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Production Volume

Production volume in Europe was adjusted to align 
with the decrease in demand. As a result, our annual 
production volume reduced from 544,050 units in FY09 
to 465,868 units in FY10. The reduction mainly affected 
the production of Aygo and Yaris vehicles, which were the 
main beneficiaries of government scrapping incentives 
programmes in FY09.

Sustainable Investments

Investments in FY10 amounted to €283 million compared 
to €229 million in FY09 which was the lowest investment 
level for the past ten years. In FY10, we started investing in 
equipment for the Yaris model change, which is planned for 
FY11. We continued our activities to enhance investment 
control and to prioritise investment projects. 

In 2010 the production of Auris Hybrid, Toyota’s first 
European-built full hybrid vehicle, started at the Toyota 
Motor Manufacturing UK plant in Burnaston, Derbyshire. 
The production of a small Hybrid vehicle at the Toyota 
Motor Manufacturing France plant in Valenciennes in 
2012 was also confirmed.

In 2010, the expansion of the testing facilities of our 
research and development premises in Zaventem, 
Belgium was completed. Through this investment, we have 
strengthened our capability to develop vehicles that meet 
the expectations of our European customers.
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In 2010, the expansion of the testing facilities of our 
research and development premises in Zaventem, 
Belgium was completed. Through this investment, we have 
strengthened our capability to develop vehicles that meet 
the expectations of our European customers.
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Since January 2011, R&D has started using 
the newly constructed proving ground in 
Zaventem, Belgium, which was offi cially 
handed over to the “users” in October 
2010. This marked the completion of a 
project that began three years earlier, with 
the purchase by Toyota Motor Europe of 12 
hectares of land, adjacent to the existing 
site of the Technical Centre. 

Erik Van De Wiele, Project Director and 
Glenn Pieters, Project Manager, have led 
the cross-functional team and give some 
further insight.      

What are the main reasons for having a 
proving ground for R&D in Zaventem ? 

Erik : The need to have a proving ground has come from the enhanced activities of R&D in the 
Technical Centre in Zaventem, which has been there since 1987 and which has more than 700 
employees. With the growing responsibility for the development of cars, it has become necessary 
for R&D to be able to have testing and evaluations done quickly and effi ciently, particularly in 
the areas of quality and safety. In the past, specialised and expensive third-party facilities had 
to be booked and used for this, which meant people and vehicles needed to be transported to 
these premises. Additionally, having a proving ground next door enables a faster reaction time to 
customer demands.     

Does this mean all the necessary testing will be performed on the track in Zaventem ?

Erik : Most of the tests that are done at less than 120km/h can be done on the proving ground. 
However, for all high speed testing (above 120km/h) it will still be necessary to use larger test 
tracks and R&D will continue to have to test vehicles in colder regions for specifi c winter testing.

Could you tell us more about the specifi c features of the test track ? 

Glenn : The biggest part of the proving ground is the oval, where most of the testing will be 
performed. Next to a straight 450m long lane, there is a skid pad with a diameter of 90m. And 
there are three special road surfaces, namely a harshness road, a low friction road and a rough 
road, all to be used for specifi c testing. For example the rough road, which proved to be particularly 
challenging, is used for noise testing and therefore had to have the same noise characteristics as 
an existing public road. 

Erik Van de Wiele
Director Business Services

Glenn Pieters
Manager European Technical Administration

Erik Van de Wiele, Glenn Pieters

R&D Zaventem 
Proving Ground

Areal view of the proving ground 
(asphalted area is 65,000m2)
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Was any attention paid to the impact on the environment ? 

Glenn : This has been a big focus throughout the project. For example on noise, we 
have conducted an extensive study to see if there would be any additional impact on the 
neighbourhood. The results showed that the track has a negligible noise impact. This has also 
been confi rmed during the testing period.

Another feature was related to CO2 reduction and mobility during the construction phase. 
By crushing the demolished materials from the old buildings on the site we were able to re-
use these materials in the foundation of the track. In this way we were able to re-use 98% of 
material – 36,432 tonnes, thereby avoiding transportation to a waste collection area as well 
as transportation of the same volume of new material to the construction site.

Finally, we have also paid a lot of attention to the visual impact, for example in the landscaping 
and by using natural materials for our retention walls (gabion walls) and fences.   

Has safety been an area of particular concern ?

Glenn : It certainly has, both during the works and afterwards in the operations. There has 
been strict compliance to and monitoring of safety procedures during the construction works, 
with a good result as there have been no work accidents with loss of time. Also for the 
operational preparation and set up, as well as for the supervision, safety has been a very high 
priority. Visualisation and continuous monitoring demonstrate the importance we attach to 
this. For example we have full camera coverage of the operations. We have also implemented 
a system which sounds an alarm when it detects a car standing still in an area where this 
could be a risk. 

When was the offi cial opening of the R&D test track ? 

Erik : This happened on 8th July 2011 in the presence of Steven Vanackere, Deputy Prime 
Minister and Minister of Foreign Affairs, Jun Yokota, the Japanese ambassador and three 
representatives from the Zaventem commune, Ingrid Holemans, Eric Van Rompuy and 
Peter Rosel.

Ribbon cutting at the of� cial opening of the Zaventem Proving Ground
(L-R) Hiroyuki Ochiai, TME Executive Vice-President; Peter Rosel, Alderman 
of Zaventem, Ingrid Holemans, Principle Alderwoman of Zaventem;  Eric Van 
Rompuy, Alderman of Zaventem; Didier Leroy, TME President & CEO; Steven 
Vanackere, Deputy Prime Minister and Minister of Foreign Affairs; Jun Yokota, 
Japanese Ambassador; Masahisa Nagata, TME Executive Vice-President.
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Following a transport and logistics network capacity study for the Iberian peninsula and in 
order to offer a safer work environment for our associates at the Toyota Parts Centre Spain 
(TPCES) we invested in the construction of a new Parts Centre in Illescas, 40 kilometres 
south of Madrid. This depot wants to lead by example in terms of sustainable logistics 
building design and safety in operations. 

Sustainable Design

The TPCES warehouse was designed in the philosophy of the Building Research 
Establishment Environmental Assessment Method (BREEAM). BREEAM includes the 
management, health and well-being, energy, transport, water and material aspect of the 
construction project and the future building. The building was designed targeting a good 
to very good rating in the pre-assessment and therefore includes features such as energy-

Jonathan Ballard
Director Parts Supply Chain Group

Stefaan Mahieur 
Expert Regional Depot Operations

Stefaan Mahieur, Jonathan Ballard

Toyota Parts
Centre Spain
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Toyota Parts Centre Spain
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effi cient lighting, smart lighting controls, energy sub-metering, leaking water detection, 
rainwater re-use, sustainable materials and high insulation materials. 

Heating, Ventilation & Air Conditioning (HVAC)

Given the extreme climate in Castilla, La Mancha region (cold winters and very hot summers), 
a heating, ventilation and air conditioning system was required that guarantees a qualitative 
indoor climate for our warehouse staff, at the same time is sustainable and preferably 
self-reliant.  

Following an extensive study which considered adsorption chillers and evaporative coolers, 
high effi ciency heat pump driven rooftop units were selected. These units recover energy 
from the exhaust air in two steps of the operating process. 

TPCES is now considering installing a photovoltaic array that fully covers the electrical 
consumption of this high effi cient heating, ventilation and air conditioning system. In this 
fully carbon neutral set-up, over 100 tonnes of CO2 can be saved per year.  

No conventional combustion boilers will be installed in order to avoid any emissions (carbon 
monoxide, hydrocarbons and nitrogen oxides).  

Tree Preservation

At the time of its acquisition, the land where the new TPCES warehouse is being built was 
partially occupied by a centenary olive grove. The preservation of more than 120 olive 
trees developed into a project priority, and TPCES selected to transfer them to a location 
in Fresno de Torote (north of Madrid), rather than permitting their destruction. The Spanish 
Biodiversity Foundation helped to prune, prepare and transport the trees. Ca
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Centenary Olive Grove
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ABM Annual Business Meeting

ACEA
European Automobile Manufacturers’ 
Association

ASFE Alliance for Synthetic Fuels in Europe

BREEAM
Building Establishment for Environment 
Assessment Method

CCI Corporate Citizenship Index

CLP
Classifi cation, labelling and packaging 
of substances and mixtures

CO2 Carbon Dioxide

CSR Corporate Social Responsibility

CUS The City and Urban Community of Strasbourg

ED2 Toyota Europe Design Development Centre

EDF Electricité de France

ELV End-of-Life Vehicle

EMC European Manufacturing Company

EMS Environmental Management System

ETS Emissions Trading Scheme

ETSC European Transport Safety Council

EU European Union

EV Electric Vehicle

FCHEV Fuel Cell Hybrid Electric Vehicle

FEE Foundation for Environmental Education

FY Financial Year (1 April – 31 March)

Genchi 
Genbutsu

Japanese term that roughly translates 
to “go to the source to fi nd the facts”

GHG Greenhouse Gas

GRI Global Reporting Initiative

HEV Hybrid Vehicle

HO Head Offi ce

Hoshin
Japanese term that translates to “direction” 
or “needle”, as in a compass. Usually used as 
Hoshin Kanri, meaning Direction Management.

HSD Hybrid Synergy Drive

HR Human Resources

HVAC Heating,Ventilation and Air-Conditioning

ISO International Organisation for Standardisation

Kaizen
Japanese term that roughly translates 
to “continuous improvement”

KPI Key Performance Indicator

LTI Lost Time Injuries

Muda Japanese term that translates to “waste”

NCAP New Car Assessment Programme

NGO Non-Governmental Organisation

NMSC National Marketing and Sales Company

NOx Nitrogen Oxide

OEM Original Equipment Manufacturer

PDC Parts Distribution Centre

PHEV Plug-in Hybrid Electric Vehicle

PLC Parts Logistics Centre

PPLD Production Parts Logistics Department

PSCG Parts Supply Chain Group

QDR Quality Durability Reliability

R&D Research & Development

REACH
Registration, Evaluation, Authorisation 
of Chemicals

RoHS
Reduction of the Use of Certain Hazardous 
Substances in Electrical and Electronic 
Equipment

SE Simultaneous Engineering

SPTT Supplier Parts Tracking Team

STAR Stop Think Act Review

T-BEL Toyota Belgium

TCAP Toyota Caetano Portugal

TCO Total Cost of Ownership

TEAM Toyota European Association of Manufacturers

TEF Toyota European Forum

TFfE Toyota Fund for Europe

TGMO Toyota Genuine Motor Oil

TMC Toyota Motor Corporation

TME Toyota Motor Europe

TMIP Toyota Motor Industries Poland

TMMF Toyota Motor Manufacturing France

TMMP Toyota Motor Manufacturing Poland

TMMR Toyota Motor Manufacturing Russia

TMMT Toyota Motor Manufacturing Turkey

TMUK Toyota Motor Manufacturing UK

TPCA Toyota Peugeot Citroën Automobile

TPCCZ Toyota Parts Centre Czech Republic

TPCE Toyota Parts Centre Europe

TPCES Toyota Parts Centre Spain

TPS Toyota Production System

UII Urban Infrastructure Initiative

UK United Kingdom

VLC Vehicle Logistics Centre

VLG Vehicle Logistics Group

VOC Volatile Organic Compounds

WBCSD
World Business Council for Sustainable 
Development

WRI World Resources Institute

Yokoten
Japanese term that means “sharing 
of best practice”

Glossary of terms
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Element Description Status Page 

1.1 Statement from the most senior decision-maker of the organisation. 3

1.2 Description of key impacts, risks, and opportunities. 3

2.1 Name of the organisation. Toyota Motor Europe

2.2 Primary brands, products, and/or services. 2

2.3 Operational structure of the organisation. 2

2.4 Location of organisation's headquarters. 2, 72

2.5 Number of countries where the organisation operates. 2

2.6 Nature of ownership and legal form. 2, 72

2.7 Markets served. www.toyota.eu/about/pages/toyota_world.Asp 2

2.8 Scale of the reporting organisation. 2

2.9 Significant changes during the reporting period. 2

2.10 Awards received in the reporting period. 4, 19

3.1 Reporting period (e.g., fiscal/calendar year) for information provided. 2

3.2 Date of most recent previous report (if any). 2

3.3 Reporting cycle (annual, biennial, etc.) Annual

3.4 Contact point for questions regarding the report or its contents. 2, 72

3.5 Process for defining report content. 2

3.6 Boundary of the report. 2

3.7 State any specific limitations on the scope or boundary of the report. 2

3.8 Basis for reporting on joint ventures, subsidiaries, leased facilities, 
outsourced operations, and other entities.

2

3.9 Data measurement techniques and the bases of calculations. 2, 16

3.10 Explanation of the effect of any re-statements of information 
provided in earlier reports.

There have been no re-statements.

3.11 Significant changes from previous reporting periods in the scope, 
boundary, or measurement methods applied in the report.

2

3.12 Table identifying the location of the Standard Disclosures   
in the report. 

67-71

3.13 Policy and current practice with regard to seeking external 
assurance for the report. 

We undertook rigorous internal auditing to ensure the 
data in this report is correct. We have not undertaken 
external assurance for this report.

4.1 Governance structure of the organisation. 8

4.2 Indicate whether the Chair of the highest governance body  
is also an executive officer.

8

4.3 For organisations that have a unitary board structure, state the 
number of members of the highest governance body that are 
independent and/or non-executive members.

8

4.4 Mechanisms for shareholders and employees to provide 
recommendations or direction to the highest governance body. 

8

4.5 Linkage between compensation for members of the highest 
governance body, senior managers, and executives (including 
departure arrangements), and the organisation's performance 
(including social and environmental performance).

Executives within Europe are compensated according 
to industry rates and performance. Senior executives of 
Toyota in Europe review the performance against annual 
objectives and key performance indicators under the 
Toyota global assessment performance framework.

8

4.6 Processes in place for the highest governance body to ensure 
conflicts of interest are avoided.

8

4.7 Process for determining the qualifications and expertise  
of the members of the highest governance body for guiding  
the organisation's strategy on economic, environmental,  
and social topics.

8

4.8 Internally developed statements of mission or values, codes of 
conduct, and principles.

Toyota Code of Conduct
Toyota Guiding Principles

41

4.9 Procedures of the highest governance body for overseeing  
the organisation's identification and management of economic, 
environmental, and social performance. 

8

Global Reporting Initiative Index
Net Balance Management Group has checked our reporting and has confirmed it to be Application Level A.
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4.10 Processes for evaluating the highest governance body's own 
performance, particularly with respect to economic, environmental, 
and social performance.

Executive remuneration is subject to annual review 
and is composed of a fi xed salary payment and an 
incentive programme that is tied to the achievement of 
organisational targets in the fi nancial year.

4.11 Explanation of whether and how the precautionary approach or 
principle is addressed by the organisation. 

40-51

4.12 Externally developed economic, environmental, and social charters, 
principles, or other initiatives to which the organisation subscribes 
or endorses. 

45-58

4.13 Memberships in associations (such as industry associations) 
and/or national/international advocacy organisations. 

56-58

4.14 List of stakeholder groups engaged by the organisation. The key stakeholder groups we engaged with are 
employees, customers, suppliers and the local 
community.

41

4.15 Basis for identifi cation and selection of stakeholders with whom 
to engage. 

We focus on the stakeholder groups who are 
primarily affected by our operations or who affect our 
organisation.

4.16 Approaches to stakeholder engagement, including frequency of 
engagement by type and by stakeholder group. 

41-45, 
47-49, 
54-58

4.17 Key topics and concerns that have been raised through stakeholder 
engagement, and how the organisation has responded to those key 
topics and concerns, including through its reporting.

42, 43

Economic
Disclosures on Management Approach

DMA EC Economic Performance 59-61

DMA EC Market Presence 60

DMA EC Indirect Economic Impacts 59

EC1 Direct economic value generated and distributed. 59-61

EC2 Financial implications and other risks and opportunities 
for the organisation's activities due to climate change. 

59-61

EC3 Coverage of the organisation's defi ned benefi t plan obligations. Depending on the country of operation, our operations 
in Europe have social security systems that are 
competitive in the industry and locality where required 
by local practices.

EC4 Signifi cant fi nancial assistance received from government. None.

EC6 Policy, practices, and proportion of spending on locally-based 
suppliers at signifi cant locations of operation. 

The majority of our spend is with suppliers based in 
Western Europe (35%). This is followed by the UK 
(25%), Eastern Europe (18%), Turkey (17%) and 
Japan (5%).

55

EC7 Procedures for local hiring and proportion of senior management 
hired from the local community at signifi cant locations of operation. 

Since our operations are spread across Europe, we 
attempt to hire from across the region, with a focus on 
hiring local people wherever possible.

EC8 Development and impact of infrastructure investments and services 
provided primarily for public benefi t through commercial, in-kind, 
or pro bono engagement. 

13, 
56-57

EC9 Understanding and describing signifi cant indirect economic 
impacts, including the extent of impacts. 

59-61
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Environmental 
Disclosures on Management Approach

DMA EN Materials 16, 40

DMA EN Energy 16-26

DMA EN Water 16-26

DMA EN Biodiversity We do not have land in biodiverse habitats but 
activities to promote biodiversity.

57

DMA EN Emissions, effl uents and waste 16-26

DMA EN Products and Services 13-15, 
27-31

DMA EN Compliance 10, 16

DMA EN Waste 16, 40

DMA EN Overall 16, 40

EN1 Materials used by weight or volume. The main material used by Toyota Motor Europe is 
steel. In 2010, TME procured 276,000 tonnes of steel.

EN2 Percentage of materials used that are recycled input materials. We do not collect this data but plan on reporting on 
this in the next two years.

EN3 Direct energy consumption by primary energy source. 16-21

EN4 Indirect energy consumption by primary source. 16-21

EN6 Initiatives to provide energy-effi cient or renewable energy based 
products and services, and reductions in energy requirements 
as a result of these initiatives. 

16-21,
28-31, 
34-37

EN7 Initiatives to reduce indirect energy consumption and reductions 
achieved. 

4, 17, 
16-21

EN8 Total water withdrawal by source. 5, 16

EN11 Location and size of land owned, leased, managed in, or adjacent 
to, protected areas and areas of high biodiversity value outside 
protected areas.

57

EN13 Habitats protected or restored. 57

EN16 Total direct and indirect greenhouse gas emissions by weight. 5, 16-21

EN17 Other relevant indirect greenhouse gas emissions by weight. 5, 16-21

EN18 Initiatives to reduce greenhouse gas emissions and reductions 
achieved.

4, 17, 
23-26

EN19 Emissions of ozone-depleting substances by weight. Toyota Motor Europe sites do not use materials that 
contain ozone-depleting substances, except for fi re 
extinguishers, some refrigerants and air conditioning 
units, therefore emissions of these substances are 
minimal and not deemed signifi cant.

EN20 NOx, SOx, and other signifi cant air emissions by type and weight. This information is reported in all relevant product 
brochures. 

16

EN21 Total water discharge by quality and destination. 16

EN22 Total weight of waste by type and disposal method. 16

EN23 Total number and volume of signifi cant spills. 5, 16

EN26 Initiatives to mitigate environmental impacts of products 
and services, and extent of impact mitigation.

5

EN27 Percentage of products sold and their packaging materials that are 
reclaimed by category. 

We do not have the data collection systems in place 
to be able to report on this indicator. We plan to do 
so by 2013.

EN28 Monetary value of signifi cant fi nes and total number 
of non-monetary sanctions for non-compliance with environmental 
laws and regulations. 

5, 16

EN29 Signifi cant environmental impacts of transporting products and 
other goods and materials used for the organisation's operations, 
and transporting members of the workforce. 

22-26
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Social 
Labor Practices and Decent Work – Disclosures on Management Approach

DMA LA Employment 47-50

DMA LA Labour/Management Relations 51

DMA LA Occupational Health and Safety 51, 52

DMA LA Training and Education 48, 49

DMA LA Diversity and Equal Opportunity 48, 49

LA1 Total workforce by employment type, employment contract, 
and region. 

49-50

LA2 Total number and rate of employee turnover by age group, 
gender, and region. 

We do not collect data on turnover by age group, gender or 
region. We plan on reporting on this in the next two years. 

50

LA4 Percentage of employees covered by collective bargaining 
agreements.

Percentages differ by our countries of operation. 
We recognise the right of employees to freely associate 
and adhere to all applicable laws on collective bargaining 
in each country we operate in.

LA5 Minimum notice period(s) regarding signifi cant operational 
changes, including whether it is specifi ed in collective 
agreements. 

Operational changes are determined in line with the local 
legislature of the locations in which we operate and, 
in line with which and as applicable, discussions with 
our social partners.

LA7 Rates of injury, occupational diseases, lost days, and 
absenteeism, and number of work-related fatalities by region.

There were no occupational diseases reported in the 
manufacturing and parts centres in FY10.

51, 52

LA8 Education, training, counselling, prevention, and risk-control 
programmes in place to assist workforce members, their 
families, or community members regarding serious diseases.

52-53

LA10 Average hours of training per year per employee by employee 
category. 

We do not have the data collection systems in place 
to report fully on this indicator. We plan on reporting fully 
on this by 2014.

48

LA13 Composition of governance bodies and breakdown of 
employees per category according to gender, age group, 
minority group membership, and other indicators of diversity.

49-50

LA14 Ratio of basic salary of men to women by employee category. In terms of pay between males and females, the company’s 
pay policies are designed to promote equal pay for equal 
contribution, capability and experience. There is no 
difference between pay ratios by virtue of gender.

Social 
Human Rights: Disclosures on Management Approach

DMA HR Investment and Procurement Practices 54, 55

DMA HR Non-discrimination 49

DMA HR Freedom of Association and Collective Bargaining Through communication and dialogue with our employees, 
we build and share the value "Mutual Trust and Mutual 
Responsibility" and work together for the success of our 
employees and the company. We recognise our employees' 
right to freely associate, or not to associate, complying with 
the laws of the countries in which we operate. 

DMA HR Child Labour We respect and honour the human rights of people involved 
in our business and, in particular, do not use or tolerate any 
form of forced or child labour.

DMA HR Forced and Compulsory Labour We respect and honour the human rights of people involved 
in our business and, in particular, do not use or tolerate any 
form of forced or child labour.

HR1 Percentage and total number of signifi cant investment 
agreements that include human rights clauses or that have 
undergone human rights screening. 

Nil.

HR2 Percentage of signifi cant suppliers and contractors that have 
undergone screening on human rights and actions taken. 

Suppliers are not specifi cally screened on human rights. 
However all suppliers need to sign a contract to be a supplier 
which includes compliance to our Purchasing Policy.

HR4 Total number of incidents of discrimination and actions taken. There were no incidents of discrimination reported 
in the reporting year.



HR5 Operations identifi ed in which the right to exercise freedom 
of association and collective bargaining may be at signifi cant 
risk, and actions taken to support these rights. 

No risk to exercise freedom of association and collective 
bargaining has been identifi ed. We comply with all 
applicable laws in our countries of operation.

HR6 Operations identifi ed as having signifi cant risk for incidents 
of child labour, and measures taken to contribute to the elim 
ination of child labour. 

No risk of child labour has been identifi ed. We comply with 
all applicable laws in our countries of operation.

HR7 Operations identifi ed as having signifi cant risk for incidents 
of forced or compulsory labour, and measures to contribute 
to the elimination of forced or compulsory labour. 

No risk of forced or compulsory labour has been identifi ed. 
We comply with all applicable laws in our countries 
of operation.

Social 
Society: Disclosures on Management Approach

DMA SO Community 56, 57

DMA SO Corruption Please see SO2-SO4.

DMA SO Public Policy Our approach is to make public submissions when issues 
emerge that are relevant to our business.

DMA SO Compliance

SO1 Nature, scope, and effectiveness of any programmes and 
practices that assess and manage the impacts of operations 
on communities, including entering, operating, and exiting. 

3, 42, 56

SO2 Percentage and total number of business units analysed 
for risks related to corruption. 

We do not analyse business units for organisational risks 
relating to corruption.

SO3 Percentage of employees trained in organisation's 
anti-corruption policies and procedures. 

In FY10, there was no recruitment, so no new training was 
given on anti-corruption. All existing employees were trained 
in FY08 & FY09 and all newcomers via the induction process 
upon arrival. Our policy is available on the company intranet.  

SO4 Actions taken in response to incidents of corruption. There were no cases of corruption in the reporting period.

SO5 Public policy positions and participation in public policy 
development and lobbying. 

9, 10, 13, 
58

SO8 Monetary value of signifi cant fi nes and total number 
of non-monetary sanctions for non-compliance with laws 
and regulations. 

Nil.

Social 
Product Responsibility: Disclosures on Management Approach

DMA PR Customer Health and Safety 45

DMA PR Product and Service Labelling 10

DMA PR Marketing Communications Please see PR6.

DMA PR Compliance 10, 16

PR1 Life cycle stages in which health and safety impacts 
of products and services are assessed for improvement, 
and percentage of signifi cant products and services categories 
subject to such procedures. 

12-15, 
43, 58

PR3 Type of product and service information required 
by procedures, and percentage of signifi cant products 
and services subject to such information requirements. 

12-15, 45

PR5 Practices related to customer satisfaction, including results 
of surveys measuring customer satisfaction. 

44

PR6 Programmes for adherence to laws, standards, and voluntary 
codes related to marketing communications, including 
advertising, promotion, and sponsorship. 

There is no EU standard on this. Therefore we monitor 
this at a national level in every country where we operate. 
TME has a compliance clause in relevant contracts with 
suppliers. Suppliers and NSMCs must adhere to these, 
and are contractually bound.  

PR9 Monetary value of signifi cant fi nes for non-compliance 
with laws and regulations concerning the provision and use 
of products and services. 

Nil.
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