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Spotlight

North America

In the US and Canada, Aviva has a rich history of community

iInvestment, environmental responsibility, high employee engagement

and participation in CR initiatives. Our focus is on creating sustainable
~ value for our customers, employees, investors and the communities
~ where we conduct business.
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Supporting charity partners

The United Way is a coalition of charitable organisations. It pools

i fundraising and support in order to resolve pressing community
issues. Both Aviva USA and Aviva Canada have long supported
the United Way and other charities.

| Aviva USA's fundraising for the United Way in 2008 achieved

a 13% increase in contributions made by employees, and the
company was among only eight others in the Des Moines area to

be recognised by the charity for the level of commitment shown by
il employees. Fifty-six per cent of the workforce participated in the
campaign; the average contribution was greater than $200; and
more than 100 employees each donated over $1,000. A week of
activities helped generate support and educate employees about
what the United Way does to help those in need, generating
excitement as well as financial contributions. In addition to
monetary support, employees volunteered their time for the
annual United Way Day of Caring event. During this one-day
community-wide volunteer event, 100 employees provided
support to the local Salvation Army feeding programme.

Central to Aviva USA’s United Way campaign is the commitment

to match every employee’s pledged contribution dollar for dollar.
In 2008, the Aviva Charitable Foundation matched $539,387

in employee pledges to the United Way. Aviva USA's total
contribution to the United Way (employees and company)

on an annual basis is more than $1 million.

Aviva Canada launched a Matching Dollars programme in
September 2008. Employee donations to a registered charity
are matched up to a maximum of $100 per employee, per year.
The fund limit is $30,000 per calendar year and is distributed
on a first-come, first-served basis.

Aviva Canada also matches employee donations to the
United Way, up to a maximum of $100,000.
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% Reducing the corporate footprint

£ In recognition of our environmental efforts and the construction

of a new ‘green’ office building, Aviva USA was awarded a

§ Proclamation by the Governor of the state of lowa and received

positive coverage from the major TV news outlets and newspapers
in the area. In conjunction with the ground-breaking of this new

j facility, the Aviva Charitable Foundation made a $50,000 grant

to the Arbor Day Foundation to purchase and plant new trees
in the community.

“Aviva USA exemplifies Corporate Social
Responsibility through its ‘green building’
and generous support of the Arbor Day
Foundation and can serve as a model for all
businesses in its commitment to our trees
and natural resources.”

Governor's Proclamation

Aviva Canada stepped up initiatives on climate change by forming
an environmental stakeholders committee with representatives from
various functions of the business. Recommendations approved by
the committee will be implemented in 2009. We also launched a
behavioural change campaign, featuring monthly posters and
intranet articles with information for employees. The campaign
includes the ‘Changing our World’ contest, which invited Aviva
Canada employees to submit ideas. Approximately 80 employees
responded and their suggestions demonstrated a high level of
awareness and commitment to reducing our carbon footprint.

Aviva Canada achieved the following reductions in 2008 as
a result of improvements in building management systems,
changes to the car fleet and IT adjustments:

® 8% reduction in CO, emissions
® 13% reduction in water usage

¢ Reduction of 50.7 tonnes in paper usage.
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Spotlight

Asia Pacific

We believe that Aviva Asia Pacific demonstrates leading examples
of corporate citizenship among our group, but varying degrees of
awareness exist in this culturally diverse region. We are now building

strong foundations for our CR programme through a network of
champions who are sharing knowledge and tools.
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Responding to humanitarian crises

earthquake, killing many thousands of people. In the wake of this
terrible natural disaster, colleagues at our Aviva-Cofco Sichuan
branch worked together to support the survivors of the tragedy.
They started by sending text messages to all customers in the
area, letting them know how to make a claim or get help. Within
three days, the first claim had been received, processed and paid.

Eric Chang, Aviva-Cofco's president, also launched the Aviva-
Cofco CARE Fund, using 0.1% of customer premiums matched
by company donations. The Fund, worth 10m yuan (£728,000)
by the end of 2008, is being used to support policyholders, staff
and business partners in the area. The first beneficiaries were

| students rescued from the Southwestern University of Finance
and Economics, who received clothing paid for by the Fund.

Aviva-Cofco’s staff also helped in the aftermath of severe
snowstorms that hit Hunan province in February 2008. As well as
providing service and support for customers, colleagues organised
humanitarian aid in the form of 12 trucks loaded with urgently
needed supplies.

Employees in other Aviva businesses all around the region donated
funds too, and in Turkey, staff at AvivaSA especially wanted to
donate to Oxfam Hong Kong'’s relief fund, their country having
experienced a similar tragedy in 1999.

In May 2008 Sichuan province in China was hit by a devastating '
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Staying in touch
our customers

" Aviva India measures customer satisfaction on a weekly basis
and launched two new processes as part of continually improving
- its customer service.

with

Ii First, we initiated proposal stage calling. After a plan has been
1 sold, but before it comes into force, we call our customers to
I8 ensure that they have fully understood it. This also helps us to
%% take fair decisions on refunds or cancellations, if any.

Second, to help alleviate the problem of policies and other
important documents not reaching customers — for example, as a
result of courier and postal failures or inaccurate addresses — we
call the customer to verify the address and re-send the information
by their preferred method. Customers also receive an SMS so

that they can track progress of their documentation online. This
has reduced non-deliveries by around half and ensured that each
contactable customer has been kept informed of progress.
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Managing environmental impacts

Aviva businesses around the region continually look for ways
to reduce their environmental impacts. In 2008 efforts at Aviva
Australia included:

¢ Reducing base building electricity usage by approximately
20% and gas usage by 14%.

* Promotions to employees, offering water and energy rebates
by TRU (a green energy provider) to encourage sustainable
environmental practice at home as well as work. Aviva matches
the federal government/local state water efficiency and
renewable energy rebates up to an amount of AUS$300. This
has resulted in employees taking up the offer to buy appliances
for their homes, which received positive media coverage.

| *Financial support of AUS$30,000 for the Aviva Family Tree Planting

ol

Day. Eighty families volunteered and 3,000 trees were planted on
that day. A total of 8,000 trees over 10 hectares of land will be
regenerated over the next 12 months.

Aviva Singapore signalled its own commitment to addressing
climate change by becoming a signatory to the Caring for Climate
programme of the UN Global Compact in April 2008. This
commitment includes taking measures to reduce energy and water

use while also promoting recycling of paper and other materials.

In Hong Kong boats and water are part of daily life. Aviva's
own ‘junk’ is a modest diesel engine cruiser used for corporate
hospitality. Carrying up to 45 passengers, it is being fitted with
solar panels and other features to help reduce impacts and
emissions. The junk is also being used as a test vessel by Hong
Kong University, whose research into ‘green’ water transport

is sponsored by Aviva, including the study of bio-diesel in marine
engines, smoke scrubbing systems and micro wind turbines.

In future, the Aviva junk will serve as an educational tool to
demonstrate sustainable technologies.
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Connecting with people

Aviva Sri Lanka held a number of thought-provoking sessions in
2008 designed to help people perform to their best. Talent in You
used performance arts to release creativity and bring out potential
while Better Self Care used team games and customer-focused
thinking to encourage customer care. Finally, at personal finance
management sessions, over 100 employees had the opportunity
to refresh their knowledge and skills in budgeting, investing,

il retirement planning and handling personal risk.

The company extended its education efforts to the wider
community with its ‘Samana’ campaign. At regional workshops
sponsored by the company, over 1,600 teachers took part in
interactive workshops to enhance knowledge and skills. Tailored
to teachers of pre-school children and those teaching children
with special needs, a range of topics and techniques were

. explored, including nurturing positive thinking in children,
speech and language therapies and classroom management.

Also in Sri Lanka, Aviva acted to raise awareness among consumers
about important new rules introduced by the national authorities
concerning premium payment warranties. The company organised
press conferences and media releases to help bring the rules to
public attention and explain how non-adherence could affect
policyholders’ ability to make a claim.
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Independent assurance statement

Introduction

Aviva has commissioned Corporate Citizenship to provide it

with external assurance and commentary on its printed Corporate
Responsibility (CR) Report 2009. Aviva's management has prepared
the report and is responsible for its contents. Our role is to review
its contents and presentation against best practice reporting
standards, to conduct selected checks to underlying records and
other evidence, and to provide our assurance statement and
commentary for which we have sole responsibility. This statement
is addressed to the management of Aviva plc and is not intended
for use by third parties.

Corporate Citizenship is a specialist management consultancy,
advising corporations that seek to improve their economic, social
and environmental performance around the world. This is the
third year that we are acting as the external assurance provider for
Aviva. During this time we have seen a considerable strengthening
of Aviva’s reporting approach and greater integration of corporate
responsibility issues into the business.

Scope and assurance process

This assurance engagement covers Aviva’s printed summary

CR report. The assurance work comprised interviews with key
executives, including Board members, and a review of relevant
supporting documentation in order to support statements made in
the report. Our assessment of the data collection process for carbon
emissions and community investment data consisted of a review of
data trends and investigation into any large/unusual movements,
and an appraisal of the appropriateness of any assumptions/
estimates used in data calculation.

Our opinion

In our opinion, this report provides a fair and balanced
representation of Aviva’s CR performance for the 2008 reporting
period. We have examined the processes Aviva has in place for
identifying, understanding, managing and responding to its
corporate responsibility issues. Our key recommendations for
improvement are identified below and detailed feedback has
been communicated to Aviva through our management report.

In forming our opinion and making our comments, we have based
our work on the international assurance standard AA1000, notably
considering materiality, completeness and responsiveness. We have
also had regard to the reporting principles judged essential by the
GRI sustainability reporting guidelines.

Commentary

The 2009 CR Report demonstrates Aviva's continued improvement
of its CR performance and its reporting of it. In the past year,

Aviva has further embedded CR into core business practices
through linking carbon reduction targets to executive directors’
remuneration, expanding its sustainable and responsible investment
portfolio and including the UN Principle for Responsible Investment
in contracts with investment clients.

The report does not shy away from discussing the challenges posed
by the recent financial market crisis and its effect on consumer
confidence. Aviva responds well to this issue and presents a
coherent account of the measures it is taking to address customer
concerns. This year’s report also shows a clearer articulation of the
way in which Aviva’'s CR focus areas support strategic business
goals. This comes through particularly strongly in the people
strategy where Aviva has used CR to drive talent management,
develop leaders and sustain high levels of employee engagement.

We note the following positive developments:

¢ Regional reporting: The new regional spotlight sections provide a
more complete picture of the global reach and impact of Aviva’s
operations. We believe reporting of Aviva’s businesses in each
region should continue to expand and future reports would
benefit from a fuller description of region-specific material issues.

¢ Performance indicators and targets: A notable improvement to
this year's report is the inclusion of group-wide performance
targets demonstrating the company’s commitment to continuous
improvement. Aviva has expanded and refined its performance
indicators during the year and we welcome first-time reporting of
data in customer and supplier management. To enhance reader
understanding of performance indicators future reports should
provide fuller explanations of the scope of specific indicators and
the rationale for replacing indicators with new ones. We believe
readers would value supplier indicators expressed as percentages
as well as absolutes.

¢ Data and reporting systems: Aviva has responded to our comment
last year that it would benefit from an automated data collection
system. Aviva’s investment in a new online data system is a
significant step forward in enabling it to measure and monitor
progress in a range of corporate responsibility areas throughout
all its global markets.

Looking ahead

We have identified three main areas where Aviva can strengthen
future reporting:

¢ Understanding of the business: We believe readers would value
a fuller description of how the different segments of Aviva’s
business operate and reference to financial performance indicators
included within Aviva’s Annual Report. An evaluation of the
economic impact of Aviva’s business, particularly in the emerging
markets in which it operates, would enhance understanding of
the contribution Aviva makes to wider sustainable development.

e Interaction with regulators and government: Recent events have
highlighted the important relationships between the financial
services industry, government and regulators. We believe Aviva
should provide more information about the relationships it has
with government and regulators, to enhance understanding of
this area and insurance industry issues such as the reattribution
of surplus funds.

e Influencing others: With assets under management of over
£200bn, Aviva’s role as an investor is significant and the report
gives this more coverage this year. However, we believe Aviva
could consider reporting on its role as a responsible investor as
a core focus area within future reports. Given Aviva’s significant
global procurement spend, we would like to see greater emphasis
on how Aviva has incorporated social and environmental
considerations into its procurement processes.

Corporate Citizenship
April 2009

Information on our competencies, independence and impartiality is
available on our website: www.corporate-citizenship.com/what-we-
do/assurance
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Our group CR team manages the policies
and programmes that drive our corporate
responsibility agenda forward. The team
works closely with subject experts and
regional CR representatives throughout
Aviva who, in turn, network with local
managers. A key part of the team'’s role is
to engage with Aviva's stakeholders and
keep them informed of our approach.

Aviva Group CR team: left to right, back row: John Ainley,
Emma Medd-Sygrove, Yvonne Horton, Zelda Bentham.

Front row: Annette Pendrey, Simi Shasanya, Louella Eastman,
Michelle Wolfe, David Hope.

Contact us

We welcome feedback on Aviva’s corporate responsibility
programmes. If you have comments or queries please contact:

Louella Eastman
Group CR director

Email: louella.eastman@aviva.com
Telephone: + 44 (0)207 283 2000

Further information

You can find further information about Aviva’s corporate
responsibility programme at www.aviva.com/cr, including
policies, programme updates, regional perspectives and previous
CR reports.
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