
Directors’ and Corporate Governance report  Continued 

 

Strategic report Governance IFRS financial statements Other information 

Governance 
Committee report  

Committee focus for the 2017 year 

I am pleased to present the Governance Committee’s report for 

the year ended 31 December 2017.  

During 2017, the Committee considered and monitored a 

range of matters which included our customers, our corporate 

responsibility agenda, our reputation, our governance 

operations, organisational redesign and stakeholder 

engagement.  

Committee membership 

The members of the Committee are shown in the table below. 

Details of their experience, qualifications and attendance at 

Committee meetings during the year are shown within the 

Directors’ and Corporate Governance report.  

There were a number of changes to the Committee 

membership during the year. I was appointed as Chair of the 

Committee in January 2017 and Glyn Barker joined the 

Committee in May 2017. Sir Malcolm Williamson retired from the 

Board and the Committee after the conclusion of the 2017 

Annual General Meeting (AGM) on 10 May 2017. 

Name 
Member  

Since 
Years on  

the Committee 

Claudia Arney* 01/06/2016 1 

Glyn Barker 10/05/2017 <1 

Michael Mire 12/09/2013 4 

Belén Romana García 26/06/2015 2 

Keith Williams 01/08/2016 1 

Sir Malcolm Williamson** 14/05/2015 2 

* Chair  

** Retired from the conclusion of the 2017 Annual General Meeting (10 May 2017) 

Committee purpose 

The main purpose of the Committee is to assist the Board in 

overseeing compliance with our corporate governance 

principles and implementation, shaping the culture and ethical 

values of the Group through overseeing and advising on 

business and customer conduct obligations, reputation, 

community and societal issues, data governance and financial 

crime matters. In addition, the Committee acts as the conduct 

committee for Aviva’s UK Digital (UKD) business. 

Governance changes 

Throughout 2017 the Committee focussed on changes in the 

internal governance of the Group particularly the changes to the 

governance structure from bringing the UK Insurance (UKI) 

businesses together to focus more closely on customers’ needs.  

The Committee has been designated by the Board as the 

body that provides oversight of governance activities and this 

work has principally focussed on three areas: changes to the 

Boards of the Group’s regulated entities, the culture action 

programme and the development of our Aviva Signature 

processes.  

The Committee has reviewed and provided input to the 

changes to the Board and committee composition of the two 

regulated subsidiary companies that represent the UKI business. 

The Committee has also been updated on the culture action 

programme which aims to drive delivery of our customer first 

and operational simplicity goals, and the Aviva Signature which 

are the processes that differentiate us from our competitors.  

Our customers 

The Committee has worked with management to enhance how 

we measure customer and brand metrics and to develop a 

dashboard to help us better meet the vision of a business that is 

simple, effortless and easy for our customers to deal with. In 

addition to these enhancements, the Committee has conducted 

‘deep dives’ into customer complaints when our products and 

services have not met customer expectation for any reason, and 

the resulting upskilling of our people and technology 

improvements to support our customer contact colleagues. The 

Committee has also reviewed the vulnerable customer support 

framework that has been implemented during the year.  

Data 

The Committee has closely engaged with the governance 

arrangements for preparations for the General Data Protection 

Regulation (GDPR) which represents one of the largest changes 

in data management and protection for many years and comes 

into effect on 25 May 2018. Associated with GDPR the Committee 

has also reviewed the governance of the broader approach to 

data privacy and has proactively tested how Aviva could 

demonstrate that it uses customer information appropriately. 

The Committee continued to have oversight of the Group’s Data 

Governance and Compliance Effectiveness Major Control 

Improvement Topics (MCITs) which were closed during the year.  

Corporate responsibility 

The Committee continued to monitor our approach to corporate 

responsibility and during the year reviewed Aviva’s reporting on 

modern slavery. Our commitment to respect human rights is 

guided by the United Nations Guiding Principles on Business 

and Human Rights and other internationally recognised 

frameworks and during the year, the Committee also approved 

updates to our Business Ethics Code to reflect these Principles.  

This year, the Aviva Community Fund was launched in three 

additional markets, giving hundreds of organisations across 10 

countries the chance to secure the support they need to make a 

difference in their local communities.  

Aviva is committed to being a responsible corporate citizen 

and the Committee sets the guidance, direction and policies for 

the Group’s corporate responsibility agenda. Further 

information on our integrated responsibility and sustainable 

business approach can be found on the Company’s website at 

www.aviva.com/social-purpose  

Conduct agenda 

In the past year the Committee has paid particular attention to 

Aviva’s conduct risk agenda.  

The Group’s Business Units (BU) reassessed their conduct 

risk performance and conduct risk framework which the 

Committee reviewed. In the year, the Committee received a 

deep dive on the conduct risk in our Italian business from the 

Chief Executive Officer of Aviva Italy.  

The Compliance Effectiveness and Data Governance MCITs 

closed in July 2017 and the Committee receives regular reports 

from the Compliance function which now provides second line 

oversight of data governance. The MCITs are also detailed in the 

Audit Committee report.  
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The Committee continues to receive updates on the lessons 

learned from the Financial Conduct Authority’s (FCA) Client 

Assets Sourcebook (CASS) enforcement action in 2016, and 

reviewed the actions taken and the progress in addressing these 

actions. An independent review has been conducted following 

the enforcement action, and significant progress had been made 

to address the issues raised.  

Committee effectiveness review 

The Committee undertakes a rigorous review of its effectiveness 

annually. More information can be found in the Directors’ and 

Corporate Governance report.  

2018 priorities 

In 2018, the Committee will continue to review the customer 

agenda concentrating on improving Aviva’s customers’ 

experience, embedding the Aviva Signature processes and 

reviewing customer conduct risk issues. We will also continue to 

oversee the GDPR programme in order to ensure delivery 

through 2018.  

The Committee will also monitor the wellbeing and 

engagement of our people through responses to the Voice of 

Aviva surveys and the embedding of our culture action 

programme.  

Claudia Arney 

Chair of the Governance Committee 

7 March 2018  

 
Committee activities and agenda time during 2017 
Customer, risk and reputation – 22% of agenda time  

• Focused on the customer agenda and received regular 

updates and monitored progress on customer metrics relating 

to sales, retention, claims experience and complaints  

• Regularly reviewed updates from the Chief Audit Officer on any 

significant control issues 

• Received and considered reports detailing ongoing and 

possible reputational, brand and franchise risks, including 

media and public policy issues 

Corporate responsibility – 7% of agenda time 

• Continued to drive the corporate responsibility agenda and 

monitored compliance with the Group’s corporate 

responsibility strategy  

• Reviewed the Group’s modern slavery statement, annual 

corporate responsibility reporting and the Group’s Financial 

Crime, Regulatory Business and Corporate Responsibility, 

Environment and Climate Change Business Standards 

• Received updates on the Group’s health and safety 

performance 

• Reviewed the Group’s first response to the disclosure 

recommendations for organisations published by the 

Financial Stability Board’s (FSB) Taskforce on Climate-related 

Financial Disclosure 

Governance – 28% of agenda time 

• Considered regular updates from the Group Company 

Secretary on governance matters, legal and litigation risks 

which had the potential to impact the reputation of the Group 

• Approved the Group’s Conflicts of Interest Policy 

• Monitored the Group’s compliance with the UK Corporate 

Governance Code and other areas of regulation and guidance 

• Reviewed and updated the Committee’s Terms of Reference 

• Reviewed and where appropriate approved changes to the 

composition of the material subsidiary boards  

• Discussed the outcomes of the 2017 effectiveness review and 

agreed actions where necessary  

People – 9% of agenda time 

• Reviewed the results of the Voice of Aviva surveys  

• Reviewed and considered the talent development 

programmes for leadership across the Group  

• Approved the Business Ethics Code 

Regulatory and financial crime – 23% of agenda time 

• Regularly reviewed updates from the Group Compliance 

Director 

• Reviewed potential financial crime risks and any actions 

required in response 

• Monitored the Data Governance and Compliance Effectiveness 

MCITs closure 

• Monitored the Group’s relationship and interaction with 

regulatory bodies and actions taken in respect of regulatory 

developments 

• Reviewed and challenged management’s explanations and 

actions in response to issues/events 

UK Digital (UKD) – 11% of agenda time 

• Acted as the conduct committee for the UKD business 

• Considered UKD’s customer agenda and brand proposition  

• Received updates on UKD at each Committee meeting and 

considered the conduct risk framework 

• Constructively challenged the UKD Board on matters in 

relation to conduct, regulatory and financial crime risks and 

the risk management control framework 

• Reviewed the Internal Audit Report on UKD
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