction

Accurate and clear product information is key to 
maintaining a lasting and trusting relationship with 
consumers, as is providing customer service capa-
ble of listening to the customer’s needs and re-
sponding to their requests quickly and thoroughly.

Promotion of sustainable lifestyle

As the leader in many of the markets in which it op-
erates, De’ Longhi intends to leverage on its prod-
ucts in order to be a Group capable of inspiring 
sustainable and healthy behaviour and habits.

Use of consumer data

Consumer and client data is used and processed 
with a view to protecting their rights and is vital to 
maintaining a trusting relationship with the Group.

Responsible management of the supply chain

The prevention and management of supply chain 
risks is a fundamental importance to ensuring the 
continuity of the Group’s business.

Respect for human rights

Ensuring working conditions that respect funda-
mental human rights is part of the Group’s respon-
sibility to its employees and suppliers.

Waste management and the circular economy

In order to promote a circular economy, the use of 
recycled materials is key, as it the recovery of pro-
duction by-products which reduces initial raw ma-
terial costs and the amount of waste to dispose of; 
the responsible management of the latter also in-
cludes heightened awareness and incentivizing re-
cycling whenever possible.

Management of GHG emissions and the 
fights against climate change

Climate change and its consequences require 
companies to manage their climate changing 
emissions carefully and responsibly.
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PPeople are our power

The people who work in the 
Group provide strength and 
energy that we are committed to 
supporting and nurturing. We provide 
a stimulating work environment, 
capable of attracting, motivating and 
retaining talent, as well as promoting the 
growth and development of our people. The 
workplace should, in fact, be a safe and 
healthy place, fueled by ambition, but also by 
passion, know-how and the desire to work as 
part of a team which respects diversity and 
the potential of every individual. We also 
invest actively in projects and actions 
which support the local communities in 
which we operate in order to help them 
grow and prosper. We keep our 
humanity, a renewable and 
invincible resource, alive.

The number 
of Group 
employee

10,352

The women of the 
De’ Longhi Group 
which account for 
the majority of 
the workforce

52%

Rate of injury

3.9

People 
are our power

The total training 
hours provided by 
the Group in 2021

224,309
(+1% compared to 2020)
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T 2.1 
The Everyday Makers

People are one of the three pillars on which the 
Group’s sustainability strategy is founded and their 
personal and professional growth is particularly 
dear to the Group, along with the desire to con-
stantly attract new talents. Care and attention 
when managing relationships between people are 
an important part of the Group’s philosophy which, 
leveraging on diversity, encourages all employees 
to be fair and loyal to their colleagues and strives to 
foster a workplace fueled by passion, collaboration 
and mutual respect.

Ambition

Respect

Heritage

Competence

Passion

Courage

Teamwork

The Chief Corporate Services Officer coordinates, 
among others, the Human Resources and Organiza-
tion Division which manages human resources at a 
Group level and is organized in such way so as to ar-
ticulate management roles in macro-clusters and to 
strengthen Talent Acquisition, Training and Develop-
ment, and Internal Communication activities.

The HR division, which operates at a corporate, re-
gional and local level with dedicated structures, is 
responsible for all aspects of the Group’s human re-
sources, from recruiting, selection and induction to 

human resources management and development, 
through termination, with a growing focus on en-
gagement initiatives and motivation, along with im-
portant aspects like administrative management of 
the employment relationship, labor union relations 
and the monitoring of workplace health and safety.

The global Talent Acquisition and Employer Brand-
ing function, active since 2020, became part of the 
Group in order to structure more integrated recruit-
ing. As part of a broader strategy undertaken by 
De’ Longhi to increase the Group’s global standing 
and recognition, this global function has already 
launched a number of initiatives including the up-
dated “People” and “Careers” sections found on the 
corporate website, which are now more informative 
and attractive, and the introduction of a new global 
corporate LinkedIn page which replaced the local 
ones. In 2021 there was significant increase in the 
number of followers and users. In order to increase 
the reach of the page even further a project involv-
ing employees who in the near future will act as 
company ambassadors, is being developed. The 
goal of this project is to create a platform capable 
of increasing the visibility of Group events and initi-
atives while, at the same time, build a communica-
tion channel that can be used to recruit new talents. 
In 2021 an impressive 373 job openings were pub-
lished on the page and more than 40% of the new 
hires made during the year were supported by the 
LinkedIn platform.

Looking at Talent Development, the digitalization of 
human resources management has accelerated 
over the last few years. The platform PULSE, which 
makes it possible for Group employees to develop 
and follow a personalized training plan by taking 
online courses or be part of virtual classrooms with 
other colleagues from other departments or geog-
raphies, has been active for a few years. In 2019 the 
variable pay module that is part of SAP’s Success-
Factors operating system was activated.

In 2021 the fourth edition of the engagement 
survey “Your voice: to make a difference” was 
completed. This survey is used to measure engage-
ment and the extent to which employees identify 
with and are attached to the Group. The survey, 
which once again recorded a very high level of par-
ticipation, showed that there has been a slight in-
crease in the level of engagement with respect to 
the prior edition. Taking into account that the 
survey was conducted during what were two very 
intense years for everyone due to Covid-19 pan-
demic, in terms of both work and psychologically, 
this is clearly a positive result. Similarly, the pan-
demic resulted in and accelerated a change in the 
way we work which is shifting towards a hybrid 
model that has positive repercussions for employ-
ee satisfaction: toward this end, De’ Longhi is com-
mitted to drawing up a remote working policy for all 
the Group’s organizations which clearly defines 
how work will be done in the near future.
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The goal of Diversity and Inclusion, another initia-
tive promoted by the Group in 2021, is to promote a 
systemic approach to guaranteeing compliance 
with the principles of equal opportunity and the 
elimination of discrimination, including and above 
all by focusing on gender diversity. The project fo-
cuses on two areas: a more qualitative one which 
looks at the main phases of the employees’ work 
experience in the company, with a special focus on 
gender diversity, in order to identify the priorities 
and needs of each phase. As work on this area pro-
ceeds, steps are being taken to provide ways for 
both men and women to balance their private lives 
with their professional lives, while recognizing the 
value of diversity. The other area aims to under-
stand the breakdown of the female presence within 
the organization, paying particular attention to any 
critical areas relating to gender pay gaps. More in 
detail, any pay gaps found will be the target of spe-
cific initiatives to eliminate this difference in a rea-
sonable amount of time. These activities will be 
carried out by an international and interdivisional 
work group of specialists who, through communi-
cation campaigns and training, will promote a cul-
ture based on inclusive values and behaviours.

The Group had 10,352 employees at 31 December 
2021, an increase of 10% compared to the prior 
year: this increase is explained by a number of fac-
tors, including the acquisition of Capital Brands and 
Eversys. The majority of the workforce was female 
(52%, in line with 2020). The number of employees 
with permanent contracts (88%) was down slightly 
compared to the prior year (92%).

The De’ Longhi Group’s People

Fig. 12 - Breakdown of employees by gender, 2021 

[GRI 102-8]
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Fig. 11 - The number of employees by geographical 

area [GRI 102-8]
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Our vision

Worldwide Every day, By your side 
A desirable object, An emotion, An authentic experience 
To be lived, To be shared

Our values - Everyday Markers

The Group’s values reflect who we are, 
our character, and our way of being and working. 
They are ideals that guide the Group’s operations through  
the day-to-day work of its people and their projects
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Fig. 13 - Breakdown of employees by type of contract 

[GRI 102-8]
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Fig. 14 - Breakdown of employees by type of contract 

and gender, 2021 [GRI 102-8]
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Onboardays is an event dedicated to all the new 
hires that join the Group during the year: in 2021 
roughly 400 people took part in this welcome 
event. Organized virtually, the purpose is to wel-
come the new hires and provide a space where 
they can get to know their new colleagues, the 
Group and the corporate culture. The initiatives 
that are part of this event provide participants 
with an immediate sense of belonging, as well as 
a way to get to know one another through team 
building activities carried out through the PULSE 
platform, as well as Padlet, a collaborative web 
platform. The CEO and Human Resources are 
also involved in the opening event.

The Group is committed to constantly keeping 
an eye on the future which is why every year it 
works to maintain existing relationships, and de-
velop new ones, with top-tier Italian and foreign 
universities. De’ Longhi is always looking for spe-
cialized talent to be part of the Group’s future 
growth which is why the ability to attract new 
talent from the academic world is essential. For 

this reason, after the slowdown in 2020, the 
Group expanded its partnerships to include Mi-
lano’s Politecnico and Bocconi University, two 
examples of Italian excellence. In order to 
strengthen the tie with the academic world, 
structured partnerships were developed aiming 
not only to attract and recruit the best talents, but 
also to increase the research and training carried 
out in partnership with the two universities. As 
part of the partnership with Politecnico, the 
Group participated in a number of events and 
training courses connected to topics like innova-
tion, research and development which helped to 
promote a reciprocal exchange of expertise and 
allowed the Group to take advantage of Politecni-
co’s training knowhow. With Bocconi University a 
Graduate Program was instituted which calls for 
the recruiting of ten talents from universities 
across Italy in order to offer them a permanent 
contract which begins with a 12-month working 
experience, half of which to be spent at the head-
quarters in Treviso and the other half in one of 

the Group’s international branches. The goal at 
the end of this process is to offer the young 
talent a position within the Group which can be 
at headquarters, the international branch where 
the graduate already spent six months or one of 
the other Countries in which the Group is pres-
ent. The program has already been a big success 
in terms of talent attraction, confirmed by the 
large number of curricula received from Italy, as 
well as foreign countries. For De’  Longhi the 
Graduate Program represents an important op-
portunity to satisfy the need to recruit talents 
with a strong academic background.

The Corporate Associate Program is the fruit of 
an important collaboration with both universities 
focused on career services. Through the use of 
interactive activities like Digital Mock Interviews, 
as well as specific training sessions and dedicat-
ed events (like Career Days), the De’ Longhi Group 
provides potential employees with a chance to 
meet a possible employer.

Talents of today and tomorrow: “Onboardays” and relations with universities
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Fig. 15 - De’ Longhi Group people by qualification 

and gender in 2021 expressed as a percentage 

[GRI 405-1]
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In 2021, the Group’s workforce comprised blue-col-
lars for 66.5%, white-collars for 29.4% and manag-
ers for the remaining 4.1%. The majority of the 
company’s workforce is between 30 and 50 years 
old (60%), while the share of people over the age of 
50 is around 21%. Additional figures are reported in 
the report annexes.

All the employees in Italy, Romania, France, Portu-
gal, Spain, Austria, Ukraine and Croatia are covered 
by collective bargaining agreements. These 
agreements cover employees from the following 
countries to different degrees: Benelux (99%), Ger-
many (for De’ Longhi Braun Household, 82%) and 
Australia (14%). There are no mandatory collective 
bargaining agreements in place for the remaining 
countries and, consequently, no employees are 
covered under this type of agreement. Around 57% 
of the De’ Longhi Group employees are, therefore, 
covered by collective bargaining agreements. 
[GRI 102-41]

In 2021, the Group recorded 3,215 new hires with 
permanent contracts and 2,976 terminations. Typi-
cally, the APA (Asia, Pacific, Americas) region is 
characterized by particularly high hiring and termi-
nation rates, due mainly to the high turnover rate 
typically seen in China.

Fig. 16 - De’ Longhi Group people by qualification 

and age in 2021 expressed as a percentage 

[GRI 405-1]
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Protecting human rights has always been particu-
larly important for the De’  Longhi Group. The 
Group’s labor practices (relating to child labor and 
overtime) are also verified during the audits carried 
out by clients. In the three-year reporting period 
there were no cases of human rights non-compli-
ance within the Group, nor were any reports of dis-
crimination received. [GRI 406-1]

Fig. 17 - Total number and rate of new employees 

hired permanently
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Men
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Fig. 18 - Total number and rate of permanent 

employees terminated 
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Fig. 19 - The value distributed to the community 

expressed as a percentage *
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* The value distributed was calculated based on the dona-
tions and sponsorships recognized in the income 
statement.
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S2.2 
Supporting the 
growth of our people

The Group has always supported the professional 
development of its employees, including by provid-
ing specific training courses which enrich know-
how and enhance career paths. Even though in 
2021, as was the case in 2020, training was severe-
ly impacted by closures connected to Covid-19, the 
Group provided 21.7 hours of training per employ-
ee, for a total of 224,309 hours. Compared to the 
prior year, the first figure is slightly lower (-8.5%), 
while the second one is slightly higher (+1%).

As in 2020, these results were made possible 
thanks to the opportunities that digital platforms 
provide: in 2021, in fact, preference was given to 
remote training which was done through a number 
of digital channels and tools (i.e. using platforms 
like Google Meet and Zoom, as well as digital smart 
boards and instant surveys), along with the PULSE 
platform referred to above which allows Group em-
ployees to enroll in different courses (including spe-
cific modules dedicated to topics like leadership, 
public speaking and project management). The 
program WeMake, which was supposed to have 
been launched in 2020, was redesigned and adapt-
ed to a digital format so that it could continue de-
spite the extended closure of work spaces (for fur-
ther details refer to the “WeMake - Shaping our 
future together” box below). [GRI 102-16, GRI 103-2, 
103-3]

Looking at employees’ digital training, there is one 
initiative that stands out, namely Digital Lab 2021: 
the purpose of this project is to develop employees’ 
digital expertise in order to be better prepared for 
the external digital challenges that lie ahead. Hun-
dreds of people worldwide participated in the 

program. The participants were divided into two 
groups, with customized training paths built based 
on their roles and expertise, which reflect the dual 
purpose of the project: on the one hand, to develop 
a Group-wide language and digital culture and, on 
the other, to provide learning paths which focus on 
the development of specific skills for highly special-
ized digital roles in order to create a group of in-
house ambassadors who can promote a digital 
culture inside the Group. Six webinars were organ-
ized for the first group, comprising more than 250 
people, which focused on different topics related to 
the digital world (including, for example, Digital 
Mindset, Design Thinking and Marketing Automa-
tion); the second group, comprising roughly 300 
employees from Sales and Marketing divisions, 
was involved in 4 master classes, the last of which 
(focused on topics relating to e-commerce) was 
held early 2022. Upon completion of these learning 
paths participants were asked to fill out a satisfac-
tion survey which indicated that the level of satis-
faction was very high. In light of this success the 
goal for 2022 is to follow-up with the Digital Lab 
project by offering a second phase which will, on 
the one hand, strive to create a community of digi-
tal influencers who will help to spread the digital 
culture and, on the other hand, develop global digi-
tal training initiatives for all employees.

The Human Resources Division organizes 
assessment and coaching activities target-
ing key figures at the Italian headquarters 
and branches worldwide, in order to map 
and develop the skills and potential of the 
people involved. A new Group MBO Policy 
was also adopted, as of 2019, which manag-
es the variable remuneration paid to employ-
ees of Group companies with a deep sense 
of Group Identity.

Valuing our people, 
an integrated system 

Fig. 21 - The average training hours provided per 

person in 2021, by gender [GRI 404-1]
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Fig. 20 - The training hours provided [GRI 404-1]
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Fig. 22 - The average training hours provided per 

person in 2021, by category [GRI 404-1]
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WeMake - Shaping our future together repre-
sents another training initiative conceived in 
the face of the obstacles stemming from the 
health crisis which was to be launched in 
2020. In 2021 it was redesigned in a digital 
format so that it could be offered despite the 
prolonged closure of the office spaces. The 
project is dedicated to Group managers and 
focuses on developing their people manage-
ment skills. The feedback received from 
headquarters, Group production plants and 
branches has been very positive with re-
spect also to the virtual format.

WeMake - Shaping 
together our future

The performance appraisal system, which the 
Group uses to promote the professional develop-
ment and growth of its people, was redesigned in 
2020, tested in 2021 and will become fully opera-
tional in 2022 which explains why no performance 
appraisals were carried out in 2021. The process 
facilitates open and constructive feedback, not 
only between manager and team members, but 
also between colleagues. The purpose, therefore, is 
to provide not only a performance assessment 
tool, but also to establish the priorities and goals 
for the year while focusing on the employees’ abili-
ties, strong points and ambitions. The redesigned 
system will also facilitate internal mobility and job 
rotation, while at the same time, identifying individ-
ual strong points and possible areas to develop 
further for each person of the Group, defining a 
plan for improvement which will conclude with a 
meeting between subordinate and superior. 
[GRI 404-3]
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H2.3 
Health and safety 
in the workplace

The Group works constantly to improve the 
working conditions and comfort of its people, 
both in the production facilities and in the offices, 
in order to ensure safe, comfortable work spaces 
that are also suitable for the work being done. 
Consistent with past years, further work was 
done on improving the ergonomics of the work-
stations and investments were made in automat-
ing processes along the production lines which 
reduce the employees’ use of force. Platforms 
that can be adjusted mechanically were, for ex-
ample, installed which allow for a significant re-
duction in the manual lifting of loads. These initi-
atives help to lessen the risks associated with 
the manual movement of loads, repetitive move-
ments and the use of force.

Similar to 2020, in 2021 the Group had to adapt 
to the closures caused by contagion in the differ-
ent geographies and remote working was used 
when appropriate. In-person work in offices was 
subject to the restrictions of local governments. 
In order to ensure faster and more accurate en-
trance checks, devices were installed which 
allow for a systematic control of the authoriza-
tions needed to enter, in accordance with domes-
tic regulations.

The Group had already made considerable in-
vestments in 2020 in order to adapt the working 
environment to the new pandemic conditions. 
Plexiglass dividers were installed in all the pro-
duction facilities in order to separate worksta-
tions, the use of PPE (masks and, where called 

for, gloves) became mandatory and, as agreed 
with the labor unions, double shifts were organ-
ized which ensured a greater staggering of pres-
ences during the day. All of this was done in 
order to ensure the safety of employees, while 
also guaranteeing business continuity. These ini-
tiatives continued in 2021 and included, in Italy 
and Romania, the voluntary commitment to 
taking rapid swab Covid tests which were admin-
istered by medical personnel who used equip-
ment purchased specifically by the Group, in 
order to be ready to act quickly in the event of 
any internal outbreaks. The lack of significant 
cases of contagion between colleagues in the 
workplace is testimony to the effectiveness of 
the preventive measures implemented by the 
Group over the two-year period.

The response to the pandemic: putting employees’ wellbeing first, always

The health and safety of people in the workplace is 
fundamentally important for the De’ Longhi Group 
and is overseen by the Human Resources Division 
which works continuously to safeguard and im-
prove the wellbeing of its employees. The HR divi-
sion is supported by individuals with specific duties 
relating to health and safety on a local level, like the 
Head of the Prevention and Protection Department 
(Responsabile del Servizio di Prevenzione e Protezi-
one - RSPP) in Italy and at the production sites by 
the plant managers in China, Romania and Switzer-
land. These individuals are charged with assessing 
the risks related to the activities carried out by the 
Group employees and implementing any improve-
ments needed. The health and safety procedures 
are defined based on organizational models that 
comply with the standards of the OHSAS 18001 
“Occupational Health and Safety Assessment 
Series”. In the last year, as in prior years and due to 
the needs imposed by the pandemic, the Group in-
vested further in improving the health and safety of 
all the production facilities. [GRI 103-2, 103-3]
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In 2021 the Group recorded a total of 82 injuries, of 
which 4 occurred during transports organized by 
the company, over a total of more than 21 million 
hours worked in the year. This figure also includes 
12 injuries sustained in transit, while commuting 
using the employee’s own means.

The Group’s rate of injury was slightly higher than 
the 2.5 recorded in 2020, coming in at 3.9.

The number of confirmed occupational illnesses in 
2021 (2) was lower than in the two prior years (3 in 
2019 and 4 in 2020) with the frequency index 
reaching 0.09, lower than the 0.16 recorded in 2019 
and the 0.2 seen in 2020.

For further information on how the injury rates are 
calculated, please refer to the Methodological 
Note.

Fig. 23 - Injury rate [GRI 403-2]
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Fig. 24 - Occupational disease rate [GRI 403-2]

2019

2020

2021

0.16

0.20

0.09



Our products, 
to improve 
everyday life

3



303   Our products, to improve everyday lifeDe’ Longhi Group    Sustainability Report 2021

PProducts with a purpose

Products 
with a purpose

Numerous 
partnerships and 
research initiatives 
with the top universities 
in the world for the 
development of 
innovative ideas and 
products

All the Group’s 
plants are 
ISO9001 certified

100%

The Group’s 
brand recognized 
around the world

6

The technical 
assistance centers 
found all over the world

1.800
(of which roughly 300 in Italy)

For us, innovation means looking for 
the best materials, product durability 
and energy efficiency, as well as the 
development of technologies that facilitate 
and promote a healthy lifestyle for our 
customers: every De’ Longhi Group product 
is, in fact, conceived, designed and made to 
improve the life of who selects it. Improve 
means making daily life easier and more 
comfortable, as well as ensure that neither the 
environment or future generations will have 
to bare the weight of our improvements.

Because today is already tomorrow.



313   Our products, to improve everyday lifeDe’ Longhi Group    Sustainability Report 2021

D3.1 
Design, quality and functionality 
in the DNA of every product

For the De’  Longhi Group, which has always paid 
careful attention to anticipating and satisfying the 
needs of its customers and end consumers, inno-
vation implies not only compliance with laws and 
regulations, but also a product that is multifunc-
tional, easy to use and silent, made out of cut-
ting-edge materials, carefully designed and ergo-
nomic. The technological developments strive to 
encourage healthy eating habits and maximum 
home comfort. Product durability is also key and 
helps to facilitate a circular economy in a sector 
which is characterized by planned obsolescence. 
Attention to eco-design allows the Group to pursue 
this goal by creating products made of compo-
nents that are easy to disassemble and clean 
which facilitates a longer product life cycle (refer to 
the information box “Design and innovation for 
product sustainability”). Over the years digital tech-
nologies - like the “Internet of Things” and connec-
tivity - have become an even bigger part of the 
Group’s innovative solutions. The remote control of 
products, for example, makes it possible to reduce 
the product’s energy consumptions (refer to the in-
formation box The Major launches and award-win-
ning products 2021).

The development of innovative products - protect-
ed by specific corporate patents - is carried out 
based on specific guidelines, namely the NPD (New 
Project Development) procedures which involve a 
number of company divisions: in Italy, Germany, UK 
and China there are technical offices where roughly 
450 people work every day to design new solutions. 
These offices, which adopt the Group’s standard 
local for global approach, work to ensure that all the 

products developed comply with the most strin-
gent standards applicable in the countries where 
they will be distributed. These include EU Regula-
tion n. 1907/2007 or REACH (Registration, Evalua-
tion, Authorization and Restrictions of Chemicals) 
and the RoHS (Restrictions of Hazardous Substanc-
es) directive 2002/95/EC, both of which the Group’s 
companies comply with even though the scope of 
application is strictly European; the Marketing and 
Design divisions, together with the Regulatory Af-
fairs team of the Quality Division, ensure constant 
monitoring of any changes and updates in sector 
regulations. In order to verify the level of satisfac-
tion with its products, the Group also involves con-
sumers in specific pre- and post- market launch 
surveys which provide direct feedback.

For a number of years, the Group has been working 
to promote sustainability along the entire produc-
tion chain of which research and development are 
only the initial part. The desire to ensure unique, 
quality designs, as well as ergonomic and reliable 
products, in fact, cannot compromise the commit-
ment to the environmental and social issues that 
are linked to both their production and their use. 
Each year the Group promotes a number of initia-
tives focused on fighting climate change and envi-
ronmental protection by making sustainability a 
part of product design (see the information box En-
ergy-efficient products, for maximum performance 
with minimum impact).

Leveraging on the solid and lasting relationships 
developed over time with the top Italian and in-
ternational research centers and universities, 
each year the Group develops a number of pro-
jects and organizes workshops with a view to 
finding innovative and functional ideas for a spe-
cific range of products; during these events stu-
dents and professors of all nationalities get to-
gether to share ideas and knowledge which is 
exactly what happened during the Smart Design 
and Sustainable Kitchen courses offered (to-
gether with Braun) in partnership with Politecni-
co in Milan.

In 2021, the stand-out partnerships include the 

one with Delft University of Technology, in the 
Netherlands, where several courses were of-
fered including “Advanced Concept Design” and 
“Usability and User Experience Assessment”, and 
the “Coffee for China” course offered at Scuola 
Italiana Design in Padua which challenged stu-
dents to design a fully automatic coffee ma-
chine to be marketed in China. The Kenwood 
brand sponsored a course at Loughborough 
University during which students were involved 
in a project focused on the relationship between 
identity, culture, food preparation and the tools 
that can be used to strengthen the connections 
between the different elements.

De’ Longhi and young designers: partnerships with top 
universities in Italy and around the world
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Coffee

Comfort and home care

Magnifica EVO La Specialista Arte

TexStyle 1  Pinguino UV-Carelight CareStyle 3
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Cooking and food preparation 

Breakfast 1 PowerBlend 9 Ballerina MultiQuick 7 WH Cheffette Titanium Chef Baker

Cooking Chef XL (Black) kMix Editions (New Colours) QuickMix+ MultiPro Express SoupEasy+
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Altroconsumo

Braun Steam Station 
IS1012BL 

Braun Stick Blender MQ100 
Soup

Braun Steam Iron TS345GR

iF Design Award 2022

Braun PowerBlend 9 

Braun MultiQuick 7 WH 
hand blender series

De’ Longhi Ballerina

De’ Longhi La Specialista 
Arte

Reddot Winner 2022

De’ Longhi Magnifica EVO

De’ Longhi La Specialista 
Arte

Braun MultiQuick 7 WH 
hand blender series

Braun PowerBlend 9

Braun New TexStyle 7 Pro

ETM Testmagazin

Braun Steam Station IS2143.BL

Braun Hand Mixer HM1010

Braun Drip/Filter coffee 
machine KF 9071SI MultiServe

Consumenten Bond - 
Miglior Test

Braun Stick Blender 
MQ3000 Smoothie 

Braun Drip/Filter Coffee 
Machines KF7120,  
KF5120.WH, KF5120.BK

German Innovation 
Award 2021

Braun New MultiQuick MQ 9 
hand blender series

Altroconsumo - 
Migliore del Test

Braun Stick Blender MQ700X 

Braun Steam Iron SI3030

Braun Juicer

HuGT - Migliore del Test

Braun Coffee Grinder 
KG7070

Best Buy

Braun Stick Blender MQ 
3025

German Design Award 
2021

Braun New MultiQuick MQ 9 
hand blender series

German Design Award 
2022

Braun CareStyle 5 & 
CareStyle 5 Pro Steam 
generator iron series 
IS 5155 WH, IS 5145 WH e 
IS 5145 BK

Stiftung Warenfest - 
Migliore del Test

Braun Hand Blender 
MQ5200WH

Consumenten Bond - 
Miglior Acquisto 

Braun Hand Blender 
MQ3000 Smoothie

Plus X Award 2021

Braun New MultiQuick MQ 9 
hand blender series 

Braun CareStyle 5 & 
CareStyle 5 Pro Steam 
generator iron series 
IS 5155 WH, IS 5145 WH e 
IS 5145 BK

Red & Ron

Braun Stick Blenders 
MQ700X, MQ725X

iF Design Award 2021

Kenwood Titanium Chef 
Baker

Kenwood MultiPro Express

Kenwood QuickMix+

Red Dot Award 2021

Braun New MultiQuick MQ 9 
hand blender series

De’ Longhi La Specialista 
Maestro

Kenwood Titanium Chef 
Baker

Kenwood Cooking Chef XL 
(black)

Kenwood Titanium Chef 
Patissier XL

Kenwood MultiPro Express

Kenwood Quickmix+ HuGT Price-Quality Winner

Braun Drip/Filter Coffee 
Machine KF3120.WH

Braun Toaster HT 3010 WH
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Support, transparency and data protec-
tion: this is how we take care of our con-
sumers

Offering additional services is an integral part of 
the Group’s strategy to foster a better consumer 
journey; different tools are used to monitor overall 
consumer satisfaction which include a few KPI, like 
the Net Promoter Score (NPS), which measures 
consumer loyalty and the probability that the latter 
will recommend the product or service to other 
people. Marketing also conducts regular surveys at 
a Corporate level and of individual brands in order 
to learn more about the level of satisfaction with 
what the Group offers, test the potential of new 
products and monitor the brand reputation 
constantly.

A few of the surveys carried out in 2021 are listed 
below:

Survey sample size: more than 3,000 people

Markets: France, Germany, Italy, Spain, 
Poland, UK, Australia

Main results: the survey, which focused on 
Kenwood brand kitchens (specifically the 
Premium Chef and Cooking Food Processor 
segments) made it possible to identify the 
key characteristics and improvements that 
consumers enjoyed the most. Specific sur-
veys were also conducted of a smaller 
survey group: in Germany, for example, a 
survey involving around 20 people for each 
product examined made it possible to get a 
better idea as to so how the consumer expe-
rience influences the approach to and use of 
the product.

Survey sample size: 150 people participat-
ed in surveys carried out in focus groups

Markets: Germany

Main results: the goal of this survey, which 
was focused on the hand blender segment, 
was to understand the difference in the con-
sumers’ perception of the Smart Speed func-
tion of the Braun brand manual handblend-
ers and the standard controls of the user 
interface found on other types of 
appliances.

Goal of the survey: the survey of the 
De’  Longhi brand was focused on under-
standing consumer needs in relation to im-
proved air quality and humidity. More in 
detail, the purpose was to understand the 
importance that is attributed to the concept 
of comfort and identify any needs that have 
yet to be met, while classifying consumers 
based on their needs.

Survey sample size: almost 3,000 customers

Markets: Germany, Russia, USA and UK

Main results: the survey was conducted in 
two phases. During the first, qualitative 
phase information relating to the needs of 
the interviewees was gathered; in the 
second, quantitative phase, the hypotheses 
referred to in the first phase were validated 
and consumers were broken down into dif-
ferent categories, focusing on those who in-
dicated that air quality and humidity at home 
were a source of discomfort.
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There are two tools that are essential to guarantee-
ing customer service; the extensive network of con-
tact centers and the technical assistance centers. 
The first is outsourced and covers almost all of the 
Group’s branches. The call centers address all re-
quests for assistance providing product informa-
tion and the continuous support needed to guaran-
tee the best customer journey possible. Technical 
assistance, rather, comprises around 1,800 centers 
worldwide (of which approximately 300 are in Italy) 
which are largely managed in outsourcing. These 
structures are managed by the Customer Care Divi-
sion which is responsible for supporting the end 
consumer in the pre- and post-sale phases. The di-
vision, which also defines the standards to be used 
by the whole group, uses different customer sup-
port channels, including the traditional (like e-mail, 
telephone and chats) and more recent ones (social 
media). The use of a CRM (Customer Relation Man-
agement - refer to the information box “Technology, 
a way to hear the consumer”) system, which pro-
vides customers with a cloud-based communica-
tion tool, represents another important customer 
care and customer simplicity project.

Similar to 2020, the volume of consumer contacts 
increased in 2021. As the spread of Covid-19 in-
creased, the network of contact centers was subject 
to greater pressure: if in 2020 this was linked primar-
ily to the temporary closing of offices, in 2021 this 
pressure was caused mainly by an increase in the 

volume of direct contact with customers, both via 
telephone and via web, attributable in part to the 
gradual change in the way products are sold. In 2021 
there was, in fact, an acceleration in online sales 
which, by definition, imply a direct relationship with 
the consumer without the traditional retailer acting 
as intermediary. Despite the increased volume and 
the need to recruit new operators, the Group never 
failed to provide customer care to the extent that, 
with respect to 2020, further improvement in the ser-
vices rendered was recorded.

2021 was also a particularly challenging year for 
the technical assistance centers: if, in 2020, the 
Covid-19 crisis caused a slowdown in operations 
due to the temporary closing of a few centers, in 
2021 the main challenge was finding materials. De-
spite the fact that the difficulty in finding parts 
caused a slight increase in the average repair times, 
the system showed strong resilience and the Group 
continued to provide high quality service and con-
tained costs thanks also to the investments the 
Group makes each year in the repair facilities. 
Toward this end, in 2021 an investment to expand 
the Group’s biggest repair center, located in Germa-
ny, which has never closed in the last two years, 
was approved. Lastly, a new reporting platform for 
the technical assistance centers was launched in 
both Italy and abroad in order to ensure the in-
creased effectiveness and quality of repair 
services.
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The quality of service provided by the technical as-
sistance centers and contact centers is monitored 
constantly by the Customer Care Division through 
on-site visits, specific indicators and training activi-
ties. The partners that provide the service activities 
are also subject to an annual mystery visit by 
Group representatives: in the event that the score 
assigned after the inspection is higher than 85%, 
the structure receives the “Excellence Award” or a 
“Certificate of Excellence” from Italy as a reward for 
providing the best quality services; if obtained, this 
certificate can be exhibited at the De’ Longhi techni-
cal assistance shop. In 2020 these inspections 
were suspended during the Italian lockdown period, 
but in 2021 the mystery visits were conducted reg-
ularly as allowed by local regulations and company 
policies.

In addition to the average repair times, the Group 
uses the First Time Fix (FTF), which measures the 
number of repaired products that don’t need further 
repairs in the six months following completion of 
the initial repair as a percentage of total product, to 
monitor the quality of the repairs. In 2021, the FTF 

was basically unchanged with respect to the prior 
years and has been stable at around 95% for the 
last three years: this figure confirms that almost all 
product repairs were adequate and of high quality. 
This indicator was not impacted by COVID or pro-
curement difficulties as it is not tied to the speed of 
the repair.

All the Group’s employees, as well as external part-
ners, specialized in technical assistance are in-
volved in training courses during the year. As in 
2020, in 2021 the courses which were historically 
held in the classroom were carried out using a 
hybrid method thanks to the synergies between 
e-learning and online training. This method proved 
to be invaluable as it made it possible to provide 
training without interruption, which is essential 
when explaining how the new machines launched 
on the market function. In order to render training 
more effective and user friendly, the platform used 
was also recently updated and modified.

An extensive SAP Customer Relation Manage-
ment (CRM) management system was used in 
2021 as well. This system allows for the inte-
grated, efficient management of consumer data 
and makes it possible to track the interactions 
between the company and a consumer base 
that accounts for roughly 80% of the Group’s 
turnover. The system, which is also capable of 
generating feedback and analyzing the informa-
tion gathered, was renewed in 2020 upon con-
clusion of an important project which today 
allows the CRM to provide an integrated system 
of pre-sales service and a new cloud-based cus-
tomer communication channel.

The use of the software Wonderflow, a VoC 
(Voice of Consumer) management tool, also 
continued in 2021. This tool makes it possible to 
gather and systematically analyze the reviews 
found on the websites of the main resellers of 
the Group’s products. Implemented in 2020 and 
fine-tuned in 2021, this software makes it 

possible to combine reviews from more than 60 
retail channels in 14 countries worldwide, 
spread out over 3 continents (Europe, Oceania 
and America), and integrate them with the direct 
customer feedback gathered through the inter-
nal CRM. By leveraging on big data analysis, the 
use of this tool also helps to improve the 
Group’s ability to listen and make the most of 
the “actionable feedback” gathered for different 
product categories based on hundreds of thou-
sands of interactions.

Looking at customer service, an important pilot 
project was launched with a software supplier 
in the UK; the purpose of this project is to use an 
AI - Artificial Intelligence - powered web service 
system which makes it possible to improve the 
quality of the support provided to the consumer, 
as well as the quality of the relationships, by 
having the AI system handle a large number of 
the requests.

Technology, a way to hear the consumer



383   Our products, to improve everyday lifeDe’ Longhi Group    Sustainability Report 2021

The Group’s commitment to protecting the priva-
cy of the information and data in its possession 
relating to clients and consumers is stated in the 
Code of Ethics. This information, which is shared 
solely in compliance with laws, rules and practic-
es of professional conduct, is collected and 
stored at two data centers located in Italy and 
China. The security of the data centers is guaran-
teed by both manual and IT systems with the 
support of the corporate IT division. Consumer 
privacy is further ensured through the use of a 
third-party tool which encrypts the data handled, 
included when any breaches are suspected.

The information provided by consumers which is 
considered sensitive, is stored on the webserver 
located on the Google Cloud Platform, the securi-
ty of which is guaranteed by Google services 
technologies, as well as the commitment to 

compliance with the current legislation on data 
protection and in relation to the main internation-
al standards on information security (ISO 27001) 
and cloud services (ISO 27017, ISO 27018), as 
well as the regulatory requirements resulting 
from the recent General Data Protection Regula-
tion (GDPR 2016/679,)that Google guarantees.

Lastly, with respect to data management and 
protection, in 2021 there was just one instance 
of a data breach. A notice of non-compliance 
was received from the control authorities and 
the competent bodies were informed of the 
matter and the company has yet to be advised 
of any further developments. In 2020 no cases 
were reported, but in 2019 the competent au-
thorities were quickly informed of an instance 
of non-compliance, in accordance with the law, 
and the issue was resolved. [GRI 418-1]

The protection of consumer data

Highest quality products, our daily com-
mitment

The teams of the Quality Division, comprised of 
more than 500 people Groupwide, supervise com-
pliance with all the current laws and regulations re-
lating to product safety, as well as food contact 
safety. The Regulatory Affairs team monitors the 
regulatory and legislative scenario relative to prod-
uct and, in close collaboration with the technical 
areas, works to guarantee compliance on an inter-
national level. What the Quality Department arrang-
es at the central level is implemented locally by 
dedicated teams, which operate at two levels: 
those operating in the plants are responsible for 
quality control of products, whether they are pro-
duced internally or come from suppliers of finished 
products; the teams operating at the brand level 
monitor quality during product development and 
when there are any downstream reports. In both 
cases, supervision is guaranteed right from the 
design stage to prevent possible anomalies or mal-
functions and to guarantee the best quality stand-
ards. Among the tools used to guarantee product 
quality, De’ Longhi can count on a certified organi-
sational model according to ISO 9001, adopted 
both in the Group’s European plants and in its for-
eign production sites: introduced in the late 1990s 
and progressively extended and developed as the 
Group evolved, this management model has al-
lowed to introduce an integrated and more sustain-
ability-oriented approach.

The indicators that Quality relies on to guarantee 
the qualitative process efficiency include the First 
Time Quality Indicator (FTQ), which makes it pos-
sible to verify the type of defects linked to the single 
products and expresses the number of perfect 
products as a percentage of total production. In the 
three-year period 2019-2021, the overall FTQ was 
stable and confirmed the Group’s excellent perfor-
mance. A second indicator, used to monitor prod-
uct quality is the Service Call Rate (SCR) which 
monitors the quantity of products repaired during 
the first year under warranty, in percentage. In 2021 
the SCR was also in line with the rest of the three-
year reporting, further testimony to the De’ Longhi 
Group’s commitment to designing and producing 
high quality products.
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These indicators are only some of the ones used in 
to monitor quality. Each of them is also supported by 
external audits which are carried out both by a few 
customers and commercial partners who assess 
the quality of the products and monitor aspects re-
lated to ethics and working conditions, training and 
the hygienic conditions of the production lines. Addi-
tional indicators used to assess the quality of the 
Group’s products include the following:

• Technical Factory Audit (TFA): measures the ef-
fectiveness of processes and evaluates the re-
sults of life tests on products. This type of audit 
is carried out annually, for both the initial qualifi-
cation and for the subsequent periodic surveil-
lance of suppliers. Since 2019, a section dedicat-
ed to environmental aspects has been added to 
the checklist used for this type of audit, in addi-
tion to those already present.

• Quality Evaluation (QE): measures the quality of 
the product, through a sampling on a statistical 
basis of each single lot before the shipment of 
OEM finished product suppliers based in China 
(Pre-Shipment Inspection).

• On Time Delivery (OTD): measures the shipping 
time used by the supplier and, in particular, the 
difference between the established delivery date 
and the actual delivery date.

• Order Fill Rate (OFR): measures the supplier’s 
ability to supply the entire quantity of goods re-
quested by the Group.

Protecting consumer safety, compliance with 
the highest standards

In order to guarantee health and safety of consum-
ers, the De’ Longhi Group puts the maximum effort 
to design, manufacture and distribute safe products 
that naturally comply with the requirements of appli-
cable international standards and legislation, in 
whose development it actively participates. A scru-
pulous internal procedure guides the development 
of new products, in which the technical departments 
(R&D and Laboratories) design and test solutions 
that ensure the safety of the product in its intended 
and reasonably foreseeable use, while the Quality 
Division supervises the quality control of both the 
components and finished products, whether these 
are produced internally or by third parties. Specific 
milestones set out in the procedure ensure the accu-
racy of the development process and its consisten-
cy across all the Group’s brands.

Other Group teams and divisions are part of this 
process based on the common guidelines defined 
for specific aspects, like the assessment of prod-
uct risks such as, for example, food contact suita-
bility requirements. The guidelines are defined in 
accordance with sector best practices, including 
those defined by the EU RAPEX System.

For some time now the Group has voluntarily 
adopted an organizational mode which guarantees 
food contact safety as per the Good Hygenic Prac-
tices (GHP) and the ISO 22000 and ISO 1672-2 food 

safety standards that are based on the HACCP 
standards and the Codex Alimentarius. The adop-
tion of the latter allows the company to monitor 
and manage any risks, prevent incidents along the 
production chain and assess compliance of its 
products with current laws and regulations. The or-
ganizational model was also developed in accord-
ance with the ISO 22005 product traceability stand-
ards and requirements in order to provide, for each 
component and finished product, information relat-
ing to the supplier and the client recipient of the 
product.
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HACCP (Hazard-Analysis and Control of Critical 
Points) is a protocol aimed at preventing possi-
ble food contamination with which all compa-
nies that operate in the primary production of 
food and in the processing, preparation, trans-
formation, packaging, transportation, distribu-
tion, sale and supply of food must comply.

The system is based on 7 basic principles:

1. Identification and analysis of hazards.

2. Identification of critical control points (CCP), 
i.e., procedures or phases in which it is es-
sential to implement a control in order to 
eliminate, prevent or minimize a food safety 
hazard.

3. Definition of critical limits, i.e., the reference 
values within which food safety is guaranteed.

4. Definition of monitoring procedures.

5. Definition and planning of corrective measures.

6. Definition of verification procedures.

7. Definition of registration procedures.

The Codex Alimentarius is a set of rules and 
regulations developed by the Codex Alimentari-
us Commission established by the FAO and 
WHO with the aim of protecting the health of 
consumers, ensuring the fairness of interna-
tional food trade and preserving the correct pro-
duction and storage of food.

HACCP and the Codex Alimentarius

Food safety is not the only area in which the Group 
is committed to ensuring the highest safety stand-
ards. The quality control processes, in fact, include 
stringent controls relating to other types of safety, 
like mechanical, electrostatic discharge, func-
tional and toxicological safety. Internal guidelines 
have been defined based on regulations in different 
countries in order to develop a shared approach 
which guarantees the highest safety standards. 
The Group also, in fact, assumes the manufactur-
ers’ responsibilities for damages caused by defec-
tive products. In these instances, the laws and reg-
ulations can be particularly severe in some 
jurisdictions, like the United States, UK and Austral-
ia. A Product Safety & Liability team is in charge of 
dealing with these aspects at a Group level, inter-
acting with the technical divisions and the subsidi-
aries, and works to prevent product risks, as well as 
manage reports of market or internal issues.

Lastly, all the Group’s products are checked by third 
parties during the pre-production phase in order to 
further guarantee compliance with the applicable 
laws, regulations and current safety standards. 
[GRI 416-1]

In the three-year reporting period, there were two 
instances of non-compliance linked to product 
safety. In 2021, some comfort products, manufac-
tured by a third-party supplier and distributed by 
the Group in the USA, Canada and Mexico, were 
taken off the market due to possible excessive 
overheating. The recall was carried out and man-
aged directly by the third-party supplier based on 
an agreement with the local authorities. In 2019 
there was an instance of non-compliance with the 
European Directive 2014/35/EU, the “Low Tension 
Directive”. [GRI 416-2; GRI 417-2] 

The work done together by the technical depart-
ments and the Marketing Division on product dis-
closure is also important. These functions are, in 
fact, responsible for creating, and subsequently 
monitoring continuously, the instruction manuals 
and labels as it is essential to ensure that they 
comply with the (ever-changing) regulatory frame-
work in the country where the finished product is 
distributed. Product disclosure and labeling are im-
portant for the Group, as specific requirements 
must be met in order to comply correctly with regu-
latory obligations; the manual should also contain 
information on how to use the product and how to 
dispose of it at the end of its life cycle. [GRI 417-1]
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D3.2 
Design and innovation 
for product sustainability 

The De’  Longhi Group’s concern for the environ-
ment and the communities in which it operates 
spans the entire value chain, starting from the 
sourcing of raw materials and the design of 
eco-friendly products.

Thanks to the implementation of a number of initia-
tives, over the years the Group has been able to 
focus on several aspects: including the use of ma-
terials that can be recycled or regenerated at the 
end of their life cycle, the use of packaging with a 
lower environmental impact, energy efficient 
products and the promotion of sustainable con-
sumer lifestyles.

Increasingly more sustainable packaging 

Over the years the Group has developed a number 
of initiatives relating to packaging, which each year 
is becoming more and more sustainable with re-
spect to both environmental impact and optimiza-
tion of procurement costs:

Beginning of the search for materials to substitute polysty-
rene, including recycled cardboard, which can guarantee the 
same performance

Braun continues its research into sustainable materials that 
can substitute plastic, including biodegradable materials in 
adhesive tapes and the use of alternative energy to make 
polystyrene

At the Dongguan plant warehouse crates are built on-site using 
a plastic material that is 50% recycled. Braun and Kenwood 
also continue their research on materials that can substitute 
plastic and EPS

Braun expands its Life Cycle Assessment (LCA) studies to in-
clude the search for different packaging types that are less 
carbon dioxide intensive.

Key figures: 

• 18: the models marketed online with recycled and com-
postable cardboard packaging;

• > 15,000: the products marketed in the year with 100% plas-
tic free packaging
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The work on packaging efficiencies produced its 
first positive results in both economic (thanks to 
lower raw materials costs) and environmental 
(lower environmental impact as a result of the re-
duction in the raw materials and waste to be dis-
posed of) terms. Braun, which has already found 
ways to reduce the amount of plastic used in the 
packaging of Braun brand handblenders and which 
in 2020 carried out a LCA (Life Cycle Assessment) 
relative to the different types of packaging used 
currently in order to find alternative solutions with a 
lower CO2 footprint, in 2021 conducted studies and 
assessments in order to find a software that can be 
used by the entire Group for LCA assessments with 
a view to standardizing the analyses. In the wake of 
what was done in 2020, the Braun and Kenwood 
brands further developed studies and partnerships 
(with both universities and external partners) fo-
cused on finding alternative materials produced 
using renewable energy to substitute big bags 
(which are always made out of plastic) and EPS 
packaging.

The packaging efficiency initiatives also involved 
the Group’s internal operations which use pallets 
extensively to transport and move goods. At the 
Chinese factories, for example, the traditional virgin 
wooden pallets have already been replaced with 
pallets made of plastic recovered from production 
waste, an initiative that has reduced both the 
amount of wood used and the number of trucks 
needed for transport, which lowered CO2 

emissions. Recycled plastic pallets instead of 
wooden ones are also used in the Mignagola plant, 
while in the Cluj plant, repaired pallets are used. At 
the Dongguan plant warehouse crates are built on-
site using a plastic material that is 50% recycled; 
when the crates are no longer needed, they are re-
cycled and used to make new ones.

Connected products for maximum comfort 

As in 2020, in 2021 the De’ Longhi Group continued 
to invest in the development of solutions which 
guarantee connectivity and ease-of-use through 
digital technologies like Wi-Fi and Bluetooth. These 
developments are necessary at a time when the 
concept of domotics is increasingly a part of the 
solutions used to increase the comfort of living 
spaces. These solutions make it increasingly more 
possible to personalize the products offered to the 
user, as well as monitor and prevent malfunctions 
and, consequently, increase the efficiency and 
speed of customer care.

Primadonna Soul is the Group’s first fully automatic 
machine with Wi-Fi that can be managed through 
an application installed on the user’s smartphone 
and, thanks to Bean Adapt technology, the user can 
adjust the machine’s settings, including relative to 
coffee preparation (grind level, dosage and 
temperature).

The “Cooling Surround Technology”, together with 
a “Realfeel” algorithm, characterizes the new line 
of portable air conditioners, which can be moni-
tored remotely thanks to Bluetooth technology. 
Humidity and temperature sensors are mounted 
directly on smart remotes, in order to monitor envi-
ronmental conditions more accurately.

The concept of Geofencing is behind the project to 
develop a series of air conditioners for the Europe-
an market which, in addition to being connected to 
specifics apps, incorporate innovative technologies 
capable of locating the user and optimizing 
consumption.
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Energy efficient products for maximum 
performance and minimum impact

Energy efficiency, a key issue in the battle against 
climate change, has an important role in De’ Long-
hi’s research and development. The regulatory en-
vironment represents one of the main challenges 
in this regard given the brand’s global presence: the 
European Union, for example, has in recent years 
put in place several regulations on energy efficien-
cy, including EU Regulation No. 1188/2015, which 
sets a minimum efficiency level that all comfort 
products must comply with. In order to comply with 
EU regulation n. 517/2014 on fluorinated green-
house gases, in 2018 De’ Longhi had already sub-
stituted the refrigerant circuits of products for the 
European market with propane gas, a natural gas 
with a lower GWP which is better for the 
environment.

The major innovations in 2021 in the area of prod-
uct energy efficiency of products include:

Durable products that are easy to repair and 
disassemble

Durability is key to product sustainability which is 
why De’ Longhi’s products are designed to last over 
time, while also guaranteeing the maximum quality 
and functionality. The products must be easy to 
repair in order to maximize their serviceable life: 
this can be achieved by making products that are 
easy to disassemble and increasing the inter-
changeability of parts across products from the 
same family.

Durability

In the development phase, coffee machines are 
subject to tests, referred to as life tests, during 
which thousands of drinks are made under stand-
ard conditions in order to verify product reliability 
and durability.

Repairability

• In 2021 further work was done on modifying the 
frames of the La Specialista machines, in order 
to increase repairability and reduce the time 
needed to substitute parts;

• The process of standardizing internal parts for 
the Kenwood brand kitchen machines in order 
to reduce the number of parts and simplify re-
pairs continued.

Completion of the migration of the entire European 
range of portable air conditioners to propane gas 
and completion of the migration of all the air condi-
tioners in the United States to the synthetic refriger-
ant R32

Upgrading of Nespresso platform machines to 
class A+ thanks to the reduction in aluminum con-
tent, which allowed for a lighter and less energy-in-
tensive boiler.3

Further improvements were made to the patented 
De’  Longhi system which automatically turns 
manual machines off after a few minutes of 
inactivity.

3 In 2021, almost all De’ Longhi fully-automatic coffee ma-
chines were classified at least in energy class A4, as were 
the Lattissima and manual machines with electronic con-
trols (like the Dedica).

The fully automatic coffee machines are, moreover, 
equipped with patented systems which make it 
possible to keep maintenance to a minimum and, 
at the same time, reduce the use of detergent and 
water needed to wash the machines. More specifi-
cally, these machines can be taken apart and 
washed with water without having to use deter-
gents and lubricants. The milk system is cleaned 
using steam and hot water at the end of each use 
so that any remaining milk can be stored in the re-
frigerator and used again. The De’ Longhi machines 
do not, in general, require a lot of routine mainte-
nance, except the routine descaling. In order to fa-
cilitate the removal of scale, a notorious enemy of 
product longevity, over the years the Group has de-
veloped a specific product, “Ecodecalc”, which is a 
natural safe and eco-friendly solution made out of 
lactic acid.
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Daily wellbeing thanks to healthier eat-
ing habits

The desire to have healthier eating habits has 
become an important consumer trend that is 
changing constantly. The De’  Longhi Group is on 
the cutting edge in this field, too, as it is able to fa-
cilitate healthy lifestyles thanks to its different 
product lines which can, for example, help maintain 
foods’ nutritional value. All the De’Longhi brand 
coffee machines, fully automatic and manual, meet 
these needs perfectly; thanks to the electronically 
controlled boiler temperature these machines make 
it possible to maintain optimal conditions for grind-
ed coffee, without altering its organoleptic proper-
ties and enhancing its aroma, in line with the strict 
limits recommended in international sector stand-
ards. Thanks to scrolling technology, the line of Ken-
wood brand Pure Juice extractors is able to reduce 
the overheating and oxidation of ingredients making 
it possible to extract juice from fruits and vegeta-
bles without compromising the nutritional proper-
ties. Lastly, in 2021 the Braun and Kenwood teams 
also worked to promote an online advertising cam-
paign aiming to raise the consumers’ awareness 
about food waste and help them adopt sustainable 
behavior.

In order to reach the objectives set in this regard, 
over the years the Group has sponsored several ini-
tiatives, including:

Together with the University of Padua, the develop-
ment of:

• a coffee machine that can make drinks using 
plant-based milk;

• a structured “vibro-chemical” system which 
allows for an even flow of ground coffee which 
provides optimal flavor and aroma.

The partnership with Politecnico of Turin which 
led to the development of a “3 in 1” device, namely a 
fan heater and air purifier capable of purifying, 
heating and cooling thanks to an aerodynamic and 
innovative technology, “3D ComfortAir”.

The work carried out with the University of Read-
ing which led to a better and deeper understanding 
of the effects that heat, oxygen, blade speed and 
the blending actions of blenders have on the nutri-
tional properties of food.



Our responsible 
processes

4
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PProcesses are value in progress

Processes 
are value 

in progress

51%
of electricity consumed 
is produced from 
renewable sources

The reduction in 
emissions in 2021

-18%
(2.3 kgCO

2
/unit produced  

vs. 2.8 in 2020)

The tons of CO₂, 
not emitted thanks 
to the energy 
self-produced from 
renewable sources

436

Group suppliers subject to 
social and environmental audits

100%

Waste recovered 
through reuse, 
recycling and 
composting

88%

The De’ Longhi Group is committed to 
using its energy resources responsibly 
and efficiently in order to make an active 
contribution to the fight against climate 
change. At the same time, our priority is to 
guarantee unconditional respect for human 
rights and working conditions in every phase 
of production, while helping the communities 
in which the Group operates to prosper. The 
focus on the environment and social impact is 
continuous, as is the attention to the value 
chain which for the De’ Longhi Group is 
part of a virtuous cycle that includes the 
entire production process.



474   Our responsible processesDe’ Longhi Group    Sustainability Report 2021

O4.1 
Our production facilities 

The De’ Longhi Group’s production model compris-
es two parts: the production facilities of which, as 
a result of the Eversys acquisition, there are now six 
(located in Italy, Romania, China and Switzerland); 
and the qualified partners referred to as “Original 
Equipment Manufacturers” (OEM), who are re-
sponsible for the development and manufacture of 
a few products. The production and assembly of 
the finished product, which accounts for more than 
60% of sales, is done at the production facilities. 
The Group has also adopted a “local for global” ap-
proach based on which manufacture of products is 
plant specific. [GRI 102-10]

During the post-production phase the machines 
are tested by plant specific teams which are 
charged with checking product safety; the audits of 
the qualitative elements are carried out by the 
Quality Division which is responsible also for check-
ing the quality of the OEM’s product. Once the con-
trols have been completed, the new products are 
stored inside sourcing centers and logistics hubs 
which are starting points for distribution through 
the Group’s commercial network.

As mentioned in the previous chapter, customer ser-
vice and technical assistance, both pre- and post-
sale, are managed by the Customer Care Division.
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Number of pieces Number of item codes (SKU)

 
Cluj 

(Romania)

Acquired in 2013 and located near  
the city of Cluj, in Romania.

Product category:
•  De’ Longhi fully automatic coffee machines

•  Braun brand kitchen products
•  Capsule coffee machines

Certifications:
•  ISO 14001
•  ISO 9001

 
Salonta 
(Romania)

Acquired in 2020 and located near  
the city of Salonta, Romania, it is the Group’s 

youngest and most modern plant.

Product category:
•  Braun brand kitchen products

Certifications:
•  ISO 14001 starting from March 2021
•  ISO 9001 starting from March 2021

 

Zhongshan 
(China)

Located near the city of Dongsheng  
Town, a southern Chinese city  

in Zhongshan prefecture.

Product category:
•  Cooking
•  Comfort

Certifications:
•  ISO 9001

 
Dongguan 

(China)

Joined the Group in 2001, with the acquisition 
of Kenwood, it is located in Qinxi Town,  

in Dongguan prefecture in southern China.

Product category:
•  Kenwood brand food preparation

•  De’ Longhi brand cooking
•  Traditional coffee machines

•  Home care brand Braun
•  Manual built-in machines

Certifications:
•  ISO 9001

 
Eversys 

(Sierre, Switzerland)

Joined the Group in 2021, it is located  
in Sierre (Switzerland).

Product category:
•  Professional espresso coffee machines

Certifications:
•  ISO 14001
•  ISO 9001

> 5,000
< 2,000

< 3 M
< 400

> 3 M
< 200

> 2 M
< 400

> 5 M
< 1,000

 
Mignagola 

(Treviso, Italy)

Converted in 2007 for the production  
of fully automatic coffee machines,  

it is located in Mignagola di Carbonera,  
not far from Treviso.

Product category:
•  De’ Longhi fully automatic coffee machines

•  Capsule coffee machines

Certifications:
•  ISO 14001
•  ISO 9001

> 1 M
> 400
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In order to guarantee business continuity (a par-
ticularly crucial issue in the last two years), high 
quality standards and compliance with the environ-
mental and social requirements relating to labor 
practices, the supply chain is managed synergical-
ly by the Supply Chain Department and the Quality 
and Purchasing Divisions.

The evaluation of finished products, as well as 
their purchase and the monitoring of suppliers, is 
carried out by three dedicated structures in Italy 
and abroad in order to meet the needs of the differ-
ent markets quickly and effectively. These 

structures are assigned responsibilities that vary 
based on product category and the geographic 
proximity of production: the offices dedicated to 
Coffee and Irons are, for example, in Italy, while the 
“motor driven” products are managed in the UK and 
Hong Kong focuses on Comfort.

Lastly, the materials used for components are 
managed in Europe by Supply Chain Department 
teams (located in Italy and Romania) and by local 
plant managers in China, who are supported by 
three Purchasing offices broken down by product 
category.

For the De’  Longhi Group, which operates in a 
market characterized by volatile demand, it’s 
essential to have an efficient logistics system: 
the warehouses make up the most important 
part of the system and are spread out all over 
the world in order to guarantee business conti-
nuity, a key issue in the last two years (2020-
2021) when the pandemic forced the Group to 
address emergencies related to both logistics - 
caused by local restrictions and, on occasion, 
closed borders - and procurement - due to the 
scarcity of available raw materials. Even though 
there were a few slowdowns in distribution, it 
was never interrupted completely: this was pos-
sible thanks also to the institution, already in 
2020, of a work group charged with managing 
the emergency and helping to find alternative 
sources for materials and components. In 

terms of outbound logistics, in 2021 - as in 2020 
- there was a further, noticeable acceleration in 
direct e-commerce, which made it possible to 
deliver the goods directly and bypass the retail-
er warehouse. This shift allowed for more effi-
cient deliveries and a lower environmental 
impact.

Looking again at efficiency and lowering the 
impact of logistics, a cross-functional initiative 
called “Assembly to order” or “Assembly to 
Truck” has been in place for some time: similar 
to e-commerce, based on this initiative prod-
ucts are sent to customers directly from the 
production facilities, without going through the 
regional logistics hub. This practice was possi-
ble thanks to the fact that labeling takes place 
inside the production facility, while before it was 
done inside the logistics hubs.

Increasingly efficient logistics
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R4.2 
Responsible supply 
chain management

For the De’ Longhi Group, responsible supply chain 
management means promoting the best practices 
in terms of product quality, respect for human 
rights and workplace conditions, health and safety, 
as well as environmental responsibility. All the 
product suppliers are subject to periodic audits by 
the Quality Division, during which adherence to the 
values included in the Group’s Code of Ethics, re-
spect for human rights, and compliance with the 
most important current laws and regulations and 
environmental standards (like REACH, RoHS, etc.) 
is checked.

The environmental and social audits are carried out 
in accordance with the international SA 8000 
(Social Accountability) standard and involve mainly 
suppliers of finished products in China: the aspects 
subject to control include working hours and condi-
tions, freedom of association and collective bar-
gaining, possible discrimination, as well as aspects 
relating to health, safety and staff training. More 
specifically, beginning already in 2019 suppliers in 
China were required to sign the Code of Ethics, as 
well as the De’  Longhi Group’s Code of Conduct 
which was provided in both English and Chinese. 
This requirement testifies further to the strong 
commitment that the Group has to the extensive 
supervision and control of its supply chain as this 
document stresses the importance attributed to 
condemning child labor and forced labor, pay that 
does not respect the minimum wage requirements 
in each country and, in any case, workers’ dignity. 

All the first- tier suppliers are also required to share 
the Group’s Code of Ethics with any sub-contrac-
tors working with them.

There were no violations of the Group’s Code of 
Conduct in 2021, and, therefore, no corrective 
action needed to be taken.

As already mentioned, from 2020, audits with envi-
ronmental criteria came into force, which is why 
the checklist used during Social Accountability 
audits was supplemented with environmental as-
pects. These include verification of supplier compli-
ance and the presence of an environmental man-
agement system in line with the ISO 14001 
standard, which identifies the supplier’s best prac-
tices with an additional focus on issues such as 
emissions, discharges and waste. In this way, each 
supplier audit is conducted according to socio-eco-
nomic and environmental criteria: any corrective 
action is identified as a direct consequence of evi-
dences emerged during the assessment, and the 
related follow-ups are recorded in an ad hoc system 
that allows updates and commitments made by 
suppliers to be constantly monitored. This evalua-
tion process is formalised and monitored by a dedi-
cated procedure that, as of 2019, officially implies 
that all new suppliers are subject to SCOC qualifica-
tion (Social Accountability Code of Conduct).

In 2021, all (100%) of the new suppliers of finished 
products were subject to evaluation based on 
social criteria, in accordance with standard 

Developed in 1997 by an American entity SAI 
(Social Accountability International), the 
Standard Social Accountability (SAI) 8000 is 
an international standard based on the ILO 
(International Labor Organization) conven-
tions, Universal Declaration of Human Rights, 
and the UN Convention on the Rights of the 
Child (UNCRC). This is the first international 
standard to provide a way to gauge a compa-
ny’s ethics and the degree of responsibility 
with respect to social issues, including:

1. Child labor

2. Forced labor

3. Worker health and safety

4. Freedom of association and collective 
bargaining

5. Discrimination

6. Disciplinary practices

7. Working hours

8. Remuneration

9. Management system

Social 
Accountability
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SA  8000, as was the case in 2020 (100%). 
[GRI 414-1] To date, no SCOC audits have resulted 
in a finding of “zero tolerance”, which would mean 
that the supplier relationship had to be terminated.

In 2021 all the new suppliers of finished products 
(14 in total) were also subject to environmental 
audits, consistent with 2020 (100%).

In 2021 46 audits were carried out to verify the re-
spect of human rights which involved 42 suppliers 
of finished products and 4 of the Group’s facilities. 
These audits covered more than 42% of the Group’s 
operations. The figure is about 60% lower than in 
2020 as the Social Accountability audits of each 
supplier are carried out every two years, which 
means the results may not be directly comparable 
and depend on the arrival of new suppliers. 
[GRI 412-1]

The results of the product quality assessments are 
included in a vendor rating which is used to classi-
fy partners in four categories (preferred, approved, 
probation and exit plan) and monitor the relation-
ships with a view to continuous improvement over 
the long-term.

Fig. 26 - New suppliers evaluated based on social criteria, number and percentage [GRI 103-3, GRI 414-1]

2019

2020

2021

Number of new suppliers

Number of suppliers audited

Percentage of new suppliers audited out of total

22
20

15
15

14
14

100.0%

90.9%

100.0%

Fig. 27 - Operations subject to the human rights assessments, number and percentage [GRI 103-3, GRI 412-1]

2019

2020

2021

Total operations evaluated for the respect of human rights

Total operations

Percentage of Operations assessed out of the total

50
103

53
89

46
109

59.6%

48.5%

42.2%
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R4.3 
Reducing our 
environmental footprint

The Group is constantly looking for and studying 
solutions that would make it possible to reduce the 
environmental impact of its daily operations; be-
cause of the complex and multi-faceted reality in 
which the company operates, it must keep abreast 
with various and ever changing regulatory environ-
ments: for this reason the Operations & Technology 
and the Quality Divisions are responsible for man-
aging the environmental aspects and compliance 
with the relative laws which is essential to ensuring 
that the activities are managed correctly and that 
any updates will not affect the Group’s business.

With a view to regulatory compliance ISO 14001 
certified environmental management systems 
have been implemented at the Mignagola, Eversys, 
Cluj and Salonta plants (the latter as of 2021), 
which make it possible to carry out environmental 
assessments of these plants and define the steps 
needed to reduce the environmental impact of the 
entire value chain which is key to understanding the 
improvements that need to be made in order to 
reduce the environmental impact of the Group’s ac-
tivities. At the production facilities in OnShiu and 
Dongguan in China, which currently strive to adhere 
to current best practices, procedures are underway 
which will lead to the same certification for these 
plants in 2022.

A practical example of the Group’s commitment to 
reducing its environmental footprint is the use of 
solar panels at the Mignagola plant: installed sev-
eral years ago, in 2021 they helped produce 
950,972 kWh of electricity, corresponding to about 
6% of the total consumed at the plant in the same 
year. Consumption metres will be installed at both 
the Mignagola plant and the Treviso headquarters 
which will make it possible to calculate energy effi-
ciency and consumption precisely.

• Installation of solar panels (Mignagola)

• Installation of a trigeneration system (Mignagola), nearing completion

• Substitution of traditional lighting systems with LED lighting (Cluj, Mignagola)

• Movement sensors which activate lighting system only when necessary (Mignagola)

• Installation of charging stations for electric cars (Treviso HQ)

• Substitution of molding and welding machines (Dongguan, Onshiu)

• Installation of meters to measure energy consumption (Dongguan, Onshiu)

The De’ Longhi Group’s main energy saving initiatives

In 2021 work also continued on renewing the light-
ing systems at the Italian, Chinese and Cluj plants: 
the traditional systems were replaced with LED 
lighting - which make it possible to reduce energy 
consumption significantly. More in detail, as a 
result of these changes consumption at the Roma-
nian plant was reduced by around 90,000 MJ in 
2021. In 2019 a heating system for the warehouses 
which uses the heat generated in the plant’s drying 
facilities was installed at the same production facil-
ity. This reduces the use of natural gas for tradition-
al heating. The Mignagola plant has been an impor-
tant part of the Group’s energy saving strategy as 
over time a number of measures have been 
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implemented there: in 2021 the installation of LED 
lighting in the production areas was completed, the 
lighting in the warehouse of finished products was 
redesigned and movement sensors that will acti-
vate the lighting system only as needed will be in-
stalled. Once finalized, these activities will make it 
possible for the Mignagola plant to save 1 million 
kWh.

In 2021 installation of a trigeneration system was 
also begun at the Mignagola plant - which will be 
completed in 2022 - and the summer air condition-
ing system was upgraded; machinery was installed 
which sucks air in rather than recycling it, which 
allows for a consistent exchange of air and also 
helps to contain the spread of Covid-19. In Italy, 
charging stations for electric cars were also in-
stalled at the Treviso headquarters in order to ser-
vice the corporate fleet of cars which now compris-
es hybrid models or ones that are 100% electric.

The Chinese plants also had a key role in the 
Group’s energy saving plan. As in prior years, in 
2021 further work was done on improving the 
energy efficiency of productive assets, resulting in 
specific improvements being made to machinery 
(including, for example, plastic molding machinery, 
degreasing and drain lines, the use of laser welders 
instead of the traditional ones). The partnership 
with the local government relating to energy sav-
ings has, in fact, been in place for several years: al-
ready in 2020 meters were installed which make it 
possible to monitor the consumption of electricity 
and find the areas and functions which consume 
the most energy. Thanks to these meters, the 
Group has been able to periodically map the 

consumption in the different areas and, based on 
the results, find ways to reduce energy consump-
tion and improve energy efficiency at both of the 
Chinese facilities.

With a view to circular economy and responsible 
waste management, the Group continued with the 
existing projects involving recovery of production 
by-products. For a number of years, at the Migna-
gola and Dongguan plants, part of the production 
waste from plastic moulding is reintroduced into 
the production cycle, guaranteeing both a saving in 
raw materials input and a reduction in waste pro-
duced. The results of this process were satisfacto-
ry and the activity was then launched at the plant in 
Cluj. Waste from the processing of ferrous materi-
als is resold as raw material, while paper, cardboard 
and nylon waste is sent to recovery.

Looking specifically at Coffee, positive initiatives 
were reinforced like the recovery of the Nespresso 
capsules used for testing in the Cluj and Mignagola 
plants, which encourages the recycling of their alu-
minum parts and the reuse of the coffee used in 
the different phases of testing and calibration of 
the machines produced at the Cluj plant.

For more information on the initiatives that reflect 
the Group’s approach to sustainability and focus on 
issues like energy efficiency, product durability and 
repairability see the section “Design and innovation 
for product sustainability”.
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The direct energy consumption amounted to 
89,093 GJ in 2021, slightly higher than in the previ-
ous year (+2.3%), 65% of which is attributable to 
production plants.

The breakdown of direct energy consumption by 
component is shown in the chart below as follows: 
56% is related to the use of natural gas, 29.5% and 
13% to the consumption of diesel and gasoline for 
the corporate fleet. LPG and fuel oil were used less 
(namely 1.4% and 0.1% of the total, respectively).

Fig. 30 - Breakdown of fuel consumption in 2021, by 

percentage [GRI 302-1]

1.4%
0.1%

13.0%

29.5%56.0%

Petrol

Gas oil

Natural gas

LPG

Fuel oil

Electricity produced from  
renewable sources and consumed

Fig. 28 - Direct and indirect consumption, 

percentage and GJ [GRI 302-1]

23.2%76.8%

21.1%78.9%

24.7%
353,782

376,062

422,263

75.3%
2019

2020

2021

Indirect consumption

Direct consumption

Fig. 29 - Direct consumption, GJ [GRI 302-1]

28,53858,546

31,34357,751

37,935
87,536

87,084

89,093

49,601
2019

2020

2021

Production sites

Other locations

Energy consumption

In 2021, the Group’s total energy consumption in-
creased roughly 12% with respect to the prior year 
(422,263 GJ in 2021 compared to 376,062 GJ in 
2020). This increase is attributable mainly to three 
factors: the higher number of units produced com-
pared to 2020, the Group’s acquisition of the Swiss 
Eversys plant and the first year in which the Roma-
nian plant in Salonta was working at full capacity. 
The ratio of direct consumption (for heating and 
transport) to indirect (electricity through district 
heating and cooling) was basically unchanged in 
the three-year reporting period. More in detail, the 
electricity purchased from the national grid, which 
amounted to 330,848 GJ in 2021, represents ap-
proximately 79% of the Group’s total energy con-
sumption and accounts for almost all of the indi-
rect consumption recorded in the year.
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Fig. 31 - The breakdown of electricity purchased in 

2021, by percentage [GRI 302-1]

Electricity purchased from the national grid

Electricity acquired from renewable sources covered by 
Guarantees of Origine (GOs)

49%

51%

The indirect electricity consumption per unit of pro-
duction was slightly lower, going from 6.2kWh/per 
unit produced in the two-year period 2019-2020 to 
5.3 kWh/per unit produced in 2021. The portion of 
electricity consumed that was produced from re-
newable sources came to 3,423 GJ, slightly lower 
than in 2020 (3,607 GJ). In 2021, 51% of the elec-
tricity acquired by the Group was covered by Guar-
antees of Origin (GOs) which prove that the energy 
came from renewable sources. [GRI 302-3]

Fig. 32 - Electricity consumption, GJ [GRI 302-1]

2019

2020

2021

Production sites

Other locations

Energy intensity (KWh/no. pieces produced)

232,701
33,565

257,881
31,097

296,557
36,613

6.2

6.2

5.3

In addition to those already described, other energy 
saving initiatives were carried out in 2021 at the 
Dongguan and OnShiu plants in China. At the first 
one, specifically, more investments were made in 
electric injection molding machines and in the sub-
stitution of traditional lighting with LED lighting; 
these two initiatives combined made it possible to 
save more than 4 million kWh of energy, of which 
almost 2.4 million explained by the molds and 
roughly 2 million by the LED lighting. [GRI 302-4]
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Climate changing emissions

In 2021 the Group’s CO2 emissions, calculated 
using the “Market Based” method, amounted to 
30,890 tons, 28% lower than the 43,071 tons re-
corded in 2020. Consistent with energy consump-
tion, the CO2 emissions are attributable mainly to 
the use of electricity, which accounts for around 
86% of the Group’s total CO2 emissions.

Fig. 33 - Total CO
2
 emissions, by tons of CO

2
 

[GRI 305-1 e 305-2]
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Fig. 34 - Scope 1 direct emissions, tons of CO
2
 

[GRI 305-1]
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Fig. 35 - Scope 2 indirect emissions, tons of CO
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Fig. 36 - Indirect Scope 2 emissions, tons of CO
2
 [GRI 305-2]
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In 2021 direct CO2 emissions amounted to 5,464 
tons, explained mainly by the energy consumption 
at production plants (59% versus 41% at other 
types of sites). 

In 2021, indirect CO2 emissions amounted to 
38,983 tons, of which approximately 91% attributa-
ble to production plants. 
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In 2021, the Scope 2 CO2 emissions calculated 
using the market based method were approxi-
mately 13,500 lower than the emissions calculated 
using the location based method and were down 
considerably compared to 2020 (-33%): this is ex-
plained by the Group’s purchase of guarantees of 
origin to cover the electricity consumption of all the 
offices in Italy, the plant in Cluj (Romania) and part 
of the office in the UK.

The CO2 Scope 2 “location based” emissions per 
unit produced were down around 18% compared to 
the prior year (from 2.8 kg of CO2 per unit produced 
in 2020 to 2.3 kg CO2 per unit produced in 2021), 
explained partially by the contribution of the numer-
ous energy saving initiatives implemented by the 
Group and, in part, by the higher production vol-
umes seen in the year. In the Group’s production 
plants there is structural energy consumption 
which remains constant regardless of the produc-
tion volumes. [GRI 305-4] 

Pollutants

The pollutants, comprising mainly elements like 
NOx, SOx, particulate matter and organic volatile 
compounds, are harmful to health and the environ-
ment. For the De’  Longhi Group, the most signifi-
cant pollutants emitted at the production facilities 
are the volatile organic compounds (VOCs), of 
which slightly more than 7 tons were emitted in 
2021, in line with the two previous years, 2018-
2019. Other types of pollutants emitted include the 
HAPs (Hazardous Air Pollutants), which, at slightly 
less than 1.4 tons, were considerably lower than in 
2020 (-54%). The NOx emitted in 2021 were slightly 
higher than in 2020 (+9%). Negligible or no amounts 
of POPs (Persistent Organic Pollutants), SOx and 
particulate matter (PM) were emitted. [GRI 305-7]

Fig. 37 - Other pollutants emitted, in tons 

[GRI 305-7]

Volatile organic compounds (VOC)

NOx

Hazardous air pollutants (HAP)

2019

2020

2021

7.09
1.19
1.38

7.29
1.61

3.03

7.06
1.75

1.38



584   Our responsible processesDe’ Longhi Group    Sustainability Report 2021

Waste management

The De’  Longhi Group’s commitment to environ-
mental sustainability also includes dedicating at-
tention to responsible waste management. The 
Group, in fact, works to incentivize recycling at both 
the offices and the production facilities, in order to 
minimize the quantities disposed of. In the offices, 
employees are made aware of these issues and 
encouraged to both reduce waste as much as pos-
sible, as well as to constantly recycle any waste 
correctly. The use of digital solutions has also given 
a strong boost to reducing the use of paper, as well 
as single-use plastic.

In the production facilities special attention is paid 
to the handling of waste and the separation of haz-
ardous from non-hazardous waste through initia-
tives designed to raise the awareness of employ-
ees. Toward this end, the Group uses different 
recycling methods to dispose of its electronic 
waste. There are different initiatives focused on 
packaging which include reducing volume, the use 
of recycled materials and recycling of the packag-
ing in-house. Particularly noteworthy are the recy-
cling initiatives implemented at the OnShiu plant in 
China, where the crates used to move material in-
ternally are made out of recycled metal, finished 
products are warehoused using recycled pallets 
and all internal movements are made without using 
paper and cardboard packaging. At the same plant, 
the warehouse used to store hazardous waste was 
also remodeled in order to make waste collection 
more efficient and safe. At the Dongguan produc-
tion facility, all the pallets used for finished 

products and the containers used to package parts 
in plastic, metal and other components are 100% 
recycled and, as of 2021, no wooden pallets or 
cardboard boxes are used. As a result of these initi-
atives, the packaging for the units produced was 
about 14% lower than in 2020.

In 2021, the Group’s production facilities produced 
12,670 tons of waste, of which 98% was non-hazard-
ous, while the remaining 2% is classified as hazard-
ous; the increase in the waste produced over the last 
three years is explained by the gradual increase in 
the reporting perimeter due to the opening of the 
production facility in Salonta (Romania) and the ac-
quisition of Eversys, as well as the constant increase 
in production volumes. Of the total waste produced, 
approximately 88% (90% of the non-hazardous 
waste and 11% of the hazardous waste) was recov-
ered through activities like reuse, recycling and com-
posting. 100% of the waste produced by the 
De’ Longhi Group in 2021 was treated offsite.

Fig. 38 - The waste produced by the production 

facilities in 2021, expressed in tons 
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On the one hand, and as regards the non-hazard-
ous waste produced in 2021, the majority was sent 
to recycling (69.2%) and recovery (19.4%), including 
energy recovery. On the other hand, most the haz-
ardous waste produced was sent to landfills (23%) 
or treated chemically (20%).

Fig. 39 - Hazardous waste produced in 2021 broken 

down by disposal method, expressed as a percentage
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Fig. 40 - Non-hazardous waste produced in 2021 
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Management of water resources

The De’  Longhi Group is committed to ensuring 
that its water resources are managed in a responsi-
ble and sustainable manner; these resources are 
used for sanitary purposes in the corporate cafete-
ria and services, as well as in the production facili-
ties for testing, cooling of machinery, molds and air 
conditioning. No water is consumed during produc-
tion as any amount used is then returned to the 
water supply. Before this happens, the Group car-
ries out the necessary quality tests which may be 
followed by any water treatment so that current 
local laws are being complied with.

In 2021, 72% of the water used at the production 
facilities was taken from third parties, like, for ex-
ample, the municipal aqueducts. The remaining 
28% was taken from underwater basins.

28%

72%

Fig. 41 - Total water sourced expressed as a 

percentage

Taken from underwater basins

Taken from third parties (e.g. municipal aqueducts)
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T The principles for 
defining the content 
and quality of the report

The De’  Longhi Group Sustainability Report is 
meant to report the relevant issues for the Group 
and its main stakeholders. It is prepared in accord-
ance with the “GRI Sustainability Reporting Stand-
ards”, the most recent and widespread non-finan-
cial reporting standards defined by the Global 
Reporting Initiative (GRI), according to the “In ac-
cordance - Core” option which provides for the re-
porting of at least one GRI indicator for each rele-
vant topic. [GRI 102-54]

This document has been prepared according to the 
principles on defining the contents of the report 
suggested by the GRI:

• Completeness: the material issues discussed in 
the report are covered in their entirety and repre-
sent the most relevant environmental, social and 
economic aspects for the Group’s activities, thus 
allowing a complete assessment of the Group’s 
performance in the reporting year.

• Sustainability context: the performances of the 
De’  Longhi Group discussed in this Report are 
part of the broader context of the Group’s busi-
ness sustainability.

• Inclusion of stakeholders: this document 
shows the stakeholders of the Group and the 
ways in which their interests were considered in 
defining the contents of the report.

• Materiality: the topics reported on were selected 
based on their importance to the Group’s busi-
ness, as well as its stakeholders.

To ensure the quality of the information reported, 
the report’s quality principles were followed in the 
drafting of the report as suggested by the GRI.

• Accuracy: the level of detail in the Report is ade-
quate and makes it possible to understand and 
assess the De’ Longhi Group’s sustainability per-
formance in the reporting period.

• Reliability: the data presented in the document 
were collected, processed and validated by the 
managers of each department with collabora-
tion of a consulting company. The economic 
data are consistent with those reported in the 
Group’s annual financial report.

• Clarity: the choice of a clear and accessible lan-
guage and the use of graphs and tables to repre-
sent the performance of the Group make this 
Report available and easy to understand for 
stakeholders.

• Comparability: the indicators in the Report are 
shown for the three-year period 2019-2020-2021 
and are accompanied by comments on the per-
formance in order to allow for the comparison of 
the Group’s performance over time.

• Equilibrium: the contents of this document 
report in a balanced way De’ Longhi Group’s per-
formance in the reporting period.

• Timeliness: the Report takes into account 
events that occurred after 31 December 2021 
that may be significant for the stakeholders 
when assessing the Group’s performance. 
[GRI 102-46]
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Fig. 42 - Issues relevant to stakeholders and the De’ Longhi Group
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Relevant topics: materiality analysis

The identification of the relevant topics was carried 
out starting from a documentary analysis of the 
main expectations and pressures of the Group’s 
stakeholders identified on the basis of a media 
analysis and a benchmark analysis of the main 
companies operating in the sector. Specifically, 
those issues that express the expectations of 
stakeholders with a significant degree of depend-
ence towards the Group and highly able to influ-
ence corporate strategies have been enhanced. 
The issues thus identified were subsequently eval-
uated and integrated by the company management 
according to the priorities and strategic objectives.

When updating the material topics for 2021 the de-
cision was made to exclude the following topics: 
“Respect for human rights”, “Ethics and business 
integrity”, “Use of consumer data” and “Product 
safety and labeling” as these are an essential part 
of all the company’s activities and, therefore, mate-
rial by definition.

In addition to the material topics above, the follow-
ing topics were also discussed in this Report: local 
communities, pollutants and management of 
water resources which have proven to be signifi-
cant to the planning and strategy adhered to by the 
De’ Longhi Group over the years.
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The reporting scope

This document represents the fifth edition of 
De’  Longhi Group’s Sustainability Report and con-
tains the description of the initiatives and activities 
related to the 2021 financial year, as well as the per-
formance trends of the 2019-2021 three-year period. 
The collection of performance indicators and the re-
porting frequency occur on a yearly basis.

The reporting scope coincides with that of the Con-
solidated Financial Statements, i.e. it includes the 
fully consolidated companies for financial report-
ing with reference to Continuing Operations, unless 
otherwise stated. In 2021:

• the companies De’Longhi Brasil - Comércio and 
Impor tação Ltda and De’Longhi Bosphorus Ev 
Aletleri Ticaret Anonim Sirketi were excluded in-
sofar as they are currently being liquidated or are 
inactive and had no employees at 31.12;

• the figures shown include the companies be-
longing to the Capital Brands Group, acquired at 
the end of December 2020 and Eversys, the con-
trol of which was acquired in 2021. Inclusion in 
the scope of consolidation coincides with the fi-
nancial effects of the transactions. As a result of 
the above-mentioned acquisitions, the figures 
for 2021 may not be entirely consistent with the 
prior three-year reporting period.

The reporting year to which the information and 
data included in this section refers is 2021. Any ex-
ceptions are indicated in the individual sections 
below of this methodological note. [GRI  102-50, 
GRI 102-52]

In line with the Consolidated Financial Statements, 
the data reported have been aggregated into the 
following areas:

• Europe.

• America and Asia-Pacific.

• MEIA (Middle East, India and Africa).

For each topic subject to reporting, the description 
and perimeter of the impact of the issue along the 
value creation chain of the De’  Longhi Group is 
shown, explaining whether this is internal or 
external.
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Topic GRI Disclosure
Scope Scope reporting limitations

Internal External Internal External

Compliance

Ethics and business integrity

Anti-corruption,
Anti-competitive behavior,
Environmental compliance,
Socioeconomic compliance 
Customer privacy 
Economic performance 
Public policy

Group - - -

Use of consumer data Customer privacy Group Contact Center - -

The De’ Longhi Group’s people

Attraction and development of 
talent Training and education Group - - -

Inclusion and equal opportunities Diversity and equal opportunities
Employment Group - - -

Health and safety of workers Health and safety on the job Group Suppliers, 
Contact Center -

Reporting does not 
include Suppliers and 
the Contact Centers

Our products, to improve everyday life 

Product safety and labeling Consumer health and safety
Marketing and product labeling Group OEM suppliers - -

Promotion of sustainable 
lifestyles Group - - -

Consumer satisfaction Group - - -

Innovation and eco-design Group OEM suppliers - -

Sustainability in all phases of production 

Respect for human rights Human rights assessment
Zero tolerance for discrimination Group Suppliers - Reporting does not 

include Suppliers

Responsible supply chain 
management

Environmental evaluation of suppliers 
Social evaluation of suppliers Group Suppliers - -

Management of GHG emissions 
and battle against climate 
change

Energy
Emissions Group Suppliers, 

Contact Center -
Reporting does not 
include Suppliers and 
the Contact Centers

Waste management and circular 
economy Waste Group -

Reporting does 
not include the 
offices 

-

Fig. 43 - Relevant topics: framework [GRI 103-1]
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The calculation methodology

The methodological indications for certain indica-
tors reported in this Sustainability Report are 
shown below.

The De’ Longhi Group’s people

The calculation of the Group personnel by geo-
graphical area, gender and contract type was car-
ried out with respect to the data received from the 
various offices and sales branches.

Anti-corruption training

With respect to the APA area, the hours associated 
with training courses for new hires that also include 
aspects of business ethics or anticorruption were 
considered.

Health and safety indices

Accident rates are calculated as shown below:

• injury rate is the ratio between the total number 
of accidents and the total number of hours 
worked, multiplied by 1,000,000; accidents in 
progress are excluded from the calculation of 
the accident rate;

• the occupational disease rate is the ratio be-
tween the total number of confirmed occupa-
tional diseases and the total number of working 
hours, multiplied by 1,000,000;

• severity rate is the total number of serious acci-
dents expressed as a percentage of the total 
number of labor hours multiplied by 1,000;

• lost days are the calendar days lost due to acci-
dent as of the day following that of the accident;

• the absentee rate is the percentage ratio be-
tween the days of absence (due to inability to 
work) during the reporting period and the total 
number of workable days during the same 
period.

Only employees are included in the calculation of 
these rates, while interns or temporary employees 
are excluded.

Energy consumption

The conversion factors used to uniform energy 
consumption derive from the table “UK Government 
GHG Conversion Factors for Company Reporting - 
Fuel properties” of DEFRA, in the most recent latest 
version available.

During the three-year period 2019 - 2021, 6.5, 57.6 
and 2.5 GJ of electricity generated from renewable 
sources were produced at the Group’s plants, 
which were subsequently transferred to the nation-
al grid. It should be noted that, in relation to the 
electricity consumption of the Campi Bisenzio of-
fices during 2018, a change in measurement meth-
odology took place.

Greenhouse gas emissions

Greenhouse gas emissions were calculated ac-
cording to the principles set out in the ISO 14064-1 
international standards. Specifically, it should be 
noted that the only greenhouse gas taken into con-
sideration was carbon dioxide (CO2). Self-generat-
ed energy from renewable sources is not included 
in the calculation of greenhouse gas emissions, as 
it is considered to have zero greenhouse gas 
emissions.

The emission factors used to calculate CO2 emis-
sions were determined as follows:

• Direct emissions (Scope 1): the emissions linked 
to the consumption of natural gas, diesel heating 
fuel, gas, diesel fuel and LPG for the company 
cars was determined based on the emission fac-
tors reported in the Table of national standards 
published by the Italian Ministry of the Environ-
ment, for the years 2019, 2020 and 2021. 

• Indirect emissions (Scope 2): indirect emis-
sions are linked to the consumption of electricity 
and district heating; the emissions linked to elec-
tricity were calculated using a location and mar-
ket-based approach: 

 – For the calculation of location-based emis-
sions, the factors used, for each country in 
which the Group operates, were those pre-
sented in Table 49 - Main socio-economic and 
energy indicators published by Terna in the In-
ternational Comparisons sections, which have 
Enerdata as their source. These emission fac-
tors are updated periodically; therefore, they 
were used in their most recent version (2019) 
to calculate indirect emissions in 2021, in the 
2018 version for those relating to 2020 and in 
the 2017 version for those relating to 2019. In 
the event a country was not listed in the above 
table, we used the emission factor for the con-
tinent. When there were several branches in 
several countries, the highest of the emissions 
factors among these countries was used.

 – For the calculation of market-based emis-
sions, when available, the residual mixes 
found in the “European Residual Mixes”, pub-
lished by ABI for the years 2018- 2020, were 
used. An average residual mix per NERC 
Region, calculated based on the residual 
mixes shown in the document Green-e Energy 
Residual Mix Emissions Rates, were used for 
America and Canada for the years 2018-2020. 
As for the countries for which no residual mix 
figures were available, location-based 

emissions factors found in the above men-
tioned Terna table were used.

Emissions associated with district heating were 
calculated using the emission factors reported in 
the tables of the “UK Government GHG Conversion 
Factors for Company Reporting” document pub-
lished by the Department for Environment Food & 
Rural Affairs (DEFRA) available for the three-year 
period 2019-2020-2021.

Quality indicators

The first-time quality (FTQ) indicator is the per-
centage ratio between products that have not 
shown functional or aesthetic defects on the total 
production of the year;

The service call rate (SCR) is the percentage ratio 
between the machines repaired in the first year of 
warranty and the total number of products sold 
during the year. This indicator is calculated quarter-
ly on a 12-month mobile base;

The first-time fix (FTF) indicator is the percentage 
ratio between repaired products that did not need 
new assistance in the following six months and the 
total of repaired products. [GRI 102-53]
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AAppendices

Below are the detailed tables relating to the indica-
tors, in accordance with the GRI standards.

The De’ Longhi Group’s People

GRI 102-8: Information on employees and other types of workers

Employees, by contract type
Italy Europe America & Asia-Pacific MEIA De’ Longhi Group

2019 2020 2021 2019 2020 2021 2019 2020 2021 2019 2020 2021 2019 2020 2021

Number of employees by contract type

Permanent 1,577 1,651 1,708 3,084 4,284 4,624 2,551 2,621 2,710 61 51 58 7,273 8,607 9,100

of which women 611 646 676 1,767 2,617 2,776 1,209 1,250 1,273 25 22 23 3,612 4,535 4,748

of which men 966 1,005 1,032 1,319 1,667 1,848 1,342 1,371 1,437 36 29 35 3,661 4,072 4,352

Fixed-term 14 34 31 26 131 417 536 605 803 1 1 1 577 771 1,252

of which women 11 17 17 16 76 211 241 273 358 1 1 - 269 367 586

of which men 3 17 14 10 55 206 295 332 445 - - 1 308 404 666

Total 1,591 1,685 1,739 3,110 4,415 5,041 3,087 3,226 3,513 62 52 59 7,850 9,378 10,352

Number of employees by contract type

Full-time 1,472 1,567 1,637 3,028 4,302 4,784 3,074 3,214 3,484 61 51 58 7,635 9,134 9,963

of which women 506 549 594 1,717 2,601 2,789 1,438 1,512 1,613 25 22 23 3,686 4,684 5,019

of which men 966 1,018 1,043 1,311 1,701 1,995 1,636 1,702 1,871 36 29 35 3,949 4,450 4,944

Part-time 119 118 102 82 113 257 13 12 29 1 1 1 215 244 389

of which women 116 114 99 66 92 197 12 11 18 1 1 - 195 218 314

of which men 3 4 3 16 21 60 1 1 11 - - 1 20 26 75

Total 1,591 1,685 1,739 3,110 4,415 5,041 3,087 3,226 3,513 62 52 59 7,850 9,378 10,352

Number of employees by gender

Total women 622 663 693 1,783 2,693 2,987 1,450 1,523 1,631 26 23 23 3,881 4,902 5,334

Total men 969 1,022 1,046 1,327 1,722 2,054 1,637 1,703 1,882 36 29 36 3,969 4,476 5,018
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GRI 401-1 (a): Total number and rate of new permanent employees hired by gender and geographical 
area, 2021

Geographical area
Women Men Total

Tot. (n.) Tot. (%) Tot. (n.) Tot. (%) Tot. (n.) Tot. (%)

Italy 71 10.5% 91 8.8% 162 9.5%

Europe 1,068 38.5% 893 48.3% 1,961 42.4%

America & 
Asia-Pacific 433 34.0% 646 45.0% 1,079 39.8%

MEIA 4 17.4% 9 25.7% 13 22.4%

Group 1,576 17.3% 1,639 18.0% 3,215 35.3%

GRI 405-1: Composition of governing bodies by age and gender

Composition of De’ Longhi Group S.p.A.  
Board of Directors

Unit of 
measure

Italy

2019 2020 2021

Men

Less than 30 years n - - -

From 30 to 50 years n 1 1 -

Over 50 years n 5 7 8

Total men n 6 8 8

Women

Less than 30 years n - - -

From 30 to 50 years n 1 1 1

Over 50 years n 3 3 3

Total women n 4 4 4

Total n 10 12 12
GRI 401-1 (b): Total number and rate of permanent employees terminated by gender and geographi-
cal area, 2021

Geographical area
Women Men Total

Tot. (n.) Tot. (%) Tot. (n.) Tot. (%) Tot. (n.) Tot. (%)

Italy 25 3.6% 48 4.6% 73 4.2%

Europe 994 33.4% 852 41.4% 1,846 36.6%

America & 
Asia-Pacific 443 27.2% 610 32.4% 1,053 30.0%

MEIA 3 13.0% 1 2.8% 4 6.8%

Group 1,465 27.5% 1,511 30.1% 2,976 28.7%
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GRI 405-1: Composition by age and gender of employees

Personnel composition - Detail to 2021 Unit of measure De’ Longhi Group

Managers

Men

Less than 30 years % -

From 30 to 50 years % 2.0

Over 50 years % 1.2

Total men % 3.2

Women

Less than 30 years % -

From 30 to 50 years % 0.7

Over 50 years % 0.1

Total women % 0.9

Total % 4.0

White-collar workers

Men

Less than 30 years % 2.3

From 30 to 50 years % 10.2

Over 50 years % 3.4

Total men % 15.9

Women

Less than 30 years % 2.4

From 30 to 50 years % 9.1

Over 50 years % 2.1

Total women % 13.5

Total % 29.4

Blue-collar workers

Men

Less than 30 years % 7.7

From 30 to 50 years % 15.5

Over 50 years % 6.2

Total men % 29.4

Women

Less than 30 years % 6.7

From 30 to 50 years % 22.5

Over 50 years % 7.9

Total women % 37.1

Total % 66.5

GRI 403-9 - Work-related injuries

Group Aggregate 2019 2020 2021

Total hours worked h.000 18,246 20,017 21,227

Accidents n. 63 50 82

Of which in progress for transport organised by 
the Group n. 17 4 4

Accidents with serious consequences n. - - -

Fatal accidents n. - - -

Occupational illnesses n. 3 4 2

Frequency index - 3.5 2.5 3.9

Frequency index of accidents with serious 
consequences - - - -

Mortality index - - - -

Occupational disease rate - 0.2 0.2 0.1

GRI 403-9 - Work-related injuries (contractors)

Group Aggregate 2019 2020 2021

Total hours worked h.000 1,377 2,644 5,343

Accidents n. 2 4 12

Of which in progress for transport organised by 
the Group n. - - 7

Accidents with serious consequences n. - - -

Fatal accidents n. - - -

Frequency index - 1.5 1.5 2.2

Frequency index of accidents with serious 
consequences - - - -

Mortality index - - - -
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Reducing our environmental 
footprint

GRI 302-1: Energy consumption

Energy consumption um
Production sites Offices 4 De’ Longhi Group

2019 2020 2021 2019 2020 2021 2019 2020 2021

Direct consumption from non-renewable sources

Petrol GJ 3,017 2,824 3,984 9,606 6,646 7,181 12,623 9,470 11,129

Diesel GJ 6,170 5,180 6,991 22,942 16,010 18,274 29,112 21,189 25,265

Natural gas GJ 36,298 46,388 42,869 5,145 5,034 5,115 41,443 51,422 47,984

LPG GJ 568 587 518 - 667 712 568 1,254 1,231

Fuel oil GJ - - - 203 142 61 203 142 61

Total GJ 46,053 54,979 54,327 37,896 28,498 31,343 83,949 83,477 85,670

Direct consumption from renewable sources

Electricity produced from renewable sources 
and consumed GJ 3,548 3,567 3,423 39 40 - 3,587 3,607 4,423

Total direct consumption GJ 49,601 58,546 57,751 37,935 28,538 31,343 87,536 87,084 89,093

Indirect consumption

Electricity GJ 232,701 257,881 296,557 31,186 28,984 34,291 263,887 286,865 330,848

District heating GJ - - - 2,359 2,113 2,322 2,359 2,113 2,322

Cooling GJ - - - - - - - - -

Total indirect consumption GJ 232,701 257,881 296,557 33,545 31,097 36,613 266,246 288,978 333,170

Total consumption GJ 282,301 316,427 354,307 71,480 59,635 67,956 353,782 376,062 422,263

4 The item “Offices” includes offices, distribution branches, 
warehouses and, in general, all non-production facilities of 
the De’ Longhi Group.
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GRI 306-3, 306-4 and 306-5 (2020): Waste produced broken down by type and disposal method 5

Disposal method
Hazardous waste [tonne] Non-hazardous waste [tonne]

2019 % 2020 % 2021 % 2019 % 2020 % 2021 %

Reuse 2.0 1.2% 1.7 0.9% 1 0.3% - 0.0% - 0.0% - 0.0%

Recovery 10.5 6.5% 9.2 4.7% 21 7.3% 1,765.2 22.2% 1,907.0 20.3% 2,396 19.4%

Incineration (including 
energy recovery 9.2 5.7% 16.2 8.2% 33 11.4% 146.8 1.8% 549.8 5.9% 904 7.3%

Incineration 1.3 0.8% 38.4 19.4% 48 16.4% - 0.0% - 0.0% - 0.0%

Recycling 3.7 2.3% 33.8 17.1% 10 3.4% 5,790.5 73.0% 6,658.1 70.9% 8,572 69.2%

Composting - 0.0% - 0.0% - 0.0% 68.0 0.9% 98.0 1.0% 198 1.6%

Storage 75.8 46.5% 82.6 41.7% 51 17.6% 6.4 0.1% 21.5 0.2% 23 0.2%

Landfill 60.4 37% 16.1 8.1% 67 23.0% 68.9 0.9% 91.1 1.0% 215 1.7%

Other - Chemical 
treatment 0.2 0.1% 0.2 0.1% 59 20.4% - 0.0% - 0.0% 5 0.0%

Other - Biological 
treatment - 0.0% - 0.0% - 0.0% 91.4 1.2% 64.3 0.7% 67 0.5%

Total waste produced 163.1 100% 198.3 100% 290 100% 7,937.2 100% 9,389.7 100% 12,379 100%5 The waste reporting methodology has been updated ac-
cording to the new GRI 306 (2000) indicator, both for 2021 
and for previous years.

GRI 305-1 and GRI 305-2: Direct and indirect emissions of greenhouse gases (GHG) Scope 1 and Scope 2

Emissions [tonnes of CO2]
Production sites Offices De’ Longhi Group

2019 2020 2021 2019 2020 2021 2019 2020 2021

Direct 2,743 3,235 3,249 2,696 2,003 2,215 5,439 5,238 5,464

Indirect - Location Based 30,549 31,567 35,523 3,690 3,225 3,460 34,240 34,792 38,983

Indirect - Market Based 33,852 33,854 23,452 4,613 3,980 1,974 38,465 37,833 25,426

TOT (Direct + Indirect - Location Based) 33,293 34,802 38,772 6,386 5,228 5,675 39,679 40,030 44,447

TOT (Direct + Indirect - Market Based) 36,596 37,089 26,701 7,309 5,983 4,189 43,905 43,072 30,890



GRI Content  
Index

7
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GGRI Content Index

GRI Standard Disclosure Page number Note Omission

GRI 102: GENERAL DISCLOSURES 2016

Organisation profile

102-1 Name of organisation 1

102-2 Activities, brands, products and services 5-6, 31

102-3 Location of head office 5

102-4 Location of activities 5-6

102-5 Ownership and legal form 9-10

102-6 Markets served 5-6

102-7 Size of the organization 5, 19, 24, 47-48

102-8 Information on employees and other workers 21-22, 67

102-9 Supply chain 50-51

102-10 Significant changes to the organization and its supply 
chain 11, 47-48

102-11 Precautionary principle 12, 31, 38-39

102-12 External initiatives 

During the year of reporting, the De’ Longhi 
Group did not partecipate or subscribed to 
any initiative promoted by external 
stakeholders

102-13 Membership of association 9

Corporate strategy

102-14 Statement by a senior manager 3

Ethics and integrity

102-16 Values, principles, standards and norms of behaviours 8-14, 25

Governance

102-18 Governance structure 9, 15
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GRI Standard Disclosure Page number Note Omission

Stakeholder engagement

102-40 List of stakeholder groups 8

102-41 Collective bargaining agreements 23

102-42 Indentification and selection of stakeholders 8

102-43 Ways of involving stakeholders 8

102-44 Key issues and critical points raised 8

Reporting practices

102-45 Parties included in the consolidated financial statement 63

102-46 Definition of the report content and topics perimeter 61-65

102-47 List of material topics 17, 62

102-48 Review of information No relevant changes compared to the 
Sustainability Report 2020

102-49 Changes in reporting No relevant changes compared to the 
Sustainability Report 2020

102-50 Reporting period From 1st January 2021 to 31st December 2021

102-51 Date of the most recent report August 2021

102-52 Reporting frequency Annual

102-53 Contact details for enquiries regarding the report sustainability@delonghigroup.com

102-54 Statement on reporting under GRI standards 61

102-55 GRI content index 73

102-56 External Assurance This document has not been subject to any 
assurance activity

mailto:sustainability@delonghigroup.com
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GRI Standard Disclosure Page number Note Omission

MATERIAL TOPICS

ECONOMIC PERFORMANCE INDICATORS

ECONOMIC PERFORMANCE

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 9-10

103-3 Assessment of the management approach 9-10

GRI 201: Economic performance 2016

201-1 Economic value directly generated and distributed 10

ANTI-CORRUPTION

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 10-13

103-3 Assessment of the management approach 10-13

GRI 205: Anti-corruption 2016

205-2 Communication and training on anti-corruption policies 
and procedures 13-14 Reporting does not include communication 

and training to members of governing bodies

205-3 Corruption incidents and actions taken 14

ANTI-COMPETITIVE BEHAVIOUR

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 10-13

103-3 Assessment of the management approach 10-13

GRI 206: Anti-competitive behaviour 2016

206-1 Legal actions for anti-competitive behaviour, antitrust 
and monopolistic practices 14
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GRI Standard Disclosure Page number Note Omission

ENVIRONMENTAL PERFORMANCE INDICATORS

ENERGY

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 52-53

103-3 Assessment of the management approach 52-53

GRI 302: Energy 2016

302-1 Energy consumption within the organisation 54-55, 70

302-3 Energy intensity 55

302-4 Energy consumption reduction 55

EMISSIONS

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 52-53

103-3 Assessment of the management approach 52-53

GRI 305: Emissions 2016

305-1 Direct greenhouse gas emissions (Scope 1) 56, 71

305-2 Indirect greenhouse gas emissions (Scope 2) 56, 71

305-4 Greenhouse gas emissions intensity 57

305-7 Nitrogen oxides (NOx), sulfur oxides (SOx) and other 
relevant emissions 57

WASTE

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 58

103-3 Assessment of the management approach 58
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GRI Standard Disclosure Page number Note Omission

GRI 306: Waste 2020

306-1 Waste generation and significant waste-related impacts 58

306-2 Management of significant waste-related impacts 58

306-3 Waste generated 58, 71

306-4 Waste not destinated for disposal 58, 71

306-5 Waste for disposal 58, 71

ENVIRONMENTAL COMPLIANCE

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 14

103-3 Assessment of the management approach 14

GRI 307: Environmental Compliance 2016

307-1 Non compliance with environmental laws and 
regulations 14

ENVIRONMENTAL ASSESSMENT OF SUPPLIERS

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 50-51

103-3 Assessment of the management approach 50-51

GRI 308: Environmental assessment of suppliers

308-1 New suppliers assessed according to environmental 
criteria 51
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GRI Standard Disclosure Page number Note Omission

SOCIAL PERFORMANCE INDICATORS

EMPLOYMENT

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 20-24

103-3 Assessment of the management approach 20-24

GRI 401: Employment 2016

401-1 New employee hires and employee turnover 24, 68

HEALTH AND SAFETY AT WORK

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 27-28

103-3 Assessment of the management approach 27-28

GRI 403: Health and safety at work 2018

403-1 Occupational health and safety management system 27-28

403-2 Hazard identification, risk assessment and accident 
investigations 27-28

403-3 Occupational health services 27-28

403-4 Worker participation, consultation and communication 
on occupational health and safety 27-28

403-5 Worker training on occupational health and safety 27-28

403-6 Promotion of worker health 27-28

403-7 Prevention and mitigation of occupational health and 
safety impacts directly linked by business relationships 27-28

403-9 Work-related injuries 28, 69
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GRI Standard Disclosure Page number Note Omission

TRAINING AND EDUCATION

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 25-26

103-3 Assessment of the management approach 25-26

GRI 404: Training end education 2016

404-1 Average hours of training per year per employee, by 
employee category and gender 25

404-3 Percentage of employees receiving regular 
performance and career development reviews 26

DIVERSITY AND EQUAL OPPORTUNITY

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 20-23

103-3 Assessment of the management approach 20-23

GRI 405: Diversity and equal opportunity 2016

405-1
Composition of the company’s governing bodies and 
breakdown of employees by gender, age, membership 
of protected categories and other diversity indicators

23, 68-69

NON- DISCRIMINATION

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 20-24

103-3 Assessment of the management approach 20-24

GRI 406: Non-discrimination 2016

406-1 Incidents of discrimination and corrective actions taken 24
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GRI Standard Disclosure Page number Note Omission

HUMAN RIGHTS ASSESSMENT

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 50-51

103-3 Assessment of the management approach 50-51

GRI 412: Human rights assessment 2016

412-1 Operations that have been subject to human rights 
reviews or impact assessments 51

SUPPLIER SOCIAL ASSESSMENT

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 50-51

103-3 Assessment of the management approach 50-51

GRI 414: Supplier social assessment 2016

414 -1 New suppliers assessed according to social criteria 51

PUBLIC POLICY

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 14

103-3 Assessment of the management approach 14

GRI 415: Public policy

415-1 Political contributions 14

CONSUMER HEALTH AND SAFETY

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 39-40

103-3 Assessment of the management approach 39-40
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GRI Standard Disclosure Page number Note Omission

GRI 416: Consumer health and safety 2016

416-1 Assessment of the health and safety impacts of 
products and service categories 40

416-2
Cases of non-compliance with regulations and 
voluntary codes concerning health and safety impacts 
of products and services during their life cycle

40

PRODUCT MARKETING AND LABELLING

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 14, 39-40

103-3 Assessment of the management approach 14, 39-40

GRI 417: Product marketing and labelling 2016

417-1 Requirements for product information and labelling 40

417-2
Total number (by type) of cases of non-compliance with 
regulations or voluntary codes concerning products/
service information and labelling

40

417-3

Total number (by type) of cases of non-compliance with 
regulations or voluntary codes concerning marketing 
activities, including advertising, promotion and 
sponsorship

14

CUSTOMER PRIVACY

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 35-38

103-3 Assessment of the management approach 35-38

GRI 418: Customer privacy 2016

418-1 Substantiated complaints concerning losses of 
customer data 38
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GRI Standard Disclosure Page number Note Omission

NOT-GRI DISCLOSURE

INNOVATION AND ECO-DESIGN

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 41-44

103-3 Assessment of the management approach 41-44

First time fix (FTF) indicator 37

First time quality (FTQ) indicator 38

CUSTOMER SATISFACTION

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 35-39

103-3 Assessment of the management approach 35-39

Service call rate (SCR) indicator 38

PROMOTING SUSTAINABLE LIFESTYLES

GRI 103: Management Approach 2016

103-1 Explanation of material aspects and boundaries 63-64

103-2 General information on the management approach and 
its characteristics 44

103-3 Assessment of the management approach 44




