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We go
further in

Innovation
The revolution is digital

We are pioneers in Europe
introducing robotic solutions
that make our distribution
processes more agile. For CTT,
4.0 Industry is here to stay.
We go further to bring the wordl closer.
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Performance

Revenues totalled
€740.3M in 2019.

Growth +4.6%.

4.1.
Financial Capital
Revenues
Revenues totalled €740.3m in 2019, a growth
of €32.3m (+4.6%) vis-à-vis 2018. This evolution
was underpinned by the revenue growth in Banco
CTT (+87.2%), Financial Services (+27.2%)

€m

‘18

‘19

∆ ABS

∆

EBITDA

708.0

740.3

32.3

4.6%

Mail & other

498.7

490.9

- 7.8

-1.6%

495.1

484.6

- 10.5

-2.1%

3.7

6.3

2.6

72.2%

148.9

152.4

3.5

2.4%

Banco CTT

33.6

62.9

29.3

87.2%

Financial Services

26.8

34.1

7.3

27.2%

Mail
Central Structure
Express & Parcels

Excluding depreciation/
amortisation, impairments
and provisions, the impact
of IFRS 16 and specific items.
23 
Amount regarding the full
consolidation. In terms of the
business unit, the amount
is +€8.0m as a result of
transactions that are not
eliminated in the consolidation
between business units.

and Express & Parcels (+2.4%) business units
that more than offset the decrease in the revenues
of Mail & other (-1.6%). Excluding 321 Crédito,
revenues amounted to €719.2m (+1.6%).

22 
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Operating Costs
Operating costs22 totalled €638.8m, a year-on-year
growth of €21.2m (+3.4%), with a €7.8m impact from

EC1

321 Crédito23. Excluding 321 Crédito, operating costs
totalled €631.0m (+2.2%).

PERFORMANCE

‘18

€m

∆

∆%

Operating costs

617.6

638.8

21.2

3.4%

Staff costs

332.9

344.1

11.2

3.4%

ES&S

257.6

264.7

7.0

2.7%

27.1

30.0

3.0

11.0%

Other operating costs

Staff costs increased by €11.2m (+3.4%) in 2019.
Excluding the effect of 321 Crédito, the growth
amounted to €7.6m (+2.3%). In 2018, the Company
recognised gains related to the cancellation of the
liability associated with the monthly life annuity
(+€3.5m) and the updated labour accidents pensions
liability (+€1.1m). Excluding these effects, cost
growth was €3.0m (+0.9%) due to salary updates
(+€2.3m) and also to cost increases as a result of the
evolution of Banco CTT (+€1.0m) and CTT Expresso
in Spain (+€0.8m), which were not fully offset by the
cost reduction initiatives.
External supplies & services costs increased by
€7.0m (+2.7%), of which €3.0m resulted from the
integration of 321 Crédito. Excluding the inorganic
effect, the growth was €4.0m (+1.6%) which
includes the increased costs from international
mail volumes related to the elections (€3.4m) and
the €4.2m cost increase in the Express & Parcels
business, reflecting the volumes growth in Portugal.
The cost growth was partially offset by savings in

EBITDA by business unit €m

the facilities area (buildings and fleet) with €5.3m
lower costs (-8.1%). The optimisation of the real estate
properties allowed for a €4.4m reduction of the
building rents
Other operating costs grew by €3.0m (+11.0%) mostly
due to: (i) the increase in interbank fees paid (+€0.7m),
(ii) stamp duty (+€0.6m) related to the loans obtained,
and (iii) the inorganic effect of 321 Crédito (+€1.3m).

EBITDA
In 2019, the Company generated an EBITDA 24 of
€101.5m, +€11.0m (+12.2%) compared to 2018, with
an EBITDA margin of 13.7% (12.8% in 2018).
The evolution of EBITDA was due to the inorganic
effect of the acquisition of 321 Crédito (+€13.2m) and
the increase in the operating margins of the Financial
Services (+€8.3m) and Banco CTT 25 (+€3.5m) which
offset the decreases in Mail & other (-€8.2m) and
Express & Parcels (-€5.6m).

‘18

‘19

∆

∆%

EBITDA

90.4

101.5

11.0

12.2%

Mail & other

86.7

78.5

-8.2

-9.5%

Mail

130.9

121.1

-9.8

-7.5%

Central Structure

- 44.2

- 42.6

1.6

3.6%

3.3

- 2.3

-5.6

-170.8%

-12.9

3.7

16.6

128.8%

13.3

21.6

8.3

62.1%

Express & Parcels
Banco CTT (*)
Financial Services (*)
Excluding depreciation/
amortisation, impairments
and provisions, the impact
of IFRS 16 and specific items.
25 
Excluding the inorganic
effect of 321 Crédito.

‘19

24

(*) In 2019 and in the same period of the previous year (proforma), the figures include the migration of the payments services
from the Financial Services business unit to Banco CTT.
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Specific Items
In 2019, CTT recorded specific items for an amount
of €18.2m, broken down as shown below:

€m

‘18

‘19

∆

∆%

Specific items

18.4

18.2

-0.2

-0.9%

Corporate restructuring costs and strategic projects

26.3

16.9

-9.5

-36.0%

Other non-recurring revenues and costs

-7.9

1.4

9.3

117.3%

EBIT and Net Profit
Specific items are in line with those of 2018 (-€0.2m)
mostly as a result of the €8.6m reduction in other
revenues from capital gains related to the sale of real
estate which was offset by the €9.6m cost reduction
associated with restructuring within the Human
Resources Optimisation Programme.

€m
Financial results

The consolidated financial results totalled -€11.8m,
corresponding to a decrease of €1.3m (-12.5%)
compared to the previous year.

‘18

‘19

∆

∆%

-10.5

-11.8

-1.3

-12.5%

Financial income, net

-9.7

-10.4

-0.7

-7.3%

Financial costs and losses

-9.7

-10.4

-0.7

-7.4%

Financial income

0.0

0.1

0.0

30.6%

-0.8

-1.4

-0.6

-76.0%

Gains/losses in subsidiaries,
associated companies and joint ventures

Financial costs and losses incurred amounted to
€10.4m, mainly incorporating financial costs related
to post employment and long-term employee benefits
of €5.4m and interest associated to finance leases
liabilities linked to the implementation of IFRS16
for an amount of €3.7m.
In 2019, CTT obtained a consolidated net profit
attributable to equity holders of the CTT group
of €29.2m, corresponding to an increase of €7.7m
(+35.8%) vs. 2018. This increase is positively
impacted by the integration of 321 Crédito with a net
contribution of +€7.6m to the consolidated accounts
and by a corporate tax refund of €6.8m as a result
of a favourable Tax Authority decision on the deduction
of the tax loss on CTT Expresso’s sale of Tourline to
CTT, S.A. in the 2016 financial year.
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EBIT stood at €47.3m in 2019, +€1.7m (+3.7%) vs. 2018,
with a margin of 6.4% (same as in 2018).

Investment
Capex stood at €45.4m, +48.2% (+€14.8m)
compared to 2018, reflecting the implementation
of the Modernisation & Investment Plan that foresees
the installation of new and more efficient sorting
machines and the growing start-up of multi-product
platforms that will allow CTT to realise operating
synergies as an integrated operator.

Cash flow
In 2019 CTT generated an operating cash flow
of €44.5m, an improvement of €10.8m vs. 2018.

PERFORMANCE

Cash flow

‘18

90.4

‘19

101.5

11.0

16.1

16.8

0.8

30.7

45.4

14.8

-10.0

5.3

15.3

Operating cash flow

33.7

44.5

10.8

Employee benefits

-11.6

-14.4

-2.8

€m
EBITDA
Specific items*
CAPEX
Δ Working capital

Tax

∆

-7.1

2.2

9.3

Free cash flow

15.0

32.3

17.3

Debt (principal + interest)

20.9

59.3

38.4

-57.0

-15.0

42.0

-1.4

-114.4

-113.0

-22.4

-37.7

-15.3

0.0

6.8

6.8

-22.4

-30.9

-8.5

-155.4

30.9

186.3

Dividends
Financial investments
Net change in organic own cash
Changes to consolidation perimeter - 321Crédito
Change in own cash
Δ Liabilities related to Financial Services & other & Banco CTT

26

Δ Other

27

Net change in cash (balance sheet)

-26.3

20.3

46.5

-204.1

20.3

224.4

*Specific items affecting EBITDA.

The positive evolution of the change in working capital
vs. 2018 resulted mainly from: (i) the lower amount
of payments related to company restructuring in the
context of the HR Optimisation Programme which
impacted positively the third-party liabilities (+€11.7m),
and (ii) a positive evolution in accounts payable (+€3.4m).

The €38.4m increase in debt is related to financing
operations aimed at carrying out the forecast
investment plan and optimise the capital structure.

The change in working capital in 2019 (+€5.3m) includes
the positive impact of the change in items related to
capex (+€8.4m) and the negative impact of accounts
receivable from foreign postal operators ( €3.3m).

Financial investments (-€114.4m) correspond to
the amount of the acquisition of 321 Crédito (€110.8m)
and the capital increases made in the company
Mktplace – Comércio Eletrónico, S.A. (€3.6m), better
known as the Dott brand.

Consolidated Balance Sheet
The change in net liabilities
of Financial Services & other
and Banco CTT reflects
the evolution of credit
balances with third parties,
depositors or other banking
financial liabilities, net of the
amounts invested in credit
or investments in securities/
banking financial assets,
of entities of the CTT group
providing financial services,
namely the financial services
of CTT, Payshop, Banco CTT
and 321 Crédito.
27 
The change in other cash
items reflects the evolution
of Banco CTT's sight deposits
at Bank of Portugal,
outstanding cheques/clearing
of Banco CTT cheques, and
impairment of sight and term
deposits and bank applications.
26 

31.12.2018
restated

31.12.2019

∆

∆%

Non-current assets

1,108.1

1,734.7

626.5

56.5%

Current assets

746.3

778.8

32.4

4.3%

Assets

1,854.5

2,513.4

659.0

35.5%

Equity

135.9

131.4

-4.5

-3.3%

1,718.6

2,382.0

663.4

38.6%

364.3

512.8

148.6

40.8%

Current liabilities

1,354.3

1,869.2

514.9

38.0%

Equity and Liabilities

1,854.5

2,513.4

659.0

35.5%

€m

Liabilities
Non-current liabilities

83

INTEGRATED REPORT 2019

The key aspects of the comparison between
the balance sheet as at 31.12.2019 and that
at the end of the 2018 financial year (restated) are:

of liabilities. It was positively impacted by the
generation of net income attributable to equity holders
of the CTT Group in 2019 for an amount of €29.2m.

• Assets increased by €659.0m, mostly due to the
increase of credit to banking clients (€637.8m),
particularly consumer credit, as a result of the
acquisition of 321 Crédito (+€479.5m) and the
organic increase in Banco CTT (+€158.3m).

• Liabilities increased by €663.4m, with emphasis
on the increase of banking clients’ deposits
and other loans (+€437.5m), the increase of debt
(+€48.0m) following the funding operations occurred
in 2019, the increase of other banking financial
liabilities (+€79.1m) related to loan securitisation,
the €51.5m growth of accounts payable, and the
€25.0m increase in employee benefits.

• Equity decreased by €4.5m negatively impacted
by: (i) the payment of dividends concerning the 2018
financial year in May 2019 for an amount of €15.0m,
which represented a gross dividend per share of €0.10,
and (ii) the recognition of actuarial losses related to
post-employment benefits (-€18.8m), following the
review of the assumptions underlying the calculation

The CTT Group consolidated balance sheet excluding
Banco CTT from the full consolidation perimeter
and accounting it as a financial investment measured
by the equity method would be as follows:

Consolidated Balance Sheet excluding Banco CTT
31.12.2018
restated

31.12.2019

Non-current assets

486.6

615.8

129.3

26.6%

Current assets

456.9

456.9

0.0

0.0%

Assets

943.5

1 072.8

129.3

13.7%

Equity

135.9

131.4

-4.5

-3.3%

€m

Liabilities

∆

∆%

807.6

941.3

133.8

16.6%

Non-current liabilities

363.5

432.0

68.5

18.8%

Current liabilities

444.1

509.3

65.2

14.7%

Equity and Liabilities

943.5

1 072.8

129.3

13.7%

As at 31 December 2019, the liabilities related to
employee benefits (post-employment and long-term

benefits) increased to €286.7m, +€25.0m compared
to December 2018, as specified in the table below:

Liabilities related to employee benefits
31.12.2018

31.12.2019

∆

∆%

Total liabilities

261.7

286.7

25.0

9.6%

Healthcare

251.8

274.4

22.6

9.0%

Healthcare (321 Crédito)

-

1.3

1.3

100.0%

Suspension agreements

1.6

3.1

1.5

97.0%

Other long-term employee benefits

7.9

7.1

-0.7

-9.5%

-

0.2

0.2

100.0%

Pension plan

0.3

0.4

0.1

17.1%

Other benefits

0.1

0.1

0.1

55.9%

€m

Other post-employment benefits
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The recorded increase, especially in the CTT, S.A.
Healthcare liabilities, relates mostly to the reduction
of the discount rate from 2.1% to 1.6%, as well as
to the combined effect of a higher-than-expected

growth rate of healthcare costs per capita in 2019,
and to the update of the medical costs growth rate
from 3.75% to 3.3% in 2019.

Consolidated net debt
€m
Net debt
ST & LT debt
Of which finance leases (IFRS16)
Own cash (I+II)
Cash & cash equivalents
Cash & cash equivalents at the end of the period (I)
Other cash items
Other Financial Services liabilities, net (II)

The key aspects of the comparison between the
financial cash as at 31.12.2019 and that at the end of the
2018 financial year (restated) are as follows:
• Own cash decreased by €30.9m due to investments
in companies (-€114.4m) and payment of dividends
(-€15.0m) partly offset by the generation of free
cash flow (+€32.3m) and financing activities,
net (+€59.9m).

31.12.2018
restated

31.12.2019

∆

-18.9

60.0

78.9

127.4

175.4

48.0

96.5

84.0

-12.6

146.3

115.4

-30.9

422.7

443.0

20.3

414.8

414.9

0.0

7.9

28.1

20.3

-268.6

-299.5

-30.9

• Short-term & long-term debt increased by €48.0m
mainly due to long-term loans obtained amounting to
€57.5m which were partly offset by the reduction of the
liabilities from financial leases in the scope of IFRS16.
CTT Group net debt excluding Banco CTT from the full
consolidation perimeter and accounting it as a financial
investment measured by the equity method would be
as follows:

Consolidated net debt excluding Banco CTT
€m
Net debt with Banco CTT under equity method
ST & LT debt
Of which finance leases (IFRS 16)
Own cash (I+II)
Cash & cash equivalents
Cash & cash equivalents at the end of the period (I)
Other cash items
Other Financial Services liabilities, net (II)

31.12.2018
restated

31.12.2019

∆

50.8

144.1

93.3

126.5

173.2

46.8

95.6

81.8

-13.9

75.6

29.1

-46.5

277.4

268.2

-9.2

277.4

268.2

-9.2

0.0

0.0

0.0

-201.8

-239.1

-37.4
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Economic value
The Company distributed over 356 million euros in
wages and benefits, it remunerates its shareholders,

is an important taxpayer and invests in the
community.

Direct economic value generated and distributed by CTT
31.12.2018
restated

31.12.2019

∆ 19/18

707,467

738,949

4.4%

707,467

738,949

4.4%

754,533

727,889

-3.5%

Operating costs

317,070

336,467

6.1%

Wages and Employee benefits

353,612

356,004

0.7%

66,705

25,421

-61.9%

15,957

8,979

-43.7%

€k
Direct economic value generated
Revenues
Direct economic value distributed

Payments to providers of capital
Payments to the Government
Community Investments
Accumulated economic value

The management of human resources is guided by
the following priorities: definition and implementation
of policies for human capital development that enable
boosting skills, awarding performance and fostering
the agility of the organisation; maintenance of a good
social environment; continuous investment in training
and qualification; optimisation and adjustment of the
staff, taking into account the need to respond to market
evolution and challenges.

The number of employees (permanent
and fixed-term) at CTT, as at 31 December28,
stood at 12,355, corresponding to 258 (+2.1%)
more than in the same period of 2018. This growth
was influenced by the acquisition of 321 Crédito,
which contributed with 122 employees. The number
of employees who left and were recruited stood
at 2,089 and 2,692 respectively and the turnover
rate corresponded to 16.9%.

31.12.2018

31.12.2019

∆

∆%

10,689

10,719

30

0.3%

Express & Parcels

1,117

1,201

84

7.5%

Banco CTT (*)

260

406

146

56.2%

31

29

-2

-6.5%

Total, of which:

12,097

12,355

258

2.1%

Permanent

10,884

10,979

95

0.9%

1,213

1,376

163

13.4%

11,650

11,874

224

1.9%

447

481

34

7.6%

Fixed-term contracts
Portugal
Other geographies

86

-14.4%
123.5%

4.2.1. Characterisation
of human capital

Financial Services (*)

For further information see
Table 1 – Employees in Annex IV.

1,018
11,060

4.2.
Human Capital

Mail & other

28 

1,190
-47,066

In 2019 and in the same period of the previous year (proforma), the figures include the migration of the payments services
from the Financial Services business unit to Banco CTT.

(*)

EC1

G9

G10

LA1

PERFORMANCE

The overall rate of absenteeism decreased both
at CTT, S.A. (-0.3 p.p.) to 6.9%, and in Group CTT
to 6.6% ( 0.1 p.p.). The motives that most contributed
to these absences were illness (4.0%), accidents
(1.0%); union activity (0.5%) and maternity/paternity
(0.5%). It should be noted that the absence, excluding
parental leave, compassionate leave and leave
related to student status, stood at 6.2%. However,
the absenteeism rate calculated in conformity with
Global Reporting Initiative (GRI) guidelines is 4.8%.
The rate of return to work after parental leave
was 99%.

4.2.2. Remuneration
On 12 November 2019, CTT and 11 union associations
representing the employees reached an agreement
relation to review of the basic monthly salaries
and amounts for salary progressions, with retroactive
effects as at 1 January 2019, between 0.8% and 1.2%,
according to the salaries, with the guaranteed
minimum increase of 10 euros. The same increase
was applied to the subsidiary companies, in order
to ensure overall equality of conditions.
This Agreement takes into account the value
given to an environment of stability and social

peace in the Company, which is the purpose
of CTT, aimed at valuing the work factor.
In conformity with the principles of the labour
legislation, there is no difference in the attribution
of the basic wage of men and women.
However, during career progression, for various
motives, differences in the average remuneration
have occurred historically, within each
professional category, which have been more
favourable to men, as can be seen in the
following table.

Ratios and remunerations, by gender and professional group
Average
female salary (€)

Professional category

Average
male salary (€)

F/M
Ratio

Senior personnel

2,042.18

2,499.21

0.82

Middle management

1,398.26

1,422.06

0.98

Counter service

1,078.65

1,160.71

0.93

Delivery

820.77

916.98

0.90

Other groups

970.61

955.02

1.02

1,182.51

1,093.09

1.08

Total

G52

G53

LA3

LA6

LA8

LA13
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4.2.3. Career development
and talent management
The Company Agreement establishes the objective
and professional content for each qualification level
and professional category. The criteria for career
progression and professional evolution are also
defined, based on the principles of recognition, merit
and performance, acquisition and increase of skills, with
emphasis of each employee's dedication, effort towards
development and contribution to the value chain.
Under its policy on talent management and
reinforcement of human capital, CTT carry out
attraction and recruitment actions in the market
seeking new knowledge and skills, as well as the
development of the technical, middle and senior
personnel so as to ensure that they are able to
accompany the demands of innovation and evolution
of the business.
Special reference should be made to the "Young
Talent Development" programme, in the CTT
Academy. This programme aims to create value for
young people and for the Company by developing
their skills and increasing their commitment to the

88

LA10

organisation. This programme involved 27 employees
and closes in the first quarter of 2020.
Aimed at the development of talent, encouragement
of teamwork and in order to boost the involvement
of the employees in innovation processes, the +Talent
+Innovation| Go Creative, initiative was launched,
with duration of four months, which engaged the
employees of different departments, organised into
three working parties.
The design of a modular programme of training in
leadership has begun, directed in a differentiated
manner to various talent groups.
CTT has pursued action aimed at retaining staff
with suitable skills and high motivation levels,
capable of accompanying the requirements of
innovation and evolution of the business. Concerning
talent management, CTT considers actions for both
the attraction and recruitment on the market of new
know-how and skills, and the development of the
existing technical, middle and senior personnel.

PERFORMANCE

In this regard, the 4th edition of the Trainee Program
2019/21 – "Everything you need to start" was
launched, aimed at attracting and retaining young
people of high potential, promoting their development
under a structured overall program, contributing to the
rejuvenation of the staff, fostering a culture of mobility
and positioning CTT as an "Employer of first choice".
The Programme involved 12 Trainees.The 3rd edition
of the Trainee Program was completed in March 2019,
resulting in the recruitment of 10 employees.
Continuing the effort of attracting talent, relations with
universities have intensified, in particular with CTT's
regular participation in job fairs, the welcoming of final
year students (Open Day), protocols with universities,
curricular internships and support in master's theses.
The performance assessment process is carried out
annually, in the year after that of the year to which
it refers, and covers all the permanent employees
with a contract of six months or more who are not in a
situation of unpaid leave or suspended contract. This
year this involved 10,165 employees, corresponding
to the total eligible number.

The performance management system is based on
the assessment of behaviours and the achievement of
objectives, established for the employees, according to
the various activities and functional groups, with a view
to reinforcing the alignment between the business and
performance, the consolidation of the corporate culture
and values, and the recognition and differentiation of
the contributions. This process involves communication
between the senior staff and the employees, including
the summing up of the activity and the presentation
of the objectives for the new cycle, favouring the
identification of training actions and development.

4.2.4. Training
During 2019, 88% of the employees participated
in training actions 29, covering a total of around 251
thousand hours, with an average of 20 hours per
capita, and a training rate of 1.1% (hours of training/
hours of work). The distribution of the hours of training
over the 11 programmes which structure the Training
Plan is indicated in the graph below.

Specialized technical training (22.3%)
Strategic alignment and integration (20.7%)
Banking activity (15.8%)
Health and safety at work (11.3%)
CTT offer (9.4%)
Personal efficiency (8.4%)
Process quality and improvement (4.0%)
Management and leadership (3.4%)
Operations and logistics (2.1%)
Sales excellence (1.6%)
Digital economy (1.1%)

Training programmes

88%

of the employees
participated in training
actions

For further information,
see Table 1 – Employees,
in Annex IV.

29 

In corporate terms, the emphasis is placed on
dissemination of the training programme associated
to the Code of Conduct for Prevention and Combat
of Harassment at Work, which involved 1,080
participations and a volume of 6,612 hours.

LA9

LA11

The training programme for teams of post offices
with Banco CTT. Of the total number of employees
working in the marketing of mortgage loans,
over 700 obtained certification, and over 1000 carried
out/renewed certification in Euro Notes and Coins.
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Almost 100 also obtained certification as Persons
Directly Involved in Insurance Distribution Activity
(PDEADS), required for the marketing of the insurance
offer (Relaunch of Mapfre 1,983 participations,
MyZurich 1,021 participations, PPR Investimento
Fidelidade 540 participations, PPR + Banco CTT
568 participations, Seguro + Auto Generali 227
participations, and Multicare Health Offer 160
participations, involving a total volume of 12,379
hours). In conformity with the current legislation,
the post office teams received training in Prevention
of Money Laundering and Terrorist Financing,
covering appropriate modules for their intervention –
Banking and/or Postal/Retail – amounting
to 2,105 participations.
In the operational context, investment continued
in the Road Prevention programme at CTT, which
involved more than 25,000 participations, with
67 postmen and women having carried out training
in Eco-defensive driving for motorcycles.
Concerning the Modernisation and Investment Plan,
special note should be made of the blended learning
programme aimed at combating absenteeism directed
at the senior operational personnel – Foundations
of People Management, covering the procedures
associated to sick-leave and the application of
disciplinary regulations – which involved 1,398
participations (volume of 7,328 hours), as well as
3 teambuilding sessions named "Time to Change –
We All Make it Happen", carried out with the teams
of the first Delivery Centres constituted (Ourém,
Oliveira de Azeméis and Bragança), as well as the
training of Operators and Maintenance Technicians
with a view to the installation of the first Mixed mail
Sorter (MMS) machine in the CPLS (Production and
Logistics Centre in Lisbon (volume of 1,116 hours).
The strategic programmes Pegasus (SAP HANA
application) and Orion (CRM - Sales Pillar and Service
Pillar) involved the dissemination of training to key
and end users, involving 621 participants.
Regarding the CTT Academy, the following should
be noted in particular:
• The Postgraduate Training Programme
for participants in the Young Talent Development
Programme, which closed with a challenge,
Flight Simulation, a surprise activity in which
the 26 participants tackled issues during a day
of 20 consecutive hours;

Não inclui Corre, CTT Expresso
Espanha e 321 Crédito.

30 

90

• The Programme for Commercial Excellence,
focused on the Sectors and clusters of Products
offered in the B2B segment – Express Cargo and
Logistics, Mail and Payments – which involved
628 participations of 110 employees and a volume
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of more than 4,000 hours in activities related to
product knowledge, sales laboratory, hands-on
operational set-up and product/sale/operation/
after-sales alignment workshops.
Due to the efficiency gains it generates, it should be
noted that the remote training achieved more than
18 thousand participations, representing 38% of
the total hours of training carried out.

4.2.5. Management
of labour relations
The employees have a channel of communication
with the management, through the various
representative bodies. The Workers Committee
and 111 Workers Sub-committees perform their
legally attributed duties. CTT maintains permanent
contact with the Workers Committee , through
monthly meetings, at the highest level and
specific meetings, whenever necessary, both with
the Workers Committee and each of the unions.
As at 31 December 2019, 90.4% of the employees were
covered by the Company Agreement and 73.9%16
were union members (permanent and
fixed-term), which decreased by 0.3 p.p. and fell
by 2.1 p.p. year-on-year, respectively.
In the European context, the company maintained
its participation in the European Social Dialogue
Committee for the Postal Sector, which involves
representatives of the unions and postal operators
of the European Union.

4.2.6. Social benefits
and social action
The fundamental objective of the measures
of intervention among the beneficiaries involved
diagnosis, prevention of situations of socioeconomic
destitution or vulnerability, their subsequent
identification and taking of measures/response,
in order to address the identified gaps and promote
autonomy and capacity-building. These actions
were essentially aimed at the most fragile
beneficiaries – the elderly, children and youth
with disabilities and/or chronic diseases.
Regulations for Social Work are in force, aimed at
protecting the beneficiaries in the areas of healthcare,
benefits for family expenses for subscribers of Caixa
Geral de Aposentações (CGA), attributing child and
youth benefit, as well as other allowances. In this
context, CTT has a health plan with benefits assured
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to permanent staff when employed, pre-retired
and retired employees and their family under certain
conditions provided that they are members of the
scheme. As a rule, employees of CTT's subsidiaries
benefit from health insurance which enables coverage
of their household members.

tests were carried out, 6.2% less than in the same
period of the previous year.

At the end of the year, CTT's health plan had
38,787 beneficiaries, of which 19,447 were former
or current employees (with 9,310 being active),
19,340 family members (with 13,145 active)
and 788 special rescissions (employees and families).

The awareness-raising actions on occupational safety,
accident prevention and ergonomics were continued
at the postal delivery offices and CTT post offices.

4.2.7. Occupational health
and safety
The Occupational Health services were provided
by Medicisforma. During this period, 9,135 medical

A total of 292 interventions were carried out to assess
working conditions and risks at CTT establishments,
including subsidiaries.

There were 1,080 occupational accidents and incidents,
6.2% more than in 2018, including one fatal accident.
However, the days lost decreased by 13.8% as a result
of reinforced prevention and adoption of more cautious
attitudes by the workers. In overall terms, the motives
that most contributed to the occurrence of accidents
were road accidents (33.9%), which include traffic
accidents and people being run over, slipping/sliding
(14.7%) and false movement (13.2%).

Accidents and injuries at CTT

No. of
accidents

Group

No. of
injuries

Injury
rate

No. of
days lost

No. of
Rate of occupational
days lost
diseases

Female

284

177

2,8

5,512

85.6

7

Male

796

556

4,3

18,808

144.2

5

Total

1,080

733

3,8

24,320

124.9

12

Excluding data of Corre and CTT Expresso Spain.
In the calculation of the rates, the result was multiplied by 100,000, for easier reading, otherwise the results would be around 0.00.

4.2.8. Diversity
and equal opportunities
The Company guides its action by respect for
the guarantees and rights stipulated in the Universal
Declaration of Human Rights of the United Nations,
the Charter of Fundamental Rights of the European
Union, the Constitution of the Portuguese Republic
and the Law, in particular in the labour legislation.

• Commitment to develop policies aimed at equal
opportunities in recruitment, professional career,
promotions and vocational training;

To this end, the CEO signed the CEO Guide to Human
Rights promoted by the WBCSD (World Business
Council for Sustainable Development). CTT published
its Diversity and Inclusion Policy, and continues to
promote values and practices in accordance with the
guiding principles of CTT's management commitment.

• Renewal of CTT's endorsement agreement of the
Business Forum for Gender Equality (IGEN), of
which it is a founding member, promoted by the
Commission for Equality in Labour and Employment
(CITE), undertaking commitments for 2020 on
matters of wage differences;

On matters of human resources policies directed
towards the promotion of equality, the following
are highlighted:

The protocol has been maintained with Lisbon CERCI
(Cooperative for the Education and Rehabilitation of
Non-adapted Citizens), which provides experiences of
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• Integration of a young Mozambican trainee under
support to the Girl Move Foundation;
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integration in employment to young people who
are disabled, which involved 13 young adults.
We encourage the employees to participate in internal
competitions on the company's values and invest in
achieving balance between personal and family. We
offer entry tickets to Kidzania, the Serralves Foundation,
Oceanarium, Races, Marathons, new cinema releases
and other sports, environmental and cultural events
sponsored by the company. We continue to foster the
"I am CTT" programme of partnerships with various
entities, which offer discount prices and entertainment
opportunities to employees and families.
In this regard, CTT, EPIS (Association of Businessper
sons for Inclusion) and CITE (Commission for Equality
in Labour and Employment) developed a pilot project
called "Among Equals in Professions", aimed at
drawing the attention of youth to gender stereotypes
in professions. The project took place at Escola EB 2,3
Miguel Torga, in Amadora, with the students having
been challenged to think about the similarities and
differences between men and women in the labour
environment and represent them in text and drawing.
On matters of diversity, the Board of Directors includes
three women (21.4 % of the total), non-executive
members, with CTT's management and supervisory
bodies thus complying with the legal thresholds in
relation to gender balance up to 2019. The weight
of female first line managers fell by 3.3 p.p. to 20%.
However, in second line managers women continue
to account for 49%.

4.3.
Intellectual Capital
Digital transformations that continue to permeate
all organisations force CTT to adapt its activity
to new paradigms. Accordingly, these transformations
inspired a series of R&D achievements at the company
in in particular:
• Boosting of the Express & Parcels business,
especially of electronic commerce through:
• Launch of a parcel lockers network, automatic
lockers for delivery of parcels, that includes
CTT24H, a virtual address service. Expansion,
via partnerships of the locker network accessible
to CTT customers and start of the marketing
of corporate lockers aimed at companies with
a large number of employees;
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• Implementation of a pilot of the CTT Now service,
for dynamic delivery on a digital platform and
mobile application, in an urban context (Lisbon),
for fast delivery in 2 hours;
• Beginning of the online marketing in Portugal
(partnership with the Polish startup Packhelp;
• Deepening/continuation of contacts with potential
international partners for the development of
e-commerce business in the cross-border component;
• Launch of Dott Marketplace, (partnership between
CTT and Sonae) in the area of e-commerce, having
achieved 663 e-sellers and 1.5 million products
by the end of the year;
• Launch of a new integrated solution, CTT Logistics,
which, an online via portal, enables meeting
logistics, storage and delivery needs, focused
primarily on Portuguese SMEs.
• Reinforcement of the Mail business:
• Online provision of the Customer Area, of restricted
access, for customers to conduct the management
of the mail of their companies in a convenient, simple
and independent manner, whenever they want.
• Strengthening of various operational aspects:
• Implementation of 4 new hybrid machines
for sorting slender and medium-sized mail at
Lisbon Production and Logistics Centre, resulting
in a more efficient operational model;
• Testing of the new system of equipment with
OCR (Optical Character Recognition) which
will enable integrating various tasks currently
carried out upstream at postal delivery offices
and accelerating the transfer of knowledge;
• Award of CTT's Order programme with the
PEL (Logistics Excellence Award), an initiative
of APLOG (Portuguese Logistics Association)
and the magazine Modern Logistics. Order Now
has enabled the almost full automation of the
internal logistics process and processing of parcels
received in the CTT network;
• In the financial area we highlight the strengthening
of the activity:
• Of Banco CTT, with automation of the account
maintenance process, promoting greater speed in
the resolution of changes requested by customers.
Reformulation of the architecture supporting
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the digital channels, aimed at a consolidated
customisation and experience of the customers
in Banco CTT's different channels;
• Of Payshop, CTT's single payments brand, through:
• pursuit of the launch of the Payshop Virtual Agent
(web and mobile app to help users to manage
and carry out all their payments and expenses,
just a click away);
• (re)launch of the ticketing service of Porto
Intermodal Transport (TIP), partners of Payshop;
• launch of a new service of payment of entities
and references via automated teller machines
in the Payshop Agent network for acceptance
of collection documents that only contain
the possibility of payment via Multibanco
(automated teller machine) reference,
through the current Payshop terminal;
• launch of the new image of the Payshop Agent
network: "Pay, Load and Buy".
• In terms of initiatives of corporate scope,
note should be made of the following:
• The creation of the RPA (Robotic Process
Automation) Centre of Excellence, to improve
operational efficiency and efficacy, enhancing
internal resources for greater value-added tasks.
The RPA has delivered 36 automated processes
of different areas, generating a saving of
7,600 hours. More than 100 new opportunities
of automation are foreseen;
• The "+ INOVAÇÃO by CTT" programme,
with the completion of 8 cycles of challenges on
the Management of Ideas platform (INOV + by CTT),
having reached around 2,000 users;
• Holding of the 2nd edition of the Innovation Tank,
aimed follow-up at the highest level of specific
outcomes, derived from ideas approved the
cycles of the INOV + by CTT platform and startups
identified;
• Pursuit of the activities of the 1,520 CTT
StartuProgram, aimed at identifying the startups
most aligned with CTT's goals and strategy;
• Holding of six sessions of Exploratory Innovation to
disseminate the expected impact on the company's
activity of the main technological/social/cultural
trends observed;
• Submission of CTT and Banco CTT applications
to the SIFIDE (Business R&D Tax Incentive System)
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programme under which the company has gained
more than 7 million euros of tax credit since 2006, being
clear evidence of the effort and investment in R&D.

4.4.
Social Capital
CTT's activity has a positive social impact on the
local communities, as the company fosters a service
of proximity, of quality, to all citizens, all over the
country, confirmed by the relatively high perception
of indicators on reputation.
Our social and environmental patronage policy has
given priority to the issues of poverty and social
exclusion, culture, language, sports for the disabled,
health, solidarity, biodiversity and innovation.
To this end, we support twenty-four initiatives
related to biodiversity, social welfare and assistance
to groups that are vulnerable or at risk, through an
investment of 1 million euros. We also organise
voluntary work actions which seek to make
a difference through the presence of our employees.
Some of these initiatives of social and environmental
investments accomplished during the year are
highlighted below:
Under solidarity, CTT delivered around two tons
of donations to the youth association "Nasce
e Renasce" (Born and Reborn) derived from
the internal programme of collection of donations
among the employees, and delivered three tons
of donations to "Entrajuda" (Mutual Help) of items
derived from postal scrap.
CTT responded to the disaster caused by the
cyclone Idai that hit Mozambique with the "Made
of Hope" campaign, having collected and sent
70 tons of clothes donated by its employees
and the Portuguese population.
As much as 1.2 tons of out-of-date schoolbooks
to the Food Bank, under the Paper for Food Campaign
were delivered. For the 14th consecutive year,
CTT supported the fund-raising work for Fenacerci
with the sale of 20,366 Magic Glow-Worms at CTT post
offices. CTT joined the XXS-XXL Campaign
of the Portuguese Association of Support to Premature
Babies and organised charity walks in Lisbon, Porto,
Coimbra, Funchal and Ponta Delgada, converting each
participation into a symbol value which the company
donated by a Solidarity Institution, chosen by the
employees "Semear Sorrisos" (Sowing Smiles).
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Payshop continued its protocols of support to
thirteen Private Social Solidarity Institutions, having
raised donations for them of the value of 4,111 euros.
CTT Expresso Spain once again sponsored the
organisation Save the Children.
Social Integration was promoted, with the offer
of free postage and other donations to the Aboim
Ascensão Shelter, the NGO Aidglobal, the Salesianos
Foundation and Quinta Essência Association.
Support to the More Moving Movements Association
with adapted chairs at beaches accessible to children
with reduced mobility.
The Solidarity Father Christmas initiative was
organised for the 10th consecutive year, having
attracted "sponsors" for children in socially deprived
situations. 1,388 letters were received from children
who had written to Father Christmas, that were
available at 13 CTT post offices and on the website,
enabling anyone to fulfil the wishes of a child.
Presents were forwarded to all of them free of charge,
safeguarding the anonymity of the sponsor and child.
In the context of health and sports, CTT sponsored
the Always Woman Race and the Médis Line Race,
supported the Portuguese Association Against
Leukaemia, the Magic Hair Association in transporting
wigs to children of Acreditar (Association of Parents
and Friends of Children with Cancer), Coimbra
Paediatric Hospital, São João do Porto Hospital and
Make a Wish Lisbon. Once again, CTT organised at
the head office building two in-house blood donation
campaigns with the Portuguese Institute of Blood
and Transplantation (IPST), having obtained the
participation of 141 employers.
In the area of preservation of the environment and
biodiversity, CTT continued to sponsor the Iberian
Lynx at Lisbon Zoo and joined the European Mobility
Week. In partnership with Quercus, the 6th edition
of the project “A Tree for the Forest” was launched,
once again appealing to the population to buy the kits,
aimed at national re-afforestation, which were on sale
at 400 CTT post offices and the online store. Under
this project, 8,049 trees were planted by the spring
of 2019, corresponding to the number of kits sold in
the previous year, with the assistance of hundreds
of external volunteers who joined the cause.
A game on the Facebook page “Esfera CTT” allusive
to the topic was launched, offering each winner a kit
and a visit to one of the Quercus Wildlife Recovery
Centres. The IGCP (Portuguese Treasury and Public
Debt Management Agency) also endorsed this aim
of preservation of nature, launching an awarenessraising campaign with this project, offering
subscribers a kit, in other words, a tree to be planted.
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Concerning assistance to development, the Company
supported the Serralves Foundation, the National
Culture Centre and the Porto Editora Literacy 3 Di
project which is a national competition aimed at
assessing the skills of students of the 2nd and 3 rd
cycles of elementary education, involving their
teachers and educational establishments, in fours
dimensions of knowledge: Mathematics, Science,
Reading and English.
In order to encourage writing, CTT launched
the international competition of the Universal
Postal Union "The Best Letter" among young
people resident in Portugal. The topic was
"Writing a letter about your heroes". The three
final prizes are awarded by this body of the United
Nations. The winning letter, of the bracket of 9-11
year-olds represented Portugal at the international
competition and was awarded an honourable
mention, in a competition with thousands of
young people worldwide.
CTT continued to strongly support voluntary work,
with the organisation of 22 initiatives with various
reference partners, involving 358 volunteers
and their families, covering a total of 1,548 hours.
The rule continued in force which allows the
volunteers to participate in ongoing initiatives in the
voluntary work plan, with their time assigned by the
company for up to 16 hours, per year, per employee.
Moreover, five years ago we introduced long-term
voluntary work with specific rules, associated to
the particularities of each project.
This is the case of EPIS, of which CTT is a partner
and in our second year of the 2nd edition of the EPIS/
CTT Mentoring Voluntary programme, with eight
CTT mentors supporting eight young people, at risk
of failure at school, on a continuous basis. The role
of the mentor is to ensure close monitoring and the
establishment of a good relationship so as to be
able to motivate and stimulate each young person
to develop her/his human and academic potential,
convey attitudes and values, strengthen the young
person's self-esteem and social integration,
empowering her/him to construct a positive life
project.
The Company continued to add value to the follow-up
provided by these mentors with a team of 8 CTT
young trainees, who volunteered to offer educational
support, with regular tutoring given to these same
students, especially in maths, Portuguese and
English. The success of the 1st edition of this
three-year project has been reflected in the results,
which have been gratifying and have positively
influenced the personal and academic life of the
students, with 80% having completed the 3 rd cycle.
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Likewise, in the context of long-term voluntary action and
the trainee integration programme, CTT has been part of
street teams of the Vitae Association, supported the Zoo
and the League of Friends of Hospital de Santa Maria.
At an environmental level and following the
"A Tree for the Forest" initiative, CTT volunteers,
together with Quercus and the support of the Nature
Conservation and Forest Institute and local authorities,
participated in an action of planting indigenous trees in
Leiria Pine Forest.
CTT supported biodiversity by organising two
visits to the Quercus Wildlife Recovery Centre
in Montejunto, with the employees and their
families having had the opportunity to take care
of wounded or abandoned wild animals together
with the Centre's personnel.

Customer Satisfaction
Communication with customers
CTT has a significant impact on Portuguese society
due to its presence throughout the entire country
as well as in international markets, reaching the most
remote places, its importance in terms of employment
and the production of wealth, and as a vehicle of
enhancement of the competitiveness of the national
business structure. CTT provides information on its
website on the characteristics of its products and
services as well as on its quality of service aggregate
performance.
CTT is a powerful platform of convenience
and multiple services with a postal, financial
and banking vocation, in terms of quality, efficiency
and value creation, aimed at meeting the needs
of citizens and economic agents. The company is
an essential element of the country's social and
economic development, contributing to improve
the quality of life of its customers and employees,
as a result of its dynamics, service-driven culture
and attitude of social responsibility.
CTT is driven by the market in general and the
corporate segment in particular, offering CTT brand
products, which reflect the increasingly more
diversified areas of its competence, from mail and
business solutions, parcels and express, financial and
bank services, printing and finishing, etc. Therefore,
each customer is assured regular, presential and
specialised attention, enabling an overall and
integrated offer of services and products aimed at
creating value and the potential boosting of each
entrepreneurial business act. There are 212 Banco CTT
branches in the entire country, providing bank services
to the population and promoting a differentiated offer.
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There are various channels for submission of requests
for information and/or claims, with a continued trend
of replacement of traditional printed forms by easier
methods. Fourteen external mailboxes and nine
differentiated attendance lines are currently available,
in addition to the Nave system, where the complaint
is physically submitted at CTT post offices. The trend
to use mediation entities by customer has been
maintained, namely CTT's Customer Ombudsman.
The customer services received over 2.3 million
contacts by telephone and e-mail, with a 11% decrease
in relation to the previous year. The telephone channel
grew by 6% and accounts for 61% of all contacts, while
the e-mail channel showed an opposite movement in
having fallen by 28%, representing 39% of the contacts
received.

Customer Satisfaction
The customers' opinion, expressed through
satisfaction surveys conducted on a daily basis,
indicates that 79.1% of the respondent customers
consider that the overall quality of CTT is good or
very good, and 83.4% of the customers considered
CTT a trustworthy company. They also express
a favourable opinion in relation to the quality of
delivery (81.5%) and quality of the attendance
(91.8%), considering the attendants competent
(93.8%) and friendly (93.7%). The satisfaction levels
regarding the correspondence delivery period stand
at 75.1% for priority mail and 71.1% for non-priority
mail. For the queue waiting time, the study points
to satisfaction levels of 74.5%.
The results obtained in the Quality of Service
Indicators highlighted ordinary mail which achieves
98.3% of deliveries within 5 days, priority mail with
98.7% of deliveries within 3 days in flows with origin
and destination in Mainland Portugal, and 97.9% within
4 days in flows between the Mainland, Azores and
Madeira (CAM), registered mail with 99.8% within
3 days in Mainland Portugal and 95.3% within 4 days
in CAM flows, Intra-Community international mail
within 5 days (95.9%), where the result of this indicator
depends on the performance of the postal operators
of origin and destination, as well as a Queue Waiting
Time of less than 10 minutes which reaches 88.6%.
The certification method is the preferred tool in the
management of customer relations and has created
strong in-house motivational dynamics, contributing
in a significant manner to the consistency and quality
of the services provided, optimising processes in the
different stages along the value chain, developing
and fostering the participation of the employees and
improving customer satisfaction with a strengthening
of CTT's image.
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The management systems successfully maintained
the existing certifications concerning Quality (ISO 9001),
Environment (ISO 14001) and Safety (OHSAS 18001)
in CTT's corporate certification, at the Production
and Logistics Centres, and at its most important
subsidiaries. The certification of services of Postal
Agencies was also expanded, with 296 Certified Postal
Agencies at the end of the year. The IPC (International
Post Corporation) certification at Lisbon Airmail Unit
and the Information Security certification (ISO 27001)
in the operational area of Printing and Finishing were
maintained, with CTT's current certifications always
being able to be viewed at www.ctt.pt.

stated being satisfied with the brand. 83% of the
bank’s customers said they were very satisfied.
CTT has progressively made a considerable
investment in the implementation of certified
management systems in various areas.
This strategic focus has contributed significantly
to the consistency and quality of the services
provided and optimisation of the processes in the
different stages of the value chain, creating strong
dynamics of internal motivation, by developing
and fostering employee participation, with impact
on the improvement of customer satisfaction and
strengthening of CTT's image.

CTT's Management Policies on Quality, Environment,
Occupational Safety and Health, and Information
Security were updated in December 2019.

In the implementation of management systems,
different approaches and timings were adopted for
the different areas of the company and Group, with
the certifications shown in the table below having
been successfully maintained in 2019.

Some subsidiaries heard their customers: 83.3%
of the final customers of CTT Expresso, in Spain,

Certifications

Quality Environment

Benchmarks

ISO 9001

ISO 14001

Safety
OHSAS 18001
NP4397

Information
Security
ISO 27001 IEC

Postal Agencies
(296 units)

Services
SC-POCO-74
X

Production and Logistics
Centres

X

X

X

Corporate _CTT

X

X

X

CTT Expresso

X

X

X

CTT Contacto

X

X

Printing and Finishing
Operational Area

X

X

X

Claims and inquiries
The processes relative to customer claims constitute
a unique and privileged form of detection of anomalies
observed in the use of all CTT products and services.
Accordingly, the aftersales and customer support
area is responsible for disseminating the voice of
the customer throughout the organisation, in the
search for new solutions that enable increasing the
satisfaction of our customers.
CTT received 277,125 cases (Mail and Express business
units) related to marketed services and products,

31

Includes claims about
Financial Services
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showing 9% growth in relation to the previous year.
The Mail business area recorded, in the application
supporting the handling of claims, 142,956 cases
relative to customer claims about marketed services
and products31, showing a year-on-year reduction
of 2%.
The main motives underlying the claims are related to
the perceived delay in delivery and lost items.
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Claims

1

‘18

‘19

∆ ‘18/’19

Claims received1

255,366

277,125

9%

Claims received and answered

233,265

258,030

11%

Includes cases of claims related to the Universal and Non-Universal Service. Excludes data of CORRE, CTT Expresso Spain and Banco CTT.

The main origin of the claims answered, in the
international service concerning inbound mail
(claims about items entered into Portugal) is China
followed by Singapore and Germany. In terms of
outbound mail, the main destinations of the claimed
items are the USA, United Kingdom and France.

Amount of compensation 3

17,686 compensations were processed of the value
of 781,578 euros, representing a 16% decrease in
relation to the previous year. The compensations of
the international service accounted for 93% of the total
value. The most frequent causes of the compensations
are items that have gone astray and lack of response
of the destination postal operator.

‘18

Compensations (€)

1,745,699

‘19

1,741,806

∆ ‘18/’19
0%

3
Includes information regarding the Universal and the Non-Universal Postal Service. Excludes CORRE, CTT Expresso Spain
and Banco CTT data.

The Express business area recorded 134,169 cases32
related to claims, growing by 22% in relation to 2018. The
motives of greatest impact on claims against Express are
delays in delivery and additional services not carried out.
At CTT Expresso Portugal, 15,844 compensations were
processed of the value of 960,228 euros, representing
a 17% increase in relation to the previous year33. The most
frequent causes of the compensations are lost items,
delays in delivery and damaged items.
Banco CTT had 587 claims in the Complaints Book,
received 92 claims online and 148 were addressed
to Banco de Portugal

Includes claims of Transporta.
33 
Definitive recording of the
merger by incorporation
of the company Transporta Transportes Porta a Porta, S.A.
into CTT Expresso –
Serviços Postais e Logística,
S.A., of CTT - Correios de
Portugal, S.A., in June 2019.

4.5.1. Environmental
management policy
and systems
CTT is a rather non-aggressive company compared
to other sectors of activity, whose impacts primarily
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Comparing CTT's carbon intensity with its impact in
terms of creation of value, we find that the company's
contribution to national GDP (GVA/GDP) stood at
2.0‰, much higher than its contribution to total
national greenhouse gas emissions, which was
approximately 0.2‰ (scopes 1 e 2).
With an active and conscious role in the defence
of the environment, CTT has implemented its Quality,
Environment, Occupational Safety and Health,
Energy and Carbon Management, Climate Change
and Responsible Procurement policies. CTT's
commitment to sustainability is visible throughout
the organization and has a continuous impact on its
daily operations and business model, reflecting the
challenges of the company and the response to the
needs of the stakeholders.

4.5.
Natural Capital

32 

involve pollutant emissions into the atmosphere,
essentially of greenhouse gas (GHG), mainly
associated to its own and outsourced transport which
currently accounts for almost all the carbon footprint
(scopes 1, 2 and 3) of the company.

SO11

CTT has identified, assessed and prioritised
the following most significant corporate risks that
could compromise the attainment of its strategic
objectives and negatively affect its sustainable
growth (chapter 2.7. Risk Management, above).
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Three strategic and external risks were assessed
and prioritised at an environmental level, associated
to the frequency and severity of occurrence
of extreme weather phenomena, the negative
perception of CTT's image by its customers,
investors and other stakeholders, with respect to its
environmental reputation, and its inability to respond
adequately to the emergence of new paradigms
in the market, consumer requirements and new
regulations and legislation. The response to these
risks is based on a strategy that aims to mitigate such
risks and enhance opportunities, with an impact
at an operational level on brand reinforcement
and reputation, value chain optimisation and
customer loyalty.
In order to align the organisation's management
practices with its environmental priorities
and targets, from the top to the base, CTT has
incorporated sustainability variables in the
management scorecards of the operational units.
This practice enables placing the environmental
agenda within the radar of the managers and other
employees, ensuring the follow-up of situations and
introduction of any necessary corrective measures.
Some of the recent and most relevant business
decisions in the short and long-term were influenced
by considerations on reduction of the carbon footprint
and enhancement of energy efficiency (further
identified below.

4.5.2. Energy
With a significant weight in the carbon footprint,
direct energy consumption accounts for around 6%
of the value of the company's total external supplies
and services and is a priority issue with respect to the
monitoring and implementation of energy efficiency
measures. The increased energy efficiency leads to
direct environmental gains – each joule of energy saved
is reflected in a lower production of carbon emissions –
as well as in a more solid consolidated balance sheet
of the company in the short and long term.
In 2019, electrical energy consumption corresponded
to about 37% of total energy consumed. However,
all the electrical energy comes from 100% renewable
resources. CTT's annual electricity consumption fell
by 8.8%, reflecting the restructuring in progress of the
buildings as well as the energy efficiency measures.
CTT also consumes minor amounts of power produced
by the existing thermal solar panels at the Lisbon head
office and at the Maia building. Thermal power is also
used for air conditioning at the Lisbon head office building,
in Lisbon (only building which uses this source of energy).
Fuel continues to represent CTT's main energy source
(61%). The overall efficiency of CTT's fleet, measured
in litres/100 km, showed a slight decrease of 0.4%
in relation to 2018, in spite of the increased volume
of the fleet for transport of parcels and express due
to the increased volume of e-commerce.

Evolution of the average consumption of the CTT fleet
Litres/100km

Changes litres(%)

9.6

9.47

9.4
9.2

4%

9.14

9.09

8%
6%

9.31

9.01

9.00
9.0

2%

8.8

0

8.6

2013

2014

2015

Changes litres (%)

2016
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2019

-2%

litres/100km

In this regard, an increase in fuel consumption was
observed in 2018 (2.2%), as a result of the operational
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changes indicated above, as well as the increase of the
company's own fleet activity of delivery and transport.
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CTT also still consumes gas, for the activity
of the canteens of some of the CTT buildings.

CTT energy consumption
GJ
Total green electricity consumption

‘18

‘19

∆ ‘18/’19

155,576.8

141,921.2

-8.8%

127.2

127.2

0.0%

6,575.7

6,632.2

0.9%

Total fuel consumption

226,421.8

231,122.1

2.1%

Total gas consumption

1,651.8

1,058.4

-35.9%

390,353.4

380,691.4

-2.5%

Solar panel power consumption
Thermal power consumption

Total

There was an overall reduction in CTT's energy
consumption, associated to a reduction in electricity
and gas consumption.
Total energy consumption is reflected in an energy
bill of close to €14.7m.

Buildings
Reinforcing the commitment to reduce energy
consumption, with direct consequences on
greenhouse gas emissions, CTT has implemented
various energy efficiency and facility modernisation
measures. These interventions have primarily focused
on the major components of the energy bills, air
conditioning and lighting respectively. Follow-up was
also ensured of the legal obligations applicable to
CTT's buildings, concerning energy certification and
energy audits, covering 131 buildings. Furthermore,
a project was awarded for the monitoring of energy
consumption at 72 CTT facilities for the threeyear period 2020-2022, with a view to identifying
opportunities for improvement and action proposals.

At the North Production and Logistics Centre, work
continued towards the optimisation of the scheduling
of the lighting and areas to be illuminated, the
timing adjusted to the production periods of the air
conditioning system and the replacement of pendant
lights and self-contained units by LED lighting. At the
South Production and Logistics Centre, the reduction
was due to a reformulation of mail sorting machinery,
with the removal of 13 machines and installation of
4 new machines that are technologically more
advanced and energy efficient.
The delivery offices (CE) and postal logistics and delivery
centres (CLD) also underwent interventions, with:
• Reformulation of lighting systems, including the
installation of LED solutions in 6 facilities, including
the Airmail Unit (EPA), foreseeing a zone dedicated
to electric vehicle charging;
• Remodelling of 5 postal logistics and delivery
centres (CLD) with construction practices aimed at
improving energy efficiency.

Operating centres and delivery offices

Administrative services building

The three production and logistics centres (CPL)
are the largest energy consumers, out of CTT's total
of approximately one thousand buildings, with the
South and North being energy intensive consumers.

The CTT head office, in Lisbon, is responsible for 4%
of CTT's total consumption of energy. Monitoring and
control based on advanced solutions has thus become
imperative, in order to identify and optimise potential
actions to reduce consumption/costs.

As a result of the effort to rationalise energy
consumption and implement energy efficiency
measures in these centres, there was an absolute
reduction of electricity consumption in these two
largest production and logistics centres.
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Particular note should be made of the fact that part
of the power consumed in the building comes from
renewable sources, namely thermal solar power
produced for hot sanitary water.
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Other buildings
Following best practice tested in previous years,
228 interventions were carried out in buildings, leading
to higher energy efficiency and also contributing to the
reduction of CTT's energy footprint.
In general terms, the following actions are noteworthy:
• Opening of 2 new post offices in new places and
reopening of 2 post offices, with construction
practices aimed at improving energy efficiency;
• Interventions in access ramps at 2 postal agencies;
• Improvements to the air conditioning of the facilities,
with the replacement of older units by equipment
with a higher energy efficiency class;
• Interventions in elevators, upgrading of electrical
switchboards, replacement of air compressors
and review of their network.
CTT also focuses on more ecological and more
efficient solutions for buildings, having started the
installation of 3 small photovoltaic production pilot

plants with a power output of up to 419 kW, in 2019.
Plans have been laid for the extension of the solution
to a further 3 facilities and consequent installed power
to a further 280 kW.
Charging points for electric vehicles were installed
at CE Porto Alto, at the North Production and Logistics
Centre and at the head office building, due to the
growing expansion of the electric fleet for mail
delivery.
The actions were continued in terms of replacement
of computer equipment by more efficient equipment,
enabling energy saving in the establishments.
Cutting energy consumption is essential for CTT, which
annually spends around 7 million euros on electricity.

Mobility
CTT operates one of the largest and most modern
fleets of national companies, composed of 3,697
vehicles under direct operation, with transport
services also being outsourced to third parties.
CTT's fleet includes 315 less pollutant vehicles.

CTT Vehicles

‘18

Total vehicles in operation34
Less pollutant vehicles

CTT's total activity covered 68 million km travelled
by its own fleet (1.8% more than in 2018), plus 71 million
km travelled by the outsourced road fleet (21% more
than in 2018).
The search for economically efficient and
environmentally friendly solutions has led to the

Excludes the fleet of CORRE
and 321 Crédito

34 
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3,613

3,697

2%

311

315

1%

acquisition of alternative vehicles, primarily electric
vehicles, which currently correspond to 9% of CTT's total
fleet, comprising 315 vehicles. In the same context, the
integration of conventional vehicles with increasingly
more recent technological solutions not only enables
optimising operating costs but also the highest possible
reduction of the negative impacts of its activity.
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Types of alternative vehicles
Electric Bicycles (48.9%)
4-Wheel Electric Vehicles (16.8%)
Electric Tricycles (12.4%)
Conventional Bicycles (5.7%)
Electric Light Goods Vehicles(5.4%)
Electric Light Passenger Vehicles (5.1%)
Electric Scooters (3.5%)
Hybrids (1.6%)
Electric Trolleys (0.6%)

315
Vehicles

Due to the increase in the transport of express items,
the fleet was strengthened with 64 light goods
vehicles contracted under a vehicle operating lease
system, aimed at increasing the volume required for
the operation. In 2019, 100 two-wheel vehicles for
delivery of mail and parcels became operational, with
a positive impact on the fleet's efficiency level.

The overall average age of the fleet of CTT, S.A.
increased in relation to the previous year, currently
standing at 3.1 years.

Average age of the CTT, S.A. fleet

Overall average age

CTT has prepared a new Plan for Rationalisation
of Consumption and Energy (PRCE) - for its fleet,
with the seal of approval of the Directorate-General
for Energy and Geology (DGEG) for the three-year
period of 2018-2020. In 2019, work continued to
accomplish the fleet renewal plan, the optimisation
of the delivery rounds and transport, the control of
supplies and maintenance of vehicles, the installation
of GPS systems in the operational vehicles, and the
training and awareness-raising of drivers and fleet
managers on safe and efficient driving.
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‘17
3.0

‘18
2.3

‘19
3.1

The delivery operational fleet was subject to
30 monitoring actions onsite, carried out by CTT
technical personnel, to raise the drivers' awareness
on care and best practice in fleet use and maintenance.
In 2019, CTT organised the edition of Drivers’
Challenge Portugal, hosting 17 participant teams
nationwide, at the Centre Production and Logistics
Centre (CPLC) in Taveiro, Coimbra. This event is
part of the IPC Sustainability Programme, and aims
to distinguish best practice in the postal sector
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concerning reduction of consumption and CO2
emissions, road safety and quality of service to the
customer, among other aspects. The winning team
of the national competition will represent at the
international final of the IPC Drivers’ Challenge,
held in 2020 in the Netherlands.
Under the Road Safety programme, CTT reduced its
road-related accidents by 7.2%, in relation to 2018
(occupational accidents and material damage),
with a total of 34.9 accidents per million kilometres
travelled. Since this programme started in 2015,
road-related absenteeism has fallen by 47,690 days,
despite the annual increase observed in occupational
accidents (15.6% more), with one death having
occurred related to a two-wheeled vehicle.
Training and awareness-raising actions regarding Road
Prevention were promoted among employees, involving
a total of more than 27,000 participations, including all
kinds of actions (awareness-raising, practical training of
driving and training for senior managers).
CTT was invited to share knowledge and experience
in the context of its Road Safety programme, through
its presence at the International Conference on Traffic
Safety, held in Abu-Dhabi in the United Arab Emirates, as
well as through the Parar Institute in São Paulo, Brazil.
Also concerning road safety, CTT joined the EDWARD
(European Day Without A Road Death) project,
promoted by the European Union and supported by
the United Nations, which challenges every one of us
to make a personal commitment to road safety.
The message of 2019 was "No matter how much we use
roads, we are all much more vulnerable than we think".
CTT once again took part in the European Mobility
Week, an event that has been commemorated for
various years to reiterate its commitment to values
related to the environment and corporate civic
participation in the context of soft mobility. CTT's
programme included a series of awareness-raising
actions, with the presentation of electric vehicles and
test - drives of electric passenger vehicles from the
north to the south of Portugal. During this week, CTT
invited all the employees to reflect on their mobility
habits and find more responsible solutions, such as
alternative transport and/or sharing lifts.
We highlight that the city of Lisbon won the European
Mobility Week Award 2018, which CTT joined with its
participation in the event held in Avenida da Liberdade.
CTT signed the Business Mobility Pact for the City
of Lisbon, at the invitation of Lisbon City Council,
the World Business Council for Sustainable
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Development (WBCSD) and BCSCD Portugal. This
agreement is public, voluntary, free of charge and
collaborative, between Lisbon City Council and a
group of 55 companies and institutions, aimed at
actively improving mobility in the city of Lisbon,
through the development of more ecological, safe and
efficient mobility actions. The endorsement of this
agreement publicly reinforces CTT's commitment to
sustainable mobility and carbon management, in a
continuous attitude of engagement, transparency and
commitment.
In pursuing its focus on vehicles with alternative, less
pollutant and more sustainable engines, a long-term
test was conducted on a natural gas fuelled truck,
which has lower emissions of greenhouse gas,
particulates and nitrogen oxides (the pollutants that
most contaminate the air of zones with dense traffic)
compared to a similar vehicle with a diesel engine.
CTT's carpooling platform, aimed at mitigating the
emissions generated by employee commuting, has
already enabled savings of around 15.33 tons of CO2 and
90,687 km travelled since its launch at the end of 2015.

4.5.3. Atmospheric emissions
and climate change
Climate change affects the company's costs,
revenues and reputation, playing a fundamental role
in the definition of its strategy. In most cases, the
influence of the topic derives from the commitment to
adaptation to climate change and potential financial
gains, more than from the response to compliance
with legal and regulatory obligations.
In 2019, there was increase (3.5%) in CTT's total CO2
equivalent emissions (scopes 1, 2 and 3) in relation
to the previous year, mainly due to the increase
of outsourced activity for transport of items by
surface and air mail.
The emissions arising from CTT's own fleet activity
increased year-on-year (1.8%) which is reflected in
the total direct and indirect emissions derived from
the acquisition of energy for own use (scopes 1 and 2).
Scope 3, associated to outsourced transport,
continues to represent the largest portion of
emissions, accounting for 72.3% of the overall
emissions of the company's activity, followed
by scope 1 emissions relative to fuel consumption
by the fleet and gas consumption in buildings (27.4%),
and scope 2 relative to consumption of electricity
and air conditioning (0.3%).
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CTT carbon emissions

‘18

t CO2e
Direct emissions – Scope 1

‘19

∆ ‘18/’19

16,261.5

16,540.5

1.7%

Indirect emissions – Scope 2

188.5

190.1

0.9%

Indirect emissions – Scope 3

41,803.9

43,446.1

3.9%

Total Emissions (Scopes 1, 2 and 3)

58,168.9

60,176.6

3.5%

Direct emissions (scope 1) increased due to the higher
fuel consumption by CTT's own fleet (previously
referred to in the sub-chapter on Energy).

Direct atmospheric emissions of CTT (tons)
Greenhouse gas emissions (t CO2e)
Fleet 35

‘18

‘19

∆ ‘18/’19

16,162.8

16,475.9

1.9%

98.7

64.6

-34.6%

16,261.5

16,540.5

1.7%

NOX

178.3

179.0

0.4%

SOX

46.0

47.0

2.1%

Gas
Total direct emissions (scope 1)
Other pollutants (t)

Indirect emissions derive from the electric and thermal
energy consumed in buildings, as well as other indirect
consumption that occurs along the value chain. These
include emissions derived from outsourced road, air and
sea transport, business travel and journeys between
home and the workplace (commuting).
By acquiring green electricity for 100% of its consumption
since 2015, CTT reports zero carbon emissions for

electricity consumption based on the specific carbon
content of the electricity supplier (market-based
approach). The assessment of the Company's total
carbon footprint on the basis of the domestic energy mix
(location-based approach) shows that the acquisition
of energy corresponds to approximately 13.5 kt CO2 per
year. Thus, the acquisition of green energy influences the
overall carbon footprint of CTT, as well as its achievement
of the carbon reduction targets adopted.

Indirect atmospheric emissions from electricity and thermal power consumption by CTT

‘18

t CO2e36
Electricity consumption

0

‘19
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0

0.0%

Thermal power consumption

188.5

190.1

0.9%

Total Indirect Emissions (scope 2)

188.5

190.1

0.9%

Excludes the fleet
of CORRE and 321 Crédito.
Excludes CORRE
and 321 Crédito.

35 

36 
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There was increased activity of the outsourced road
fleet (+5.7% of the distance travelled), with direct
impact on the associated carbon emissions.
The emissions derived from the air transport
of mail, parcels and express recorded an increase in
relation to the previous year, despite the reduction
of international air transport. The increase is
associated to a considerable growth of national air
transport in the Mainland Portugal – Madeira axis.
The reduction observed in emissions derived from the
sea transport of parcels and express, used in interisland and mainland-island routes, was essentially
due to the decreased postal volume of the express

segment originating in the Azores with mainland
destination.
The emissions derived from home-work-home
journeys of the employees increased moderately,
due to the increased number of employees of the
Group and average distance travelled.
With a view to minimise carbon emissions associated
to travel abroad, the practice of holding national or
international meetings by audio or video-conference
was continued. The increase in relation to the previous
year was primarily based on the longer distance
travelled in this type of journey.

Other indirect atmospheric emissions

‘18

t CO2
Air transport
Sea transport
Road transport by outsourced fleet 37
Air and rail travel on company business

38

Commuting
Total outsourced transport (scope 3)

Considering direct (scope 1) and indirect (scope 2), carbon
emissions the carbon incorporation of each postal item is
14.0g of CO2, which implied a minor improvement of 0.9%
in relation to the previous year. This improvement was due
to the increase of total volume having been greater than
the increase of fuel consumption. Incorporating the scope
3 emissions, there was a 0.6% increase, associated to the
factors presented above.

Climate change
CTT considers that the combat of climate change is
an increasingly important topic for society and for
companies. CTT joined the United National Global
Compact initiative "Business Ambition for 1.5ºC",
aimed at contributing to halt global warming and limit
the increase of the global average temperature below
1.5°C. In this regard, CTT is part of a group of merely 326
companies in the entire world with ambitious targets to
reduce carbon emissions approved, on the present date,
by the Science Based Target Initiative (SBTi).

Excludes CORRE,
Transporta and 321 Crédito.
38 
Only includes international
travel of CTT S.A.
37 
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In this regard, CTT is committed to reducing absolute
emissions by 30% by 2025 relative to 2013 and emissions
by letter or parcel by 20% over the same period.
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11,272.8

11,696.7

3.8%

56.3

56.6

0.6%

24,205.8

25,407.7

5.0%

7.7

7.0

-8.9%

6,261.3

6,278.0

0.3%

41,803.9

43,446.1

3.9%

CTT achieved Leadership position, with an A- grade,
in what is considered the principal rating of energy and
carbon sustainability at a worldwide level, the Carbon
Disclosure Project (CDP) in the front line of the fight
against climate change. With performances above
the sectoral and national average, CTT was ranked
in 1st place at a national level and in 2nd place of the
worldwide postal sector.
In the sectoral index of carbon proficiency, the
Environmental Measurement and Monitoring System
of the IPC (International Post Corporation), CTT
achieved the fifth best classification, among nineteen
participants at a worldwide level, having recorded an
impressive reduction of carbon emissions since the
beginning of this programme (-64%, from 2008 to
2019) and been a sectoral benchmark in three of the
assessment pillars associated to the carbon policy and
management strategy.
CTT participated in the first Green Postal Day, promoted
by the IPC, together with 11 other worldwide postal
operators. This initiative aims to mark the positive results
of the collective effort that postal operators worldwide
have been putting into practice to counter climate change

PERFORMANCE

and reduce their carbon emissions. The Green Postal Day
supports the International Day of Zero Emissions and the
European Mobility Week.
Under the identification and assessment of impacts
derived from climate phenomena, with implications in
terms of costs and operations, 22 events occurred, in

particular winter storms, snowfalls and hurricanes.
It is estimated that these events had an impact
of 34.6 thousand euros in operational terms and
10.6 thousand euros associated to work potential.
On these matters, CTT adopts the following
formulation of principles:

Policy on Energy and Carbon Management and Climate Change
• Creation of value for the business, and likewise generating value for society;
• Improvement of the energy efficiency of equipment, facilities, fleet and product design, with a view
to continuous improvement of performance;
• Provision of information and resources, in order to achieve the established objectives and targets;
• Respect for the legal and regulatory framework in force and other commitments which the
company endorses;
• Active involvement with partners, employees, customers, community and all other stakeholders
aimed at the dissemination and promotion of these principles.

4.5.4.
Consumption, waste
and biodiversity
Water
Postal activity is not particularly intensive in its
use of water, although water constitutes a resource
for the daily operation of the facilities, namely

for human consumption, irrigation or occasional
situations of vehicle washing and use in air
conditioning equipment.

CTT Water Consumption

Consumption (m3)39

Among the subsidiaries,
excludes the consumption
of CORRE and 321 Crédito.
40 
For CTT S.A., the figures
only include the consumption
of the production and logistics
centres and buildings supplied
by EPAL.
39 

There was a reduction in water consumption40, essentially
associated to the consumption of CTT Expresso Spain
derived from the closing of its own operational centres.
Nonetheless, measures were implemented to streamline
consumption, such as the installation of flow restriction
devices, reduction of the number of vehicle washes
and greater proactivity in resolving break-downs and

EN8
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51,059.3

‘19

48,717.5

∆ ‘18/’19
-4.3%

repairs. CTT monitors the information in real time on the
consumption of network water using telemetering,
for the buildings of the Lisbon region, with a view to
optimising water consumption and costs.
The total cost related to water consumptionat CTT
represents 263 thousand euros.
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Consumption of materials
Although CTT's activity involves very little incorporation
of intermediate or final materials in its supply process,
priority has been given to their reduction.
This year, close to 3,154.4 tons of consumption41
of materials were recorded, of which 82.4% refer
to paper and 15.6% to plastic. Overall, there was
a general reduction of consumption of materials,
due to the extinction of some CTT products.

Under the "Online Receipts" service provided by
CTT – a solution with functionalities for digital
marketing and assessment of attendance quality of
service, based on the dematerialisation of invoices –
the number of registered users surpassed
70 thousand users, while the number of processed
invoices surpassed 7 million, contributing to the
reduction of consumables and costs related
to the printing of these documents.

The incorporation of recycled materials in products
currently represents 4.7%.

Waste

The implementation of actions aimed at decreasing the
consumption of consumables and the dematerialisation
of procedures by digital models continued, especially
in the operational areas. Information and awarenessraising actions to minimise the consumption of
materials were directed at employees, through the
internal TV circuit of the head office and other internal
means of communication.

Continuing the internal management practice
and final sending of waste to the most suitable
destination, recovery solutions, instead of sending
waste to landfills, are given priority. This year there
was a reduction in the annual quantity of waste
produced, as well as the total recovery rate
which stood at 85.3%, a little below that observed
in the previous year, due to the increased amount
of waste sent for elimination.

Waste

‘18

‘19

∆ ‘19/’18

Destination

Paper and cardboard

604.1

604.1

595.5

Recovery

Plastic

205.3

205.3

143.8

Recovery

Wooden pallets

299.7

205.7

209.9

Recovery

Undifferentiated waste

245.4

245.4

191.9

Recovery/Disposal

Other

299.9

299.9

156.2

Recovery/Disposal

1,654.6

1,560.4

1,297.3

National Total

Waste by hazard level and destination42
Tons

Recovery

Hazardous waste
The reported figures were
obtained via analysis of the
acquisitions made through
the e-procurement electronic
system. The gradual expansion
and improvements introduced
to the accounting process
regarding the consumption of
materials have enabled the
inclusion of more products and
the identification of different
types of materials.
42
The amount of waste does not
include CORRE or Transporta.
41
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Disposal

Total

3.3

18.2

21.5

Non-hazardous waste

1,103.3

172.5

1,275.8

Total

1,106.5

190.7

1,297,3

CTT continues to participate in the inverse logistics
process in partnership with a major customer
of the food sector, transporting, in return, the waste
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of the latter's final customers. Concerning the circular
economy, new projects in the area of waste transport
for CTT customers were also implemented.
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Biodiversity
The use of paper, as the most representative format
used in postal communication, has a relevant effect,
albeit indirect, on forests and biodiversity. Therefore,
while not considered a critical topic, the company
manages its impacts on biodiversity in an active
manner and in line with its management framework,
focusing on the use of paper derived from sustainable
forests and on promoting the use of certified paper
in its products and services.
For the 6th consecutive year, yet another edition
of the "A Tree for the Forest" initiative was launched,
within the scope of the partnership between CTT
and Quercus. This campaign aims to restore the forest
of some zones of the country with indigenous species,
namely protected areas, Classified Areas and National
Forests at high risk of fire or more affected by forest
fires. Up to date around 90 thousand trees have been
planted in these zones, with the collaboration of
hundreds of volunteers, external to the company,
who joined this initiative. The kits were also available
on CTT's Online Store.
The launch of various collectable stamp issues
on environmental matters included, in 2019, the
publication of 3 stamp issues and 1 label dedicated
o the topics of "Indigenous Breeds" (2nd edition),
"Europe – National Birds", "The Tea of the Azores"
and "Nudibranch Species", involving a total
of 1.8 million philatelic units. Also this year, CTT
distinguished itself by presenting a unique stamp
issue in the world, dedicated to Christmas,
which includes a small LED light, activated by
a mobile phone with near-field communication
(NFC) technology. It is important to mention that all
of CTT's philatelic issues, as well as the "meuselo"
personalised products, are produced with Forest
Stewardship Council (FSC) certified paper.
CTT continued its adherence to the Print Power
programme, associated to awareness-raising
campaigns on responsible communication using
paper, with the disclosure of a brochure, produced
within the scope of the working party, on this theme.

Training and Awareness-Raising
CTT has regularly developed, both internally and
externally, a large number of awareness-raising
initiatives aimed at boosting knowledge on the matter,
disseminating good practices by the employees
and all other stakeholders, and drawing attention
to certain environmental aspects, such as the
conservation of resources, the protection of nature
and the need for eco-efficiency, among other issues.
CTT, together with two other associations of the paper
industry, launched the initiative in Portugal named
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Keep Me Posted – Citizen's Right to Choose.
The Europe-wide campaign promotes the citizen's
right to choose how to receive important information,
such as accounts and statements from service
providers, without any penalisation or imposition
as to the choice between paper or digital format.
CTT maintains the bimonthly internal publication
of the magazine Move-nos (around 22 thousand
copies per edition), with regular publication of articles
and contents of an environmental and social nature,
as well as a section dedicated to Road Prevention,
with a view to raising the awareness of employees
CTT also broadcasts content within the scope of these
themes on its internal TV channel at the head office
and in the retail network.
The internal communication network, intranet,
a point of connection for all the company's
personnel, discloses CTT's sustainability policies
and commitments, as well as its performance and
initiatives undertaken with a view to environmental
protection.
The monthly dissemination of topics on social and
environmental responsibility continued in the
e-newsletter "In Focus", directed at the employees
of the retail network and the dissemination of these
topics, via e-newsletter, was also extended to the
workers of the operational centres, in Portugal.
At an external level, CTT regularly shares news items
on sustainability, through its Facebook page –
Esfera CTT, which currently has more than
44 thousand fans. CTT is also present on the social
networks LinkedIn and Instagram, which have
more than 49 thousand followers. In 2019, a new
competition "A Tree for the Forest 2019" was launched
on Instagram, that reached more than 62 thousand
users with more than 100 participations.
Articles were published in the Portuguese magazine
"Imagens de Marca", dedicated to projects and actions
undertaken by CTT, in particular the initiatives named
"Made of Hope" in humanitarian aid to Mozambique
and Keep me Posted, the "A Tree for the Forest"
campaign and participation in the European Mobility
Week. Articles on CTT's sustainability programme
were also published in the magazines Marketeer and
Executive Digest.
CTT participated in conferences with a view to
sharing good practices and raising the awareness
of the participants. At an international level,
CTT participated, as a guest, in the IPC's annual
Sustainability, in which work was developed to define
sectoral targets and to achieve the United Nations
Sustainable Development Goals. At a national
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level, CTT participated in the Smart Cities 2019
conferences in Aveiro and Ponta Delgada, dedicated
to the themes of "Soft Mobility" and "Climate
Change", and in the E3S Colloquium dedicated to the
theme of "Conscious management in the effective
use of resources". CTT also participated in the
Condado music festival, with the promotion/sale
of the "A Tree for the Forest" kit.

Environmental investment
The total value of environmental investment in 2019
was close to €2.3m. In terms of the distribution of the
investment - the majority took place at CTT S.A. - there
was a significant focus on prevention measures, with
a view to improving the overall performance of CTT.
The indicators are presented below.

Environmental Investments
(1000€)43
Maintenance, conservation of buildings

‘19

∆ ‘19/’18

1,030.5

82.47

-92.0%

Renewal of the conventional fleet

691.2

1,243.8

79.9%

Environmental reporting, partnerships, events and
sponsorships

108.9

121.0

11.1%

Information technology equipment

106.0

742.4

600.4%

Renewal of the electric fleet

66.4

0.00

-100.0%

Certifications and legal compliance

41.4

40.6

-2.0%

Energy and carbon management

16.9

88.8

425.2%

2,061.3

2,319.0

12.5%

National Total
Excludes CORRE,
Transporta and 321 Crédito.

43 
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