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For a business  
in motion, innovation  
is the best ally.

An evolution through  
proven outcomes.
A path walked 
with excellence  
and innovation.

Integrated 
Report
2018

 Driven
by evolution



When evolution  
is natural, growth  
is sustainable.

We are driven by a future with history. We are part  

of Portugal’s history, but we kept evolving. 

Driven  by the consumers’ trust, from generation to 

generation. Day‑to‑day, we play an important role  

in making the distance between people and 

companies shorter, with solutions based on proximity. 

To each new product and service, we contribute  

to make the world simpler and closer.

We expanded our universe, answering to the  

market’s needs with innovation and excellence.  

Each year and in every possible way, we are true  

to our vision.

Driven by being part of a world

in constant motion.

 Driven
by evolution
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Driven by 
continuity
Continuity on moving forward and 
respecting a history of excellence with 
products and services that satisfy our 
clients’ needs on an ever changing market.

Driven by evolution.

 

12,097
Employees

2,383
CTT access 
points 

€ 708 M
Recurring 
Operating 
Revenues
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1.1.
Statement of the  
Chairman of the Board  
of Directors

Following a 
challenging 2017,  
in 2018 CTT proved  
its ability to achieve 
the goals 
set forth for the year, not only in terms of revenues 
and EBITDA but also in terms of implementing the OTP 
(Operational Transformation Plan) as a critical lever  
in the process of adjusting the organisation, structure  
and processes of the Group, which focuses  
on preserving the value of the postal business.

António Gomes Mota 
Chairman of the Board  
of Directors

G-1
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We launched 
an ambitious 
modernisation 
and investment 
plan. 
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Throughout 2018, and as a direct response to a 
market dynamic where mail volumes accelerated 
their decline and the parcel business is in the process 
of developing as one of the Group’s two growth 
levers, we designed and launched an ambitious 
modernisation and investment plan. This plan 
entails an investment of c.€40m in 2 years and its 
primary goal is to increase the automation of CTT’s 
operations and rationalise the Group’s distribution 
network so as to adapt the company’s businesses  
to markets where it operates.

In the past year, and despite the acceleration of 
the declining trend in mail volumes, the regulatory 
authority changed the criteria used to evaluate the 
quality of service of the Universal Postal Service, 
for 2019 and 2020. More specifically, it increased 
the total number of parameters from 11 to 24, with 
some quality standards going up to 99.9%. This 
change came as a surprise to the Company and is 
unparalleled when compared with other European 
countries, where quality of service standards are in 
fact becoming less demanding in order to smoothen 
the impact of the acceleration of the declining 
trend in mail volumes. Moreover, it is considerably 
incomprehensible that these parameters are 
being changed 2 years from the end of CTT’s 
20-year concession for the Portugal’s Universal 
Postal Service, given that for the initial 18 years 
of the concession those quality targets remained 

reasonably stable. As such, CTT’s Board of Directors 
is currently disputing in court the legality of the 
decision.

Regarding quality of service, I would like to highlight 
that our global indicator reached 150 in 2018, the 
highest of the past 3 years. This indicates not only 
an undeniable improvement in the Universal Postal 
Service in the past year, but also CTT’s commitment 
with providing high quality of service.

Throughout the year we continued striving for 
business diversification in line with the best 
practices in the sector.

The parcels business recorded significant growth, 
boosted by the increase in e-commerce penetration. 
We highlight the beginning of a joint venture to 
develop a e-marketplace in Portugal, which is 
currently in its launching phase and we expect it to 
be one of CTT’s most important drivers of growth in 
the parcels business in the near future.

Regarding Banco CTT, the client base, loan book and 
deposits have been growing significantly, placing 
it in a relevant position in the sector and with a 
particularly strong adherence of millennials, which 
shows a good prospect for the future. Moreover, 
we have signed an agreement for the acquisition 
of 321 Crédito, a used auto loan company which 
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Today, we are a company  
in transformation,  
with the drive and grit  
to honour nearly 500 years  
of successful story. 

complements Banco CTT’s portfolio while also 
contributing to the monetisation of the deposit base. 
This transaction is awaiting regulatory approvals 
and we expect it to be concluded by the end of the 
first half of 2019.

Today, we are a company in transformation, and with 
the expected challenges one faces when aiming for 
change and growth, but also with the drive and grit  
to honour nearly 500 years of successful story.  

António Gomes Mota 
Chairman of the Board of Directors

We want to continue serving the Portuguese people 
with the highest quality, we want to innovate in the 
solutions we offer to our customers and we want 
to be a Company that knows how to build a future 
for the nearly 12 thousand employees currently in 
the Group. Lastly, we want to remain a symbol of 
trust for the Portuguese people and for that reason 
I want to reiterate our absolute commitment in what 
concerns the transparency and the accuracy of the 
information we provide to every stakeholder.



14 RELATÓRIO & CONTAS 2018



15

Francisco de Lacerda
CEO & Vice‑Chairman  
of the Board of Directors

1.2.
Statement of the CEO  
& Vice-Chairman  
of the Board of Directors 

2018 has been  
an important year  
for the consolidation 
of CTT’s strategy. 
 
I. Introduction
At the end of 2017 we announced the launch of the 
Operational Transformation Plan, reinforcing the focus 
of the Company on 2 pillars: transformation of the postal 
business and development of the growth levers  
(Express & Parcels and Banco CTT). In 2018 we worked 
intensively on both pillars. 

The transformation 
of CTT to address 
this reality and 
guarantee its future.
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The balance is positive as we achieved important 
targets. We delivered the guidance for the recurring 
EBITDA, having exceeded our savings objective in 
recurring operating costs. We proved to be able of 
executing the Company’s transformation, which 
is still underway. We managed to increase the 
quality of service. And both Express & Parcels and 
Banco CTT produced strong growth. In 2019 we will 
continue our mission pursuing CTT’s sustainability 
and growth objectives in a challenging context.

II. 2018 highlights and results

In the Mail Business Unit , CTT increased revenues 
by 0.8% to €531.9m. Although mail volume decline 
continued to accelerate and has been higher than 
expected (-7.6% in 2018 vs. -5.6% in 2017), we 
managed to compensate this decline with a positive 
mix effect, selling more value-added mail products 
(international inbound mail, registered mail and 
priority mail), and through the price lever.  

CTT has also been able to increase significantly the 
Overall Quality of Service Indicator in 2018, having 
obtained the best result of the last three years. 
Measured by external and independent entities  
and according to a methodology which is consistent 
with the one adopted in previous years, CTT 
achieved a global score of 150.2, plus 40.8 vs. 
2017 and well above the required level of 100. 
CTT exceeded the minimum in nine of the eleven 
parameters (scoring the highest level of the last 
three years in five parameters), and one of the other 
two parameters increased significantly the score, 
although not yet reaching the minimum. All in all, 
clearly a considerable improvement in quality of 
service performance. 

In the regulatory context, 2018 has been an unusual 
year. Several disruptive decisions have been made 
by the regulator. One of them increases the number 
of quality of service parameters from 11 to 24, 
defining extremely demanding performance targets 
and going against the observed practice in other 
European countries. Given the disproportionate 
and inadequate nature of the new criteria, CTT 
challenged the decision in court in October. 
Arbitration proceedings are still ongoing and the 
respective outcome is still unknown. 

The performance of the Express & Parcels Business 
Unit has been very positive, reaching recurring 
revenues of €151.2m in 2018 due to a double-digit 
growth in both revenues and volumes (+12% vs 2017  
in both indicators) and a significantly improved 
EBITDA. 

On the one hand, in Portugal, we were able to grow 
the CEP (Courier, Express and Parcels) activity, 
invert the declining trend in the banking network 
delivery business (2 new relevant clients captured  
at the end of 2017), and develop the cargo and 
logistics segment. CTT grew above the market  
in the domestic segment, having registered  
a significant growth in occasional customers.  
One can observe that last years’ efforts to improve 
the B2C offer and the development of added-value 
initiatives are contributing favourably to the 
Company. Additionally, in 2018 we continued 
to innovate and announced the launch of the 
Portuguese marketplace Dott, which results from 
a joint venture with a leading domestic retailer and 
is aligned with the CTT’s objective of being one 
of the main players supporting the e-commerce 
development in Portugal (which is still lagging 
behind the European average). 

We proved to be able  
of executing the  
Company’s transformation.
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On the other hand, in Spain, revenues growth 
was mostly driven by the e-commerce business. 
In September Tourline moved to new facilities in 
Madrid, increasing significantly its handling capacity 
and providing the Company with the necessary tools 
to capture growth. Profitability is still below target, 
but we continue to grow the business and implement 
the needed measures to reach that goal.

Banco CTT continued its path of development in 
the domestic retail banking market, growing its 
franchise and reaching very interesting numbers 
for the Portuguese market only 3 years after its 
launch. In 2018, it increased significantly the number 
of clients to more than 430 thousand and current 
accounts to 348 thousand. The deposits have 
reached €884m (+42.8% vs. 2017) and the mortgage 
lending book grew more than 260% to €238m. 
Additionally, we launched an off-balance sheet 
offer to complement the portfolio offered to the 
Portuguese families in the savings front.  
Overall, Banco CTT recurring revenues increased 
27% to €23.6m supported mainly by the net interest 
income growth. 

The acceptance of the population and the good 
service provided by our banking operation has been 
proved by the different awards Banco CTT has been 
receiving: “leading company in banking” by ECSI 
Portugal (an independently measured consumer 
satisfaction index), “right choice for current account ” 
by DECO Proteste (consumer protection association) 
and a 5-star award in its mortgage loan offer, the 
latter received in the beginning of 2019. 

2018 was also an important year in terms of 
expansion of the footprint of Banco CTT. As planned, 
we have transferred Payshop to Banco CTT with 
the aim of having an integrated management of the 
payment activity. In July we also announced the 
acquisition (still pending regulatory authorisation) 
of 321 Crédito, a high-performing specialised 
consumer credit institution in the used auto loans 
market, which will allow Banco CTT to diversify its 
credit portfolio and accelerate its performance. 

Recurring revenues of Financial Services were 
€42.3m, a year-on-year decrease of 23.4%, 
mainly driven by the strong decline in savings 
and insurance placements after the reduction of 
savers’ remuneration rate at the end of 2017 but 
also impacted by the declines in money orders & 
transfers and the payments business. The trend in 
the savings and insurance placements reverted to 

positive in the last quarter, boosted by the maturity 
of Treasury Certificates “Poupança Mais”, issued 
since October 2013 and with a 5-year maturity. 

Overall, topline results show the dependency 
on mail business was slightly lower (69% of total 
revenues in 2018 vs. 71% in 2017), consistent with the 
diversification strategy that CTT has being pursuing, 
but still much higher than the observed in the 
average of the postal sector.  

The execution of the Operational Transformation 
Plan during 2018 included several efficiency 
measures. We adapted our retail network, increasing 
the total number of CTT access points and thus 
the capillarity and proximity to the Portuguese 
population, despite reducing the number of owned 
branches where customer demand does not justify 
a single purpose presence. We continued the human 
resources optimisation programme reducing 
recurring staff costs by 2.1% (vs. 2017) despite 
salary increases and other employee development 
initiatives. Overall, we have been able to reach 
circa €15m savings in recurring operating costs, 
exceeding the objective of €13.8m for the year. 

Thus, aligned with guidance, a total recurring EBITDA 
of €90.4m (+0.6% vs 2017) has been delivered. 

In 2018 CTT has also recorded higher than projected 
capital gains in the Operational Transformation 
Plan, €9.3m vs €5.2m objective. On the other hand, 
mainly due to the better than expected acceptance 
of the human resources optimisation programme, 
non-recurring operating costs were €21.6m, slightly 
higher than the objective of €20m. CTT reported  
a net profit of €19.6m (-28% vs 2017). 

III. CTT strategy 

CTT’s strategy is based on the transformation  
of the postal business and development of the 
growth levers. Transformation is a general motto 
for the company, but a stronger need in the Mail 
Business Unit. 

Mail

The acceleration in mail volumes decline is a global 
trend we cannot change. It is our objective though to 
preserve the value of our core business by capturing 
specific segments opportunities (e.g. international 
and registered mail) to counter the effect at topline 
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level, as well as to continue to implement efficiency 
measures aiming to reduce costs. One of the focus 
points of 2019 will be the implementation of the 
Modernisation and Investment Plan we announced 
in 2018. This plan entails an investment of circa 
€40m, mainly in 2019 and 2020, representing one 
of the major investments ever made in our core 
activity, namely in networks, platforms and people. 
We are engaged with the transformation and with 
this plan we will modernise and improve processes, 
tools, machines, production and logistics capacity, 
fleet, work conditions and quality of service having 
as ultimate objective to prepare the Company to a 
future with less letters and more parcels. 

Express & Parcels

We intend to consolidate CTT’s positioning as an 
Iberian CEP operator leveraging on e-commerce 
growth. In 2019 we aim to consolidate our market 
positioning in the B2C segment and improve B2B 
offer in Portugal. In Spain we will continue the 
turnaround of Tourline, focusing on volumes growth, 
costs control and working tools improvement.  
We want to grow in Iberian flows leveraging on our 
leadership positioning in the Portuguese market. 
Solidifying the Company as Iberian operator will  
also allow us to expand our international flows  
(i.e. cross-border flows beyond Iberia).

Additionally, we want to play an active role in 
the e-commerce ecosystem in Portugal, as one 
of the main driving forces of its development. 
We will continue to innovate in the sector and 
develop additional initiatives to facilitate and boost 
online retail. The e-fulfilment platform we are 
developing to support e-sellers is a good example 
of this strategy. 

Banco CTT and Financial Services

The strategy for Banco CTT is to continue its path 
to breakeven, consolidating its positioning as an 
innovative player in the retail banking market 
providing a simple and transparent offer to the 
Portuguese population. We intend to achieve this 
through the build-up of the mortgage credit book 
and growth in off-balance sheet savings products, 
monetising the growing client base with these and 
other complementary offers. We also intend to 

reinforce the digital experience across Banco CTT’s 
services in order to keep up with the best market 
practices and serve the needs of our clients. 

In 2019 we will also be focused on the integration 
of 321 Crédito, once the acquisition is authorised 
and concluded, which is expected to happen in the 
first half of the year. For the payments segment it 
is critical to revamp the business adapting it to the 
digital era and leveraging on opportunities arising 
from new regulation initiatives. 

Complementarily to the strategy within each 
business unit we want to spread the transformation 
across the whole company, modernising transversal 
and support areas and making them more agile. 

We will improve customer experience within CTT 
retail network, aiming to boost efficiency and 
satisfaction - digitalisation and modernisation are 
key drivers for this transformation. A strategy for our 
digital approach is also being implemented aiming 
to guarantee a unique experience in CTT’s digital 
ecosystem. Digital channels such as websites, apps 
and other are being reorganised and digitalisation 
will be implemented in many fronts meeting current 
trends and customer needs. 

As far as sustainability is concerned, we intend 
to continue to be a leading player in the logistics 
sector. We have the largest electric fleet in the 
country for transportation and distribution and have 
accomplished many important milestones such as 
the reduction of the environmental impact of our 
offers. This is a continuous concern of the Company 
which we will also address in the future.

Last but not least, we will continue to implement 
measures to improve and develop our people, 
such as programmes to increase training with a 
dynamic and innovative approach, to increase 
safety and control accidents at work, and to reduce 
absenteeism. 

IV. Final remarks

Digitalisation is occurring at a fast pace impacting 
many businesses and driving significant change 
in the postal sector.  The transformation of CTT 
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I believe that we are putting  
our best efforts  
to run successfully this process,  
and what we achieved  
in 2018 was a good building  
block for the future.

to address this reality and guarantee its future 
sustainability is ongoing, the challenges are 
numerous and significant, and agility is needed  
to adapt to the continuous change. I believe that  
we are putting our best efforts to run successfully 
this process, and what we achieved in 2018 was  
a good building block for the future.

I trust in CTT’s team capabilities to implement 
change and achieve success. I thank every  

employee for the commitment to the Company 
during this demanding period, every obstacle  
you have been able to overcome and the 
demonstrated resiliency. 

I also thank every stakeholder of the Company, 
namely CTT’s shareholders and clients,  
who directly and indirectly drive excellency  
and make us want to improve every day.

Francisco de Lacerda
CEO & Vice-Chairman of the  
Board of Directors
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Nature of the  
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1.3.
Explanation of the Nature 
of the Integrated Report

CTT publishes  
its integrated report 
for the first time. 
Scope and boundary
CTT publishes its integrated report for the first time. This 
report contains financial and non-financial information 
about CTT, abiding by the requirements of individual 
and consolidated management reporting, namely as 
provided for in articles 65, 66, 66-A, 66-B, and 508 to 
508-G of the Portuguese Companies Code (“PCC”), 
with the reporting on CTT’s business and performance 
being directed at all stakeholders. 

The integrated report contains information on the 
strategy, management and performance of the Group’s 
main business areas, in a perspective of creating value in 
a sustainable manner. The risks inherent to the activity 
are also analysed and a review is also made of the way 
that CTT incorporates the different capital (financial, 
human, intellectual, social and natural), following the 
guidelines proposed by the International Integrated 
Reporting Council (IIRC). Additionally, this report 
contains information about Corporate Governance, 
the Individual and Consolidated Financial Statements 
of CTT and the performance of the main aspects of 
Sustainability.

The integrated report of 2018 discloses CTT’s strategic 
vision and commitment to generate value over time 
and promote environmental protection and social 
integration. It includes information about issues that 
significantly affect CTT’s ability to generate value in the 
short, medium and long term.

The present report discloses the results relative to the 
financial year ended on 31 December 2018, whenever 
possible presenting aggregate information on CTT, S.A. 
and all its subsidiaries, jointly referred to as CTT. 

In the context of its operational structure, CTT 
formalised the merger of the companies Escrita 
Inteligente, S.A. and Mailtec Comunicação, S.A. into CTT 
- Correios de Portugal, S.A. - Public Company, during 
the reporting period. However, this transaction does 
not change the scope of the reporting in relation to the 
previous year.

CTT is a public limited liability company listed on 
the stock exchange since 2013, with 100% of its 
capital dispersed through institutional and private 
shareholders. The Board of Directors is composed of 
thirteen executive and non-executive Directors and the 
corporate bodies were elected at the General Meeting of 
Shareholders for the three-year period 2017-2019. 

Commitment
CTT complies with the obligations set forth in article 
508-G of the Portuguese Companies Code, as amended 
by Decree-Law 89/2017, of 28 July, disclosing in an 
integrated manner the management information, which 
meets the management reporting requirements, as 
well as non-financial information, which CTT publishes 
annually, relative to the environmental and social areas, 
the employees, gender equality, non-discrimination, 
respect for human rights, the fight against corruption 
and attempted bribery, as well as information on 
corporate governance.

This is CTT’s fourteenth annual Sustainability Report. 
The reporting structure and contents respect the 
Global Reporting Initiative (GRI) as a reference for the 
preparation of Sustainability Reports and respective 
protocols for the calculation of indicators. This report 
adopted the fourth generation of guidelines for 
sustainability reports, having obtained CORE validation, 
attributed by the verifying entity KPMG & Associados. 
In order to access the GRI Table with the location of each 
indicator, see here.

With regards to its materiality, the report incorporates 
inputs obtained from a stakeholder survey conducted 
in compliance with the guidelines of the Standard 
AA1000SES, which enabled updating the mapping 
and identification of the relevant topics and critical 
stakeholders of the company.

In 2018 and as in previous years, based on the 
reporting model featured in the Portuguese Securities 
Market Commission (CMVM) Regulations and the 
recommendations of the Portuguese Corporate 
Governance Institute (IPCG) Code (in force from 1 January 
2018), CTT continues to comply with a significant series 
of recommendations relative to corporate governance.

The essential principles for the definition of the contents 
of this report are transparency, relevance, coverage 
and completeness, in order to provide a convenient and 
objective presentation to the stakeholders that will use 
this document.

G-20 G-7 G-18 G-31G-28 G-3G-23 G-22 G-5G-13 G-33G-17 G-32G-30 G-29
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Key 
Figures
CTT’S MAIN FIGURES

Continuous and 
sustained growth  
of Banco CTT 
(clients deposits)

€884M

INTEGRATED REPORT 2018

Recurring EBITDA 
guidance delivered,   
as a result of the 
revenues growth  
and a stabilisation  
of the cost base.

Recurring EBITDA 
Guidance delivered

€90.4 M
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Recurring Revenues, 2018
€ thousand; % of change vs. previous year; total %

Mail & Other Express  
& Parcels

Financial 
Services

Banco CTT

+0.3% +12.3% -23.4% +27.0%

Savings
Operational 

Transformation Plan 
generates costs savings 

above objectives

Express & Parcels 
Two digits growth of  

volumes and revenues

€ 15.0 M

+12.3 %

491.0

151.2

42.3
23.6

2018  (€90,4M)

2017 (€89,9M)

Recurring EBITDA 
Guidance delivered

€ 90.4 M
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Banco CTT: Executive top management and relationship with the executive board members of CTT

TransversalCorporate 
Structure

(1) Integrated in the Human Resources Department

Company 
Secretary & Legal

Strategy & 
Corporate 

Development

Brand & 
Communication

Human Resources 
Development1

Institutional 
Affairs

Audit &Quality

CEO

Francisco de Lacerda

Investor Relations

Regulation & 
Competition

Planning & Control

Procurement & 
Logistics

Finance & Risk

Accounting & Treasury

Physical Assets 
&Security

CFO

Guy Pacheco

Mail Marketing
Retail  

Marketing
Marketing 

E&P

Innovation & Digital Philately
E&E 

Spain

Operations & Delivery
Commercial 

Coordination Small 
Entreprises

Corporate Sales 1-5

e-Commerce
Retail Coordination

South & NorthCorre

IT
Optimisation  

& Support

Clients Support

Clients Marketing

Transformation & 
Procedures

Human Resources 
Administration(1)

Retail & Postal 
Financial Services

António Pedro Silva

Express  
& Parcels

Dionizia Ferreira

Mail

Francisco Simão

Business 
Specific

Chairman (non‑executive)

Francisco de Lacerda

CEO

Luís Pereira Coutinho

Non-Executive

Executive

CCO

João Mello Franco

Guy Pacheco

COO

Luís Amado

Member of the Board  
(non‑executive)

António Pedro Silva

CFO

Pedro Coimbra

Member of the Board  
(non‑executive)

Mail Express & 
Parcels

Postal Financial 
Services & Retail
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1.4.
Key Figures

1.4.1. Economic and financial indicators
€ thousand or %, except where indicated

‘16 ‘17 ‘18 ∆% ‘17-‘18

Recurring revenues (1) 695,060 697,932 708,034 1.4

Operating costs excluding depreciation, amortisation, impairments, provisions 
and non‑recurring costs

575,561 608,025 617,605 1.6

Recurring EBITDA  (2) 119,499 89,906 90,429 0.6

Recurring EBIT  (2) 94,687 60,205 57,044 ‑5.2

Earnings before taxes and financial results 90,883 47,093 38,656 ‑17.9

EBT 85,245 42,093 32,398 ‑23.0

Net profit for the period 61,897 27,115 19,642 ‑27.6

Net profit for the period attributable to equity holders 62,160 27,263 19,621 -28.0

Earnings per share (euro) (3) 0.42 0.18 0.13 -28.1

Recurring EBITDA margin 17.2% 12.9% 12.8% ‑0.1 p.p.

Recurring EBIT margin 13.6% 8.6% 8.1% ‑0.5 p.p.

Net profit margin 8.9% 3.9% 2.8% ‑1.1 p.p.

Capex 42,160 28,534 30,654 7.4

Operating free cash flow (4) 2,915 38,523 15,327 -60.2

31.12.2016 31.12.2017 31.12.2018 ∆% ‘17-‘18

Cash and cash equivalents 618,811 626,825 422,717 -32.6

Own cash 207,003 173,714 152,759 -12.1

Assets 1,316,697 1,608,765 1,768,814 9.9

Liabilities 1,083,370 1,424,774 1,622,062 13.8

Equity 233,327 183,991 146,753 ‑20.2

Share capital 75,000 75,000 75,000 ‑

Number of shares 150,000,000 150,000,000 150,000,000 ‑

(1) Excluding non-recurring revenues.
(2) Before non-recurring revenues and costs.
(3)  Considering the number of shares outstanding excluding 1 own share (200,177 bought in 2015, 400,354 bought in 2016 and 600,530 attributed on 31 January 

2017 to the Company’s executive Board Members as long-term variable remuneration for the 2014/2016 term of office).
(4)  Cash flow excluding the change in net Financial Services payables, banking customer deposits and other loans,  credit to Bank clients, third parties’ other 

receivables and payments related to Banco CTT, financial assets available for sale, investments held to maturity, deposits at the Bank of Portugal and other 

banking financial assets.
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1.4.2. Operating Indicators

 ‘16 ‘17 ‘18 ∆% ‘17-‘18

MAIL

Addressed mail volumes (million items) 780.2 736.6 680.7 ‑7.6

Transactional mail 662.8 627.2 585.8 ‑6.6

Editorial mail 43.3 40.8 37.2 ‑8.9

Advertising mail 74.2 68.5 57.8 ‑15.7

Unaddressed mail volumes (million items) 497.8 492.1 427.3 ‑13.2

EXPRESS & PARCELS

Portugal (million items) 14.6 17.7 19.8 11.7

Spain (million items) 12.3 15.5 17.5 13.1

FINANCIAL SERVICES

Payments (number of transactions; millions) (1) 57.6 53.7 50.6 ‑5.8

Savings and insurance (subscriptions; €m) 3,794.0 4,020.9 2,696.8 ‑32.9

BANCO CTT

Number of current accounts 74,135 226,001 347,941 54.0

Customer deposits (€m) 253,945 619,230 883,951 42.8

Mortgage loans book, net (€m) ‑ 66,085 238,435 260.8

Consumer credit production (€m) 7,638 36,220 41,640 15.0

Number of branches 202 208 212 1.9

STAFF 

Staff (FTE) (2) 12,479 12,787 12,634 ‑1.2

RETAIL, TRANSPORT AND DISTRIBUTON NETWORKS

CTT access points 2,339 2,369 2,383 0.6

Retail network (post offices) 615 608 538 ‑11.5

Postal agencies 1,724 1,761 1,845 4.8

Payshop agents 4,202 4,394 4,600 4.7

Postal delivery offices 242 235 230 ‑2.1

Postal delivery routes 4,698 4,702 4,701 0.0

Fleet (number of vehicles) 3,609 3,626 3,685 1.6

(1) Including Payshop payments, as it migrated to Banco CTT in 2018. 
(2) FTE = Full-time equivalent.  
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1.4.3. CTT sustainability indicators

‘16 ‘17 ‘18 ∆% ‘17-‘18

CUSTOMERS

Customer satisfaction (%) 86.1 84.7 78.9 ‑5.8 p.p.

Overall Quality of Service Indicator (in points) (1) 122.9 109.4 150.2 40.8

STAFF

Number of accidents 979 1,072 1,017 ‑5.1

Training (hours) 311,354 262,480 240,879 ‑8.2

Women in management positions (1st management level) (%) 32.4 31.6 23.3 ‑8.3 p.p.

COMMUNITY/ENVIRONMENT

Value chain ‑ contracts with environmental criteria (%) 99.4 98.7 95.8 ‑2.9 p.p.

Total CO2 emissions, scope 1 and 2 (kton.) (2) (3) 16.5 16.2 16.4 0.8

Energy consumption (TJ) (3) 384.9 386.6 390.4 1.0

Eco‑friendly vehicles 326 353 311 ‑11.9

Weight of Eco product range in Direct Mail line (%) (4) 37.1 37.4 39.6 2.2 p.p.

Investment in the Community (€ thousand) 1,236 1,144 1,190 4.1

(1) The value of the 2017 OQSI communicated in the 2017 Annual Report (110.1)  was recalculated according to the final ANACOM decision of 28 December 2018. 
 (2) Includes the acquisition of “green” energy (with zero carbon emissions).    
(3) Provisional figures.  Indicators exclude CORRE data, as well Transporta data until 2017.  
(4) Volumes.

PR5 LA9 EN4 EN16LA6 EN3 EN32EN15EN7 EN27
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CTT and its  
senior officers
received the following 
awards and  
distinctions in 2018

Industry Leadership  
2018 Award

Francisco de Lacerda, Chief Executive 
Officer of CTT, was presented  
with the Industry Leadership 2018 
award at the World Post & Parcel 
Awards 2018.
This prize is intended to distinguish the managers 
who have stood out at international level in the 
leadership of postal and parcel operators.  
 
It was awarded in recognition of the work carried 
out since he took over as CEO in 2012, namely 
the privatisation and listing of the company, the 
diversification of business areas, the launch of 
Banco CTT, the permanent focus on innovation, as 
well as the continuous search for modernisation 
of infrastructures and the strengthening of 
efficiency and quality of service.

Trusted Brand

For the 15th time, CTT was again 
distinguished as one of Portugal’s 
Trusted Brands,
in a study carried out by Reader’s Digest 
magazine, with first place in the “Postal and 
Logistics Services” category, winning 89%  
of the votes.

Total of awards 
and recognitions
CTT and its senior officers,  2018

19  

Drivers’Challenge

CTT was the big winner of the 
Drivers’ Challenge IPC,
the international competition of eco‑driving  
of the postal, express & parcels sector,  
promoted every two years by the International 
Post Corporation (IPC).

Human Resources Portugal 

CTT was distinguished with  
the Human Resources Portugal  
2017 awards 
in the category of “Gender Equality”,  
for the 3rd consecutive time, for promoting  
and defending gender equality.

1.5.
External Awards  
and Distinctions
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Banco CTT was 
elected the 
Number 1 Bank 
for customer 
satisfaction in 
Portugal,   
according to the 
ECSI results.

Best Reputational  
Assessment In the PSI 20

CTT was, for the 4th consecutive year, 
the company in the PSI 20 with the 
best reputational assessment, with 
an overall score of 74.44%, 
according to a study conducted by the 
consultancy OnStrategy. A distinction that stems 
from the recognition of the strength of emotional 
attributes associated to the CTT brand, such as 
confidence, admiration and recommendation, 
but also by the performance of rational 
attributes, such as the contribution to society  
and financial sustainability.

Banco CTT Account, Right 
Choice Given By Deco Proteste

DECO PROTESTE attributed the 
Banco CTT Account the distinction  
of Right Choice, due to having
the best quality to price relationship, among 
the current accounts analysed. The attribution 
of this stamp of approval was based on 
comparative tests on products and services, 
aimed at informing and defending the interests 
of the consumers so that they are able to make 
informed choices when making decisions.

Banco CTT Number 1  
in Customer Satisfaction 

Two years after its launch, Banco CTT 
was elected the Number 1 Bank for 
customer satisfaction in Portugal, 
according to the 2018 results of the National 
Index of Customer Satisfaction ‑ ECSI Portugal. 
This study is based on an international 
methodology that evaluates the quality of the 
offer of goods and services in various sectors 
of activity, in 8 dimensions: image, customer 
expectations, perceived quality, perceived value, 
satisfaction, complaints, confidence and loyalty.

Superbrands Brand and a 
Centenary Brand of Excellence

CTT, which will celebrate 500 years of 
existence in 2020, was distinguished 
as a “Centenary Brand of Excellence” 
in the 14th Superbrands Gala. 
This award was attributed for the first time and 
is based on 5 criteria: being a national brand, 
being over one hundred years old (longevity), 
demonstrating ability to reinvent itself over 
time, being socially important, having high brand 
recall and recognition in the market and showing 
business relevance. 
 
In addition to this distinction, CTT was once 
again considered a Superbrands brand. This 
recognition was given from among thousands of 
brands studied by Superbrands, an international 
organisation that is dedicated to promoting and 
recognising Brands of Excellence. 

International Award  
for Philatelic Art at Asiago

The stamp issue dedicated to the  
visit of His Holiness Pope Francis I  
to Fátima, in May 2017, on the 
occasion of the Centenary of the 
Apparitions of Our Lady,
won the 2017 edition of one of the oldest and most 
prestigious awards in the world for stamp design, 
considered the “Oscar of Philately”.  
 
This is the 9th time that CTT’s Philately work of 
excellence is recognised with the ASIAGO Award. 
This award was created in 1970 and is organised by 
the Sette Comuni Philatelic and Numismatic Circle, 
Ministry of Tourism of Italy and local government 
of Asiago, with the sponsorship of the Presidency 
of the Italian Republic.
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The Masters of Delivery Awards

CTT, through CTT Expresso,  
won the Masters of Delivery  
2018 awards, 
in the category of Logistics Operation Master. 
This is one of the most prestigious Delivery  
and Production awards, whose election  
is conducted by the readers of the magazine 
Distribuição Hoje.

“Value For Time” Award  
for the Information Systems

CTT and one of its technological 
partners, ASK Blue,  
won the “Value for Time” Award 
for the development and implementation  
of the company’s new customs clearance tool,  
the Customs Process portal. 
 
The Award was attributed by OutSystems, a 
multinational of the information technology 
sector, founded in Portugal, which owns the 
electronic platform used for the development of 
this new tool. 
 
This new portal is available on CTT’s institutional 
website and has enabled reducing the processing 
time of customs clearance requests from an 
average of 4 weeks to merely 2 business days.

The Innovation Farmer 2017

CTT won the “The Innovation  
Farmer 2017” trophy of the Exago 
Innovation Gurus Awards.
The trophy distinguishes the customer that 
seeks to continuously sow a culture  
of innovation within its company, contributing  
to the increase of an innovative and collaborative 
spirit in a sustainable manner.

APCE Distinction

CTT won the Internal Campaign 
category of national scope, 
attributed by the Portuguese Association  
of Company Communication (APCE) and by  
the selection panel of the APCE Grand Prize 
2018, with the communication campaign 
“INOV+by CTT. Innovate without excuses”.  
 
CTT was also awarded 6 Honourable  
Mentions.

FUNDACOM Awards

Once again, CTT TV conquered  
the 1st place in the International 
FUNDACOM Awards,  
in the “Corporate Radio and Television category”, 
an award also given in 2017.  
 
The FUNDACOM Prizes recognise the 
excellence and good practices of strategic and 
organisational communication in all aspects, 
external, internal and integrated, awarding the 
best communication projects produced and 
broadcast in Spanish and Portuguese.

Once again,  
CTT TV  
conquered  
the 1st place  
in the  
International 
FUNDACOM 
Awards.

Honourable  
Mentions
APCE Distinction

6  
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The Best Stamp of the World

CTT’s “Textile industry” souvenir 
sheet won the Best Stamp of the 
World classification 
in the context of the Grand Award of NEXOFIL  
in the “New Printing Technologies” category.  
 
CTT also won three third prizes: “Design” 
category with Mediterranean Trees, “Definitive 
issue” category with Pastel de Belém (custard 
tart) and “Test” category with António Guterres.

APCC Stamp of Quality for CTT 
and CTT Expresso Lines

CTT conquered the APCC Stamp of 
Quality attributed by the Portuguese 
Association of Contact Centres 
(APCC) for the CTT and CTT Expresso 
Contact Centre operations, 
with an excellent result: 95% and 94% 
respectively. The APCC Stamp of Quality, 
instituted in 2010, distinguishes the best Contact 
Centre services operating in Portugal, and 
aims to encourage companies of the sector to 
implement good management practices at their 
Contact Centres, thus contributing to a better 
image and credibility of the sector and promoting 
their self‑regulation.

Praise Award of Road Safety

CTT was distinguished with the 
PRAISE Award for Best Performing 
Large Company
at the 2018 edition of the awards promoted by 
the European Transport Safety Council (ETCS), 
which aim to recognise the most outstanding 
projects in Europe in terms of road safety. 
 
CTT won this award with the Road Safety 
Programme, which has been developed since 
2015 and has led to significant gains, in particular 
lowering accidents at work caused by road 
incidents and sharply reducing absenteeism.

Leadership Level A- in the 
Carbon Disclosure Project 2018

CTT achieved the Leadership A- 
grade, in the Carbon Disclosure 
Project (CDP) rating of 2018, 
the most important international carbon stock 
market rating. This result is an important 
recognition of the work that CTT has 
progressively developed on matters of carbon 
management and combat of climate change.

CTT and CTT Expresso Lines 
Distinguished at APCC Best 
Awards 2018

The CTT and CTT Express Lines  
were distinguished 
at the APCC Best Awards 2018 of the  
Portuguese Association of Contact Centres,  
with silver and bronze medals, respectively,  
in the category of Transport and Delivery.

CTT Line
APCC Stamp of Quality

95%  

CTT Expresso Line
APCC Stamp of Quality

94 %
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G-32

Table 3 – GRI content index

Table of Environmental, Social and Economic performance indicators  
organised according to GRI4
GRI content index (excludes the indicators that are not applicable to the company)

Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

Strategy and Analysis

G-1 Chairman's Statement 10

G-2 Description of key impacts, risks, and opportunities ‑

Organizational Profile

G-3 Report the name of the organization 23

G-4 Report the primary brands, products, and/or services ‑

G-5 Report the location of organization’s headquarters 23

G-6

Report the number of countries where the organization operates, and names 

of countries with either the organization has significant operations or that  

are specifically relevant to the sustainability issues covered in the report.

Portugal, Spain and Mozambique 

‑

G-7 Report the nature of ownership and legal form 23

G-8

Report the markets served (including geographic breakdown, sectors 

served, and types of customers/beneficiaries)

The Organisation also operates abroad in locally established companies 

in Spain and Mozambique.  Although in both countries the provision of 

services is at the level of Express Mail of items and merchandise, in Spain the 

customers are especially classified in the area of private customers and in 

Mozambique there is a large proportion of public sector customers 

‑

G-9

Report the scale of the reporting organization, including: Total number 

of employees; Total number of operations; Net sales (for private sector 

organizations) or net revenues (for public sector organizations);  

Total capitalization broken down in terms of debt and equity; Quantity  

of products or services provided

‑

G-10 Total employees by employment type, contract and gender ‑ ODS 8

G-11
Report the percentage of total employees covered by collective  

bargaining agreements
‑ ODS 8

G-12

Describe the organization's supply chain

The supply chain whose businesses were conducted by Procurement  

in 2018 is 87% composed of national suppliers or with representation in 

Portugal and 13% of foreign suppliers. The group of suppliers with the 

highest percentage of awarded value is that of Transport with 34% of the 

awarded value, followed by IT/Communications with 25% and Facilities 

and Buildings with 11.51%. These values were calculated based on the cases 

awarded in 2018, and do not take into account renewals

‑

G-13 
Significant changes during the reporting period regarding the organisation’s 

size, structure, ownership, or its supply chain
23

G-14
Report whether and how the precautionary approach or principle  

is addressed by the organization
‑
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

G-15
Externally developed economic, environmental and social charters, 

principles, or other initiatives to which the organisation subscribes  

or which it endorses

‑

G-16

Memberships of associations (such as industry associations) and national  

or international advocacy organisations in which the organisation: holds  

a position on the governance body; participates in projects or committees; 

provides substantive funding beyond routine membership dues; views 

membership as strategic

‑

Identified Material Aspects and Boundaries

G-17
Entities included or not in the organisation’s financial statements or 

equivalent documents
23

G-18 Process for defining the report content and aspect boundaries 23

G-19
List all the material aspects identified in the process for defining  

report content
‑

G-20
For each material aspect, report the aspect boundary within  

the organisation
23

G-22
Report the effect of any restatements of information provided in previous 

reports, and the reasons for such restatements
23

G-23
Significant changes from previous reporting periods in the Scope  

and aspect boundaries
23

Stakeholder Engagement

G-24 List of stakeholder groups engaged by the organisation ‑

G-25 Basis for identification and selection of stakeholders with whom to engage ‑

G-26
Approach to stakeholder engagement, including frequency of engagement 

by type and by stakeholder group
‑

G-27
Key topics and concerns that have been raised through stakeholder 

engagement, and how the organisation has responded to those  

key topics and concerns

‑

Report Profile

G-28 Reporting period (such as fiscal or calendar year) for information provided. 23

G-29 Date of most recent previous report (if any) 23

G-30 Reporting cycle (such as annual, biennial) 23

G-31 Provide the contact point for questions regarding the report or its contents 23

G-32 GRI content index 23, 34

G-33
Policy and current practice with regard to seeking external assurance  

for the report. Involvement of the senior management
23
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

Governance

G-34
Governance structure of the organization, including committees  

of the highest governance body. Identify any committees responsible  

for decision‑making on economic, environmental and social impacts

‑

G-35
Process for delegating authority for economic, environmental  

and social topics from the highest governance body to senior  

executives and other employees

‑

G-36

Report whether the organization has appointed an executive‑level position 

or positions with responsibility for economic, environmental and social 

topics, and whether post holders report directly to the highest  

governance body

‑

G-38

Composition of the highest governance body and its committees  

by executive or non‑executive position, independence and gender.  

Governance tenure, responsibilities, commitments and competences  

of each individual relating to economic, environmental and social impacts

‑

G-39
Report whether the Chair of the highest governance body is also an 

executive officer (and, if so, his or her function within the organisation’s 

management and the reasons for this arrangement)

‑ ODS 16

G-40

Report the nomination and selection processes for the highest governance 

body and its committees, and the criteria used for nominating and selecting 

highest governance body members, including considerations on diversity, 

independence, experience and other topics

‑
ODS 5

ODS 16

G-41
Processes for the highest governance body to ensure conflicts of interest 

and whether conflicts of interest are disclosed to the stakeholders
‑ ODS 16

G-43
Measures taken to develop and enhance the highest governance body’s 

collective knowledge of economic, environmental and social topics
‑ ODS 4

G-44
Processes for evaluation of the highest governance body’s performance, 

especially with respect to economic, environmental and social performance. 

Indicate their frequency and measures taken

‑

G-45

Highest governance body’s role in the identification and management  

of economic, environmental and social impacts, risks, and opportunities 

Include the highest governance body’s role in the implementation  

of due diligence processes

Report whether stakeholder consultation is used to support the highest 

governance body’s identification and management of economic, 

environmental and social impacts, risks, and opportunities

‑ ODS 16

G-46
Identified Material Aspects and Boundaries role in reviewing the 

effectiveness of the organization’s risk management processes  

for economic, environmental and social topics

‑

G-47
Report the frequency of the highest governance body’s review  

of economic, environmental and social impacts, risks, and opportunities
‑

G-49
Process adopted for communicating critical concerns to the highest 

governance body
‑

Remuneration and Incentives

G-51
Remuneration policies for the highest governance body and senior 

executives
‑

G-52 Process adopted for determining remuneration ‑
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

G-53
How stakeholders’ views are sought and taken into account regarding 

remuneration, including the results of votes on remuneration policies  

and proposals, if applicable

‑ ODS 16

Ethics and Integrity

G-56
Values, principles, standards and norms of behaviour such as codes  

of conduct and codes of ethics
‑ ODS 16

G-57
Internal and external mechanisms for seeking advice on ethical and lawful 

behaviour, and matters related to organisational integrity, such as helplines 

or advice lines

‑ ODS 16

G-58

Internal and external mechanisms for reporting concerns about unethical  

or unlawful behaviour, and matters related to organisational integrity, such 

as escalation through line management, whistleblowing mechanisms  

or hotlines

‑ ODS 16

Economic performance (consolidated data)

Management approach, targets, performance, policies and framework

EC1 Direct economic value generated and distributed ‑ ODS 8

EC2
Financial implications and other risks and opportunities for the 

organization's activities due to climate change
‑ ODS 13

EC3 Coverage of the organization’s defined benefit plan obligations ‑

EC4

Financial assistance received from Government

 
Group Company

Tax benefits 1,960,760 (1) 1,782,360

Tax credits 452,822 444,943

Total 2,413,582 2,227,303

(1)    Includes €140,000 due to the tax benefit of Banco CTT related to the 
conventional remuneration of the share capital.

‑

Market Presence

EC5

Ratios of standard entry level wage by gender compared to local minimum 

wage at significant locations of operation

At the end of 2018, the lowest salary paid by CTT was 612 euros for men and 

612 euros for women, corresponding to ratios of 1.06 and 1.06 respectively  

in relation to the national minimum wage (580 euros)

Note: Excluding data of CORRE and Tourline

‑ ODS 1

Indirect Economic Impacts

EC7
Development and impact of infrastructure investments and 

services provided
‑

EC8 Significant indirect economic impacts, including the extent of impacts ‑

Práticas de Compra
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

EC9

Proportion of spending on local suppliers at significant locations  
of operation
87% of the purchases were awarded to national suppliers or with 
representation in Portugal and 13% to international suppliers.  
The concept of “local” should be understood as “national”
Negotiation and Procurement is managed in a centralised form, with all 
the company's procurement needs being consolidated regardless of the 
origin of the need and location of the provision of the service or supply. 
Location criteria are not used for purposes of selection of suppliers, 
unless this proves necessary from the operational point of view, which 
is justified by practices of equal opportunities arising not only from  
the company's own choice but in certain circumstances of the rules  
of public procurement. However, as CTT is a company with a presence 
throughout the entire Portuguese territory, many outsourced services 
have a relevant impact on the local economy due to being provided with 
local resources (e.g. cleaning services, fuel, maintenance)

‑ ODS 12

Labour

Management approach, targets, performance, policies and framework

LA1
Total number and rates of new employee hires and employee turnover 
by age group, gender and region

‑
ODS 5

ODS 8

LA2
Benefits provided to full‑time employees that are not provided to 
temporary or part‑time employees, by significant locations of operation

‑ ODS 8

LA3 Return to work and retention rates after parental leave, by gender ‑
ODS 5

ODS 8

Labour/Management Relations

LA4

Minimum number of prior notice in relation to operational changes, 
including if this procedure is specified in collective agreements
Notice to enforce operational changes is given 30 days in advance 
There are other notice periods according to the situation in question,  
all described in the Company Agreement

‑

Hygiene and Safety

LA5

Percentage of total workforce represented in formal joint 
management‑worker health and safety committees that help monitor 
and advise on occupational health and safety programmes
The prior requirements for the establishment of occupational health 
and safety committees have been fulfilled. However, these committees  
are not yet operational as there is no employee representatives 
have yet been elected. Elections are expected to be organized at the 
workplaces by the ERCT
Every six months, the company asks its employees to complete a 
questionnaire about occupational health and safety at their workplaces

‑

LA6
Type of injury and rates of injury, occupational diseases, lost days,  
and absenteeism, and total number of work‑related fatalities,  
by region and by gender

29 ODS 3
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

LA7
Workers with high incidence or high risk of disease related  
to their occupation

‑ ODS 3

LA8

Health and safety topics covered in formal agreements with  
trade unions
No other is known apart from those foreseen in the regulation of  
social work - ROS and in the Company Agreement - AE2015. The new 
ROS of CTT maintains a high level of protection, with greater balance 
in the division of costs between the Company and the beneficiaries, 
and promoting a more rational use of the benefits. To this end, the 
contribution towards benefits in the system has increased, by higher 
monthly levies and co-payments payable in routine acts, keeping the 
encompassing nature of the system and strengthening some social 
support measures

‑ ODS 8

Training

LA9
Average hours of training per year per employee by gender,  
and by employee category

29
ODS 4

ODS 5

LA10

Programmes for skills management and lifelong learning that support 
the continued employability of employees and assist them in managing 
career endings
Proposed Outplacement Programme to Support Transition and Change

‑
ODS 4
ODS 8

LA11
Percentage of employees receiving regular performance and career 
development reviews, by gender and by employee category

‑ ODS 5

Diversity and Equal Opportunities

LA12
Composition of governance bodies and breakdown of employees per 
employee category according to gender, age group, minority group 
membership, and other indicators of 

‑
ODS 5
ODS 8

Equal Remuneration for Women and Men

LA13
Ratio of basic salary and remuneration of women to men by employee 
category, by significant locations of operation

‑
ODS 5

ODS 8
ODS 10

Supplier Labour Practices Assessment

LA14

Percentage of new suppliers that were screened based on labour 
practices criteria
In 2018, of the 166 new suppliers of CTT, SA, 106 (63.9%) were selected 
based on criteria associated to labour practices.
In the case of Mailtec, 80% of the 5 new suppliers were selected in 
accordance with these practices

‑
ODS 8
ODS 16

Labour Practices Grievance Mechanism

LA16
Number of grievances about labour practices filed, addressed and 
resolved through formal grievance mechanisms

‑ ODS 16

Human Rights
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

HR1

Total number and percentage of significant investment agreements  
and contracts that include human rights clauses or that underwent 
human rights screening
The number of contracts considered significant stood at 337 (95,8%),  
in which all include clauses relative to compliance with legislation  
and good practices on matters of human rights

‑
ODS 10
ODS 12

HR2

Total hours of training on human rights policies and procedures relative 
to aspects of human rights that are relevant to operations, including  
the percentage of employees trained
6,936 workers received 14,326 hours of training on human rights 
policies, representing 54.4% of the national total number of workers

‑ ODS 4

Non-discrimination

HR3
Total number of incidents of discrimination and corrective actions taken
No cases of discrimination occurred 

‑

Freedom of Association and Collective Bargaining

HR4

Operations and suppliers identified in which the right to exercise 
freedom of association and collective bargaining may be violated or at 
significant risk, and measures taken to support these rights
There is no risk. This is consigned in the Portuguese Constitution and in 
the Company Agreement

‑ ODS 10

Child Labour

HR5

Operations and suppliers identified as having significant risk for 
incidents of child labour, and measures taken to contribute to the 
effective abolition of child labour
Based on the Company Agreement, there are no impediments to the 
free exercise of the right to freedom of association or to collective 
bargaining. Supply agreement negotiations include the signing of 
a declaration of principles by suppliers whereby they state their 
commitment towards social responsibility, as expressed in clause n) 
“Observes all principles and procedures concerning the right to freedom 
of association, forced labour, child labour and equality defined in ILO’s 
(International Labour Organization) Fundamental Conventions” 

‑ ODS 16

Forced or Compulsory Labour

HR6

Operations and suppliers identified as having significant risk for 
incidents of forced or compulsory labour, and measures to contribute to 
the elimination of all forms of forced or compulsory labour
All forms of child labour are prohibited by CTT. See HR5 

‑ ODS 16

Supplier Human Rights Assessment

HR10
Percentage of new suppliers that were screened using human rights 
criteria
70% of new suppliers were screened using human rights criteria

‑ ODS 16
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

HR11

Significant actual and potential negative human rights impacts on the 
supply chain and actions taken in this respect
There is no plan of audits to suppliers in order to specifically assess 
compliance with this point. However, as noted above, the award of 
products and services is formally subordinated to compliance with 
the principles and procedures relative to human rights defined in the 
Universal Declaration of Human Rights. Any breach in this matter, 
whether due to indirect knowledge or observance during the monitoring 
visits made by the procurement team, shall be acted upon immediately 
and may constitute fair grounds for contractual rescission

‑ ODS 12

Society

Local Communities

SO1
Percentage of operations with implemented local community 
engagement, impact assessments, and development programmes

‑

SO2
Operations with significant actual and potential negative impacts on 
local communities 

‑

Anti-corruption

SO3
Total number and percentage of operations assessed for risks related to 
corruption and the significant risks detected

‑

SO4

Communication and training on anti‑corruption policies and procedures
Regarding the total and percentage number of business partners that 
were informed of anti-corruption policies and procedures adopted by 
the organisation, CTT informs the suppliers of the Code of Ethics and 
the Responsible Procurement Policy during the procurement process. 
We consider that the business partners that know it are those that sign 
the statement which includes mention of these two documents of CTT. 
Of the 669 suppliers to whom we awarded purchases, 654 signed the 
statement, i.e. 97.7%

‑
ODS 4
ODS 16

SO5 Confirmed cases of corruption and actions taken ‑ ODS 16

Public Policy

SO6
Total value of political contributions by country and  
recipient/beneficiary
No contributions were made

‑

Anti-competitive Behaviour

SO7
Total number of legal actions for anti‑competitive behaviour, anti‑trust, 
and monopoly practices and their outcomes

‑ ODS 16

Compliance

SO8
Monetary value of significant fines and total number of non‑monetary 
sanctions for non‑compliance with laws and regulations

‑

Supplier Assessment for Impacts on Society

SO9

Percentage of new suppliers that were screened using criteria for 
impacts on society
70% of the new suppliers were selected in accordance with these 
criteria, with 277 having been submitted to assessments of impacts  
on society

‑
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

SO10

Significant actual and potential negative impacts on society in the 
supply chain and actions taken
No significant, real or potential negative impacts on society were 
detected in the supplier chain

‑

Impacts on Society Grievance Mechanism

SO11
Number of grievances about impacts on society filed, addressed and 
resolved through formal grievance mechanisms

‑

Product responsibility

Customer Health and Safety

PR1

Percentage of significant product and service categories for which 
health and safety impacts are assessed for improvement
The appraisal and selection of retail products for sale at CTT post 
offices is based on criteria such as the recognition of the partner, its 
environmental practices and product certification, in order to assure 
compliance with the legislated health and safety rules relative to 
merchandising products, especially those intended for use by children, 
as is the case of toys

‑

PR2

Total number of incidents of non‑compliance with regulations and 
voluntary codes concerning the health and safety impacts of products 
and services during their life cycle, by type of outcomes
No cases were recorded of non-compliance relative to health and 
safety caused by products or services

‑ ODS 16

Product and Service Labelling

PR3

Type of product and service information required by the organization's 
procedures for product and service information and labelling, and 
percentage of significant product and service categories subject to such 
information requirements
This year, 18 buildings were recorded in the integrated registration 
system of the Portuguese Environment Agency (APA) and CTT now 
participates in the Sociedade Ponto Verde integrated system for 
management of the waste of the non-reusable packaging placed by 
CTT on the market

‑ ODS 12

PR4
Total number of incidents of non‑compliance with regulations and 
voluntary codes concerning product and service information and 
labelling, by type of outcomes

‑

PR5 Results of surveys measuring customer satisfaction 29

Marketing Communications

PR6
Sale of banned or disputed products
CTT does not sell this type of products

‑

PR7

Total number of incidents of non‑compliance with regulations and 
voluntary codes concerning marketing communications, including 
advertising, promotion, and sponsorship by type of outcomes
A determination of Banco de Portugal relative to Banco CTT, without 
any fine or penalty, relative to a Mortgage Loan announcement in a 
press release, without the respective representative example

‑
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

Customer Privacy

PR8

Total number of substantiated complaints regarding breaches  
of customer privacy and losses of customer data
With respect to mail, items that have gone astray, delays and occasional 
anomalies in delivery figure as the main causes of customer claims, 
with no claims having been received which might be associated to 
breach of customer privacy, namely the unlawful interception  
of letter mail

‑ ODS 16

Compliance

PR9
Monetary value of significant fines for non‑compliance with laws and 
regulations concerning the provision and use of products and services

‑

Environmental

Materials

Management approach, targets, performance, policies  
and framework

EN1 Materials used by weight or volume ‑

EN2 Percentage of materials used that are recycled input materials ‑ ODS 15

Energy

EN3 Energy consumption within the organization    29
ODS7
ODS 12

EN4
Energy consumption outside the organization  
Value calculated through the emission factors derived  
from energy suppliers

29

EN5 Energy intensity     ‑
ODS7

ODS 12

EN6 Reduction of energy consumption ‑

ODS7

ODS 9
ODS 12
ODS 13

EN7 Reductions in energy requirements of products and services 29

ODS7

ODS 9
ODS 12
ODS 13

Water

EN8 Total water withdrawal by source ‑ ODS 6

EN9

Water sources significantly affected by withdrawal of water
In view of the nature of the company's productive processes,  
the consumption of water by CTT is fairly low, in relative terms.  
Water is essentially used for human consumption, cleaning  
and irrigation of green areas

‑ ODS 6

EN10 Percentage and total volume of water recycled and reused ‑ ODS 6
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

EN11

Operational sites owned, leased, managed in, or adjacent to, protected 
areas and areas of high biodiversity value outside protected areas
All CTT premises are located in urban and/or industrial areas Regarding 
land use, the impact on biodiversity is associated to the size and 
location of the real estate properties, situated in urban and industrial 
areas, where there is no knowledge to suggest that CTT develops 
activity or operates facilities inside protected zones or areas with a high 
biodiversity index

‑ ODS 15

EN12

Description of significant impacts of activities, products, and services 
on biodiversity in protected areas and areas of high biodiversity value 
outside protected areas
CTT is involved in partnerships/projects with public and private entities 
acting in favour of biodiversity and promotes in-house and public 
awareness-raising actions on the topic

‑ ODS 15

EN13 Habitats protected or restored ‑
ODS 13

ODS 15

EN15 Direct greenhouse gas (GHG) emissions (scope 1) 29
ODS 12

ODS 13

EN16 Energy indirect greenhouse gas (GHG) emissions (scope 2) 29
ODS 12

ODS 13

EN17 Energy indirect greenhouse gas (GHG) emissions (scope 3) ‑

EN18 Greenhouse gas (GHG) emissions intensity   ‑

EN19 Reduction of greenhouse gas (GHG) emissions    ‑
ODS 11
ODS 13

EN20
Emissions of ozone‑depleting substances (ODS)  
There were no emissions of this type

‑ ODS 13

EN21 NOx, SOx and other significant air emissions ‑

Effluents and Waste

EN22
Total water discharge by quality and destination
Discharged into a municipal collector only at one facility  
of the Centre region

‑ ODS 6

EN23 Total weight of waste by type and disposal method  ‑ ODS 12

EN24

Total number and volume of significant spills      
Eight spills occurred at the South production and logistics centres,  
which can be placed in this context. However, they had  
no significant impact

‑

Products and Services

EN27

Extent of impact mitigation of environmental impacts of products  
and services
The focus on ecologically friendly consumption has concentrated not 
only on reducing the environmental impact associated to the use of 
resources but also on the selection of suppliers through the inclusion  
of environmental criteria in tender procedures.

29
ODS 11
ODS 12
ODS 17
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Indicator Description Page(s)

ODS 
(sustainable 
development 
goals)

EN28
Percentage of products sold and their packaging materials that  
are reclaimed by category

‑

Compliance

EN29

Monetary value of significant fines and total number of non‑monetary 
sanctions for noncompliance with environmental laws and regulations
CTT was not the object of any lawsuits in the context of unfair 
competition and anti-trust conduct with application of significant 
fines or non-monetary penalties, derived from non-compliance with 
environmental or corporate laws and regulations.

‑ ODS 16

Transport

EN30

Significant environmental impacts of transporting products and  
other goods and materials used for the organization’s operations,  
and transporting members of the workforce
In relation to external noise, although considered an area of low 
relevance to the business, noise emissions are monitored periodically 
in accordance with the regulations in force on this matter, with the 
obtained results being within the applicable legal parameters

‑

Overall

EN31
Total environmental protection expenditures  
and investments by type

‑

ODS 7

ODS 9
ODS 11
ODS 12
ODS 13

Supplier Environmental Assessment

EN32

Percentage of new suppliers that were screened using  
environmental criteria
In 2018, environmental criteria were used in 96.7% of pre-contractual 
procedures, and contracts concluded with environmental criteria 
represented 98.3% of the total

29

ODS 8
ODS 12
ODS 13
ODS 17

EN33

Significant actual and potential negative environmental impacts  
in the supply chain and actions taken
CTT has a Policy of Responsible Procurement, aimed at promoting the 
improvement of the environmental and social aspects of the value 
chain, through the involvement and accountability of its suppliers. This 
Policy includes the following features: the Policy is publicly available at  
www.ctt.pt; it covers the fields of Health, Safety, Environment, Working 
Conditions, Ethics and Business Continuity; it is integrated in the tender 
documents; includes a rescission clause due to non-compliance; it is 
applicable to all suppliers

‑

ODS 6
ODS 8
ODS 9
ODS 11
ODS 13
ODS 15
ODS 17

Environmental Grievance Mechanism

EN34
Number of grievances about environmental impacts filed, addressed 
and resolved through formal grievance mechanisms
No complaints were detected in this context

‑

(Source: GRI 4 (2013) “Sustainability Reporting Guidelines”)
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