
Operational 
excellence

Our global operations teams provide essential services to our 
customers and employees including policy processing, claims 

management, information technology, data and analytics, 
projects and procurement services. 

In 2019, supported by the Board Operations & Technology Committee, our operations 
teams continued to focus on enhancing the customer experience, increasing 

the rate of response to change and strengthening operational governance, 
performance and resilience. 
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Digitisation, innovation and analytics 

Our digitisation, innovation and analytics efforts 
have remained core to us delivering better 
customer experiences and becoming a more 
innovative and competitive business. In 2019, 
we continued to strengthen our capabilities 
in this area and some of our efforts include: 

• In Australia, we are working 
on easier, faster and more 
transparent digital claims 
management solutions for our 
brokers, agents and customers. 
These are currently being used 
for Accident and Health claims 
and will be extended to other 
lines from 2020. 

• We continue to integrate 
emerging technologies 
to help expedite the claims 
management process and 
allow customers to interact 
and chat with us via a range 
of mobile devices, providing 
us with real-time feedback 
on how we are doing, with new 
capabilities introduced to our 
North American market. We also 
continue to implement digital 
claims solutions to enhance our 
customer experience.

  Refer to Customer and 
community for further 
information.

• In our North America crop 
business, NAU Country 
Insurance Company continues 
to provide market leading 
digital capabilities. We entered 
a new collaboration with The 
Climate Corporation to help 
our farming customers and 
their insurance agents move 
planting and harvest data 
electronically into the NAU 
Country Precision Farming 
and Acreage Crop Reporting 
system, for faster completion 
and delivery of planting and 
production reports.

  Refer to Sustainable insurance 
for further information about 
innovative risk management 
tools developed by NAU 
Country Insurance Company.

• In the United Kingdom, QBE’s 
collaboration with Synectics 
Solutions and the Cabinet Office 
to fight insurance fraud was 
recognised with the ‘Claims 
Initiative of the Year – Insurer’ 
at the British Insurance Awards 
2019 and the ‘Claims Innovation 
of the Year’ at the Insurance 
Post Claims Awards, United 
Kingdom. By integrating new 
external data sources and using 
advanced analytics techniques 
such as machine learning and 
natural language processing, 
we have achieved an uplift 
in identifying potentially 
fraudulent claims.

• Our North American Accident 
and Health team has developed 
machine learning models 
to bring together data from 
internal sources, and external 
medical data from Truven 
Health Analytics, to provide 
deeper insights into how an 
individual’s medical journey 
may evolve – supporting our 
clinical risk managers and 
underwriters in recommending 
optimal coverage at the 
right price.

• In Europe, our analytics team 
has delivered new machine 
learning models that enable 
greater pricing precision for 
our motor insurance business. 
In North America, our pricing 
analytics team has leveraged 
internal and external data to 
identify which aircraft have 
a higher risk for claims during 
the policy term.

QBE Ventures
Our partnerships with leading 
insurtech companies continue 
to drive innovation. Established 
in 2017, QBE Ventures is our 
corporate venture fund focused 
on forming commercial 
relationships with startups 
that will enhance our business 
model, drive efficiencies and 
develop new paths for growth. 
These startup companies 
provide intelligence, insights and 
potentially industry‑changing 
ideas. We actively seek to invest 
in companies whose products or 
ideas can be implemented into 
our operations to help us solve 
particular business problems 
or to grasp an opportunity 
– accelerating both the startup’s 
growth and our transformation. 

This year, we took our partnership 
with CLARA Analytics to the next 
level with an investment through 
QBE Ventures. CLARA Analytics 
improves claims outcomes 
in commercial insurance with 
easy‑to‑use artificial intelligence 
(AI)‑based and machine learning 
products which have been used 
in Australia since 2018. This is 
our sixth investment through 
QBE Ventures. 

We have extended the use of 
CLARA Analytic’s products to 
North America where they are 
helping our team direct injured 
workers to those providers 
who produce the best medical 
outcomes and can help them 
return to work faster. 
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Managing claims
How we manage a claim is the 
moment that matters most to our 
customers – when we strive to 
fulfil the promise of their policy. 
Throughout 2019, we have 
continued our company‑wide 
focus on improving our 
customers’ experiences as well 
as making our claims fulfilment 
process more customer‑centric, 
sustainable and efficient. 

As part of this focus on improving 
our claims management 
processes, we scaled up our 2018 
pilot with Active Recovery Clinic, 
completing one of the largest 
studies worldwide on whiplash 
recovery in collaboration with the 
University of Sydney. The injury 
recovery rate for our claimants 
using leading biomechanics 
technology and research is 
20% higher than industry best 
practice and we are helping more 
people recover completely from 
their injury. Our application of 
behavioural science techniques 
to our engagement with injured 
claimants and their employers 
is helping people get back to 
work faster. 

  Refer to Customer and 
community for further 
information.

In 2019, our Technology Services team 
continued to strengthen the foundational 
aspects of our IT systems. Our focus is to 
rationalise the number of legacy applications, 
increase the stability of our platforms, improve 
the user experience and strengthen our cyber 
security and disaster recovery capabilities. 

This essential work, to modernise our infrastructure and applications, 
helps us to implement innovative solutions faster and easier, delivering 
value to our stakeholders, customers and people.

We have also matured our approach to managing technology 
risk, growing the size and capability of our risk management 
function globally. We have introduced a revised set of minimum 
control standards to improve governance and help improve the 
early identification and mitigation of risk.

We continue to make significant investments to uplift our cyber 
security capability. We have adopted a new global operating 
model to set strategic direction and common goals for security 
with our people, partners and regulators. Our global function 
helps ensure new initiatives are ‘Secure by Design’ and progress 
our technology agenda to benefit the entire business. We 
commenced executing QBE’s comprehensive cyber security 
strategy, which outlines our plan to ensure that effective controls 
are in place across people, process and technology, to protect 
our customer and corporate data from cyber threats. 

In 2019, we delivered a range of initiatives such as uplifted cyber 
threat detection and response, identity and access management 
and data loss prevention to help further enhance our capabilities. 
We also focused on enhancing operational insights by 
providing more granular reporting to the QBE Group Board and 
Committees on cyber operation to support governance and 
oversight. Our comprehensive, multi-channel global awareness 
program delivered phishing simulations, online compliance 
training, face-to-face presentations, targeted training and cyber 
safety news and communications to our employees to assist 
them to stay safe at work and at home.

Our Technology teams are also committed to finding ways to 
reduce our carbon footprint. Since 2015, the team that manages 
our Data Centre in Sun Prairie, Wisconsin, have reduced power 
consumption by over 60% through upgrades to next-generation 
technologies and by using the outside air for eight months of the 
year on average to provide cooling. Our contract with the local 
utility provider results in QBE being reimbursed for power our 
generators produce which is either pumped back into the grid 
or used to power our facilities at peak times.

During the year, as part of our approach to strengthening 
business resilience, we have established new backup sites for 
our Group Shared Services Centre in the Philippines to support 
the recovery of business-critical functions and ensure continuity 
of service in the event of a disaster. 

Technology and  
operational resilience 
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Procurement 

Our procurement teams aim to deliver business value in a responsible 
and sustainable manner, with a focus on minimising operational and 
supply chain risk when interacting with suppliers. 

Aligned to our Supplier 
Sustainability Principles, we 
are commencing a process 
to integrate sustainability 
considerations as part of 
procurement. We seek to engage 
suppliers and partners who 
share our understanding and 
commitment of developing 
sustainable supply chains for our 
regional and global communities, 
and who will work with us 
to achieve these objectives, 
where relevant and applicable 
for our strategic relationships.

The Supplier Sustainability 
Principles are referenced as 

part of our supplier agreement 
templates (including our Global 
Services Agreement template). 
In North America, as part of 
the ‘Request for Proposal’ 
process, we include questions 
on environmental initiatives and 
metrics that the supplier tracks. 

In Australia Pacific, we worked 
on utilising our supply chain 
decisions to support diversity 
and financial inclusion through 
our partnerships with:

• Social Traders – Australia’s 
leading organisation connecting 
social enterprises with social 
procurement opportunities; 

• Supply Nation – Australia’s 
leading database of verified 
Indigenous businesses; and 

• WEConnect International 
– a global network connecting 
women-owned businesses 
to qualified buyers around 
the world. 

During 2019, we were able to 
work with these partners to enter 
diverse supplier relationships 
equating to A$425,000 of spend. 
We also promoted sustainable 
travel by integrating sustainability 
considerations into our 
accommodation-sourcing activities.
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Operational environmental management 

We are committed to reducing the environmental impact of our operations 
by integrating resource efficiency considerations into our business decisions, 
switching to renewable electricity, and engaging our employees and suppliers 
to build capability. We continue to maintain carbon neutrality for our global 
business operations. 

On World Environment Day this year we launched our Group Environmental Policy, outlining our 
commitment to environmental sustainability across all aspects of our business – from our operations, 
underwriting and investment activities, to how we engage employees, contractors, partners and suppliers 
and provide our customers with environmental solutions and products.

Climate change is undoubtedly one of the most significant economic, social and environmental challenges 
affecting our world. To address the climate-related impact of our operations, we have set three new targets 
(measured from 2018 levels). These are to:

Reduce 
organisational  
energy use by

15%
by 2021

Reduce  
Scope 1 and 2  

carbon emissions by 

30%
by 2025 1

Use 

100%
renewable electricity 

for our global 
operations by 2025

Our 2019 performance against targets is outlined in the table below.

INDICATOR BASELINE 2 TARGET
TARGET

YEAR
ACTUAL 

PERFORMANCE

 
PERFORMANCE 

AGAINST TARGET STATUS

Air travel (tCO
2
-e)  17,739 -20% 2021 12,160 -31% Achieved

Energy use (GJ)  178,976 -15% 2021 153,296 -14% On track

Net Scope 1+2 emissions 
(tCO

2
-e) 1  29,696 -30% 2025 12,772 -57% Achieved

Renewable electricity use 
(MWh) 0 100% 2025 18,876 63% 3 On track

1 This is a science-based emissions reduction target calculated in line with the most ambitious decarbonisation scenario, which is the 1.5°C scenario.

2 Air travel baseline is 2017. Baseline for all other indicators is 2018.

3 Actual 2019 percentage of total electricity sourced from renewable electricity. This is not a year-on-year percentage change.

Reducing our climate-related impact 
In 2019, we joined some of the world’s most influential companies in the RE100 initiative, committing 
to target 100% renewable electricity across our global operations by the end of 2025. We are the first 
Australian‑headquartered insurance business to do so. We are making good progress towards this 
target, with 63% of our global electricity use coming from renewable sources. We have achieved our 
scope 1 and 2 science‑based emissions reduction target and aim to maintain this going forward.

58

https://www.qbe.com/-/media/Group/Global%20Policies/QBE%20Group%20Environmental%20Policy%20May%202019.pdf


Operational environmental management 

We are committed to reducing the environmental impact of our operations 
by integrating resource efficiency considerations into our business decisions, 
switching to renewable electricity, and engaging our employees and suppliers 
to build capability. We continue to maintain carbon neutrality for our global 
business operations. 

On World Environment Day this year we launched our Group Environmental Policy, outlining our 
commitment to environmental sustainability across all aspects of our business – from our operations, 
underwriting and investment activities, to how we engage employees, contractors, partners and suppliers 
and provide our customers with environmental solutions and products.

Climate change is undoubtedly one of the most significant economic, social and environmental challenges 
affecting our world. To address the climate-related impact of our operations, we have set three new targets 
(measured from 2018 levels). These are to:

Reduce 
organisational  
energy use by

15%
by 2021

Reduce  
Scope 1 and 2  

carbon emissions by 

30%
by 2025 1

Use 

100%
renewable electricity 

for our global 
operations by 2025

Our 2019 performance against targets is outlined in the table below.

INDICATOR BASELINE 2 TARGET
TARGET

YEAR
ACTUAL 

PERFORMANCE

 
PERFORMANCE 

AGAINST TARGET STATUS

Air travel (tCO
2
-e)  17,739 -20% 2021 12,160 -31% Achieved

Energy use (GJ)  178,976 -15% 2021 153,296 -14% On track

Net Scope 1+2 emissions 
(tCO

2
-e) 1  29,696 -30% 2025 12,772 -57% Achieved

Renewable electricity use 
(MWh) 0 100% 2025 18,876 63% 3 On track

1 This is a science-based emissions reduction target calculated in line with the most ambitious decarbonisation scenario, which is the 1.5°C scenario.

2 Air travel baseline is 2017. Baseline for all other indicators is 2018.

3 Actual 2019 percentage of total electricity sourced from renewable electricity. This is not a year-on-year percentage change.

Reducing our climate-related impact 
In 2019, we joined some of the world’s most influential companies in the RE100 initiative, committing 
to target 100% renewable electricity across our global operations by the end of 2025. We are the first 
Australian‑headquartered insurance business to do so. We are making good progress towards this 
target, with 63% of our global electricity use coming from renewable sources. We have achieved our 
scope 1 and 2 science‑based emissions reduction target and aim to maintain this going forward.

58

Minimising our 
environmental impact

In striving to achieve our 

environmental targets, we are 

focused on greater efficiency 

in the design and operations 

of our buildings. This year we:

• Consolidated our 

Melbourne operations 

into a single office in the 

central business district 

which has a six star ‘Green 

Star – Design & As Built’ 

rating, and moved to 

more energy efficient LED 

lighting during recent office 

refurbishments at some of 

our offices in Georgia, Iowa 

and Massachusetts.

• Progressed virtualisation 
and consolidation of our 
data centres to improve 
energy efficiency and reduce 
carbon emissions.

  Refer to the Technology and 
operational resilience subheading 
for further information.

• Took significant steps to remove 
single-use plastic and paper 
items from our Australian, 
United States and United 
Kingdom operations. This 
included removing all plastic 
bottles from vending machines 
and broker lounges in the 
United Kingdom, providing 
reusable cups in our largest 
office premises in the United 
States and United Kingdom and 
providing reusable KeepCups 
to all employees in our 
Melbourne office.

Upskilling our people 
through collaboration
We continue to collaborate with 

our external partners, such as the 

Qantas Future Planet program and 

the Earthwatch Institute, to build 

internal awareness and capability 

on environmental issues. 

  Refer to Customer and community 
for further information.

This has helped establish a strong 

network of environmental 

champions across our global 

operations. In 2019, employees 

across our offices, including 

Adelaide, Brisbane, Dusseldorf, 

Italy, Madrid, New York, Paris, 

Parramatta, Stockholm, and a few 

offices in the United Kingdom, 

have formed sustainability 

working groups with an initial focus 

on pressing environmental issues.

Greening our 
environment
This year, in Canada, we introduced 
QBtree – a new initiative that supports 
environmental groups to plant trees 
in urban and rural areas. QBE provides 
financial support for these activities by 
offsetting a proportion of our annual 
merchandising budget, historically 
spent on less environmentally 
sustainable items. Instead of 
purchasing those items, we now 
allocate that money towards planting 
trees in the communities in which we 
operate. We trialed this initiative at 
a prominent broker conference and 
it received positive feedback. We will 
be rolling it out across our European 
office footprint in 2020.
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Emissions profile by source (tCO
2
-e) Emissions profile by region (tCO

2
-e)

 %

 Air travel 42.0 

 Electricity 21.3 

 Fleet vehicles 19.4 

 Natural gas 7.8 

 Car hire and taxi 7.4  

 %

 General waste 0.9 

 Water 0.7 

 Bus and rail travel 0.5 

 Office paper 0.0

 %

 Australia Pacific 38.0

 North America 32.2

 International  23.5

 Corporate and Other 6.3

Greenhouse gas (GHG) emissions by activity

tCO2-e GHG EMISSIONS 1
% CHANGE FROM  

PRIOR YEAR 2019 2018 2017 2016 2015

Direct emissions (Scope 1) 2

Business travel – fleet vehicles -20% 5,615 6,988 6,631 7,529 10,500

Stationary energy – gas 4 -26% 985 1,326 4 1,273 1,157 1,900

Total Scope 1 -21% 6,600 8,314 7,904 8,686 12,400
Indirect emissions (Scope 2) 2

Stationary energy – renewable and 
non-renewable electricity -22% 16,729 21,382 23,899 25,155 33,344
Stationary energy – renewable electricity purchased (10,557) – – – –

Total Net Scope 2 -71% 6,172 21,382 23,899 25,155 33,344
Other indirect emissions (Scope 3) 2,3

Stationary energy – gas indirect 4 7% 1,274 1,186 4  1,570 4  2,081 4 –

Business travel – air 5 -19% 12,160 14,973 17,739 19,524 10,698

Business travel – car hire and taxi -1% 2,146 2,161 2,158 1,669

Business travel – rail and bus travel -4% 133 139 133 168

Office paper purchased -29% 5 7 8 13 8 11 8

Waste – recycled and landfill -2% 249 253 4 277 4 406 4

Water 2% 192 188 229 193

Total Scope 3 -15% 16,159 18,907 22,119 24,052 10,698

Total GHG emissions (Scope 1, 2 and 3) -40% 28,931 48,603 53,922 57,893 56,442

Carbon offsets (28,931) (48,603) 6 – – –
Net GHG emissions (carbon neutral from 2018) – – 53,922 57,893 56,442

Key performance indicators – GHG emissions intensity

tCO2-e GHG EMISSIONS
% CHANGE FROM  

PRIOR YEAR 2019 2018 4 2017 4 2016 4 2015

Net Scope 1+2 GHG emissions per GEP US$M -54% 0.96 2.11  2.20 2.30 3.07 

Net Scope 1+2 GHG emissions per FTE 7 -54% 1.13 2.45  2.25 2.38 3.15 

GHG emissions per GEP US$M -37% 2.18 3.46 3.73 3.93 3.78 

GHG emissions per FTE 7 -36% 2.56 4.00  3.81 4.07 3.88 

Carbon offset by project type (%) Electricity use by source (%)
 %

 Wind 86.7

 Solar 10.2

 Carbon farming 3.0

 Land fire abatement  0.1

 %

 Renewable 62.5

 Non-renewable 37.5

Operational environmental management (continued)

1 GHG emissions data is calculated based on QBE business activities and includes emissions from CO
2
, N

2
O and CH

4
. Emissions from HFCs, PFCs, SF

6
 and biogenic activities are not 

applicable to QBE’s operations and therefore have not been reported.
2 Estimates have been made for certain office locations and activity data streams where actual activity was not available, and were based on comparable offices/activities in the same region.
3 Scope 3 emissions from 2016 onwards include waste disposal, water consumption and indirect stationary energy consumption. Scope 3 emissions from investments and employees 

commuting are not included in QBE’s GHG inventory due to unavailability of data. Other Scope 3 activities related to capital goods, transportation and distribution, real estate and 
franchisees are not applicable to QBE’s operations.

4 In 2019, as part of our ongoing focus on improved data quality, we have been able to capture more complete natural gas emissions data for both direct and indirect emissions and waste 
emissions. For consistency, we have restated natural gas and waste emissions for 2016–2018.

5 Scope 3 emissions from business air travel from 2016 onwards include DEFRA’s required distance uplift and exclude radiative forcing. For 2015 these emissions exclude distance uplift 
and radiative forcing.

6 The carbon offsets amount purchased in 2018 was sufficient to cover the 2018 increase in emissions due to the restatement of natural gas consumption and waste mentioned in point 4 
above and we remained carbon neutral.

7 The emissions intensity indicators for 2019 and 2018 are per FTE. The 2018 indicators have been restated from per number of employees to per FTE. Indicators for 2015–2017 are per 
number of employees.

8 Restated to reflect emissions related to office paper purchased only. In 2018, the reported emissions included emissions related to paper and board recycled, these are now reported 
as part of Waste – recycled and landfill.
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2
, N

2
O and CH

4
. Emissions from HFCs, PFCs, SF

6
 and biogenic activities are not 

applicable to QBE’s operations and therefore have not been reported.
2 Estimates have been made for certain office locations and activity data streams where actual activity was not available, and were based on comparable offices/activities in the same region.
3 Scope 3 emissions from 2016 onwards include waste disposal, water consumption and indirect stationary energy consumption. Scope 3 emissions from investments and employees 

commuting are not included in QBE’s GHG inventory due to unavailability of data. Other Scope 3 activities related to capital goods, transportation and distribution, real estate and 
franchisees are not applicable to QBE’s operations.

4 In 2019, as part of our ongoing focus on improved data quality, we have been able to capture more complete natural gas emissions data for both direct and indirect emissions and waste 
emissions. For consistency, we have restated natural gas and waste emissions for 2016–2018.

5 Scope 3 emissions from business air travel from 2016 onwards include DEFRA’s required distance uplift and exclude radiative forcing. For 2015 these emissions exclude distance uplift 
and radiative forcing.

6 The carbon offsets amount purchased in 2018 was sufficient to cover the 2018 increase in emissions due to the restatement of natural gas consumption and waste mentioned in point 4 
above and we remained carbon neutral.

7 The emissions intensity indicators for 2019 and 2018 are per FTE. The 2018 indicators have been restated from per number of employees to per FTE. Indicators for 2015–2017 are per 
number of employees.

8 Restated to reflect emissions related to office paper purchased only. In 2018, the reported emissions included emissions related to paper and board recycled, these are now reported 
as part of Waste – recycled and landfill.
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Other environmental indicators

UNITS

% CHANGE
FROM PRIOR

YEAR 2019 2018 2017 2016 2015

Stationary energy use 1

Non-renewable electricity MWh -69%  11,304  35,916  40,691  46,500  54,089 
Renewable electricity 2 MWh  18,876 – – – –
Electricity use per FTE 6 MWh/FTE -10%  2.67 2.96 2.88 3.27 3.72 

Gas – direct GJ -26%  19,513 26,231 25,362 20,772 16,515 
Gas – indirect GJ 7%  25,133 23,446 31,218 37,460  
Gas use per FTE 6 GJ/FTE -3%  3.95  4.09  4.00  4.09 
Business travel '000 km -16%  93,074  110,499  132,851  124,195  97,569 
Air travel % -19%  77,958  95,775  118,192  114,928 
Road travel 4 % 2%  11,876  11,623  11,831  5,882 
Rail and bus travel % 4%  3,240 3,101 2,828 3,385 
Business travel per FTE 6 '000 km/FTE -10%  8.23  9.10  9.40  8.73 6.71 
Office paper purchased 1 tonnes -27%  248  339  618  505 
Office paper purchased per FTE 6 kg/FTE -21%  22  28  44  35 
Water use 1 kL 2%  182,502  178,731  218,156  183,906 
Water use per FTE 6 kL/FTE 10%  16.13  14.72  15.43  12.93 
Waste and recycling 1 tonnes -11%  2,235 3  2,522 3  3,266 3  2,734 3 
Waste to landfill tonnes -2%  1,512  1,536  1,770  1,764
Waste per FTE 6 kg/FTE -5%  198  208  231  192 
Paper recycled tonnes -30%  589  844  1,340  833 
Other recycled waste 5 tonnes -6%  134  142  156  137 
Recycling rate % -17%  32.34  39.08 45.80  35.48 

Emissions intensity Direct and indirect emissions
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  Total GHG emissions

 Net scope 1+2 GHG emissions per GEP US$M

 Total GHG emissions per GEP US$M

 Direct emissions (scope 1)

 Indirect emissions (net scope 2)

 Other indirect emissions (scope 3)

  How we account for the numbers
Our reporting on environmental data follows the guidelines outlined in:

• the Global Reporting Initiative (GRI) Standards’ requirements for Emissions Disclosures 305-1, 305-2, 305-3 and 305-4;

• the Greenhouse Gas Protocol’s Corporate Accounting and Reporting and Corporate Value Chain (Scope 3) Accounting and Reporting 
Standards; and

• QBE’s Greenhouse Gas Reporting Framework which governs our data collection process.

The Group’s GHG emissions reporting is driven by our global insurance operations across the world. We calculate emissions using the energy 
content and emission factors considered most relevant to each region, based on information sourced from:

• Australian Government’s Department of Environment and Energy: National Greenhouse Accounts Factors 2019;

• United Kingdom Government’s Department for Business, Energy & Industrial Strategy: GHG Conversion Factors for Company Reporting 2019;

• United State’s Environmental Protection Agency (EPA): Emission Factors for Greenhouse Gas Inventories: Direct Emissions from Stationary 
Combustion 2018;

• United State’s EPA: Emissions & Generation Resource Integrated Database (eGRID) 2016 (released in 2018); and

• International Energy Agency: CO
2
 Emissions from Fuel Combustion, 2019 edition.

1 Estimates have been made for certain office locations and activity data streams where actual activity was not available, and were based on comparable offices/activities in the 
same region.

2 2019 is the first year QBE has started sourcing on renewable electricity. No comparable data is available.

3 In 2019, we revised the methodology used in estimating waste data as part of our ongoing focus on improved data quality. For consistency, we have restated waste volume for 
2016–2018. 

4 Road travel includes business travel by car hire, taxi and private car.

5 Includes recycled IT asset waste and mixed plastics and glass.

6 Indicators for 2019 and 2018 are per FTE. The 2018 indicators have been restated from per number of employees to per FTE. Indicators for 2015–2017 are per number of employees.
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