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FULL NAME: Tieto Corporation

Towards a sustainable data-driven world

Company FOUNDED in 1968
HEADQUARTERS in Espoo, Finland
LISTED on NASDAQ OMX in Helsinki and Stockholm
TOTAL EQUITY: EUR 482.5 million
TOTAL LIABILITIES: EUR 715.0 million

Our world is changing rapidly, and data sits firmly at the centre of this transformation.
As the leading Nordic software and services company, we aim to take advantage
of this development and create great everyday experiences for Nordic citizens and
consumers. We play an important role in co-creating a sustainable data-driven world.

We envisage a future where data is the biggest
driver for continuously increasing societal
and economic value. As digitalization gains
momentum, personalized services become the
new normal. To address these changes and to
continue to be successful, our customers are
increasingly looking for data-driven innovations
and new revenue streams. We seek a pivotal
role in this change and aim to capture the
significant opportunities of the data-driven

world. With headquarters in Espoo, Finland,
we employee around 15 000 people in close
to 20 countries. Building on a strong Nordic
heritage, we combine global capabilities with
local presence.

NET SALES

1 599.5
MEUR

Our annual report consist of four parts: 2018
integrated report including sustainability
performance, governance and financial reports
as well as sustainability management.
NUMBER OF EMPLOYEES

For more information about us, please click here.
NUMBER OF
OPERATING COUNTRIES
HOW TO NAVIGATE:
Our annual report consist of four parts: 2018 integrated report
including Sustainability performance, Governance and
Financial reports as well as Sustainability management.
This PDF has a linked navigation that helps you to find the
information you are looking for more quickly.
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2018 highlights

We were recognized
as a global technology
leader by Thomson
Reuters. Explore how
we aim to create value
in the data-driven world.

EBIT margin

Growth in local
currencies

10%

7%

75%

Read more

Employee
engagement
score

Customer
experience
Relationship Net
Promoter Score
(rNPS)

24

+

Tieto 50 years
As part of our 50-year celebrations,
we focused on giving back to
society and encouraged our
employees to do charity work
together with our societal partners.

Read more

Annual report 2018
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2018 highlights

In 2018, we celebrated our 50th
anniversary as a key player in
digitalization and shaping the future
of the Nordic societies.

We signed an agreement
to acquire Petrostreamz to
strengthen our capabilities
in hydrocarbon management
solutions.

Q1

The signing of an agreement
to acquire Swedish security
services company NSEC AB
brought us further capabilities
in managed security operations
and security consulting.

Q2

/2018

/2018

Our Artificial Intelligence (AI)
Accelerator Programme was
launched to support Swedish
start-ups in developing new
healthcare solutions by utilizing
AI.
Thomson Reuters nominated Tieto
among top 100 Global Tech Leaders.

Annual report 2018

Tieto and City of Espoo in
Finland conducted a unique
experiment to prove that AI can
be used for targeting services and
to identify individuals in need for
support, ultimately to prevent social
exclusion of the young.
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We ranked among top 25
global fintech enterprises
by IDC Financial Insights.
Non-profit organization
Equileap ranked us among
the top 25 companies
globally in gender equality.

Q3

Q4

/2018

/2018

The first socio-economic
impact assessment
on Tieto Intelligent
Wellbeing, a data-driven
solution for advanced
healthcare and welfare,
was conducted.
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We achieved level B in
CDP Climate Change
scoring. This score
recognized our solid
environmental management
efforts over the years.

We teamed up with other
leading Finnish companies
including Asiakastieto, Nordea,
OP and Privanet to develop a
new blockchain-based platform
to digitalize trading of non-listed
company shares.

Our commitment to ethical AI
development was further strengthened
as we became one of the first Nordic
companies to join the European AI
Alliance. To reinforce our AI ethics efforts,
we also introduced AI ethics guidelines and
certification for our employees.
Acquisition of Swedenbased Meridium AB
enhanced our digital
customer experience
capabilities.
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CEO STATEMENT

Creating great everyday experiences
in the data-rich world
The data-driven world is advancing and expanding, opening new avenues for
innovation and business creation. At Tieto we are inspired by these opportunities
- helping our customers to become more competitive and enriching society with
unique services and experiences.

“

Continued
demand for
renewal opens
opportunities
for growth.
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Our 50th anniversary made 2018 a special
year for everyone at Tieto. The jubilee year
demonstrated continuation of our multi-year
performance improvement including highestever customer experience (rNPS), further
improvement in employee engagement, and
strong financial results with good cash flow
and profitability which enabled continued
dividend increase and payout. Furthermore,
early in the year we were nominated into
a prominent group of companies as a Top
100 Global Technology Leader by Thomson
Reuters, and in the autumn we were ranked
among the Top 25 companies globally in
gender equality by Equileap. I want to thank
our employees and all key stakeholders for
making this development possible through
long-term commitment and collaboration.

We are inspired by the opportunities at hand
for advancing our customers’ business
and the society-level development with
smarter use of data and technology. On
6 February 2019 we launched our new
company strategy, with the aim to further
enhance value creation for our customers,
shareholders and employees. To accelerate
customers’ innovation and business creation
opportunities, we will expand our design
and data-led consulting services, redefine
customer engagement and build networked
operations and leadership across the
company. By this, we aim to be more agile,
fast adapting to customer and market needs
– and empower Tieto teams to co-create
great everyday experiences for Nordic citizens
and consumers. As part of the new strategy,
we have also upgraded our growth and
profitability ambitions for the coming years.
8
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Employee experience
and learning as lifestyle foundations for success
The next chapter in our renewal is being built
on a solid existing foundation supported by
increased investments into areas contributing
to our future competitiveness. As core part of
this, we will in the next few years significantly
increase our skills and capabilities in areas
and roles such as data science, AI, data
engineering, design, customer experience,
software development, and cloud solutions.
As the competition over talent intensifies,
the focus on employee experience and
employer image become more important
than ever. We have seen a strong upward
trend in our employee engagement since
2014. Building on our Open Source culture
with utmost respect for every individual at the
core, we are committed to continue this trend
and for example empower purpose-driven
professional networks, aiming to make Tieto
the most engaging workplace in the industry.
We encourage all of us in Tieto to embrace
a ‘Learning as a Lifestyle’ mindset and offer
an expanding selection of learning modules
open for everyone to explore. In 2018 we
welcomed around 3 000 new colleagues
into our company through recruitment and
enhanced our capabilities also through three
acquisitions, welcoming Petrostreamz within

Annual report 2018
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Oil & Gas, Swedish NSEC within Security
Services and Swedish Meridium within Digital
Customer Experience to the Tieto team.
Through these activities we further enhance
our competitiveness and cultural evolution,
contributing to our profile as an employer of
choice.

the launch of our AI ethics framework and
certificate for employees working within
this area. We are also actively engaged in
important dialogues to enhance societal
equality through digital democracy – a recent
example being our collaboration with Startup
Refugees in Finland.

Empowering sustainable
societies

Continued demand for renewal
opens opportunities for growth

Stemming from our strong Nordic valuebase, sustainability and social responsibility
have always been at the core of Tieto.
With a growing amount of technology
solutions and explorations in the digital era,
new sustainability aspects are emerging
and gaining more weight in the minds
of all stakeholders. Recent sustainability
considerations include for example the
ethical use of AI, as well as energy efficiency.
At Tieto we are driving our Sustainability
2020 plan with focus on three areas:
minimizing environmental impact, being an
ethical forerunner and creating value for all
stakeholders. As an example of our efforts
to lead the way in 2018 we updated our
company-wide Code of Conduct to further
reflect the global demands of today, and by
year end 87% of our employees completed
the e-learning. During the year we also
reinforced our commitment to drive ethical
AI product and service development with

Driven by the speed of innovation and adoption
of new technologies by both our customers
and ourselves, the overall investment agenda
in the market continues to be positively
dynamic. Operational agility and innovation
of new data-driven business models remain
high on our customers’ agenda. In 2018, the
market continued its longer-term shift, with
reduced spending on basic infrastructure
services and increased spending on consulting
and application services.
In 2019, the Nordic IT software and services
market is anticipated to grow by 2–3%.
Customers are expected to shift their
spending towards business-led renewal with a
focus on both unleashing value from data and
on efficiency improvement. This provides a
significant opportunity for IT service providers.
The market for new services built around data
and design is anticipated to grow double-digit
over the next few years. In parallel, business

Sustainability

continuity and efficiency continue to be of
high importance both to our customers and
ourselves. The global market for product
development services continues to develop
favourably as the demand for advanced
software engineering is expected to increase
across several industry sectors.
As we operate in this highly dynamic data-rich
market, we continue to see new opportunities
for innovation, growth and impact on societal
level. Grasping these opportunities sets a
positive demand for accelerated learning,
exchange of ideas and co-innovation. Building
on our global talent, multi-year positive
progress and the new strategy, we are set
to take a very active role in making our
customers more competitive - and believe
we will see both customer and employee
experience reach new record levels as result.
In parallel, we look forward to contributing
to the societies we live in, through even
more advanced and sustainable utilization of
modern technologies.
I would like to sincerely thank our customers,
employees, partners and shareholders
for making our 50th anniversary year a
memorable one, and look forward to our
close future collaboration.
KIMMO ALKIO

President and CEO
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Strategy and operating model
Creating great everyday experiences in the data-rich world

DATA AT THE CORE OF INNOVATION AND VALUE CREATION

Tieto is taking the next big leap in its renewal to enhance the future competitiveness
of customers and the company alike. With its new strategy, Tieto focuses on
accelerating customers’ design and data-led innovation and renewal in the Nordics.

Enterprises and public organizations are
increasing their investments in new data-rich
services and differentiating service experiences
for their customers. Operational agility,
innovation and new data-driven business
models will be the main drivers for customers’
and Tieto’s competitiveness. Today’s customer
agenda opens up significant opportunities to IT
service providers as enterprises re-focus their
IT investments accordingly.
Tieto will facilitate customers’ innovation and
renewal agenda throughout the entire cycle
addressing design of service experiences,
smart use of data, architecture adoption
and application renewal. Digital experience
business, driving agile iterations of the
innovation and renewal cycle, will form the
essence of competitiveness and growth
for customers and Tieto. Adaptive hybrid
Annual report 2018

infrastructures utilizing leading technology
platforms and partnerships ensure business
agility and cost optimization while supporting
customers’ business-critical services.

Renew
applications

Design and
experience

Agile

Operating model
To enable faster time to market and contextrich customer engagement and co-creation
with customers, Tieto will adopt networked,
simplified ways of working and renew its
leadership model during 2019. The new model
will empower agile teams to dynamically
address evolving customer challenges.
For the key markets of Finland, Sweden and
Norway, a new Managing Partner position will
be established in each country to focus on
market share growth, on leading the country

Adapt
enterprise
architecture

Data and
insights

Hybrid Infrastructure
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management network and on accelerating the
Digital Experience business in the respective
country.
In addition to accelerating digital experience
services, the company will continue to focus on
the Industry Software, Hybrid Infrastructure and
Product Development Services businesses:
• DIGITAL EXPERIENCE: the core of
Nordic customers’ data-driven innovation
and renewal, including design of service
experiences, smart use of data, architecture
adoption and application renewal.
• HYBRID INFRA: the hybrid infrastructure
foundation to ensure Nordic customers’
business continuity and renewal,
including capacity services, hybrid cloud

orchestration, and managed security
services. Tieto is well positioned to manage
Nordic customers’ technology complexity.
• INDUSTRY SOFTWARE: best-in-class
industry software. Tieto aims to accelerate
software businesses with selected
spearhead solutions and continues to
drive international expansion of selected
globally competitive businesses.
• PRODUCT DEVELOPMENT SERVICES:
continued focus on delivering software
R&D services to enhance connectivity and
data-richness in customers’ products and
services. The scope of the services is global
and Product Development Services will
continue its current strategy to expand its
customer base beyond the telecom sector.

Creating value

Sustainability

OUR BUSINESS AND GO-TO-MARKET STRUCTURE

CUSTOMER

Country Management Network

Digital
Experience

FI

SE NO

Hybrid
Infra

FI

SE

NO

Industry
Software

Product
Development
Services

Centers of Excellence and Global Delivery centers

Group management and Support

“

Operational agility,
innovation and new datadriven business models
will be the main drivers for
customers’ and Tieto’s
competitiveness.

Annual report 2018

IN THE BEGINNING OF
2019 WE LAUNCHED
A NEW STRATEGY TO
CREATE GREAT EVERYDAY EXPERIENCES IN
THE DATA-RICH WORLD

Learn more
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Creating value in the data-driven world
In a world driven by data, every bit of information can be used to provide new and
sustainable value. Our value creation model is based on our strategic ambition:
creating great everyday experiences and making our customers more competitive.
In this report we aim to provide an overall picture of our value creation capabilities.
The value creation model below has been prepared using The International <IR>
Framework.

How our operations create
value for our stakeholders

“

Through the foundation, we are
able to increase customer value and
accelerate innovation.

Annual report 2018

Our main role is to support our customers
to renew their business and innovate new
services and business models in the datarich world. Our role varies from advisory and
design of services to building and running
systems and solutions. We look at the world
from our customers’ perspective and aim
to offer the best services and solutions from
our wide-ranging portfolio. This enables our
customers to focus on their core business
and create value in their respective sectors.

by data to create societal, economic and
environmental value. We do this through:
• SMART TECHNOLOGY – with digital
and mobile services we enable a better
everyday life for millions of people.
• OPTIMIZING BUSINESS AND IT – our
customers can benefit from increased
scalability and business continuity, while
ensuring competitiveness and growth.
• INNOVATE SOLUTIONS – we help
create smarter cities, effective care and
efficient digital government operation.
• ROBUST FINANCIAL GOVERNANCE
AND CONSISTENT PROFIT
IMPROVEMENT – we are committed to

Through the foundation, we are able to
increase customer value and accelerate
innovation. We aim to use the opportunities
which come with a world increasingly driven

creating shareholder value for our owners
as well as positive economic impacts as
an employer and taxpayer.
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Value creation model
Creating great everyday experiences in the data-rich world
THE WORLD AROUND US
CONSUMER
FIRST

CIRCULAR AND
SUSTAINABLE SOCIETY

BUSINESS

THOUGHT LEADERSHIP
DEEP INDUSTRY INSIGHTS

INPUT

De
s

w

n
ig

Re
ne

STRONG ROLE IN
GLOBAL ECOSYSTEMS
VAST NORDIC
CUSTOMER BASE

Co-innovation

COMPETITIVE OWN AND

ild

MATERIALS AND

Ru

n

Bu

FINANCIAL STRENGHT

Business renewal
Growth opportunities
Business continuity
Optimised IT and business

EMPLOYEES
Good employee experience
Meaningful work
Equal opportunities
Continous learning

SOCIETY AND
THE ENVIRONMENT

ECOSYSTEM SOLUTIONS

ENERGY USAGE

PRIVACY AND
SECURITY

Economic impact
Effective care
Smarter cities
Digitalization of services
CO2 avoidance and CO2 emissions
Electronic waste

OUTPUT

DIGITALIZATION AND
DISRUPTIVE TECHNOLOGIES

INVESTORS

STANDARDIZED

Responsible returns
Attractive dividens

WAY OF WORKING

FOUNDATION
OPEN SOURCE CULTURE
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EMPLOYEE EXPERIENCE

CUSTOMER CENTRICITY

SUSTAINABILITY
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Dashboard
GOALS AND RESULTS FOR EACH SUSTAINABILITY AREA
Sustainability area

Target 2020

Result 2018

Result 2017

Status

Completion of Code of Conduct
e-learning for awareness on equality,
ratio (%)

100%

87%

88%

On
target

Employee engagement score, %

73%

75%

73%

Target
reached

% of employees who are always
or often stressed and unable to
recover

Keep low

Not reported2)

3%

Not
reported

ETHICAL
CULTURE

Completion of Code of Conduct
e-learning, ratio (%)

100%

87%

88%

On
target

INFORMATION
SECURITY AND
DATA PRIVACY

Total number of substantiated
complaints regarding breaches of
customers’ privacy and losses of
customer data

0

1

0

On
target

SUSTAINABLE
SUPPLY CHAIN

New or renewed suppliers agreeing
to Tieto’s Supplier Code of
Conduct, ratio (%)3)

100%

100%

100%

Target
reached

GREENHOUSE
GAS EMISSIONS

Reduction of CO2 emissions from
Tieto's indirect energy
consumption4)

-50%

-12%

-44%

Target
reached5)

EQUAL
OPPORTUNITIES

Goal

UN Sustainable Development Goal1)

EMPLOYEE
EXPERIENCE

Annual report 2018
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SUSTAINABLE
IT SOLUTIONS

FINANCIAL
PERFORMANCE

Goal

Creating value

Target 2020

Result 2018

Result 2017

Status

Total ktons CO2 avoided by
customers through use of Tieto's
IT services

Increase customers'
avoided CO2
emissions
exceeding Tieto's
own CO2 emissions

76 kton CO2

75 kton CO2

On
target

% sales growth

Above market CAGR

4%, or 7% in local
currencies

3.0%, or 3.6% in
local currencies

Target
reached

% EBIT margin

Long term >10%

9.7%

9.0%

On
target

% adjusted margin

Long term >>10%

10.2%

10.7%

Target
reached

Annually increasing dividends

Annual increase in
absolute terms

Base dividend up
by 4%,
additional dividend
proposed

Base dividend up
by 4%,
additional dividend
proposed

Target
reached

<1.5 long term

0.7

0.8

Target
reached

Relationship Net Promoter Score
(rNPS) (-100 to 100)

35

24

21

Behind
target

Customer eXperience Index (CXI)
(1 to 10)

8.20

7.90

7.97

Behind
target

Net debt to EBITDA ratio,
limited in the long term

Sustainability

UN Sustainable Development Goal1)

CUSTOMER
EXPERIENCE

1)
2)

3)

United Nations Sustainable Development Goals: https://sustainabledevelopment.un.org/
The employee stress indicator was not measured in 2018 due to changes in measuring frequency. The indicator will be followed up in 2019 and reported on in next year’s report. However, actions to resolve causes of stress continued throughout
2018 and all identified stress drivers were improved; access to information (+8%), clarity on roles and responsibilities (+9) and freedom to express ideas/views without fear of negative consequences (+6%).
Scope: Agreements made through Procurement function.

4)

Tieto’s CO2 emission reporting follows the methodology of the Greenhouse Gas Protocol Corporate Standard. The greenhouse gas emission reduction goal is reported on market based CO2 emissions.

5)

Aggregated reduction of CO2 emissions totals 56% comparing to 2016 baseline.

Annual report 2018
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CREATING VALUE

Markets
Our key markets continue to be the Nordics - Finland, Sweden and Norway supported by our global capabilities and customer deliveries in about 90 countries.
The IT market continues to be a dynamic one offering ample opportunities for
co-innovation with our customers. We aim to grow faster than the market, and to
realize this ambition we also continued our investments in innovation and growth.
Main Markets

Global delivery centres

Go-to-market activities

Customer deliveries

IT market drivers
The IT market is driven by a range of factors:

Finland
•
•
•
•

Tieto's core market
Sales EUR 673 million
Personnel 3 392
Market position: 1

Go-tomarket activities
• Austria, Denmark,
Estonia, Latvia,
Lithuania and Russia

Annual report 2018

Sweden
•
•
•
•

Tieto's core market
Sales EUR 625 million
Personnel 3 106
Market position:
Among top 3

Global
delivery centres
• Czech Republic
– Ostrava
• Poland – Szczecin,
Wroclaw
• India - Pune
• China - Chengdu

Norway
•
•
•
•

Tieto's core market
Sales EUR 156 million
Personnel 607
Market position:
Among top 8

Customer
deliveries
• Customer deliveries in
about 90 countries in
six continents

• Enterprises and public institutions are
increasing their investments in innovating
new data-rich services and differentiating
experiences for their customers.
Operational agility and innovation of new
data-driven business models are high on
customers' agenda.
• Data is the prime enabler of the change
and a large-scale revamp of business
models is needed across industries, while
ensuring business continuity.
• The market remains dynamic. In 2019,
the Nordic market is anticipated to grow
by 2–3%. The mix is continuing to see

a major shift, with reduced spending
on basic infrastructure services and
increased spending on consulting and
application services that can unleash
value from data.
• The renewal to derive value from data
provides a significant opportunity for
IT service providers. The market for
new services built around new cloudnative applications, design and data is
anticipated to grow double-digit.
• Technology forms the backbone of the
pursuit of this agenda. It is assumed that
well-orchestrated hybrid infrastructure
will ensure business agility and optimize
costs. The technology architectures
remain hybrid across public cloud, private
cloud and on-premise platforms.
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1. FINANCIALS
FR work number 1

Our market position
We have the leading market position in IT
services in Finland, and we are among the top
three players in Sweden and among the eight
leading players in Norway. We have chosen
to differentiate ourselves from our competitors
by combining our industry expertize with the
best available technologies in solutions that
serve our customers in their business renewal.
Our major competitors include both
international IT providers, smaller niche players
and geographically focused companies. Our
competitors in different industries, services and
regions vary, but most actors provide a wide
range of consulting, systems integration and
managed services.
We also provide R&D software engineering
services for the global telecom, semiconductor and consumer IoT sectors and
are expanding into new sectors, such as
automotive. Main markets for our product
development services include the Nordics, as
well as Eastern Europe and Asia.

NORDIC IT SERVICES MARKET*

13%

37%

50%

Project services
IT outsourcing services
Support and deploy services
* incl. Tieto's core markets Finland, Sweden
and Norway

“

The IT market
continues to be a
dynamic one offering
ample opportunities
for co-innovation
with our customers.
Annual report 2018

READ MORE ABOUT OUR
SOFTWARE R&D SERVICES

tieto.com
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STAKEHOLDERS

CREATING VALUE

Investors

Stakeholder dialogue
Through continuous collaboration and open dialogue with our key stakeholders,
we not only understand what is expected from us now but are also able to
innovate and develop sustainable solutions for the future.

We engage with a wide range of stakeholders,
including employees, customers, business
partners, authorities, governments and wider
society. Our aim is to meet our stakeholders’
sustainability requirements and needs, both in
our daily business and in longer term strategy.
We believe that we can raise the sustainability
standards both for the industry and wider
society.
At the end of 2016, we conducted a new
materiality analysis to evaluate stakeholders’
views on our sustainability impacts. The
results of the analysis were used to develop
the Sustainability 2020 plan and related
targets. During 2018, an expert panel made

Annual report 2018

up of several sustainability experts with
understanding of our business and our
industry verified and validated the current
materiality analysis and our reporting content.
We continuously engage in a number of
stakeholder dialogues including yearly
surveys with customers and employees,
as well as conversations with suppliers,
business partners, customers, investors and
authorities. Our stakeholder relations are
managed throughout the organization, except
for Investor Relations, which is centralized
within the Group support functions. Similarly,
supplier relations are mainly handled by our
Procurement team.

Potential employees

Academia /
Universities /
Schools

Employees

Non-governmental
organizations

Media

Customers

Suppliers

Our
Stakeholders

Local communities

Business partners

Governments /
Public authorities

Ecosystems
Industry associations

“

Our aim is to meet
our stakeholders’
sustainability
requirements
and needs.

FOR INFORMATION
ABOUT OUR KEY STAKEHOLDERS,
MAIN TOPICS DISCUSSED AND
ENGAGEMENTS THROUGHOUT
2018, PLEASE VISIT OUR WEBSITE

tieto.com
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Creating value for business
Today’s highly dynamic data-rich market
offers ample opportunities for innovation,
growth and impact on societal level. We
believe that new data-driven services and
differentiating service experiences combined
with operational agility, become critical
drivers for companies’ competitiveness going
forward. At Tieto, we want to continuously
improve customer experience, accelerate
our customers’ design and data-led renewal,
and hence contribute to making their
business more competitive.
Through adoption of leading technologies,
smart and secure use of data and agile
ways of working, we will co-create future
innovations together with our customers.
We facilitate our customers’ innovation
and renewal throughout the entire cycle
addressing design of service experiences,
utilizing of data assets, architecture adoption
and application renewal.

Annual report 2018

We develop sustainable solutions,
for example within healthcare, that have
genuinely positive impact on society. Aligned
with our goal of being an ethical forerunner,
we were among the first companies in the
Nordics to launch the framework for ethical
use of AI in 2018. We strive to enhance
sustainability across the value chain and
expect compliance to our ethical and
environmental standards also from our
partners.
Together with our customers and partners,
we create great everyday experiences for the
Nordic citizens and consumers –– and value
for their business.
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Sustainable IT solutions
We envisage a future where information is the biggest driver of social, economic
and environmental value. We recognize the importance of being able to identity
and quantify the environmental impact of technological development. We must
also consider the ethical risks which might be related to the use of advanced
technology. We want to be the forerunner in integrating both ethics and
sustainability into our solutions.

Sustainable IT – At the heart of our business
is the belief technology’s potential to improve
sustainability in our customers’ operations
and industry as a whole. Modern IT services
help us create a positive impact for people,
businesses and wider society. Companies
are reaching further with sustainability by
going beyond just a compliance and risk view
to focusing on sustainability and business
opportunities. By focusing on sustainable IT,
we understand, develop and communicate
about the verifiable impact we create.
Each business unit in Tieto is responsible
for development of sustainable IT solutions.
Projects identifying and quantifying positive

Annual report 2018

Sustainability

SUSTAINABLE
IT SOLUTIONS

CREATING VALUE FOR BUSINESS

How we work

Creating value

Avoided CO2 emissions from use of IT services
Result 2018
Target 2020

76 kton

CO2

Increase customers’
avoided CO2 emissions
exceeding Tieto´s own
CO2 emissions

impacts from IT solutions are carried out in
co-operation between relevant business units
and our sustainability experts on a case by
case basis.
Although there are no regulatory requirements
for measuring and reporting avoided CO2
emissions, this is a high priority in our
environmental management system. Since
2010, we have measured the positive
impacts of IT by calculating the CO2 emission
avoidance enabled by replacing paper with
our digital transaction services and other
identified services. In 2017, for the first time
we set a numeric goal for sustainable IT with
the aim to further decrease both ours and our
customers’ CO2 emissions.
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Creating value

Progress
AVOIDED CO2 EMISSIONS IN THE FINANCIAL VALUE CHAIN
Savings for the environment can be made by automating business
processes such as financial value chains or banking and insurance
transactions. We have been measuring the impact of automations
in financial value chains and in 2018 we updated and expanded the
model. We quantified the CO2 outputs for the following business
processes: purchase to pay, order to cash, invoicing, and several
services available in online banking and insurance services. The
carbon footprint for a relevant (more manual) baseline as well as for
the automated process was then calculated. The difference between
the two numbers is the avoided emissions, or the carbon handprint. In
2019, we estimated the carbon handprint from the use of our solutions
within financial services to 76 ktonnes CO2.

Read more

“

Ethics and
technology will
continue to be a top
priority for us going
forward.
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In 2018, we continued our efforts in analyzing
and quantifying the impacts of our solutions.
We expanded our focus to cover three different
businesses: automation of financial value
chain, online bank and insurance services,
and new energy solutions focussing on a
positive carbon handprint. The use of new
technologies such as AI and machine learning
for preventative healthcare focused on socioeconomic impacts.
During the year we developed a repeatable
impact assessment model, which is now ready
for further utilization across our business.
AI and ethics were the topics for public
discussion during the year. Our strategic
ambition for AI includes further development
and application of ethics and in 2018 we
reinforced our commitment of advancing
ethical and responsible AI to support this
goal. In October 2018 we launched an initial
framework which addressed five principles:
• RESPONSIBILITY : Committed to
harnessing AI for good, for the planet and
humankind
• HUMAN RIGHTS : Ensuring the freedom
and liberty of people to serve the social
good
• FAIRNESS & EQUALITY : Unbiased, fair
and inclusive AI, fostering diversity and
equality among people
• SAFETY & SECURITY : AI systems are

Sustainability

built to prevent misuse and reduce the
risk of being compromised
• TRANSPARENCY : Striving towards AI
that can be explained and explain itself
For employees working with AI, we have
introduced an AI certificate. These steps are
part of our commitment to drive ethical AI
product and service development.

Looking ahead
Stakeholders’ expectations for companies’
value creation is increasing. A company’s
ability to be able to verify a positive impact to
society and the environment are becoming
important factors impacting investors’
decisions. Employees are more attracted to
companies that can communicate a purpose
beyond just financial performance. Our
impact work focuses on how our business
can use modern technologies and data to
create long-term value to society. Our impact
assessments have received positive feedback
from our stakeholders and there is a high
demand for expanding the work. Our aim is
to conduct both qualitative and quantitative
impact assessment projects in 2019.
Ethics and technology will continue to be
a top priority for us going forward. The
development of AI use-cases and deepening
of the ethical guidelines continue and we aim
to further expand the team and establish new
22
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positions to accelerate this work. New job
roles include AI ethics engineers and AI quality
assurance experts. Our aim is to develop and
enforce best practices to address biases,
transparency, security and safety of AI.
While we continue to be active in public
discussion, we also see our employees as key
resources in understanding the sustainability
impact of advanced technologies. Awareness
campaigns around different aspects of
sustainable IT will continue in 2019. To
increase awareness and employee skills in
the area, training on sustainable IT, covering
CO2 handprint, socio-economic impact
and AI ethics will be organized for selected
employee groups, such as sales and product
development.

Creating value

Sustainability

DEVELOPING A MODEL TO QUANTIFY THE CO2
HANDPRINT OF OUR ENERGY SOLUTIONS

IMPROVED WELLBEING THROUGH ARTIFICIAL
INTELLIGENCE
Tieto Intelligent Wellbeing is a data-driven healthcare and
welfare solution. In 2018, we set to evaluate the socioeconomic impacts of the solution. To illustrate the largescale benefits, we evaluated and quantified the expected
benefits of using Tieto Intelligent Wellbeing for identifying
those in need of early care for diabetes. The purpose of
the holistic assessment was to help key stakeholders and
decision makers understand the impacts that smart use
of new technologies can bring to individuals, companies
and society as a whole. Based on this assessment, three
categories of positive impacts were identified: direct
savings in healthcare costs, increased productivity due
to reduced sick leave, and better health and increased
wellbeing for the individual. We extrapolated this impact
on a national level for Finland for the period 2018–2030
and found the expected cost savings amount to EUR 1.2
billion. This estimate is based on an assumption that our
solutions would impact 5% of the total diagnoses and
preventions of complications.

Our new Distributed Energy Solution (DES) enables
and promotes changes in the energy market. The first
customer pilot projects were carried out in 2018. DES is
an operational business platform integrating assets and
ecosystem operators for the management of distributed
energy resources related services. The key benefits of
the solution include environmental benefits, ability to turn
distributed energy assets into profit, and having a virtual
overview of the energy value chain. In 2018 we began to
map the model for quantifying the environmental benefits.
The model will enable us to calculate avoided CO2
emissions per customer case and also illustrate, case by
case, how much renewable energy the flexible system can
put back into the energy grid. The model will be finalized
in 2019.

Read more

Read more
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Creating value

Sustainability

STAKEHOLDER INTERVIEW

Creating value for business
through sustainable IT solutions
At Tieto, we play an important role in
designing and implementing solutions that
can solve the societal problems of today
and tomorrow. I also believe that we have a
crucial role in driving a broader discussion
on what can be achieved through advanced
technology and data on a societal level.
In 2018, we conducted a project to better
understand what kind of socio-economic
impacts our solutions could have. We set out
to investigate potential impacts of our Tieto
Intelligent Wellbeing solution – a data-driven
product family for healthcare and welfare. The
idea was to understand the expected largescale benefits that this specific solution could
have for preventative healthcare and welfare
services. The project results are concrete and
easy for everyone to understand.
And this is exactly what I think we need to
do – share concrete examples to increase
everyone’s’ understanding of what can be
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achieved with data and advanced technology.
By doing so we can do things differently and
thereby improve people’s health and wellbeing.

What excites you about
a data-driven future?
The possibilities that are ahead of us are
what I find most exciting. It is not the actual
methodologies per se that trigger me –
machine learning and algorithms have existed
for many years. What is exciting is the amount
of data that is available today. When the
right people are brought together, they can
take a holistic view on the data available on
a certain topic and assess the possibilities
of utilizing that data to leverage value. The
potential benefits of this approach to a range
of stakeholders are huge.

Why do you care about
sustainability?
I think it is important that whatever we do, we
should make sure it benefits the society. On a

personal level, it is very important to me that
technical and business skills are focused on
making solutions that actually create value for
society. That is sustainability in a nutshell to
me – creating value for society through our
knowledge and expertise.

“

It is very important to
me that technical and
business skills are
focused on making
solutions that actually
create value for society.
MATTI RISTIMÄKI
HEAD OF DATA-DRIVEN HEALTH
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Creating value

Sustainability

CUSTOMER EXPERIENCE
Relationship Net Promoter Score (rNPS) (-100 to 100)
Result 2018
Target 2020

CREATING VALUE FOR BUSINESS

24

Customer experience
Customer experience is a top priority for each and every Tieto employee.
Understanding our customers’ needs and expectations is essential for our longterm development and success. In line with this, we continously measure customer
sentiment, which gives us valuable information about our services, products and
processes.

How we work
Having customer experience as a competitive
differentiator calls for commitment from the
entire Tieto team. Promises to customers
need to be fulfilled in every interaction,
seamlessly through all touchpoints, every
single day. This in turn requires that we
treasure a corporate culture where both
employee and customer experience are
equally valued, recognising their undisputable
correlation.

Making the customer´s voice
matter
Our work with customer experience is
addressed in Tieto’s Quality Policy, which
stipulates the continuous interaction with
customers and the use of customer feedback
in developing Tieto’s operations. For us, every
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Customer eXperience Index (CXI) (1 to 10)
Result 2018
Target 2020

7.90

8.20

customer feedback holds a promise of further
conversation and further insight. Closing
the feedback loop with customers requires
not only gathering feedback, but also acting
upon it as well as sharing both the feedback
and related actions with the customers,
employees and other relevant stakeholders.
To make this happen, customer experience
needs to be everybody's priority. Hence it is
included in the goals set for organizational
units, customer teams, delivery teams and
employees. The status of the customer
experience is monitored monthly in
the leadership teams at all levels of the
organization. Based on the analysis,
corrective actions and improvements are
implemented whenever needed. Multiple roles
across the organization are supporting the
analysis and monitoring, e.g. Quality Partners,
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Business Development Offices as well as the
corporate-level Customer Experience and
Insights team.
All Tieto employees have access to customer
feedback data. They are encouraged to
continuously follow the feedback given,
especially by their customer contacts,
implement improvements based on it and
communicate them back to the customer. To
identify structural improvement needs for an
organization, a process or a product, we use
the customer feedback, but also the findings
from our internal quality audits and ISO9001
certification audits.
To gain understanding of what our customers
think about their relationship with Tieto overall,
we carry out the Customer eXperience Survey
(CXS) on an annual basis. Our new continous
Delivery eXperience (DX) measurement helps
us understand how our customers experience
our deliveries and what we should improve.

topics relevant for our customers at different
points of their delivery lifecycles. In customer
meetings, we jointly planned and followed up
on the improvement actions originating from
this feedback.
An internal Customer eXperience community
for sharing best practices and learning from
each other was launched. The community
attracted several hundred participants during
the year. Various channels, including monthly
calls, social intranet and a community site are
being used for activation and sharing.
As a company with multiple business areas,
we strive to create a seamless experience
for our customers across all the different
touchpoints on their journey with us. To
advance experience in our digital channels,
we onboarded 1 350 customers to our new
service management platform, ServiceNow,
and launched a fully renewed external
website: tieto.com.

Visible results

Progress
Holistic approach to customer
experience
In 2018 we continued listening to the voices
of our customers in our deliveries and
focused on closing the feedback loop with
tangible improvements. Through the DX
process, we frequently gathered feedback on
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At Tieto, we measure the yearly performance
in customer experience through the Customer
eXperience Index (CXI) and Relationship Net
Promoter Score (rNPS). By 2020, we are
targeting a CXI score of 8.20 and a rNPS of +35.
In 2018 we reached an all-time high result
for rNPS (+24). Other customer experience
KPI’s maintained the same level as in 2017.

Creating value

In addition, our analyses showed that the
correlation between employee engagement,
customer experience, revenue growth and
profitability was more evident than in 2017.
Our long-term focus and progress in
customer experience was acknowledged
again in 2018, when we reached the third
position in the State of Customer Experience
Management study of Finnish companies.
However, we were not able to reach our KPI
targets for customer experience in 2018, and
reaching our long-term target will demand
a step change in the trend. Efforts to boost
our customer experience performance
are integrated in Tieto’s new strategy and
operating model.

Looking ahead
Delivering great customer experience will
continue to be a key priority for 2019 and
beyond. We will continue to improve our
delivery-level customer experience through
increased focus on implementation of the
improvement actions based on the feedback.
We will further develop our capabilities by
experimenting new end-user centric ways
of working, and by scaling the learnings to
the wider organization through the Customer
eXperience community and ambassador
network. We also strive to create a holistic

Sustainability

and data-driven view of our customers'
experiences at different touchpoints along the
journey. Our ambition is to build predictive
models utilizing data to be able to improve
customer experience in real time.
To meet our customers' expectations and
improve their experience with us, digitalization
and automation of IT service management
will continue. In projects we aim to increase
the use of design-led, end-user and humancentric approaches.
As a response of the growing interest towards
sustainable solutions among our customers,
we will continue developing our solutions and
services from this viewpoint. In early 2019
we will pilot a project where sustainability
and ethics are integrated in the full project
cycle – from design to operation, with the
aim of creating guidelines for all our customer
projects at a later stage.
® Net Promoter is a registered trademark and Net
Promoter Score (NPS) is a trademark of Satmetrix
Systems, Inc., Bain & Company, Inc., and Fred Reichheld.
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Creating value

Sustainability

STAKEHOLDER INTERVIEW

Creating value for business through
customer experience
From my point of view, the most important
thing for creating an excellent customer
experience is to understand the customer and
their business needs. These can sound like
buzzwords, but I truly see that this approach
makes a difference. For me, in practice this
means using tools to collect feedback from
our customers on a regular basis, following it
up face to face and proposing improvement
actions. It is absolutely crucial to take those
actions, since only with the right actions we
can make real improvements.

Source culture is a good foundation for this,
as well as new efforts such as our internal CX
community where we exchange best practice
about customer experience.

What excites you about
a data-driven future?
A data-driven future is really exciting! With
the help of massive amounts of data and
technology, we will be able to support our
customers predict and prepare their business
for the future in the best possible way. But
we also must be careful while handling the

I think that our increased focus on improving
customer experience over the past year
has yielded positive results. One of the
challenges we have had, and still can improve
on, is sharing best practices. On an overall
level, our customers can benefit from other
customers’ feedback. And for this we need
to have a culture where we share openly
both successes and challenges. Our Open

increasing amount of data and make sure we
focus on the right data and that data privacy
is always considered.

Why do you care about
sustainability?
I think this is extremely important from Tieto’s
perspective. I believe that our ability to
expand sustainable partnerships and ensure

good revenues relies on our ability to look up,
look to the future and understand the wider
environment. If we don’t care, we won’t
progress. But when sustainability is ensured,
we will create long-term value to society
and our company. To sum up – I think it is
business critical!

“

We need to have a
culture where we
share openly about
both successes
and challenges.
Our Open Source
culture is a good
foundation for this.
SHI YUAN
SENIOR CUSTOMER OPERATIONS
MANAGER, TSM
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Information security and data privacy
Today’s increasingly complex IT landscape and new regulations set new demands
on security measures protecting personal and business-critical information.
Constant availability of IT services and good resilience towards cyber threats
and attacks are cornerstones of our business and are vital for maintaining our
customers’ trust. As a result, we are continuously improving our processes and
the security services provided to customers. Where data is stored and how it is
handled is extremely important to our customers, therefore we ensure we keep
information safe in all circumstances.

The importance of information and cyber
security as well as privacy is continuously
increasing. We must make sure that they are
part of any process, delivery or work that we
do. We do this via our Security Operations
Centre (SOC) that daily predicts, prevents,
responds and detects different types of
attacks and incidents. Risk management,
business continuity, awareness and wellfunctioning security services are all important
building blocks for establishing good cyber
security resilience and meeting stakeholders’
expectations.
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Sustainability

INFORMATION SECURITY
AND DATA PRIVACY

CREATING VALUE FOR BUSINESS

How we work

Creating value

Total number of substantiated complaints
regarding breaches of customers’ privacy and
losses of customer data
Result 2018
Target 2020

1

0

Our comprehensive approach to information
security and data privacy covers three areas:
confidentiality, integrity, and availability of IT
services and data. Updated on an annual basis,
these policies guide our information security and
data privacy actions and consist of:
• Tieto’s Security Policy
• Tieto’s Privacy Policy
• Tieto’s Information Classification Rule
• Tieto’s Data Transfer Rule.
Our Information Security Management
System (ISMS) covers all information security
rules. It also provides mandatory information
regarding security processes. Our Grouplevel responsibility for security and data
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privacy arrangements is managed by our
Chief Security Officer as well as our Chief
Risk Officer, who heads the central risk
management function.
Throughout our business units, security
managers, risk coaches and privacy contacts
constantly support the organization on
security and privacy topics. Our Security
Services unit provides security services
(like the SOC) to our customers and also
for internal use. Our internal Computer
Emergency Response Team handles security
incidents, in co-operation with internal
and external stakeholders (like authorities
and customers). Our Governance, Risk
Management and Compliance (GRC) platform
supports the daily work of our security
organization, in areas like risk management,
privacy risk assessments, security incident
management and audit follow-up.
We handle any security incidents through our
Security Major Incident Management (sMIM)
process. This supports efficient management
of incidents and aims to minimize the impact
on customers and end-users by restoring
business-critical IT services and maintaining
constant communication with relevant
stakeholders. It also defines communication
and mitigation actions based on the sensitivity
and criticality of the incident.
Monthly and quarterly internal and external
audits are conducted on our processes and
Annual report 2018

management of information security and data
privacy. Audit results are regularly followed-up
by Tieto Leadership team and by our Board
of Directors Audit Risk Committee. We also
conduct annual ISAE 3402 audits for our data
centres and customer specific infrastructure
services, which describe and document the
adequate internal controls for information
security and financial reporting.

Progress
Throughout 2018 we continued our efforts
to increase information security awareness
among employees by various means, such as
e-learning courses, conferences and training
programmes. This included all employees
being required to do our mandatory security
e-learning, focusing on our Security Policy,
information security and IT security, privacy,
physical (premises) security and travel
security. Mandatory trainings for all employees
on our Code of Conduct e-learning (including
information security and data privacy topics)
as well as on General Data Protection
Regulation (GDPR) were also conducted
throughout the year.

Creating value

developed a Tieto wide Privacy Engineering
guideline and we were also among the first
companies in the world to publish an ISAE
3000 GDPR reasonable assurance report to
demonstrate our readiness towards GDPR.
In 2018 one substantiated complaint
regarding breach of customer privacy was
reported. The incident concerned an isolated
service of a Swedish customer and led to
personal data of around 400 persons being
shared with wrong recipients.
A data breach notification of the incident
has been filed to Swedish Data Protection
Authority (Datainspektionen) by the customer,
in accordance with GDPR requirements. The
investigation by authorities is ongoing.

Sustainability

up to our stakeholders’ expectations and
comply with legislation we will maintain our
active dialogue on cyber security issues with
stakeholders on a societal level.
At an organizational level, we will implement
further improvements in our GRC platform,
mainly to improve our business continuity
management. We will also use feedback on,
and experience from, our Privacy Engineering
guideline to fine tune and improve the usability
of it internally.
Activities to build internal competence and
capacity within the area will continue through
the coming year through mandatory trainings
and other activities.

The quality of our services is of utmost
importance to us, and we take all incidents
extremely seriously. We are actively
collaborating with the customer for solving the
potential consequences of the event. There
was no impact to Tieto’s other customers due
to this incident.

Looking ahead
From the first quarter of 2016 up until the
end of October 2018, we also carried out
an extensive GDPR programme for all of our
employees, with the aim of making sure our
organization was prepared for the new GDPR
regulation. As a result of our programme, we

While our heavy data dependent offerings
and services increase, we are committed to
developing them in such a way that the data
subject rights are considered, and the privacy
regulation is adhered to. To continue to live
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Sustainability

STAKEHOLDER INTERVIEW

Creating value for business by
safeguarding personal data privacy
We had a very interesting but equally
challenging 2018 with personal data privacy.
The EU’s GDPR came into force and it took a
lot of hard work to ensure that we would be
compliant with the regulation. Even though
there’s always room for improvement, I believe
that we have succeeded well in our work.
We identified early on that being strategic in
our approach would be key to succesfully
delivering this objective. Already in 2015, we
launched an internal programme to support the
alignment and implementation of GDPR.
I am very proud of the programme and the
commitment from our employees. Over
13 000 of our people have completed
our mandatory GDPR training and have
understood that we all need to have a special
focus on personal data privacy. I believe
that we now have a holistic and systematic
approach to data privacy. Our work has
also been appreciated by our partners and
customers. This is important to us as it
shows our reliability as a partner and that
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our commitment to ensuring personal data
privacy is a priority.
Going forward we need to make sure that
we continue to be proactive and keep up the
good work. This means we need to constantly
evaluate our privacy governance model,
provide employee trainings and continue active
communications on data privacy. It is important
that we take care of our own compliance, but
also help our customers to be compliant. And for
this we need to have reliable privacy and security
competence throughout our organization.

What excites you about
a data-driven future?
The data-driven future is already here, and I
believe that it will continue to bring solutions
that can improve the quality of our everyday life.
That's why ensuring privacy is at the forefront
of my mind. I see it as my responsibility to
make sure that all positive developments arising
from technology are combined with thorough
data protection to ensure we continue to

respect privacy. And that responsibility is both
challenging and exciting.

Why do you care about
sustainability?
I think sustainability is very important for
everyone. What I care most about are social
issues and more precisely human rights since
privacy is a fundamental human right. I have
strong feelings when it comes to the freedom
and rights of individuals. For all of us at Tieto
need to make sure that we protect these rights
and the work which we do should concretely
support a sustainable development from that
perspective.

“

We need to
constantly evaluate
our privacy
governance model,
provide employee
training and
continue active
communications on
data privacy.
JARI FRIMAN
DATA PROTECTION OFFICER
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Sustainable supply chain
We understand that a sustainable future is dependent on our business impact as well
as on the performance of our suppliers. By making sure our suppliers are cost-efficient
and reliable, we ensure business continuity and effectiveness. We also expect our
suppliers to uphold human rights, labour rights, health and safety legislation, business
ethics, and environmental practices. Through requirements and co-operation with our
suppliers, we can support them in applying sustainable practices. This enables us to
deliver on our promise to create value to our stakeholders.

To support our business, we use suppliers who
supply IT products and services needed to
deliver solutions to our customers. These include
hardware, software and IT consultant resources.
We also have suppliers delivering products and
services needed for our own operations, such as
human resources services, facility management
and travel services. In general, addressing
sustainability issues with first-tier suppliers is
easier than with suppliers further down the
supply chain. Therefore, it is important for us to
continuously work on consolidating our supplier
base. As a result, our procurement today is more
centralized and focused on preferred suppliers
than it was a few years ago. This also helps us
mitigate supply chain related risks.
Annual report 2018
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SUSTAINABLE SUPPLY CHAIN

CREATING VALUE FOR BUSINESS

How we work

Creating value

% ratio of new or renewed supplier contracts
agreeing to Tieto´s Supplier Code of Conduct
Result 2018
Target 2020

100% 100%

Our Supplier Sustainability Programme is
the operative framework for supply chain
sustainability and signing Tieto’s Supplier
Code of Conduct is a basic threshold for all
suppliers. As part of the programme, our risk
review model guides our prioritised actions in
relation to our suppliers. In accordance with
the programme, we use self-assessments to
conduct follow-ups among prioritised suppliers,
with the focus of estimating the Code of
Conduct implementation and to mitigate risks.
We also conduct sanction checks, as well as
other on-boarding checks, prior to entering a
co-operation with a new supplier.
Our Group-level Procurement unit has the
responsibility for all procurement activities.
Procurement managers who work closely with
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the business, have the responsibility of making
sure that our Procurement Policy is followed
and that the Supplier Code of Conduct is
accepted and confirmed by all of our suppliers.
Discussions on ethical and environmental topics
are a regular part of procurement practices.
We have annual performance follow-ups
within the area of sustainable supply chain
to make sure we are on-track to reach our
2020 long-term goal. Goals of the programme
include having all new and renewed suppliers
signing Tieto’s Supplier Code of Conduct1),
conducting self-assessments to prioritized
product categories, and ensuring our e-waste
recycling partners are acting sustainably.
The overall aims are to strengthen risk
management approach and our co-operation
with long-term key suppliers.
In 2018, the total monetary value of procurement
amounted to EUR 615 million (609), representing
38% per cent of revenues. Approximately 230
of our suppliers represent as much as 80% of
the company’s spending. The vast majority of
purchases take place in the Nordic countries.
Purchases from suppliers invoicing from Finland,
Sweden or Norway represent over 70% of the
total annual purchase volume.

in line with developments in legislation and
stakeholders’ expectations. Major changes
included:
• Complete revision and update of Tieto’s
Supplier Code of Conduct, including new
chapters on human trafficking, privacy
and living wage
• Supplier management reviews – sparring
sessions with selected suppliers to get a
better understanding of their sustainability
performance and to strengthen our
collaboration
• Revision and update of our risk
management approach
• On site audits (scheduled to commence
in 2019).

services, technology or sub-contractors to us
are compliant with the minimum requirements
stated in our Supplier Code of Conduct Rule.
By the end of 2018, the coverage represented
86% (86%) of spend among regular suppliers2).
In total, 46% (45%) of all of our regular
suppliers had accepted our Supplier Code
of Conduct Rule. Given the large amount of
e-waste which we produce, our priority is to
have responsible partners that can ensure
the end-life treatment of ICT equipment and
servers. The amount of e-waste recycling
partners aligned with our Supplier Code of
Conduct rose from 80% to 90% in 2018.

Sustainability

constantly working towards improving our
own performance together with our suppliers,
and to design and implement changes in a
responsible manner.
CR work number 23
1)

Agreements done through the Procurement process

TOP TEN COUNTRIES FOR PURCHASE
2)

CR work number 23

Regular supplier: Minimum invoice/month, total 12

TOP TEN
FOR
PURCHASE
invoices
andCOUNTRIES
EUR 20 000 spend
annually
CR work number 23

TOP TEN COUNTRIES FOR PURCHASE
6%

6%

47%

Looking ahead
During the year, we also focused on capacity
building and awareness activities among our
suppliers. In line with our programme, we
carried out supplier management reviews with
five of our largest suppliers, who combined,
equated to 22% of our total spending. We also
focused on internal capacity building delivering
awareness training for selected groups.

Progress

The consolidation efforts in our supplier base
continued in 2018 and the total number of
suppliers has significantly decreased over the
past few years. Our total number of suppliers
was down to 6 100 in 2018 as compared to
7 200 in 2014.

In 2018 we took further steps to improve our
sustainable supply chain programme to be

Our aim is that all external businesses
undertaking regular provision of goods,
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We will continue our work in further improving
sustainability in our supply chain. We will focus
on carrying out activities in the Sustainable
Supply Chain programme, including:
• External auditors carrying out on-site audits
on selected suppliers in high-risk countries
• Further implementation of our revised
Supplier Code of Conduct Rule, including
capacity building and training
• Improve collaboration with main partners
and other stakeholders.
Throughout the year, we will continuously
evaluate the measures and risks in our
supplier programme, and fine tune our
approach towards suppliers in different
sectors and in different markets. We are

47%
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34%

47%

34%

34%
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Norway 6%
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Creating value for business
through a sustainable supply chain
We continuously develop our Procurement
function to broadly maximise the value of it.
Last year we worked with several focus areas,
including improving the cost and carbon
awareness within our organization, and also
further improving our Sustainable Supply
Chain Programme. I am pleased with many
things we accomplished during the year,
but what makes me proud are the moments
when all our efforts are combined, and we
see how we create value in practice. This can
be seen in action when we co-operate with
our sales organization in developing an offer
to a potential client. By understanding the
client’s need and having the possibility to put
together an ecosystem of suppliers fulfilling
the customers’ sustainability requirements,
and at the same time provide optimal
solutions and experiences in their digital
journey, we create a truly winning concept.
Looking ahead, we know that we, and our
customers, are continuously strengthening
sustainability efforts to future-proof our
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businesses. We also understand that to become
their first choice for business renewal, we need
to support them in these efforts as well. In
2018, we took several steps to further develop
our Sustainable Supply Chain Programme to
make sure we match our customers’ increased
expectations and demands on us, and of
course, because it is the right thing to do.

What excites you about
a data-driven future?

Why do you care about
sustainability?

Personally, I think it is exciting as I believe it
can enrich everyday life. Imagine living in a
sustainable smart building with connected
IoT that simplifies your life. You travel with a
connected environmental-friendly vehicle in the
smart city where you live, where you have access
to digital citizen services, predictive healthcare
and real-time payments whenever and wherever
you make purchases. I think this future will be
sustainable for each of us as individuals, since it
will save us time and energy and make room for
other activities that injects energy.

I believe that sustainability is everyone’s
responsibility. For me, this is a natural part
of my life, at home and at work. This makes
Tieto a very good match for me, since I
genuinely believe in the company’s ambition;
creating value for life. At Tieto, I can play an
active role in sustainable development at work
and in society by selecting suppliers with high
ethical standards, buying green energy for our
data centres and making sure we use green
buildings for our offices.

“

We, and our
customers, are
continuously
strengthening
sustainability
efforts to futureproof our
businesses.
TOMAS ELKEN
CHIEF PROCUREMENT OFFICER
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Completion of Code of Conduct
e-learning, ratio (%)
Result 2018
Target 2020

Ethical culture
A robust culture on business ethics is crucial to obtain and maintain trust from
our stakeholders. Requirements on companies to act ethically and with integrity
are continuously strengthened on national and international levels. To answer
stakeholders sharpened demands, we are putting emphasis on implementing and
maintaining responsible business practices in all our operations.

Tieto as a company, including the Board of
Directors and top management, has zero
tolerance for unethical business behaviour
and sees implementation of ethical values
and work practices as a vital part of the
company’s responsibility. In addition to
adhering to local legislation in operating
countries, such as the UK Bribery Act and US
Foreign Corrupt Practices Act, Tieto’s ethical
values are outlined in our company-wide
Code of Conduct Policy and related Rules,
which apply to all stakeholders. Our Code
of Conduct encompasses a wider range of
topics and to highlight specific sections of the
Code, we have separate rules providing more
detailed guidance.
Our business ethics efforts are led by the
Annual report 2018
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ETHICAL CULTURE

CREATING VALUE FOR BUSINESS

How we work

Creating value

87%

100%

Head of Sustainability in close cooperation
with Legal and Internal Audit. Resources
allocated to the ongoing work comes from
different functions and bodies within the
company depending on the nature of the
effort. Expertise within different areas are
called together when assessing potential
breaches of our Code of Conduct Policy
or when developing the area to improve
performance. These include functions such
as our Internal Escalation Function, Internal
Audit, Legal and Compliance office, as well as
the Sustainability Steering Group.
Our approach to unethical behaviour is
communicated in our proactive awareness
campaigns and followed up through
continuous monitoring. Our risk management
approach comprises a risk map for higherlevel management, including the Board of
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Directors. The risk categories are compliance,
financial, operational, project and strategic.
To identify and validate risks of unethical
behaviour, we conduct internal as well as
external audits on demand.
Internal audits are conducted by the Internal
Audit function according to the annual plan
based on risks found. The aim is to ensure the
company complies with the laws, regulations,
and customer agreements in focus, as well
as policies and guidelines, in all operations.
The Internal Audit Policy outlines the internal
audit’s objectives, intentions, directions,
responsibilities, and possible consequences
in terms of risk control, auditing, expediency,
and ethics. The policy applies to all
employees and covers governance, risk
management, and business processes.

Creating value
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and statutory, depending on size of business
operations and specific needs. Audits may
include, among other things, testing of
transactions as well as assessment of possible
risks of corruption. The scope of the testing may
cover ad-hoc audit assignments to evaluate the
efficiency of the risk controls in place.
Our goal is that all employees are aware of
and know our Code of Conduct and are
proactively implementing ethical culture in all
of our operations. In addition to accepting the
Code of Conduct when joining the company,
employees are expected to refresh their
knowledge on the content of the Code on a
yearly basis by taking the Code of Conduct
e-learning.

Progress
Some internal investigations and audits are
also initiated by whistleblowing. Our
whistleblowing process allows anonymous
and confidential reporting to the General
Counsel of the company, about violations of
the Code of Conduct, related rules, or any
unethical behaviour. The process is designed
to ensure that persons reporting violations will
not be subject to any retaliation. Failure to act
in compliance with the Code of Conduct can
result in appropriate disciplinary actions.
External financial audits are conducted by an
external party and vary between full scope
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During 2018, business ethics was a core
theme across the business. Activities carried
out were a complete renewal of our Code of
Conduct Policy, to improve alignment with
international norms, legislations as well as
stakeholder expectations. The policy was
introduced to all of our employees through a
five weeks long global awareness campaign.
The roll-out of the renewed Code was
accompanied with face-to-face trainings for
all Service Line and Industry Group leadership
teams. To support the implementation of the
new Code, a completely new e-learning was

“

Our goal is that
all employees
are proactively
implementing
ethical culture
in all of our
operations.
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also developed and implemented during the
year. In the gamified training, employees get
to follow a fictious Tieto employee during a
full workday and are asked to make decisions
across a wide range of situations that might
not always be black or white. Other efforts to
increase awareness of our business ethics
included sustainability awareness trainings
for all sales organizations across Tieto, as
well as targeted trainings on business ethics
for selected customer teams and internal
functions. Sustainability awareness training,
including business ethics, was also introduced
in the Take Off days in Finland and Sweden introduction trainings to all new employees.
We aim for 100% e-learning coverage on
a yearly basis. By the end of 2018, 87% of
employees had taken the Code of Conduct
training. During autumn 2018, a decision was
made by the Sustainability Steering Group to
include the Code of Conduct e-learning to a
mandatory goal plan for all employees. From
2019, fulfilment of the training will be formally
evaluated as part of each employee's annual
performance process.
As part of Tieto’s zero tolerance to unethical
behaviour, the company has a goal that all
employees should also know how to report
suspected Code of Conduct breaches. We
conduct assessments of our operations with
the aim of identifying risk for corruption and
fraud. In 2018, operations in four countries,

Annual report 2018

covering 8.6% of our operations (number of
employees) were assessed for risks related to
corruption. One significant risk was identified
through the risk assessment, which lead to
several improvements in background checks
and controls of partners and agents.
Internal Code of Conduct related whistleblowing escalations generated 12
investigations in six different countries
during 2018. These investigations included
analyses of fraud risks and misuse of
company's assets, inappropriate behaviour
of individuals and conflict of interest. Out of
the 12 investigated cases, eight breaches of
the Code of Conduct Policy were confirmed.
Additionally, one incident of corruption and
misuse of company assests by an employee
active in limited business operations in
Belarus was confirmed. The case led to
termination of the person's employment.

Creating value
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in both employees and managers, in
a male dominated industry, we must
always keep promoting and advocating
for equal opportunities. In 2018, we were
acknowledged for our work with gender
equality by Equileap and we have high
ambitions for this area also going forward.
In the coming year, harassment and
discrimination will be especially highlighted
within the upcoming business ethics
awareness efforts.
Going forward, we plan to update our
whistleblowing process and escalation
function. A communication campaign to
increase awareness specifically about our
whistleblowing channels will be run in 2019.

External financial audits in 2018 covered
100% of our employees in all business
operations and countries. No findings of
misconduct were discovered in these audits.

Looking ahead
During 2019 we continue our focus on
increasing awareness and promoting
good business ethics. We also recognize
that as a company with a male majority
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Creating value through an ethical culture
Tieto's Code of Conduct communicates the
ethical principles and acts as a guideline for
everything we do. Ethics for us means multiple
things; taking diversity and equality seriously
and actively promoting and communicating
them as integral parts of our corporate
culture. It also means preventing corruption
in any form, in all our operations and always
complying with applicable laws, rules and
regulations governing anti-bribery and
corruption. Ethics for us also mean recognizing
the competence, motivation and well-being of
our employees. All of these being the key for
our company’s long-term success.

ethically in their daily work. Another important
element is to make sure that we have a
culture where everyone feels safe to raise any
concerns. We see cases that are escalated
to our whistleblowing channels increasing,
and for me that is a healthy sign. During
2019, we plan to make further improvements
to our whistleblowing system and carry
out activities to increase our employees’
awareness of it. All of this is to make sure that
we have an environment where all employees
feel free to speak up, which supports us in
maintaining high ethical standards across all
our operations.

In 2018, our focus on business ethics
included; complete renewed Code of
Conduct Policy, gamifying our mandatory
Code of Conduct e-learning and carrying out
a global campaign on our ethical standards.
Personally, I think that the key to create and
maintain culture based on ethical standards,
is to not only focus on what our employees
shouldn’t do but to help everyone understand
how to make right choices and behave

What excites you about
a data-driven future?
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I see exciting opportunities in a world
enriched by data and driven by technology.
At Tieto we are inspired about creating great
everyday experiences for the Nordic citizens
and consumers. This is not just talk, we’ve
been able to show how data and AI can help
us in our everyday lives through the projects
conducted with our customers.

For instance, a trial we conducted with the
City of Espoo showed that by analyzing a
huge mass of historical citizen data with
AI, helps to create services to address and
ultimately prevent social exclusion of the
young in the future. And this is just one
example, there are lots more showing how
we can help society with our data-driven
solutions in healthcare, traffic or in the
education sector. This is where I find my
purpose at work.

Why do you care about
sustainability?
Sustainability is everyone’s responsibility. We
all are responsible for Mother Earth and our
legacy for future generations. Everyone of
us as consumers can impact with the small
choices we make every day, and corporations
should be more active in supporting
sustainable development and taking a stand
on societal issues, for the common good.

“

At Tieto we are
inspired about
creating great
everyday
experiences.
KIA HARING
VICE PRESIDENT OF
COMMUNICATIONS &
SUSTAINABILITY
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Purpose
driven work

CREATING VALUE

Creating value for employees
The changing world around us places high demand on us to make sure we attract
and retain the competences we need to deliver on our strategy. We believe that
building an excellent employee experience, encouraging a curiosity-based learning
culture, having diversity and inclusion as integral parts of our values and being an
ethical forerunner are important parts of the equation. We also think that offering our
employees the possibility to take part in interesting customer projects that contribute
positively to society creates value for our employees.

Our dynamic business environment impacts
our competence needs. As industries merge
and more companies become technology
companies and our society digitizes
faster than ever, the need for new skills is
constant and the competition over talent
increases. To be able to realize our strategy
of becoming our customers’ first choice
for business renewal, we need expertize
with deep knowledge of IT and the latest
technologies, together with an understanding
of specific industry and customer needs.
Knowledge of digitalization, local market
environments, legislation and regulations are
also important parameters for our customers.
The continuous renewal of our company
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Learning as
a lifestyle

Team work
and inclusion

Empathic
workspace

Leadership
as a service

calls for new competences and skills, which
means we have the dual task of reskilling and
upskilling our current employees as well as
recruiting new talent.
We believe that by creating sustainable
value for our employees today, we can also
be an employer of choice in the future. Our
main efforts in creating value for employees
are grounded in our work with Employee
Experience and Equal Opportunities. Through
our ambitious efforts, we have the possibility
of attracting, retaining and developing the
very best talent and creating an environment
where everyone can utilize their strengths.

Sustainability

Data and
digitalization

Open Source culture

“

By creating sustainable value for
our employees today, we can also
be an employer of choice in the future.
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5. SUSTAINABILITY
CR work number 5

Our people
Our consistent efforts to make Tieto a
great place to work has paid off. In 2018
we recruited over 3 100 new employees, in
professions such as software developers,
architects and consultants. Our commitment
to diversity and inclusion is shown in the
composition of our employees. We are
proud of our 24 nationalities represented
at our headquarters in Espoo, Finland, and
34 nationalities at our Stockholm office in
Sweden. Targeted efforts to recruit young
professionals (aged 30 or younger) were
also successful and during the year 1 453
individuals were onboarded.
In 2018 we also continued our growth
through focused acquisitions. In February
we acquired Petrostreamz and in April NSEC
AB, a Swedish security services company. In
November, Meridium AB, employing digital
customer experience professionals joined the
Tieto team in Sweden.
In 2018 we set a goal of halving of
our energy related CO2 burden by 2020.
As the total emissions reduction reached by
2018 is totaling 56%, we continue our road
map to achieve even further, and set new
ambitions for the years to come.
This is managed through our environmental
management system.
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Listening to the voice of our
employees
Tieto supports freedom of association
and collective bargaining as defined in the
International Labour Organization (ILO)
Declaration on Fundamental Principles and
Rights at Work as stated in our Code of
Conduct. Naturally, local employment laws
and practices, collective agreements, and
individual contract terms are followed. In
the countries of operation where collective
bargaining is not applied, for example, China
and India, Tieto facilitates local forums
where these topics can be addressed. One
example is the Anti-Harassment Committee
(AHC) in India, a body with representatives
from various units of Tieto India, addressing
complaints of harassment.
The European Works Council (EWC) in Tieto
is our Personnel Representative Body (PRB),
allowing us to utilize our employees’ expertise
in decision-making concerning issues including
business operations, financial matters and
personnel considerations. The Head of Human
Resources is responsible for facilitating the
EWC meetings based on the needs and
suggestions of the EWC members. In addition
to the EWC, there are country-specific
forums, following the local practices and
legislation, where the company and employee
representatives meet to discuss the business
and employment issues. Our personnel elect

two members and two deputy members
to the company’s Board of Directors. This
is done by the personnel representatives in
accordance with the Personnel Representation
Cooperation Agreement. One of the aims of
personnel representation is increased unity in
decision making concerning issues such as
business operations, financial and employment
related topics.

Human Resources driving the
agenda for employee value
creation
Tieto’s Human Resources (HR) function is
responsible for developing company-wide
people practices. The HR function is led by
the Group-level Head of HR while country HR
teams are responsible for country-specific HR
operations. HR introduced a new Interaction
Model to better serve business demands
and to enhance our manager, employee and
candidate experience.

EMPLOYEE ENGAGEMENT SCORE, %
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73%

75%

2016

2017

2018
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40
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The Tieto Human Resources (HR) Policy
serves as the overall strategic direction for our
people practices and applies to all employees
and operations globally. This policy states that
Tieto supports and respects the principles
set out in the United Nations Universal
Declaration of Human Rights and the ILO
Declaration on Fundamental Principles and
Rights at Work.
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CR work number 6

FULL-TIME EMPLOYEES BY GENDER,
2016–2018
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PART-TIME EMPLOYEES BY GENDER,
2016–2018
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CR work number 11

CR work number 12

CR work number 10

NEW EMPLOYEES AND EMPLOYEE
TURNOVER BY GENDER, 2016–2018

TOTAL NUMBER OF EMPLOYEES BY
EMPLOYMENT CONTRACT BY REGION,
DEC 31 2018
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NEW EMPLOYEES AND EMPLOYEE
TURNOVER BY AGE GROUPS, 2016–2018

NEW EMPLOYEES AND EMPLOYEE
TURNOVER BY REGION, 2016–2018
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Completion of Code of Conduct e-learning
for awareness on equality, ratio (%)
Result 2018
Target 2020

Equal opportunities
A truly eclectic mix of people is fundamental in creating an inspirational workplace,
helping to build our competitiveness and future innovations. Diversity and inclusion
are critical components for creating great everyday experiences and making our
customers competitive. To grasp future opportunities, we need to continuously
develop our culture, attitudes and structures and foster an environment of open
thinking and contrasting perspectives.

Inclusion is a key driver for employee
engagement and hence a positive driver for
customer experience. Our commitment to
diversity and inclusion is business critical, and
part of Tieto’s global operating plan.
Our Code of Conduct Policy and our Human
Resource Policy outline the principles for
diversity and inclusion. Each Tieto country
is responsible for planning and conducting
activities which support our overall diversity
and inclusion goals. Activities and their
results, company-wide, are reported to
both our HR Leadership Team and Tieto’s
Leadership Team.
As a company, we also strive to maintain
Annual report 2018
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EQUAL OPPORTUNITIES

CREATING VALUE FOR EMPLOYEES

How we work

Creating value

87%

100%

a high priority on active collaboration with
personnel representation bodies. In 2018,
43% of our employees were covered by
collective bargaining agreements. However,
the differences between countries varies
extensively, with the highest participation
being in Sweden (99%) and in Finland (98%).
In countries of operation where collective
bargaining is not applied, for example, China
and India, we strive to facilitate local forums
where these topics can be addressed.
We measure our equal opportunity efforts
through a range of means. Cultural
assessments are done through our global
employee survey, VOICE. One of the
measures we use is understanding how safe
employees feel about speaking up. Incidents
of non-compliance, which relate to equal
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16. SUSTAINABILITY
CR work number 16

CR work number 14

opportunities, can be reported anonymously
through our whistleblowing channels. Our
escalation process is described in detail
under the Ethical Culture section. We also
evaluate our performance in providing
equal opportunities through internal audits.
Additionally, we gather input on performance
through external assessments.

‘Feeling safe to speak up without the fear
of harassment’ improved by 6 percentage
points (from 73% in 2017 to 79% in 2018).
During 2018 one discrimination case was
investigated, according to company practices,
but it was not concluded to be discrimination.
Another case from 2017 was also closed
during 2018. The case was concluded to be
a case of discrimination and the corrective
action included termination of employment.

Progress

At country level, a wide range of local
initiatives and activities took place during
2018. For instance, further developments
to include diversity in recruitment processes
and introduction of diversity targets. In India,
Tieto joined ‘Kraftsamla’, a programme run by
the Swedish Chamber of Commerce and all
Swedish companies in Pune, to strengthen the
position of women in the workforce by building
an environment based on equality and equity.

All appointments to jobs and rewards within
Tieto are based solely on an individual’s
performance. We strongly believe that we can
contribute to a more equal society and diverse
industry. In terms of organizational development,
we strive to increase the diversity in the
organization aiming to increasingly have women,
young professionals and different nationalities
represented in management positions. The
share of women in senior management reached
22% at year-end. At the end of 2018, Tieto
Leadership Team consisted of seven men and
three women and Tieto’s Board of Directors
of seven men and two women. We are also
actively working by means of our Open Source
culture, towards an inclusive workplace, that
instils the feeling of belonging and where
employees can prosper and have possibilities to
grow. We aim to highlight female role models,
which we do by awarding the annual prize ‘IT
Woman of the Year’ in Sweden.

Results of our efforts were shown in the
VOICE survey result where the indicator

At the end of 2018, the average age of Tieto
employees was 40 years. Many roles in the

With inclusion as part of Tieto’s operating plan,
both strategic and operational developments
have taken place throughout the year. A
company-wide awareness campaign on
diversity and inclusion was carried out in
connection with the launch of our revised
Code of Conduct Policy. Annual training in
equal opportunities and non-discrimination are
mandatory for all our employees.
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TOTAL NUMBER OF EMPLOYEES
BY GENDER, 2016–2018

EMPLOYEES BY GENDER, 2016–2018
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IT services industry require technological
and managerial skills acquired through years
of experience. At the same time, a younger
generation is important in bringing in fresh
ideas as well as new ways of working.
We are therefore working to ensure age
diversity – both to retain and attract the right
competence across a wide age span. During
the year, major activities to build a more age
diverse workforce and to bring in young

professionals took place. These included;
Tieto Booster – a career program for young
professionals in the Nordics and freshers
programmes in India and Poland where young
talent is recruited directly from universities.
These initiatives succeeded in more than half
of all recruitments in 2018 being aged 30
years or younger. Together with our social
engagement partners in all of our operating
countries, we also aimed at reaching young
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Throughout the year we were recognized
for our work with diversity and inclusion by
a range of organizations. Tieto was ranked
among the top 25 companies in Equileap's
2018 Global Gender Equality Ranking. More
than 3 000 companies across 23 countries
were evaluated on 19 gender equality
criteria with Tieto being the highest placed
technology company on the list. In Estonia,
we received ‘The Diversity Badge’ from the
Estonian Ministry of Social Affairs as the
first and only IT company for our strategic
efforts within the area. In India, Tieto received
the ‘Employee Excellence Award’ from BD
Foundation, a global diversity consultancy.
The award recognizes a company which
has been able to demonstrate its impact in
shaping and driving the diversity and inclusion
agenda while also demonstrating a sustained
business value. We were also listed as one
of the top three finalists for the Sandvik India
Diversity Awards as well as one of the top 100
Best Companies for Women in India by the
Working Mothers and Avtar group.

Looking ahead
We are committed to continuously strenghten
diversity and inclusion within the company.
As part of our global operating plan, inclusion
will continue to be a company-wide top
priority going forward. We continue to build
Annual report 2018
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CR work number 17

SENIOR MANAGEMENT BY GENDER,
2016–2018
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CR work number 18

SENIOR MANAGEMENT BY AGE GROUPS,
2016–2018
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CR work number 15

students to instil curiosity in technology.
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137
42%

8 853
61%

8 000
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200

100
72
21%

70
22%

0
2016
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100

4 000

50

2 000

72
22%
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0

0

0

2016
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0
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0

2 962
20%

2 999
20%
2 776
19%

2016

Male

< 30

< 30

Female

30–50

30–50

> 50
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awareness about our vision, values and
ways of working and will specifically focus
on harassment and discrimination through a
global awareness campaign.
We aim to improve employees’ knowledge
about our whistleblowing channels through an
awareness campaign and further strengthen

9 252
60%

8 863
60%

3 181
21%
2 851
19%

2017

2 981
19%

2018

the fundamentals in our Open Source culture.
Another focus area will be to evaluate our
global governance of inclusion and investigate
possibilities to further strengthen and align
efforts and initiatives across our operating
countries.
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CR work number 19

CR work number 20
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STAKEHOLDER INTERVIEW

Creating value
through diversity and inclusion
Our company's success depends on our
people. We are dependent on competent
people and hence where you are from, your
sexual preference, age, physical ability or
gender says very little about your ability to
perform a job. Having a diverse group of
people in a team enables us to see things from
several perspectives. I believe this develops
us all as human beings, but also benefits our
company and our customers.

work to actively involve our customers. We
took concrete actions to onboard people into
current customer projects from groups that are
under-represented within Tieto including age,
gender and ethnicity. The response from our
customers has been very positive and we are
convinced that this will help us understand our
customers even better. I hope that we will not
only continue this initiative going forward, but
also expand it.

As an employer, what can we do to make sure
that we attract and retain the best possible
people? I think we need to be able to remove
any barriers that might be in the way for each
person to realize their full potential. This is not
only a leadership responsibility, but up to all of
us working at Tieto. And it is a responsibility we
need to act on every day, in every action and
interaction.

What excites you about
a data-driven future?

In 2018, we continued our internal focus on
diversity and inclusion, but also expanded our
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On a personal level, I enjoy how digital
solutions make everyday life easier. For
example, I like that I now receive information
that I need automatically and without having
to ask for it. On a societal level, I think that
a data-driven world can bring along many
new possibilities and developments. But
I also believe that we all need to commit
and drive the ethical and secure use of new
technologies.

Why do you care about
sustainability?
I believe everyone should have the same
opportunities no matter who they are or
where they come from. And that we all, as
human beings, have a responsibility to stand
up for the society that we want to live in.
For me that means an inclusive, democratic
society where we treat each other in the same
way as we want to be treated ourselves.

“

We all, as human
beings, have a
responsibility to
stand up for the
society that we
want to live in.
PONTUS HEMMINGSSON
HEAD OF APPLICATION SERVICES
SWEDEN AND NORWAY
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EMPLOYEE EXPERIENCE

CREATING VALUE FOR EMPLOYEES

Employee engagement score, %
Result 2018
Target 2020

Employee experience

75%

73%

Our ambition is to deliver excellent value to our customers and we need excellent
people to succeed in this. As the competition over talent is intensifying dayby-day, recruiting, retaining and engaging the best professionals puts high
demands on all organizations. We at Tieto are committed to build a positive and
empowering workplace and fostering excellent Employee Experience.

How we work
Happy employees generate happy customers.
It is witnessed by several studies, that
Employee Experience (EX) highly impacts
customer experience. We at Tieto have
also proven the correlation between the
work satisfaction of our employees and
the customers' experience in our annual
employee and customer experience surveys.
Our work around EX has been built based
on our employee's feedback. Through a
global employee survey carried out in 2017,
we identified the main areas impacting our
employees' experience of their work. This
set the foundation for the Better Life @ Work
initiative, launched in 2018, to ensure that we
focus on the right areas to improve employee
engagement.
Annual report 2018

The overall responsibility for EX resides with
Human Resources. Results of the employee
engagement activities are followed up through
employee surveys, where employees give
feedback on how we are developing on the
key areas. All people managers are expected
to discuss results together with their teams
and agree on concrete actions to ensure we
continue developing according to plan. The
survey results are also reviewed and discussed
by Tieto’s Leadership Team as well as within
the different businesses and functions.

Progress
Better Life @ Work initiative consist of four
action streams – all aimed at improving our
Employee experience (EX); strengthen our
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Customer and employee experience development
supported by robotics
We have introduced robotic automation processes in a range of
our functions. This enables us to shift focus to tasks where we can
really create value, resulting in improved employee and customer
experience.
HUMAN RESOURCES – There are many repetitive administrative tasks
across the entire Tieto employee life cycle. We have automated many of
these through robotics, freeing up employee’s time so they can focus on
more qualified tasks.
FINANCE OPERATIONS – Complex finance processes in the areas of
accounts payable, accounts receivable, fixed asset management and general
ledger have transitioned to automation. Improvements include increased
accuracy, and standardization, as well as increased bandwidth of our Finance
Operation team members.
ADMINISTRATION AND FACILITIES – We have made progress in

our administration and facilities functions with the automation of travel
invoicing and payments related processes. Through this we are increasing
our employee and external vendor experience and freeing up time for our
administration and facilities specialists.
SERVICE DESK – Robotics is being used to improve our support operations.

Examples of automated tasks include notifications on tickets created,
unlocking user accounts and resetting passwords. Additionally, robotic
process automatization is effectively used to automate standard instructionbased ticket resolutions. These automation initiatives have increased the
efficiency of the service desk teams and improved our employee and
customer experience.
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Open Source culture, boost learning for the
future, simplify Tieto and improve digital tools.

Strengthening of Open Source
culture
Tieto´s Open Source culture is a core
foundation for building a good EX and is
supported by advanced technology and a
modern working environment. Our Open
Source culture is based on openness and
transparency, to make employees feel
included, empowered, and able to influence
their work as well as contribute to an inspiring
working environment. During the year we
focused on two main areas for boosting
our culture: Leadership as a Service and
Inclusion.

Leadership as a service
At Tieto, our leaders play a significant role in
creating a great employee experience and
retaining key talent. We believe that leadership
is about putting people first and the primary
focus for our leaders should be to support the
success of others. As means to support the
realization of our vision we offer leadership
development trainings, coaching, mentorship
programmes and workshops on team
development, feedback and engagement.
Measurements during the year also show that
our efforts in improving leadership are paying
off. Leadership and coaching have improved
by 11 percentage points in our employee
survey VOICE compared to 2017 (from 66%
in 2017 to 77% in 2018).
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Inclusion
Team work and inclusion are also crucial
for creating a culture where employees
thrive and are an integral part of our Open
Source culture. We believe that a wide mix
of people, across gender, age and cultural
backgrounds, is needed to stay competitive.
In 2018 we carried out a number of activities
to further improve inclusion. Read more about
our approach and activities under Equal
Opportunities.
Data from our VOICE-survey also shows that
our measures have had an effect. In 2018 we
improved our rating measuring Open Source
culture by four percentage points from 66% in
2017 to 70% in 2018.

Boost learning for the future
Curiosity and lifelong learning are crucial parts
of our culture and success. We want to create
a working environment where employees
are curious, and find it motivating to learn
new technologies and ways of working. Our
Learning as a Lifestyle initiative focuses on
supporting employees in gaining strategic
competencies for the future and enable
proactive reskilling and upskilling. In 2018
we moved all Tieto learning modules to our
new learning experience platform. By the end
of 2018, 91% of our employees and 99%
of our managers had used the new learning
environment. Tieto's expert communities for
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networking, learning and sharing expertise
grew in 2018 with nine new communities,
including Blockchain, Virtual Reality and Sales
communities, among others.

Simplify Tieto
In 2018 we initiated the OneTieto@Workprogramme to simplify our staffing processes
and increase transparency for available
competences for customer work. The
programme supports personal growth as well
as smooth allocation of people to projects
across Tieto businesses. Through this
initiative, we have been able to encourage the
whole Tieto crew to take the lead in their own
personal growth. Other benefits include higher
internal mobility, faster customer fulfillment
and diverse career opportunities for people
across business units.

Creating value

they need. During the year we also made
further investments in our video conferencing
equipment to improve team work and
the quality of team meetings. Additionally,
we digitalized and centralized generic HR
services to a new Ask HR function, making
real time support possible via chat and
request form. As a consequence of the above
actions - our employees’ user experience of
technical tools has improved during the year,
from 58% in 2017 to 72% in 2018.

Sustainability

To show our commitment for developing both
customer and employee experience, we have,
in 2019, established a new Chief Experience
Officer position in Tieto Leadership team.

Employee engagement, the outcome measure
of the Employee Experience, is measured
through our employee survey. The overall
employee engagement score continued
showing slight improvements in 2018, and
increased with 2 percentage points compared
to 2017 (75% vs. 73%).

Improve technical tools
We have also taken actions to improve the
digital tools used by our employees. Initiatives
included the introduction of robotics in our
HR function to support with administrative
tasks, freeing up employee’s time for more
value-creating tasks. In addition, we took
several steps towards creating one digital
environment, which included the introduction
of a new cloud solution - Office 365 - as
well as a renewal of our intranet both in
terms of content and structure, making it
easier for employees to find information

Looking ahead
Better Life @ Work makes a good foundation
for our continued efforts in creating an
inspiring place to work with the well-being of
our employees at the centre. Implementation
of the actions will continue during 2019
across our global operations with additional
focus on strengthening the feedback culture
and the ability of employees to challenge the
status quo i.e. innovate and renew our ways
of working to further simplify Tieto.
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STAKEHOLDER INTERVIEW

Creating value by focusing on employee
experience
Research shows that employee and customer
experience have a positive correlation. This has
been validated with our own findings, which
indicates that our employees’ thinking is very
much aligned with our customers’ wishes.
When the customer experience is great, this
generates more business. And engaged
employees are successful in providing those
experiences. Throughout the year, we placed
a big emphasis on improving our employee
experience approach which has paid dividends
across the organization. We have shifted the
mindset and focused on engaging our people
by creating great experiences for them. We
want to build a workplace where people get
fulfillment from their work and feel they have
a positive impact on our business and our
customers’ success.
In 2019, I see so many possibilities for
applying this mindset to various areas. In
2018, we used employees’ feedback to
improve our recruitment and onboarding
processes. It’s satisfying to see that Tieto as
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a potential employer has been put on the
radar of more candidates and we’ve been
able to build on the great experiences for
those who have joined. We have also
involved many employees in various design
workshops to really dig in to what they see
as the optimal way of working and utilized
this input to improve employee experience in
many areas. Going forward, we want to focus
on some of the other moments that matter
most to our employees: promotions, role
changes, parental leave and retirement.

What excites you about
a data-driven future?
If we think about employee experience, having
the relevant data at our use is everything. It
enables us to focus on the right experiences,
right decisions and right improvements.
The possibilities that new technologies and
digitalization bring are amazing and we are
at the very heart of it. We have these skills
in-house which means we can really make

the most of opportunities as they arise. I’ve
been working with our experts from e.g.
Robotics Process Automation and AI to create
learning opportunities for our people in these
interesting topics. Being curious towards new
technologies is evident among our employees,
with people wanting to refresh their skills or
learn totally new skill sets. In addition, HR has
worked together to test the automation of
certain repetitive and manual tasks that take
a lot of HR’s time. Our very first robot, Bob,
sends job certificates to people ending their
employment with us. Bob saves valuable time
freeing up the HR team to focus on more
complex and value-adding tasks.

Why do you care about
sustainability?
Sustainability is crucial – we need to act fast
in the coming years to save our planet. What
makes me proud and hopeful at the same
time is that we have a lot of solutions at Tieto
that enable us to be an important player in
using technology to build a sustainable planet.

“

The possibilities
that new
technologies and
digitalization bring
are amazing and
we are at the very
heart of it.
INNA LINDQVIST
HEAD OF TALENT AND
LEADERSHIP DEVELOPMENT
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Creating value for society and the
environment
Our value creation goes beyond just business
and employees. We minimize negative
impacts from our operations while at the
same time aim at creating positive value
for society and the environment. Through
technologies and smart use of data, we can
positively impact everyday life for millions of
people. Our solutions can help create smarter
cities, preventive healthcare and efficient
governmental operations.
Economic responsibility is multi-faceted. We
create long-term sustainable value for our
shareholders and owners, but we also have
a positive economic impact as an employer
and tax payer. Our local presence in multiple
cities creates job opportunities for residents
in areas and countries where we operate.
We pay competitive salaries and benefits and
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provide our employees with a meaningful
place to work. Where possible, we prioritize
local suppliers in our markets as this creates
value for other stakeholders and stimulates
local economies.
We are continuously exploring new ways
to minimize our environmental impact and
reduce our greenhouse gas emissions. We
do this by creating environmentally certified
offices, purchasing renewable energy for
our data centers and reducing travel and
consequently the environmental impact of it.
We also actively pursue opportunities to
contribute to societies where we operate
through our societal engagements.
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CREATING VALUE FOR SOCIETY AND THE ENVIRONMENT

Greenhouse gas emission
Greenhouse gas emissions generated by human activities are the main drivers for
climate change. The best way for us to combat global warming is to improve the
energy efficiency in our operations and reduce emissions. Our aggregated CO2
emission reduction since 2016 totals 56% and we are continuously examining ways
to reduce our energy related CO2 emissions even further.

How we work
We aim to minimize our environmental
impact throughout the value chain. We
continuously strive to improve and support
the precautionary approach to tackling
environmental challenges. Increasing energy
efficiency in our offices and data centres and
reducing business travel are key actions in
our focus to reduce CO2 emissions. In 2016
we set a goal of halving of our energy related
CO2 burden by 2020. As the total emissions
reduction reached by 2018 is totaling 56%,
we continue our road map to achieve even
further, and set new ambitions for the years
to come. This is managed through our
environmental management system.
Our Environmental Rule defines our approach
to managing the company’s environmental
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GREENHOUSE
GAS EMISSIONS
ktons CO2 from indirect energy consumption
Result 2018
Target 2020

-12%

-50%

Total emissions reduction from 2016-2018
amounts to 56%.

impact. Accordingly, in our offices and data
centres we have implemented energyefficient measures and relocated to BREEAM
or LEED certified buildings with upgrading
facilities to reduce direct and indirect energy
consumption. Both environmental certificates
and the energy efficiency (kwh/m2) of a
building have become important new site
selection criterion. For all of data centres,
our target is to drive and maintain operations
as energy efficiently as possible. We
regularly collect, monitor and report energy
consumption data to ensure we maintain the
highest efficiency possible.
Our travel rule encourages only essential
travel. We provide and encourage employees
to use internal conference solutions and
various digital collaboration platforms to help
minimize our environmental travel footprint.
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Our Chief Procurement Officer is responsible
for the environmental management of our
offices, procurement, and business travel.
The Head of Data Centres has the same
responsibility for our data centres. All Nordic
data centres and offices with more than
50 employees are covered by our ISO
14001-certified Environmental Management
System (EMS). The responsibility for the
implementation of the EMS, as well as energy
reduction actions, lies with an Environmental
Manager who has responsibility for one or
more countries of operations. Our data centre
teams are responsible for regular energy
consumption monitoring.
Possible risks or incidents related to
environmental issues can be reported via
the EMS in each country or our global risk
reporting portal.

Progress
At a Group level, the annual energy
consumption goal is to reduce indirect energy
consumption in operations by -3.5%. In 2018,
the indirect energy consumption decreased
by 7% (-4%) compared to the previous year,
reaching total consumption of 106 959MWh
(115 326). The total decrease of roughly 7
gigawatt hours, is equal to a full year’s heating
for around 350 detached households. This
resulted in a -12% decrease in related CO2
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emissions, mainly as the result of energy
reduction activities in offices and data centres
(-7%), but partly due to a methodological
change in reporting (-5%). This means that
we are making steady progress on our energy
CO2 reduction roadmap. We achieved our
long-term target ahead of schedule with 2018
resulting in a a -56% decrease, as compared
with our baseline year 2016.

Green buildings and smart use of
office space
Providing sustainable, efficient, and activitybased office space is the primary target for
our facility operations. In 2018 we continued
our work towards consolidating and creating
flexible and multi-use square meters in our
offices. In Scandinavia, the Baltic region and
India this was a particular focus and it resulted
in a decrease in energy consumption across
many sites. In 2018 we met our long-term
2020 goal of having 60% of our employees
located in environmentally certified office
buildings. Our KPI, ‘office area per employee’,
guides us in reducing the area dedicated to
a workplace or person and leads to more
efficient use of square meters and reduces
energy consumption. Our 2020 goal to
reduce the usage to 12.3 sqm per person
was achieved ahead of schedule in 2018.

Renewable energy in our data
centres
In our data centres we continuously work
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to improve energy efficiency by: optimizing
cooling capacity, utilizing intelligent airflow
management and deploying low energy
infrastructure solutions. In Espoo, Finland,
excess heat generated by data centres is
recycled back to society and heats nearby
households. In Stockholm, Sweden we
continued to use solutions that warm the
facilities and also redirect any excess energy
generated to nearby houses. Meanwhile, the
data centre in Norway - located deep inside
a mountain in Stavanger - is run with 100%
renewable energy and cooled by cold water
from the adjacent fjord.
Over a period of time, we have also worked
strategically towards minimizing the number
of data centres that we operate. In 2018,
we closed down one data centre located in
Finland. Consolidation and concentration of
our data centre services enables us to reduce
our overall energy consumption.
During the year we continued to use green
energy and recycle excess heat from all of our
Nordic data centres. This meant we heated
roughly 750 detached households in the
Espoo area alone.
With the aim of reducing greenhouse gases
in our purchases we evaluated our supply
chain emission intensity during 2018.
Relevant categories for evaluation, according
to Greenhous Gas Protocol was purchased

Sustainability

goods and services, capital goods, waste
generated in operations and business travel.
All of these categories are managed within our
supplier sustainability programme. Currently,
greenhouse gas emissions are reported
on business travel, which is a category
most visible to our employees and clearly
connected to deliverables.
Reducing and changing methods of business
travel is a tangible way to reduce CO2
emissions from our operations. We constantly
try to find new and innovative ways to support
smart travel and reduce the environmental
impact of business commuting. In 2018, we
continued our efforts in changing employee
travel habits by encouraging employees to use
internal online conferencing and various digital
collaboration platforms. CO2 emissions from
business travel with private cars decreased
by 9% in 2018 and CO2 emissions from
flights in 2018 were 13.7 tonne CO2. During
the 2018 data collection process, we found
inaccuracies in CO2-emission data from flights
for 2016 and 2017 which were not resolvable,
making comparability of the data impossible.
Therefore, the data from 2018 is set as the
new baseline for CO2 emissions from flights.

Looking ahead
We are committed to continuing activities
and evaluating the impact of reducing our
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CO2 emissions in the coming year. Our focus
longer-term we will be on two major areas:
increasing the usage of renewable energy
and implementing energy efficiency measures
in offices and data centres. We will also
revisit our long-term targets with the aim of
stretching them further.
We will continue managing the environmental
footprint of the relevant procurement
categories and explore opportunities for
expanding supply chain emissions reporting.
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ENERGY AND GHG EMISSION HIGHLIGHTS

TIETO’S TOTAL CO2 EMISSIONS

25 553
tCO2

EMISSION
INTENSITY

In 2019 our travel rule will be updated to
include acceptable reasons for business travel
to further support our employees in changing
their travel habits. The aim of revising the
rule is to reduce the number of trips and
encourage employees to plan travel so that
several meetings can be combined in one
trip. In addition, we will continue steering our
travellers to use public transport and trains
instead of private vehicles.

16

tCO2 / MEUR

=

Annual energy
consumption of

8 400

detached houses

ENERGY CONSUMPTION

106 959

10 814

MWh

tCO2

CHANGE

CHANGE

−7%
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−12%
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Creating value by minimizing greenhouse
gas emissions
This year we have seen tangible results from
the efforts we launched in 2017 to address
energy usage and CO2 emissions from our
data centres. We only use renewable energy
in our Nordic data centres and are working
strategically to consolidate the data centres to
reduce energy even more.
In practice, today's data centres should be
the flexible backbone, supporting innovation
and helping to realize our strategy in an
efficient and sustainable manner. Going
forward, we will be facing the challenge to
maintain a low CO2 footprint, while at the
same time provide a robust infrastructure
for the data that comes from new digital
solutions. We need to be able to deliver on
both parameters so that we can support our
customers in their digital journey and do so in
a sustainable way.

What excites you about
a data-driven future?
As we work at the front line in data centres,
it is exciting to link the long-term challenges
and possibilities. The development towards
a data- driven world challenges us to be
continuously innovative and strategic, making
sure we are efficient and sustainable as the
amount of data – and thus the amount of
energy needed – is constantly growing.

Why do you care about
sustainability?
I think caring about sustainability is
non-negotiable, since it has to do with
our survival on this planet. It must be
everyone’s responsibility to be concerned
with sustainability. Sustainability is very
much the driving force for making continual
improvements to our data centres.

“

In think caring about sustainability is
non-negotiable, since it has to do with
our survival on this planet. It must be
everyone’s responsibility to be
concerned with sustainability.
TOMMY WAHLEDOW
HEAD OF DATA CENTRE BUSINESS
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Economic impact

Our Group-level finance operations are
handled by our Chief Financial Officer’s (CFO)
office. In addition, each Industry Group
and Service Line has a dedicated finance
partner, who works closely with business and
supports management in financial processes
and reporting. Our shared service centre in
Riga, Latvia, supports accounting and master
data maintenance services to fulfil both Group
reporting and statutory reporting needs and
requirements.
We have a common accounting and reporting
platform, Tieto ERP. Group consolidation
and reporting are based on the reporting
system, facilitating common control
requirements for all legal entities reporting
to the Group. Financial reporting consists
of monthly performance reports, including
Annual report 2018
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FINANCIAL
PERFORMANCE
Result 2018

For us, economic responsibility means creating long-term sustainable value for our
stakeholders. Through running our business in profitable manner, we are contributing
to a global and sustainable economy. In 2018, our profitability remained at a healthy
level and net cash flow from operations was significantly up over the year.

How we work

Creating value

all the key performance indicators, rolling
forecasts and interim financial reports.
The correctness of our financial reporting,
including interim and annual reports, and
the compliance of financial reporting with
regulatory requirements are ensured through
our internal control practices. The Audit and
Risk Committee of our Board of Directors has
the role of overseeing our external financial
reporting.
Our financial reports are regularly reviewed
by the Leadership Team and the Board
of Directors. The follow-up is based on a
thorough comparison of the actual figures
with the set objectives, forecasts and
previous periods. If there are deviations in the
figures, the Leadership Team members are
responsible for initiating corrective actions.

Target 2020

% sales growth

4%, or 7% in

local currencies

Above
market CAGR

% EBIT margin

9.7%

Long term
>10%

% adjusted EBIT margin

10.2%

Long term
>>10%

Annually increasing
dividends
Base dividend up by
4%, additional
dividend proposed

Annual
increase in
absolute terms

Net debt to
EBITDA ratio, limited in
the long term

0.7

<1.5
long term

Our Financial Handbook includes internal
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financial information that is directed at
people involved in the financial planning and
reporting or working with finance matters. The
information covers a broad spectrum from
the steering system to detailed timetables for
reporting, as well as descriptions of reporting
systems and financial guidelines. Our financial
reporting follows the International Financial
Reporting Standards (IFRS) and IFRIC
interpretations as adopted by the European
Union. As a listed company, we are compliant
with the regulations of the NASDAQ Helsinki
and Stockholm Stock Exchanges.

Progress
According to the long-term financial
objectives, launched in 2016, Tieto aim to
achieve IT services growth above the market
(CAGR) and 10% reported operating margin
(EBIT) to increase base dividend annually
in absolute terms, and to have net debt/
EBITDA of 1.5 as an upper limit in the long
run. In 2018 net sales increased by 4%, or
7% in local currencies. It is estimated that the
IT services market relevant ot Tieto grew by
2%. Operating margin was close to the longterm ambition at 9.7% (9.0). The proposed
dividend is up by 4% to EUR 1.25 (1.20) and
additionally, an extra dividend of EUR 0.20
is proposed. Dividend yield is 6% and the
payout ratio 87%, including extra dividend.
Our capital structure remained strong and net
debt/EBITDA was 0.7.
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Our strategic tax aim is to comply with all
local tax legislation and other regulations in all
jurisdictions. We are committed to operating in
a responsible way and to comply with ethically
acceptable principles in all our activities.
This means that we fulfil all our reporting
requirements and pay all legally imposed direct,
indirect and other taxes in those countries
where the Group has operations. Furthermore,
we shall always operate with full co-operation
with the authorities and aim to disclose all
information that is needed for determining
tax consequences. Our general objective is
to avoid uncertain tax positions. In case of
uncertainty, all tax positions taken should be
supportable. Our Tax Strategy is approved
by the Audit and Risk Committee (ARC).
The Group Tax team reports on the status
of Group tax issues biannually to the ARC.
We also have a written Tax Function Model
including roles, tasks and responsibilities of
the Group Tax Team and other relevant internal
and external stakeholders in managing taxes.
External tax advisors are used, for example, in
complex M&A cases. Tax risks are identified
and managed as part of an enterprise wide
approach to risk management.
Our economic contribution to stakeholders is
summarized in the graph below. It illustrates our
economic impact on customers, employees,
suppliers, governments and society at large.
Tieto Corporation is in a co-operative
compliance programme with the Finnish Tax

Creating value

Authorities. Large Taxpayers' Office of Finland
has conducted a compliance scan assurance
of all tax management processes and controls
including internal controls related to tax
reporting at Tieto during 2017, and in 2018
the collaboration continued.
During the year, we received financial
assistance from local governments in some
of our operating countries. In Austria, we
received EUR 0.3 million from the EU for
research funding. In Sweden, we received
EUR 0.3 million, of which the majority is from
Vinnova, the Swedish Innovation Agency and
a smaller portion for employment support.
In Finland, we received EUR 0.3 million from
Business Finland, the Finnish Funding Agency
for Technology and Innovation, for projects
to support digitalization in various industries
and the adoption of a real-time experimental
business model, as well as for product
development purposes in our Product
Development Services unit.

Looking ahead

Sustainability

adjusted operating margin (EBIT). Dividend
policy and the objective for net debt/
EBITDA remain unchanged. Our offering
development costs remained at 5% of sales
and capital expenditure represented 2.8%
(3.3) of net sales. Additionally, acquisitions will
support the ambition of accelerating growth.
Aggregated annual sales of the companies
acquired in 2018 amounted to around
EUR 13 million, of which EUR 4 million was
included in our sales in 2018.

FOR A FULL DESCRIPTION
OF OUR FINANCIAL PERFORMANCE,

We will maintain our capacity to invest
in future growth both organically and
inorganically after dividends. In connection
with the 2018 reporting and strategy
renewal, we upgraded our growth and
profitability ambitions. According to the
new long-term financial objectives, Tieto
aims to achieve over 5% growth and 13%

PLEASE READ OUR FINANCIAL
REVIEW 2018.

See Financial Review
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Economic value for different stakeholders, EUR million

2018

2017

2016

1 623.8

1 562.3

1 514.5

Operating costs

509.7

496.8

493.8

Employee wages and benefits

905.0

873.3

827.1

Payments to providers of funds

Revenues

1)

108.6

105.7

104.3

1)

Payments to governments

26.7

21.5

22.7

Economic value retained

73.8

65.0

66.6

2018

2017

2016

Finland

12.1

7.2

4.2

Sweden

7.9

9.2

10.0

of which

Norway

0

-0.4

0.7

Czech Republic

1.6

1.5

2.1

India

2.2

2.3

4.6

Other

2.9

1.7

1.1

Total

26.7

21.5

22.7
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STAKEHOLDER INTERVIEW

Creating value for investors
Creating value for investors
During 2018, our growth accelerated,
operating margin improved and for another
year, dividends were up from the previous year.
Innovation is bearing fruit and growth was also
supported by a number of bolt-on acquisitions.
While investing in the future operating margin
(EBIT) improved from 9% to close to 10%.
We see great opportunities to accelerate
growth further.
We are well positioned to lead innovation
and renewal across industries. Clients’
increased focus on providing exciting customer
experience and the need for design of new
business models and related renewal drive
demand. Through context-rich customer
engagement we are well equipped to drive
competitiveness for our clients and Tieto.
We have upgraded our growth ambitions
for the coming years and solid performance
creates a good foundation for good

Annual report 2018

development and attractive dividend policy to
continue. Tieto is an exciting place to work at.

Why I am excited about Investor
Relations
Good investor dialogue is based on all the
components of value creation. Understanding
the market around us, strategy and
performance drivers are the essence and it
really is rewarding – for the company and
for me personally – to be challenged by
demanding investors.

What is driving value creation
Growth faster than the market, continued
profit improvement and attractive dividend
policy are cornestones of our value creation.
With focus on innovation and data-driven
business opportunities, Tieto is well
positioned for gaining market share in the
Nordics.

“

Growth faster than the market,
continued profit improvement and
attractive dividend policy are
cornerstones in our value creation.
TANJA LOUNEVIRTA,
HEAD OF INVESTOR RELATIONS
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“

We believe that the future
lies in the youth of today
and therefore we want
to focus on investing in
young people and their
education.

Creating value

CASE
WE COLLABORATED
WITH STARTUP
REFUGEES TO
STRENGTHEN DIGITAL

CREATING VALUE FOR SOCIETY AND THE ENVIRONMENT

Societal engagements

EQUALITY

Read more

We want to be an active corporate citizen in the societies where we operate. We
believe that we can create lasting value by engaging with partners that develop
societies and at the same time support our long-term business strategy.

We engage in long term societal projects
with several established partners. During
2018, we continued our co-operation with My
Dream Now in Sweden, Identity Foundation
and Lila Poonawalla Foundation in India and
Children and Youth Foundation in Finland. We
also started new collaborations in 2018 with
Startup Refugees in Finland, HelloWorld in
Sweden and Gi Bort Dagen in Norway.
In addition to our long-term cooperations, we
also partnered with Pride Helsinki and Pride
Stockholm to promote equality, diversity and
inclusion.
Our societal engagements are aligned with
our business strategy. We believe that the
future lies in the youth of today and therefore
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we want to focus on investing in young
people and their education. In addition,
the main theme for 2018 was improving
digital equality in society with a focus on
strengthening digital competencies and skills
among disadvantaged groups.
Our Sustainability Steering Group, authorised
by the Board of Directors, annually reviews
our societal engagements. Our selection
of partners is based on community-need
assessments made in co-operation with
local business operations. Our societal
engagements give our employees the
opportunity to take part in these projects and
do good for the society around us. This was
especially highlighted during 2018 as part of
Tieto's 50-year celebration activities.
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In 2018, our key societal engagements included:

MY DREAM NOW HELPS CHILDREN
PURSUE THEIR FUTURE DREAMS

My Dream Now is an organization focussed
on building bridges between companies
and schools with the aim of inspiring young
students to fulfil their dreams. As part of the
mission, My Dream Now prioritizes schools
in areas with the greatest potential and
need, for instance, where unemployment
is high. Over several years we have
engaged in My Dream Now’s operations in
various ways. In 2018, we had employees
volunteering as class coaches, as well as
students participating in study visits and
job shadowing to inspire and increase their
understanding of daily work life.

also serve as information facilities giving
children exposure to positive entertainment
and providing useful information.
LILA POONAWALLA FOUNDATION
EMPOWERS WOMEN TO PURSUE
HIGHER EDUCATION

Lila Poonawalla Foundation (LPF) is an
Educational Trust in India whose vision is to
contribute through scholarship and pursuit
of higher education, to the empowerment
of Indian women by supporting
academically outstanding and financially
deserving girls.
THE CHILDREN AND YOUTH

Refugees helps refugees and asylum
seekers strengthen digital competencies
and supports integration to the Finnish
labour market and wider society. Together
with StartUp Refugees and Tieto
volunteers, we have organized workshops
for refugees and asylum seekers from
different backgrounds to improve their
digital skills.

FOUNDATION
IDENTITY FOUNDATION HELPS
UNDERPRIVILEGED CHILDREN

Founded in 2003, Identity Foundation is
a charitable trust in Pune, working with
underprivileged children. Since 2017, we
have supported Identity Foundation's
Mobile Learning and Infotainment Centre
(MLIC) buses. In the two mobile learning
and infotainment buses, underprivileged
children, such as street children, are given
literacy and life skills education. The MLIC
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The Children and Youth Foundation
supports children in achieving their dreams
by organizing workshops and discussing
the skills that are needed in future work life.
DRIVING INCLUSION THROUGH
STARTUP REFUGEES

StartUp Refugees is a network that
supports newcomers with starting
businesses and entering the Finnish labour
market. Our collaboration with StartUp

management to non-profit organization,
social entrepreneurs and other actors
concerned with social responsibility as well
as coaching to non-profit organizations
and social entrepreneurs on project
management. We also organized a
possibility for employees to contribute with
a day’s work at the Blå Kors center, which
is a low-threshold offer for people with drug
and alcohol abuse problems.

CONTRIBUTING TO THE SOCIETY WITH
GI BORT DAGEN

INTRODUCING KIDS TO THE WORLD OF

Gi bort dagen provides guidance and
support for organizations that wish to
contribute to society. The organization
matches employees based on their
competences with specific societal
projects. In 2018 we facilitated three
activities for our employees in collaboration
with Gi bort dagen. Activities included
a free-of-charge seminar on project

CODING THROUGH HELLOWORLD

HelloWorld is a coding camp aimed at
teaching children everything they need
to start them on the rewarding journey of
coding. The organization also encourages
more young girls to participate in coding,
where they are vastly underrepresented at
the moment.
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Our approach to sustainability
Sustainability at Tieto covers many topics and is regarded as both a responsibility
and an opportunity for us. We need to be environmentally, socially and financially
responsible in our daily business to meet the requirements and expectations set by
our stakeholders. But we must also create sustainable value for our customers and
society through our innovative solutions.

As a company, we are aligning our sustainability
practices with international norms, frameworks
and legislation covering anti-corruption,
environment, human rights and labour rights.
Our sustainability approach is founded in the
UN Global Compact’s principles (UNGC), the
OECD Guidelines for Multinational Enterprises
and aligned with the UN’s Global Sustainable
Development Goals. But our sustainability
efforts are not merely a question of complying
with laws and regulations. We are determined to
lead the way and be an ethical forerunner, which
sometimes means going beyond regulations
and applying higher standards.
We also aim at playing an active role in the
sustainable development of people, business
and society at large. We affiliate ourselves with
a number of voluntary industry organizations
and initiatives in order to promote longAnnual report 2018

term, sustainable industry development and
regulation at local, national and international
level. Some of our affiliations are with:
• Finnish Business & Society (FiBS) in
Finland
• CSR Sweden in Sweden
• The European AI Alliance
• Nätverket för Hållbart Näringsliv (NMC) in
Sweden
• Climate Partnership network of City of
Helsinki, Finland
• United Nations Global Compact and the
Nordics’ network
• Cleantech Finland
• CDP (the world’s largest investor index for
carbon disclosures)
As a result of our sustainability performance, we
have received a number of acknowledgments
for our efforts during the year.

“

We are determined
to lead the way and
be an ethical
forerunner.

DURING 2018,
BUSINESS ETHICS
WAS A CORE THEME
ACROSS TIETO'S
BUSINESS.

Read more
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CDP
In 2018, we achieved level B in CDP Climate
Change scoring. This score recognizes our
solid environmental management efforts over
the years. Our CDP score exceeds the IT
sector and CDP programme averages and
has done so since 2010. We have reduced
our CO2 emissions every year since 2012.

OMX GES Sustainability
Finland Index
Based on our sustainability performance,
Tieto Oyj is included in the OMX GES
Sustainability Finland Index.

Equileap's 2018 Global Gender
Equality Ranking
Equileap, a non-profit organization, published
its second cross-sector ranking showing
how well the world’s top companies, across
all sectors and countries, perform on gender
equality. In Equileap's 2018 Global Gender
Equality Ranking, Tieto was the highest
placed technology company on the list
and ranked among the top 25 companies.
The evaluation included more than 3 000
companies across 23 countries and was done
based on 19 gender equality criteria.
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Swiss EDGE Certified
Foundation
We were the first ICT company in the world
to receive a gender equality certification
from the Swiss EDGE Certified Foundation
at the end of 2015 (valid for two years).
This was received again in 2017. The
certification represents the leading global
assessment methodology and business
certification standard for gender equality. It
assesses policies, practices and numbers
across five different areas of analysis: equal
pay for equivalent work, recruitment and
promotion, leadership development training
and mentoring, flexible working and company
culture.

Creating value
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recognizes an employee network which
has been able to demonstrate its impact in
shaping and driving the diversity and inclusion
agenda; while also demonstrating the
sustained value it has added to the business.

The State of Customer
Experience Management
The Finnish study, The State of Customer
Experience Management, conducted by
CXPA Finland and Shirute Ltd, evaluates
companies’ customer experience
management, taking into consideration
organization and leadership, culture,
processes, tools and extent of operations. In
2018, we were ranked the third best company
in Finland out of 66 companies examined.

The Estonian Diversity Badge
As the first and only IT company in Estonia we
received this award from the Estonian Ministry of
Social Affairs for our strategic work in the area of
non-discrimination and equal opportunities.

The Employee Network
Excellence Award in India
In India we received the ‘Employee Network
Excellence Award’ from BD Foundation,
a global diversity consultant. The award
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Managing sustainability
We believe that by integrating sustainability throughout our value chain, we can ensure
Tieto's business success for longer term. We need to both mitigate the sustainability
related risks and grasp the opportunities to futureproof our business. Through sound
governance, compliance, processes, tools and organization, we make this happen.

Sustainability integrated in the
organization
Our sustainability work is facilitated by the
company’s Sustainability team and supported
by the Sustainability Steering Group, chaired
by the Vice President of Communication and
Sustainability. The steering group advises the
Leadership Team and Board of Directors and
approves the annual integrated report from
sustainability perspective. The Sustainability
Steering Group represents different functions
and units of Tieto, ensuring that the voices
of various internal and external stakeholders
are heard. Our aim is to maintain a balanced
male and female representation in the
steering group, as well as younger and more
experienced management.
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In 2017, the Sustainability Steering Group
approved Tieto’s Sustainability operating
plan for 2018. The operating plan focuses on
implementing activities to reach our long-term
objectives: minimizing environmental impact,
creating value for stakeholders and being an
ethical forerunner in society. During the year,
the steering group followed up and discussed
the implementation and engagement needed
to successfully execute the operating plan
and consequently our Sustainability 2020
plan. The steering group also discussed the
integrated reporting project and approved the
content related to sustainability.
Daily sustainability activities are led and
facilitated by the sustainability team. The team
is led by the Head of Sustainability, who is

“

We encourage employees
to discuss and promote
the positive sustainability
impacts that digitalization
can bring to customers.

CODE OF
CONDUCT -POLICY

Read more
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also the owner of the company's sustainability
policies and processes. The Head of
Sustainability reports to the Vice President
Communication and Sustainability, who
reports to the company’s President and CEO.
The management of specific sustainability
areas, as defined in our materiality analysis,
are handled by the appointed sustainability
area owners, responsible for reporting on
area specific KPI performance. High-priority
sustainability goals are presented in the
Sustainability 2020 plan, which is approved
by the Sustainability Steering Group and Tieto
Leadership Team. Management of specific
sustainability areas are presented in more
detail in the respective sections of this report.

Policies and rules giving
strategic direction and
practical guidance
Our ethical principles are summarized in our
Code of Conduct Policy, which applies
to all of our employees as well as any third
party contributing to our services, products
and other business activities. The Code
of Conduct is aligned with international
frameworks and norms, as well as local
legislations.
We have a separate Supplier Code of
Conduct Rule, clarifying the ethical guidelines
applying to Tieto's suppliers. This rule is
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implemented in all new supplier contracts with
regular suppliers.
Our Anti-Corruption Rule provides practical
guidelines on how to evaluate and avoid
unethical behaviour. Additionally, all
employees are expected to adhere to our
Competition Law Compliance Rule. We also
have an Environmental Rule which outlines
our precautionary approach to environmental
management within the company and
throughout the value chain. This rule is
compliant with ISO 14001 requirements. In
addition, we also have several other policies
and rules supporting the management of
specific sustainability areas. All policies
and rules as well as processes covering
sustainability apply to our entire organization.
Policies and rules are reviewed on an annual
basis, as part of our compliance program.

Implementing sustainability in
daily business operations
To support our organization in further
implementing sustainability in daily business
operations, we have a Sustainability
Management Process, which is included in
our business system, Tieto Way. This process
utilizes best practices from the United Nations
Global Compact Management Model and
GRI Standards. The tool demonstrates clear
links of process and documents to other

Creating value

business processes. Among other things,
the Sustainability Management Process
formally presents the role of a Sustainability
Area Owner. Our Code of Conduct e-learning
further supports the implementation of
sustainable and ethical business practices
across the entire organization. In addition,
we have an environmental e-learning course
that supports the implementation of our
Environmental Management System and
related ISO 14001 certifications. Mandatory
trainings for all employees also cover
e-learnings in GDPR, as well as a general
security training.

Sustainability

for logging, following up and initiating
preventive actions based on the case
experience. At Tieto, we are committed to a
culture where employees feel safe to speak
up and report concerns and we adhere to the
principle of non-retaliation. The handling of
escalations is described in more detail here.

Since sustainability concerns the whole
company, we encourage employees
to discuss and promote the positive
sustainability impacts that digitalization
can bring to customers. Our sustainability
approach is regularly included in the
company’s sales materials. These materials
are aimed to help sales teams to learn about
sustainability at Tieto and answer customers’
sustainability requests. The sustainability
team, together with the sustainability area
owners, supports internal functions, such as
Procurement, HR, and customer teams in
sustainability matters.
Tieto’s Rule for Escalations define our
common way of managing all escalations
made to Internal Audit, Sustainability and
Legal. Our Escalation Function is responsible
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POLICIES AND PROCESSES COVERING SUSTAINABILITY AREAS

CREATE VALUE
FOR STAKEHOLDERS

Sustainability areas

ETHICAL FORERUNNER

MINIMIZE
ENVIRONMENTAL IMPACT

1 Ethical culture
2 Sustainable supply chain
3 Information security and data privacy
4 Greenhouse gas emissions
5 Sustainable IT solutions
6 Employee experience

7 Equal opportunities
8 Financial performance
9 Customer experience

Policies

CODE OF CONDUCT POLICY
Code of Conduct (1), Internal audit policy (1), Anti-corruption rule (1), Competition compliance rule (1), Procurement policy (2),
Supplier Code of Conduct Rule (2,4), Environmental Rule (2,4,5), Information classification rule (3), Data transfer rule (3), Security Policy (3),
Privacy Policy (3), AI ethics guideline (5), Occupational Health and Safety Policy (6), HR Policy (6,7), Finance Policy and handbook (8), Insider rule (8),

Due diligence processes

Know your counterparty rule (8), Quality Policy (9)

Internal and external audits (1), Governance, risk and compliance management (1,3), Sourcing to pay (2), Supplier self assessment (2),
Environmental management process (EMS) ISO14001 (2,4,5), ISO27001 (3), ISO31000 (3), ISAE3402 audits in Data Centers (3),
Information and cyber security audits and assessments (3), CDP Climate Change program (4,5), HR processes (6,7), Employee survey Voice (6,7),
EDGE equality certification (7), Financial processes (8), Financial audits beside staturory audits: compliance scan by Finnish tax
authority, IT audit to payroll administration (8), ISO9001 (9), CXI, rNPS, dNPS and CSAT (9)

SUSTAINABILITY MANAGEMENT PROCESS, SUSTAINABILITY MATERIALITY ASSESSMENT FOR 2017–2020 PLAN
WHISTLEBLOWING ON CODE OF CONDUCT ISSUES

Annual report 2018
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Sustainability related opportunities
and risks
Sustainability related
opportunities
Our Sustainability 2020 plan captures and
details our strategic efforts to maximize
opportunities connected to sustainability.
These are defined by three overall
sustainability objectives.

ways to optimize energy efficiency across
our entire data centre network. Our Nordic
data centres run with renewable energy and
whenever possible, any excess heat is recycled
back to benefit nearby neighbourhoods.
Virtual meetings have become a natural way
of working within Tieto. When travelling is
necessary we always try to find the most
reliable and sustainable partners.

Minimizing environmental impact

“

All companies need to
respect and be aware
how their operations
impact human rights.

Annual report 2018

IN 2018 WE
LAUNCHED AN
INITIAL ETHICAL
FRAMEWORK
FOR AI.

Read more

Climate change is a global concern and
needs to be addressed by all enterprises and
organizations. The energy consumption of our
business together with travel form the biggest
direct environmental burden at Tieto. By simply
increasing efficiencies in our daily operations,
we have steadily reduced our CO2 emissions.
At the end of the 1990s, we implemented
an ISO 14001 certified environmental
management system (EMS), which currently
covers over 90% of our operations. Our offices
are green certified, and we are optimizing the
use of each square metre. As the need for
data increases, we constantly explore new

The bigger opportunity, however, lies in
reducing emissions in our customer’s industries
through innovative IT solutions and services.
According to the Global eSustainability
Initiative Smarter 2030 report, ICT can
enable a 20% reduction of global CO2e (CO2
equivalent) emissions by 2030. This would
mean emissions kept at 2015 levels. We are
committed to implementing solutions that
improve customers’ sustainability as well as
benefitting society at large.

Being an ethical forerunner
In a global society, being an ethical forerunner
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means setting a good example as a corporate
citizen in all our operating countries. Diversity
and equality are topics which are of high priority
within our company and integral parts of our
culture. We want to ensure those values are
taken seriously and their value to our business
as enablers for innovation is understood by
everyone.
Corruption continues to be a global challenge
and poses a risk to all businesses, so anticorruption is one key focus area for us. Our
approach to business ethics is detailed in our
Code of Conduct Policy and it is the core of our
Open Source culture. We believe that by having
a strong focus on business ethics and being
committed to transparency and openness we
can be a trustworthy partner for our customers.
All companies need to respect and be aware
of the impact of their operations on human
rights across their value chains. We respect our
employees’ workplace rights and aim to ensure
our suppliers respect human rights in their
operations too. This focus also extends to our
customers, both through our business relations
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and the services and solutions we deliver. Our
efforts with information security and data privacy
as well as AI ethics marks as concrete examples
of this.

Creating value for stakeholders
We want to create value for all our key
stakeholder groups: customers, employees,
and investors, but also for society as a whole.
Our ambition is to enhance our customers’
use of digital services and solutions to
support their business renewal. When we
deliver sustainable IT services and solutions to
enterprises and public-sector organizations,
we help to improve the economic, social
and environmental conditions in the markets
where we operate. Simultaneously, our
profitability can be strengthened, which is
essential for long-term success as a market
innovator, employer and taxpayer.

Sustainability related risks
Integrating sustainability into our core business
processes and systems is a key priority. In

Creating value

2018, our operational risks were re-evaluated
and identified mainly as compliance risks.
Risks come with a potential reputation
impact. Negative publicity and associations
among stakeholders may lead to a decline
in the sustainability indices or deviations in
audits. Severe breaches could even lead to
loss of customers. Fraudulent, unethical, or
illegal actions by individuals, in areas such as
corruption or conflict of interest, can occure if
anti-corruption awareness and team culture
are not sufficiently embedded. The implications
from these situations range from disqualification
from public tenders to contractual sanctions.
Compliance training, audits and follow-ups are
used to mitigate risks.
The identified risks associated with human
and labour rights are employee wellbeing,
stress-related health issues, discrimination,
and harassment. We need to take measures
to mitigate operational risks, for example the
impact long-term employee illness may have
on our customers deliveries. Health issues, and
discrimination and harassment can all create a
working environment where employees don’t

Sustainability

reach their full potential. Discrimination could
also hinder our ability to develop innovative
solutions to our customers’ challenges. We
strongly believe that diversity of personnel,
whether based on gender, age or cultural
background, is needed to stay competitive
in the fast-paced IT industry. Diversity and
inclusion are at the core of our Open Source
culture. Being able to recharge and maintain
wellbeing is equally crucial. Employee health
and wellbeing index is measured and followed
up across the organization and actions taken
where necessary.
Supply chain risks may include compliance
risks related to environment, human and labour
rights or corruption. Severe breaches against
international conventions in the supply chain
could lead to customers terminating their
contracts. We mitigate these risks through
the supplier sustainability programme and
on-boarding practices, consisting of both
compliance and audit activities. We also
continuously develop our partner qualification
and third-party risk management processes.
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Materiality analysis
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VERY
HIGH
HIGH

6
4
3

2

7

1

8
5

MEDIUM

At the end of 2016, we engaged internal
and external stakeholders and conducted a
materiality assessment in accordance with
GRI Standards’ requirements. Stakeholder
engagement included a sustainability area
survey for employees, partners and suppliers.
Selected customers were also engaged in a
dialogue on sustainability focus areas, and an
open survey, together with a Twitter chat was
organized for the general public. As a result,
nine sustainability areas were identified and
chosen to guide our sustainability approach and
form the core of our Sustainability 2020 plan.

MATERIALITY RESULTS 2018

Importance to stakeholders' decision making

The nine sustainability areas and our
Sustainability 2020 plan are the result
of the materiality assessment carried
out among key stakeholders in 2016.
In 2018, we validated our materiality
analysis through an expert panel, to
make sure that we stay aligned with
our stakeholders’ expectations.

MEDIUM

HIGH

VERY HIGH

Significance of economic, environmental and social impact

1

Greenhouse gas emissions

4

Employee experience

7

Ethical culture

2

Financial performance

5

Sustainable IT solutions

8

Equal opportunities

3

Sustainable supply chain

6

Customer experience &
Information security and data privacy
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Our materiality analysis is reviewed on an
annual basis to make sure that internal and
external stakeholders views are considered
and that the right focus remains for our
activities. In 2018, we reviewed the analysis
through in-depth stakeholder consultations
with a few sustainability experts, chosen
based on their subject matter expertise in
combination with their knowledge about Tieto.
The Sustainability 2020 plan was confirmed,
and hence our long-term targets will remain.
However, through our consultations and
internal analysis, we revised our contribution to
the United Nations Sustainable Development
goals. Goal 5 – gender equality, was replaced
with goal 10 – reduced inequalities, as our
focus on equality spans beyond gender
equality into sex, gender identity, nationality,
religion, belief system, race, age, disability,
sexual orientation, political opinion, union
membership or social or ethnic origin. In
addition, goal 7 – affordable and clean energy
was added given our positive CO2 impact
through Sustainable IT solutions.
Our material topics concern the whole Tieto
Corporation, unless otherwise stated, and
cover all Tieto’s operating countries.

Creating value

Sustainability

SUSTAINABILITY AREA BOUNDARIES ACCORDING TO GRI STANDARDS

Suppliers

Partners

GHG Emissions

Tieto

Customers

End-users

GHG Emissions

Sustainable IT

Sustainable supply chain

Ethical culture

Equal opportunities

Information security and data privacy

Employee experience

Financial performance

Customer experience
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Sustainability 2020 plan
Sustainability is both a responsibility and an opportunity for Tieto. We consider
social, environmental and economic aspects of it and cover not only our own
business operations, services and solutions, but also our partners and suppliers.
To succeed in this, we focus on three main objectives; minimizing environmental
impact, being an ethical forerunner and creating value for our stakeholders.

We know a sustainable approach is necessary
to future-proof our business while also
ensuring the planet is fit for future generations.
Furthermore, we believe that by actively
integrating sustainability in all operations
we are gaining a competitive advantage,
which enhances our business performance.
We also recognize that our stakeholders,
ranging from employees, investors, customers
and suppliers to local societies, citizens
and authorities, expect us to conduct our
business in a responsible manner and impact
positively on sustainable development on
society at large.
Sustainability 2020 Plan is the roadmap
guiding our efforts for integrated sustainable

practices across our value chain. The plan
is created based on the materiality analysis
reviewed in 2018, and consists of three
main objectives with three focus areas under
each. Our objectives include lowering the
environmental impact of our own operations
as well as those of our customers and our
suppliers, being an ethical forerunner in
the global society, and creating value for
our stakeholders. Our sustainability plan is
aligned with global frameworks for sustainable
business, such as the United Nations Global
Compact and the OECD Guidelines for
Multinational Enterprises. It also outlines
how we contribute to the United Nations
Sustainable Development Goals.

Ethical
forerunner

Create value for
stakeholders

Minimize
environmental
impact

Information security and data privacy

Equal opportunities, Employee experience

Sustainable supply chain

Sustainable IT

Ethical culture

Greenhouse gas emissions

Financial performance

Customer experiece
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STAKEHOLDER INTERVIEW

Creating value through sustainability
In 2018 as an organization, we raised the
bar for our sustainability performance. We
worked hard to raise the general sustainability
awareness among our employees. The fact
that so many employees within Tieto now
have a better understanding of how we can
contribute to sustainable development for our
customers and for the society is something
which I think is vital for our long-term
success. Our customers’ expectations on our
sustainability performance are increasing – not
only on how we perform internally and in our
supply chain, but also through our solutions.
During the year we developed our approach
in understanding and quantifying the impacts
that our solutions can contribute with. Our
environmental and socio-economic impact
studies show in a concrete way how digital
solutions can be great enablers in enhancing
sustainable development.

ourselves with stretched goals and focus even
more on assessing the impact of our solutions
and services. Doing so would enable us not
only to mitigate risks but also boost positive
outcomes where we can have the largest
impacts.

Going forward, I believe that we can be
even more courageous in our sustainability
ambitions. I would like us to challenge

Because there is no alternative, it’s the only
way forward for all of us. I strongly believe that
organizations that are successful in integrating

Annual report 2018

What excites you about
a data-driven future?
I believe data will enable us to create services
to simplify my everyday life. I think if we use
data and technology in an ethical way, it
can provide the answers to solving some
of the economic, environmental and social
challenges that we have today. Data simplifies
everyday life and accelerates processes and
enables sustainable development if used in an
ethical and sustainable manner.

Why do you care about
sustainability?

sustainability into their business processes
are the ones that will flourish going forward.
But this will not just happen, we must make
decisions and choose sustainable alternatives
supporting our business long-term. True
sustainability requires patience, patience to
wait for the long-term result.

“

True sustainability
requires patience,
patience to wait
for the long-term
result.
IDA BOHMAN STEENBERG,
HEAD OF SUSTAINABILITY
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SUSTAINABILITY

About sustainability reporting
The non-financial data and information included in our Annual Report 2018
are prepared in accordance with the core option of the GRI Standards. The
disclosures focus on the sustainability topic that are most material regarding our
economic, social and environmental performance.

Our material sustainability areas were
identified during a materiality analysis in
2016–2017. These areas are the focus of
our Sustainability 2020 plan. The materiality
analysis was validated in 2018 through an
expert panel.
The sustainability disclosures include the
Parent company Tieto Corporation and all
subsidiaries over which the Parent company
has direct or indirect control. Human resource
data, Code of Conduct data as well as
Greenhouse gas emission data does not
cover Tieto's Swedish subsidaries Avega
and Meridium (around 400 employees). The
GRI General Disclosures cover the entire
Tieto Group. Unless otherwise stated, our
workforce related figures in the Sustainability
section of the report are based on the
GRI Standards. The numbers include joint
ventures, hence differing from the headcount
Annual report 2018

in the Financial section. The data sources
are company systems which provide data on
full-time, part-time, permanent and temporary
employees.
Unless otherwise stated, all information and
data pertain to activities from 1 January to 31
December 2018. The regional data is divided
between HR and financial data due to system
restrictions.
Our energy reporting and corresponding
scope 1 and 2 emissions cover all operating
sites (offices, laboratories and data centres)
except Tieto's Swedish subsidaries Avega
and Meridium. The scope of the energy data
collection was aligned with our Environmental
Management System; data is collected from
data centres, laboratories and offices with 50
employees or more. The energy consumption
of offices with <50 employees was estimated
75
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based on our global average values with a
10% safety margin. The original data sources
are internal IT systems and invoices from utility
providers. The scope 3 business travel related
CO2 emissions include flights and the use of
own cars. The CO2 factors used are DEFRA for
flights and VTT Lipasto for car use. Data was
collected from our own IT system and from
our service providers systems. Locations with
major operations and a significant amount of
travel are within the scope.
Energy and emission calculations follow the
Greenhouse Gas Protocol, and emissions are
reported as CO2 emissions. Some calculations
are manually conducted. The source of the
indirect, location-based energy emission
factors is the International Energy Agency
(IEA). The base year emissions for the scope
2 reporting were updated using three-year
average factors for all years. The sources for
indirect, market-based energy emission factors
are energy companies for the actual factors.
Residual mix factors are used for the EU and
the IEA factors are used for non-EU countries
with no actual market-based factors. For direct
energy, DEFRA’s emission factor is applied.
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The base year for the scope 1–2
environmental calculations is 2016. Base year
for scope 3 environmental calculations from
car usage for business travel is also 2016,
and for emissions from flights is 2018. In the
report, the metric ton/UK tonne equivalent to
1 000 kilograms is stated solely as a ton.
The scope 2 energy consumption of cooling
and electricity was restated in 2018 due to
alignment with the Greenhouse Gas Protocol.
The restatement was of purely methodological
character and had no impact on actual
consumptions figures, while improving
reporting accuracy. During the 2018 data
collection process, unresolvable inaccuarcies
in CO2 emission data from flights for 2016 and
2018 were identified, which compromised the
comparability of the data. Therefore, the data
from 2018 is set as the new base year for
CO2 emissions from flights.
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in the independent practitioner’s assurance
report. In our view, third-party, independent
assurance increases transparency and is key
to delivering a high-quality report.
This report is also our annual Communication
on Progress in accordance with the United
Nations Global Compact requirements. It
qualifies for the Global Compact Advanced
level. Our integrated report and sustainability
management report 2018 were published on
28 February 2018.
Sustainability contact:
KIA HARING
Vice President Communications
and Sustainability
kia.haring@tieto.com
+358 40 765 3700
Twitter: @kiaharing
IDA BOHMAN STEENBERG

An independent third party,
PricewaterhouseCoopers Oy, has provided
limited assurance on sustainability information
disclosed in Tieto's Annual Report 2018. The
scope of the assured information is indicated

Head of Sustainability
ida.bohman.steenberg@tieto.com
+46 722 037 248
Twitter: @BohmanSteenberg
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Independent Practitioner’s Assurance Report
To the Management of Tieto Corporation

competence and due care, confidentiality and professional behaviour.

We have been engaged by the Management of Tieto Corporation (hereinafter also the
Company) to perform a limited assurance engagement on selected sustainability disclosures for
the reporting period 1 January to 31 December 2018, disclosed in Tieto Annual Report 2018.
The assured information is indicated in the Company’s GRI Content Index 2018 (hereinafter
Sustainability Information).

PricewaterhouseCoopers Oy applies International Standard on Quality Control 1 and
accordingly maintains a comprehensive system of quality control including documented policies
and procedures regarding compliance with ethical requirements, professional standards and
applicable legal and regulatory requirements.

Management’s responsibility
The Management of Tieto Corporation is responsible for preparing the Sustainability Information
in accordance with the Reporting criteria as set out in the Company’s reporting instructions and
the GRI Sustainability Reporting Standards of the Global Reporting Initiative. The Management
of Tieto Corporation is also responsible for such internal control as the management determines
is necessary to enable the preparation of the Sustainability Information that is free from material
misstatement, whether due to fraud or error.

Practitioner’s independence and quality control
We have complied with the independence and other ethical requirements of the Code of
Ethics for Professional Accountants issued by the International Ethics Standards Board for
Accountants, which is founded on fundamental principles of integrity, objectivity, professional
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Practitioner’s responsibility
Our responsibility is to express a limited assurance conclusion on the Sustainability Information
based on the procedures we have performed and the evidence we have obtained. Our
assurance report has been prepared in accordance with the terms of our engagement. We do
not accept, or assume responsibility to anyone else, except to Tieto Corporation for our work,
for this report, or for the conclusions that we have reached.
We conducted our limited assurance engagement in accordance with the International Standard
on Assurance Engagements (ISAE) 3000 “Assurance Engagements Other than Audits or
Reviews of Historical Financial Information”. That standard requires that we plan and perform
the engagement to obtain limited assurance about whether the Sustainability Information is free
from material misstatement.
In a limited assurance engagement the evidence-gathering procedures are more limited than
for a reasonable assurance engagement, and therefore less assurance is obtained than in a
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reasonable assurance engagement. An assurance engagement involves performing procedures
to obtain evidence about the amounts and other disclosures in the Sustainability Information.
The procedures selected depend on the practitioner’s judgement, including an assessment of
the risks of material misstatement of the Sustainability Information.
Our work consisted of, amongst others, the following procedures:
• Interviewing senior management of the Company;
• Visiting the Company’s Head Office in Finland as well as one site in Finland;
• Conducting one video interview with site in China;
• Interviewing employees responsible for collecting and reporting the Sustainability
Information at the Group level and at the site level where our site visits took place;
• Assessing how Group employees apply the Company’s reporting instructions and
procedures;
• Testing the accuracy and completeness of the information from original documents and
systems on a sample basis;
• Testing the consolidation of information and performing recalculations on a sample basis.

Limited assurance conclusion
Based on the procedures we have performed and the evidence we have obtained, nothing
has come to our attention that causes us to believe that Tieto Corporation’s Sustainability
Information for the reporting period ended 31 December 2018 is not properly prepared, in all
material respects, in accordance with the Reporting criteria.
When reading our assurance report, the inherent limitations to the accuracy and completeness of
corporate responsibility information should be taken into consideration.
Helsinki, 26 February 2019
PricewaterhouseCoopers Oy

SIRPA JUUTINEN

JUSSI NOKKALA

Partner
Sustainability & Climate Change

Director
Sustainability & Climate Change
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GRI content index table
Disclosure

Disclosure title

Link and reference

Tieto area and number

UNGC

Externally assured

GRI 102: GENERAL DISCLOSURES 2016
Organizational profile
102-1

Name of the organization

Tieto in brief

COP report profile

102-2

Activities, brands, products and services

Tieto in brief

COP report profile

102-3

Location of headquarters

Tieto in brief

COP report profile

102-4

Location of operations

Tieto in brief, Markets

COP report profile

102-5

Ownership and legal form

Tieto in brief

COP report profile

102-6

Markets served

Markets

COP report profile

102-7

Scale of the organization

Tieto in brief, Markets

COP report profile

102-8

Information on employees and other workers

Creating value for employees

Principle 6,
COP report profile

102-9

Supply chain

Sustainable supply chain

Criteria 2,
COP report profile

102-10

Significant changes of the organization

Stategy and operating model, Shares and
shareholders, Sustainable supply chain

Criteria 2,
COP report profile

102-11

Precautionary principle

Our approach to sustainabilty

102-12

External initiatives

Our approach to sustainabilty

102-13

Memberships of associations

Our approach to sustainabilty

102-14

Statement from senior decision-maker

CEO statement

102-15

Key impacts, risks and opportunities

NFI, Sustainability opportunities and risks,
Sustainabilty 2020 plan

Values, principles, standards and norms
of behaviour

Ethical culture, Managing sustainability

x

Strategy
Criteria 19

Ethics and integrity
102-16
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Disclosure title

Link and reference

Tieto area and number

102-18

Governance structure

Corporate governance statement

Criteria 20

102-20

Executive-level responsible for economic,
environmental and social topics

Managing sustainability

Criteria 1, 20

102-21

Consulting stakeholders on economic,
environmental and social topics

Corporate governance statement,
Stakeholder dialogue, Managing
sustainability, Materiality analysis

Criteria 1, 20

102-23

Chair of the highest governance body

Corporate governance statement

Criteria 1, 20

102-32

Highest governance body's role in sustainability

Managing sustainability, Independent
assurance report

Criteria 1, 20

102-40

List of stakeholder groups

Stakeholder relations and materiality
mapping

Criteria 21

102-41

Collective bargaining agreements

Creating value for employees

COP report profile

102-42

Identifying and selecting stakeholders

Stakeholder relations

Criteria 21

102-43

Approach to stakeholder engagement

Stakeholder relations

Criteria 21

Key topics and concerns raised

Stakeholder relations and materiality
mapping

Criteria 21

102-45

Entities included in the consolidated financial
statements

About sustainability reporting

102-46

Defining report content and topic boundaries

Materiality analysis, About sustainability
reporting

102-47

List of material topics

Materiality analysis

102-48

Restatement of information

About sustainability reporting

102-49

Changes in the report

About sustainability reporting

Sustainability

UNGC

Externally assured

Governance

Stakeholder engagement

102-44

X

Reporting practice

102-50

Reporting period

About sustainability reporting

COP reporting profile

102-51

Date of most recent previous report

About sustainability reporting

COP reporting profile

102-52

Reporting cycle

About sustainability reporting

COP reporting profile

102-53

Contact point for the report

About sustainability reporting

COP reporting profile

102-54

Claims for reporting in accordance with the GRI
standards

About sustainability reporting

COP reporting profile

102-55

GRI content index

GRI content index
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Link and reference

102-56

External assurance

Independent assurance report
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Tieto area and number

Sustainability

UNGC

Externally assured

COP assurance

MATERIAL TOPICS, MANAGEMENT APPROACH AND DISCLOSURES
GRI 200: Economic standard series
GRI 201: Economic performance 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan,
Materiality analysis, Economic impact

8: Financial performance

Criteria 15-18, Principle 1-9

103-2

The management approach and
its components

Sustainabilty 2020 plan, Economic impact

8: Financial performance

Criteria 15-18, Principle 1-10

103-3

Evaluation of the management approach

Sustainabilty 2020 plan, Economic impact

8: Financial performance

Criteria 15-18, Principle 1-11

201-1

Direct economic value generated and
distributed

Economic impact

8: Financial performance

Criteria 9-11

201-4

Financial assistance received from government

Economic impact

8: Financial performance

Criteria 9-11

GRI 205: Anti-corruption 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan,
Materiality analysis, Ethical culture

1: Ethical culture

Criteria 15-18, Principle 1-9

103-2

The management approach and
its components

Sustainabilty 2020 plan, Ethical culture

1: Ethical culture

Criteria 15-18, Principle 1-10

103-3

Evaluation of the management approach

Sustainabilty 2020 plan, Ethical culture

1: Ethical culture

Criteria 15-18, Principle 1-11

205-1

Operations assessed for risks related to
corruption

Ethical culture

1: Ethical culture

Criteria12-14, Principle 10

X

205-3

Confirmed incidents of corruption and actions
taken

Ethical culture

1: Ethical culture

Criteria12-14, Principle 10

X

GRI 300: Environmental standard series
GRI 302: Energy 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-9

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-10

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-11
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Disclosure

Disclosure title

Link and reference

Tieto area and number

UNGC

302-1

Energy consumption within the organization

Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 9-11, Principle 7

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-9

Externally assured
X

GRI 305: Emissions 2016

305-1

Direct (Scope 1) GHG emissions

Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 9-11, Principle 7

X

305-2

Energy indirect (Scope 2) GHG emissions

Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 9-11, Principle 7

X

305-3

Other indirect (Scope 3) GHG emissions

Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 9-11, Principle 7

X

GRI 400: Social standard series
GRI 401: Employment 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Creating value for employees

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Creating value for employees

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Creating value for employees

Criteria 15-18, Principle 1-9

401-1

Total number and rates of new employee hires
and employee turnover

Creating value for employees

Principle 6

X

GRI 405: Diversity and equal opportunities 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Creating value for employees,
Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan, Creating value for
employees, Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan, Creating value for
employees, Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-9

Annual report 2018

82

Tieto 2018

Creating value

Disclosure

Disclosure title

Link and reference

Tieto area and number

UNGC

405-1

Diversity of governance bodies and employees

Equal opportunities

7: Equal opportunities

Principle 6

Sustainability

Externally assured
X

GRI 406: Non-discrimination 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Equal opportunities

7: Equal opportunities

Criteria 15-18, Principle 1-9

406-1

Incidents of discrimination and corrective
actions taken

Equal opportunities

7: Equal opportunities

Criteria 3-5, Principle 6

X

GRI 418: Customer privacy 2016
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Information security and
data privacy

3: Information security and
data privacy

103-2

The management approach and
its components

Sustainabilty 2020 plan, Information
security and data privacy

3: Information security and
data privacy

103-3

Evaluation of the management approach

Sustainabilty 2020 plan, Information
security and data privacy

3: Information security and
data privacy

418-1

Sustantiated complaints regarding breaches of
customer privacy and losses of customer data

Information security and
data privacy

3: Information security and
data privacy

X

TIETO SPECIFIC DISCLOSURES
Ethical culture
103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan,
Materiality analysis, Ethical culture

1. Ethical culture

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan, Ethical culture

1. Ethical culture

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan, Ethical culture

1. Ethical culture

Criteria 15-18, Principle 1-9

Tieto 1.1

Code of Conduct training coverage

Ethical culture

1. Ethical culture

Criteria 12-14, Principle 10
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Disclosure

Disclosure title

Link and reference

Tieto area and number

UNGC

Tieto 1.2

Breaches of Code of Conduct

Ethical culture

1: Ethical culture

Criteria 12-14, Principle 10

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Greenhouse gas emissions

4: Greenhouse gas emissions

Criteria 15-18, Principle 1-9

Tieto 4.1

Reduction of CO2 emissions from indirect
energy consumption

Greenhouse gas emissions

4: Greenhouse gas emissions

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Sustainable IT solutions

5: Sustainable IT solutions

Criteria 15-18, Principle 1-7

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Sustainable IT solutions

5: Sustainable IT solutions

Criteria 15-18, Principle 1-8

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Sustainable IT solutions

5: Sustainable IT solutions

Criteria 15-18, Principle 1-9

Tieto 5.1

Estimated avoided emissions from
the use of IT services

Sustainable IT solutions

5: Sustainable IT solutions

Criteria 15-18, Principle 9

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Sustainable supply chain

2: Sustainable supply chain

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Sustainable supply chain

2: Sustainable supply chain

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Sustainable supply chain

2: Sustainable supply chain

Externally assured
X

Greenhouse gas emissions

X

Sustainable IT solutions

X

Sustainable supply chain
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Disclosure

Disclosure title

Link and reference

Tieto area and number

Externally assured

Tieto 2.1

% ratio of new or renewed suppliers agreeing
to Tieto's Supplier Code of Conduct

Sustainable supply chain

2: Sustainable supply chain

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan, Materiality
analysis, Employee experience

6: Employee experience

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Employee experience

6: Employee experience

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Employee experience

6: Employee experience

Tieto 6.1

% of employees being always or often
stressed and not being able to recover

Not measured in 2018 due to
changes in measuring frequency.

6: Employee experience

X

Tieto 6.2

Employee engagement index

Employee experience

6: Employee experience

X

103-1

Explanation of the material topic and
its Boundary

Sustainabilty 2020 plan,
Materiality analysis, Customer experience

9: Customer experience

103-2

The management approach and
its components

Sustainabilty 2020 plan,
Customer experience

9: Customer experience

103-3

Evaluation of the management approach

Sustainabilty 2020 plan,
Customer experience

9: Customer experience

Tieto 9.1

Relationship Net Promoter Score (rNPS)

Customer experience

9: Customer experience

X

Tieto 9.2

Customer eXperience Index (CXI)

Customer experience

9: Customer experience

X

X

Employee experience

Customer experience
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Tieto Corporation
Keilalahdentie 2-4
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