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We place social responsibility at the heart of our business. In 2020,
health concerns and economic instability came to the fore, along
with the need to take urgent actions against environmental and
social challenges. At the same time, we have felt the unprecedented
collaboration of the teams, with each employee’s abilities stemming
from their own unique life experiences, talents and interests.
As such, health and well-being are one of the top sustainability
priorities for this year. By continuing to expand education and
development opportunities, create an inclusive work culture, and
encourage our employees to broaden their attention from solely
economic results prio to social and environmental goals, we are
building a future to be proud be proud of.

Natalya Maleeva,
Human Resources Director
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Goals and indicators of M.Video–Eldorado’s
sustainability strategy1
Reducing greenhouse gas emissions

Circular economy and waste management

Our goals by 2030:
M.Video–Eldorado’s goal is to be a leader in sustainable development. Hence,
we take a proactive approach to setting standards that meet the principles
of social, environmental and economic sustainability, act as a benchmark for
other market players and, in doing so, transform the industry as a whole.

PLANET

The Group has always taken environmental and social responsibility seriously,
which is why we devised the key objectives of our sustainability strategy
in 2020. To do this, we assessed the entire value chain and selected three
areas in which we believe we can achieve the most significant changes and
contribute to the global sustainable development agenda. We named these
“Planet,” “People and Communities,” and “Customers and technologies.”
For each, we have identified priority goals and set a timeline for achieving
them.

Our goals by 2025:

• Reduce carbon emissions in our own operations by 30%
(Scope 1 and 2)

•

• Reduce carbon emissions in the supply chain by 20% (Scope 3)

• Expand the consumer electronics recycling program to
all regions of our presence

Become carbon-neutral in our own operations by 2050

• Enroll at least 10 million people in circular economy education
programs

Increase the collection and processing of e-waste to 10,000 tons
per year

• Recycle 85% of our own waste in own operations

Encouraging learning
and growth
Our goals by 2025:

PEOPLE
AND
COMMUNITIES

• Provide 100% of employees with equal
access to training
• Ensure that at least 60% of vacancies
are filled by internal candidates
• Achieve a staff engagement rate
of at least 80%
• Ensure that the minimum income of fulltime employees exceeds the national
minimum wage by at least 20%

Safety, inclusion
and diversity
Our goals by 2025:

Local community
development
Our goals by 2025:

• Introduce a “Zero Accidents” safety
culture

• Ensure that at least 15% of employees
take part in the federal volunteer
program at least once a year

• Ensure that 100% of employees have
access to psychological and physical
health programs

• Ensure that more than 2 million people
receive direct or indirect charity
support from the Group

• Increase diversity in teams at all levels

• Train 100% of employees annually on
diversity, inclusion and antidiscrimination

		

Accessible
environment
Our goals by 2025:

CUSTOMERS
AND
TECHNOLOGIES

• Make 100% of the Group’s online and
offline stores accessible to people with
disabilities

Cybersecurity

Our goals by 2025:
• Ensure that 100% of employees
undergo annual training on working
with personal data and on information
security skills

Promotion of products for
conscious consumption and
an eco-friendly lifestyle
Our goals by 2025:
• Generate 20% of revenues from
products that promote healthy
and sustainable lifestyles

1 2020 used as the base year for calculations.
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Contribution to achieving the UN
Sustainable Development Goals
Our goals are consistent with the UN Sustainable Development Goals (SDGs).
They are designed to address global environmental and social challenges in six
key areas where we can contribute the greatest value to the world.

Independent assessment
The non-financial information disclosed in this report has been prepared in
accordance with GRI Standards. The disclosure table of mandatory reporting
items is given in the Appendix. In the future, we also plan to disclose information
in accordance with SASB and SA8000 standards.
This year, we did not engage an auditor to verify the non-financial information
disclosed in this report. However, we plan to conduct an independent audit to
verify our goals and non-financial information in the near future. We will also
verify our emission reduction targets in accordance with the Science Based
Targets Initiative.1

Planet

ESG management system
Consistency, transparency and accountability in the sustainable
development agenda are the foundation of our work. As such, we have
prepared a comprehensive action plan to achieve our strategic goals and
identified areas in the management system in which changes will make us
more transparent and open to stakeholders, including by:
• Publicly disclosing policies that support the achievement of the
Sustainable Development Goals;

People and Communities

• Engaging with stakeholders to promote responsible consumption practices;
• Improving information disclosure on matters concerning sustainable
development and obtaining ESG ratings.

Customers and technologies

1 A science-based target is a goal that is consistent with scientific guidelines for reducing adverse climate impacts. The targets announced
by companies for reducing greenhouse gas emissions are considered science-based if they can maintain the required level of atmospheric
decarbonization to maintain global temperature changes within 2 degrees Celsius compared with the predindustrial period.
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Stakeholder engagement
Shareholders and investors
Relations with stakeholders are a key component of M.Video–Eldorado’s
success. We regard stakeholders as individuals or organizations that may
be directly or indirectly affected by our activities, as well as those who can
influence decisions made by the Group. Our key stakeholders are customers,
employees and their families, shareholders and investors, partners, non-profit
organizations and associations, and local communities, among others.

The Group pays special attention to engagement with shareholders and investors in an effort to:
• Raise awareness about M.Video–Eldorado’s investment appeal and its development while seeking to increase market capitalization;
• Disclose information about the Group’s operations, the implementation of its development strategy, and financial and non-financial indicators;
• Expand and diversify M.Video–Eldorado’s investor base to provide access to a wide range of capital market instruments;
• Provide feedback from the investment community and generate new ideas through dialogue with investors;
• Inform the investment community about the Group’s efforts to make the business sustainable.

M.Video–Eldorado seeks to actively cooperate with stakeholders, build
open, respectful and mutually beneficial relationships with them, and
promptly inform them about events within the Group, as well as challenges
and achievements in matters concerning sustainable development.
The Stakeholder Engagement Policy defines the overall approach to managing
stakeholder relations.

M.Video–Eldorado is committed to creating value for shareholders and investors by:
• Implementing a strategy for profitable growth, strengthening its market position and realizing its investment potential;
• Diversifying the shareholder base and observing high standards of transparency and corporate governance;
• Increasing transparency and openness in matters concerning sustainable development.
Frequency of interaction: daily.

Employees

Customers

Suppliers and partners

In relations with employees, we work to:
• provide a comfortable, safe and motivational environment to achieve
the best results;
• continuously improve the system of financial and non-financial
incentives;
• obtain feedback from employees to improve internal processes and
increase engagement;
• communicate opportunities for growth and development as well as
existing programs and initiatives.

In relations with our customers, we work to:
• Build trust-based and transparent relationships with customers
before, during and after a purchase.
• Increase recognition of the M.Video and Eldorado brands;
• Convey key information to them about new products, services
and special offers;
• Obtain feedback from them to improve products and services;
• Provide them with information about the Group’s contribution
to important social and environmental issues.

The Group aims to:
• Offer employees flexible conditions to realize their potential and
resolve issues in the most efficient way;
• Use convenient workspace organization formats to improve
productivity and ensure safety;
• Provide access to the latest technologies.

M.Video–Eldorado aims to:
• Create new consumer experiences based on the mobile web;
• Provide convenient formats and tools to make purchases and create
a single service space for customers in sales areas and online stores;
• Provide shoppers with access to the latest technology and leading
brands.

Our work with suppliers and partners is built on the principle of longterm mutually beneficial cooperation and aims to:
• Develop long-term relationships with suppliers and other
counterparties to ensure that M.Video–Eldorado products are highquality and competitive over the long term;
• Raise partners’ awareness of the Group’s activities, as well as its
long-term plans and development;
• Improve communications with partners, as well as search for
and introduce new tools and channels of interaction;
• Provide a common understanding of the mutual obligations
and expectations from cooperation.

Frequency of interaction: daily.

Frequency of interaction: daily.

M.Video–Eldorado adheres to the following principles of cooperation:
• Be a reliable partner and major counterparty for a wide range of
suppliers;
• Observe high standards in quality control and corporate conduct
and require suppliers to comply with them;
• Introduce modern IT solutions to improve the automation and
efficiency of the supply system.
Frequency of interaction: daily.
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PLANET
OUR GOALS

As part of our sustainability strategy strategy,
we have made large-scale commitments to help improve
our society.

Reducing greenhouse gas emissions

Long-term goals
Our goals by 2030:

As we operate in the home appliances and consumer electronics market,
we can and must play a leading role in tackling pressing environmental
issues such as e-waste and climate change. More than 1,000 of our
stores, warehouses and distribution centers consume energy, accumulate
and recycle waste, and use other resources. Our goal is to improve the
environmental performance of our own operations and the supply chain.
As such, reducing greenhouse gas emissions and supporting the principles
of a circular economy are key factors that shape our impact on the
environment.

Circular economy and waste management

Long-term goals
Our goals by 2025:

• Reduce certain emissions in our own operations by 30%
(Scope 1 and 2);

• Increase the collection and processing of e-waste to 10,000 tons
per year;

• Reduce certain emissions in the supply chain by 20% (Scope 3).

• Expand our consumer electronics recycling program to all regions;

Our goals by 2050:
• Become carbon-neutral in our own operations.

2020 results
• More than 200 stores were equipped with remote power
control systems.

• Enroll at least 10 million people in circular economy education
programs;
• Recycle 85% of our own waste in our own operations.

2020 results
• 449 stores in 17 regions of Russia were included in the country’s first
permanent electronics recycling project;
• Over 1,000 tons of electronics was recycled;
• Around 20 tons of batteries was recycled;
• Educational initiatives: School of Ecology at MEGA Khimki, online tour
of the Ecotechprom machinery processing plant, home-based ecoquest “Thirtieth Kingdom: An Environmentally Unfriendly State” and
involvement in the “Useful City” program.
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CURRENT INITIATIVES
Reducing greenhouse gas emissions

Improving the energy efficiency of stores

Promotion of circular economy principles

Climate change is the most urgent problem facing our planet today.
It impacts our customers, employees, the employees of our partners and
also the natural resources used to make products. We can help tackle climate
change by reducing greenhouse gas emissions and improving the energy
efficiency of our operations and our entire supply chain.

We strive to use modern lighting systems and reduce our impact on electrical
networks. Since 2015, we have only installed LED lighting when building new
M.Video and Eldorado stores, and we have begun the process of modernizing
lighting at older stores, particularly those over seven years old. About 50
projects are being implemented annually to modernize lighting in sales areas,
warehouses and offices.

In 2020, our aims for the "Planet" section were to scale up programs to
dispose of equipment and batteries properly, reduce the amount of waste,
raise awareness of consumption among the public in accordance with
SDG 12 Responsible Consumption and Production, and reduce electricity
consumption in accordance with SDG 13 Climate Action.

Starting in 2017, we launched a project to introduce remote power supply
control. Since the project began, more than 200 of the Group’s stores have
been equipped with such systems, which has significantly reduced electricity
consumption and minimized fire risks.

Proper disposal of equipment and batteries

Fully aware of the complexity of this task, we analyzed our partners’ goals
as well as the time horizon of the Paris Agreement and the UN Sustainable
Development Agenda. Our climate goals are more long-term than our other
sustainable development goals because this is the time frame in which we can
achieve tangible joint results in reducing greenhouse gas emissions.
In an effort to correctly and systematically account for direct and indirect
greenhouse gas emissions, we have developed an emissions accounting model
that will enable us to calculate emissions from our operations and partners’
activities in the supply chain on an annual basis. When developing the
greenhouse gas emissions model, we took into account the recommendations
of the generally recognized standards (GHG Protocol), as well as the best
practices of peer companies that are leaders in the CDP rating. Emissions
calculations take into account both international and Russian requirements,
which is why the model will include the approaches of the Intergovernmental
Panel on Climate Change and the Methodological Guidelines of the Russian
Ministry of Natural Resources (Order No. 300 dated June 30, 2015 and Order
No. 330 dated June 29, 2017).

Mitigating the climate change
In our work to combat climate change, we have established three
priorities:
• Improving resource efficiency: we are always looking for new ways to
improve energy efficiency and mitigate environmental impact.
• Introducing innovative solutions: we invest in new technologies to
optimize our operations in the supply chain. We will focus on alternative
transportation and delivery channels, the use of hybrid vehicles and
optimizing the supply chain and our own operations as a whole.

Circular economy and waste management
We understand our responsibility for products sold even after consumers stop
using them. As such, we have set the goal of promoting a circular economy
in which there is no waste, but there are resources for new production. Our
goal is to reduce the amount of hazardous waste in landfills by creating a
convenient service to accept equipment and raise awareness of the impact
that e-waste has on the environment.

Electronic waste recycling
According to the World Economic Forum, the global consumer electronics
market produces around 2–50 million tons of waste worldwide. Recycling
e-waste is particularly important because, even though it accounts for
about 2% of the total volume of solid waste, it makes up almost 70% of
hazardous waste that ends up in landfills worldwide. However, if conditions
for safe recycling are observed, 50%–80% of the materials contained in
equipment can be returned to the economy. E-waste contains precious
metals (such as gold, copper and nickel) and strategic rare materials (indium
and palladium). The problem is the incredible complexity of objects recycled,
since a product can consist of more than a thousand elements.
In 2019, we launched "Proper Disposal", the first project in Russia that aims
to recycle home appliances and electronics with full control at all stages.
Our main objective was to establish a transparent and reliable process
to dispose of home appliances and electronics for all parties involved:
consumers, equipment manufacturers and importers, and recyclers
themselves. When developing the project, we were guided by two key
criteria: the proper processing of all product elements and the traceability
of the life cycle.

The goal of proper disposal is
to reduce hazardous waste in landfills
and contribute to a circular economy.

• Analyzing the life cycle of the products we sell: we understand that the
stage during which equipment and gadgets are used, as well as the
average service life of goods, has a major impact on our carbon footprint.
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To solve the problem, an independent association was created and began
the process of collecting old equipment through stores and in the form of
a special service. The process is monitored through a three-way IT system
involving the retailer, the association and recycling companies. M.Video–
Eldorado assumed all the costs of collecting equipment related to
paperwork, organizing storage at each store and training personnel.
The association pays for the transportation of equipment to recycling
enterprises and all recycling processes.
Through well-coordinated work with our partners, we have demonstrated
the importance of proper waste management and how simple and easy it is
to dispose of equipment and batteries. In addition, we have created a new
option for handling e-waste: bring it to a store, place an order for collection
services, and stop storing it at home or throwing it away.

Disposal of batteries
In late 2018, M.Video–Eldorado launched a battery recycling program. In 2020,
almost all M.Video and Eldorado stores were equipped with containers to
collect batteries, and the scale of the project tripled, as visitors handed in
some 20 tons of used batteries for recycling (compared with around
7 tons from October 2018 to the end of 2019). In 2021, we plan to increase
the volume of batteries collected to 28 tons.

”Proper Disposal”

In 2020, we continued to scale up the recycling project and, together with
our partners, achieved impressive results:
• The project’s reach was expanded by 50%: as of December 2020,
231 M.Video stores and 218 Eldorado stores were accepting equipment and
electronics from the public in 17 regions of Russia;
• The volume of e-waste that was collected and recycled tripled yearon-year and amounted to around 1,000 tons;

In September 2020, we began properly disposing of obsolete equipment from
the head office and stores. In November, we launched a service in the Eldorado
online store to collect equipment for recycling as well as a similar service for legal
entities. We also launched a training course on the "Proper Disposal" project for
employees who work at M.Video and Eldorado stores.
We use our reach and influence to encourage the entire industry to support
recycling technologies, use recycled materials and involve consumers in the
process. These initiatives not only contribute to environmental protection but
also are commercially viable because the cost of extracting and processing new
materials is higher than that of recycling.
We are proud of our achievements in the "Proper Disposal" project and are
setting even more ambitious goals for 2021. In particular, we plan to increase the
volume of e-waste collected to 1,500 tons by involving an additional 200 M.Video
and Eldorado stores and 10 new regions of Russia in the recycling program.
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In March 2021, we plan to hold a national interactive environmental tutorial
called "The Adventures of Electronics," which we worked on with our partners
throughout 2020. The tutorial will teach schoolchildren how to take care of
gadgets and home appliances, learn about all the resources that are needed
to create familiar products, and understand how to properly take care of
devices so that they last as long as possible. It will also teach schoolchildren
how to responsibly handle equipment that can no longer be used: they will
understand how dangerous it is for electrical appliances to end up in landfills
and why the alternative of recycling gadgets is much better for people and
the environment. The teaching materials will include a procedural guide and
a video with instructions on how to prepare for and conduct the tutorial,
an animated presentation, game materials and pocket-sized notepads in
which students can write down their most important thoughts about the
tutorial. We hope that our lesson will fit well with the curriculum of a wide
range of humanitarian and natural science subjects in accordance with the
recommendations for the environmental component of the school curriculum.

”Don’t Dump on Nature”

• The Group’s "Proper Disposal" project won a People Investor 2020 award
in the category of Environmental Efficiency;
• The M.Video brand received an Effie silver prize in the Positive Change /
Environmental Protection and Sustainable Development category, as well
as a Special Recognition award for supporting sustainable development
principles as a result of the Group’s sequential projects to promote the
proper disposal of household appliances.

For example, M.Video–Eldorado websites have a special section with
educational information on proper disposal. We also undertook several new
educational initiatives in 2020: we became a member of the MEGA School of
Ecology, held a home-based eco-quest for children about how to treat home
appliances and electronics responsibly, and organized an exclusive online tour
of a recycling plant.

In December 2020, M.Video’s "Proper Disposal" project won a
prestigious People Investor award in the Environmental Efficiency
category. The Association of Managers has been holding the People
Investor project since 2008. The project’s mission is to identify and
share the best experience and practices of socially responsible
business

Raising awareness about circular economy principles
We understand that a move towards sustainable development must be twosided, with both the consumer and the retailer working together to ensure an
eco-friendly way of life. To support this movement, the Group works actively
with the public to provide information and educate people about such
issues as conscious consumption, treating the environment responsibly and
promoting proper disposal services for home appliances and batteries. We
firmly believe that this is a key ingredient for success in terms of minimizing
hazardous waste in landfills and developing a circular economy in Russia.

In October 2020, we gave a lecture on proper disposal titled "Don’t
Dump on Nature" at the School of Ecology. The lecture resulted in a
cordial conversation about how to treat home appliances and electronics responsibly, as well as M.Video’s approach to recycling them.
Along with guests, adults and children, we discussed what would
happen if an old microwave were thrown into an ordinary dumpster
and whether responsible recyclers exist. We also saw what happens
to old equipment after it is recycled. We showed how our project can
reduce the negative impact on the environment and how easy it is
to be responsible: all you have to do is bring your old equipment or
batteries to M.Video stores at any time you like.
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Ways to live an eco-friendly lifestyle

Online tour at the Ecotechprom plant

”Green Recycling”

Eco-exhibits at the Mega shopping center that promote an equipment recycling project.

From November 23 to December 6, 2020, we held an event to
promote conscious consumption at Mega shopping centers where
M.Video and Eldorado stores are located. On Black Friday, we
educated customers about ways to live an eco-friendly lifestyle,
how to make informed product choices and how to make such
products last longer. Exhibits at shopping centers introduced visitors
to the Group’s "Proper Disposal" project. At our stores, we have also
attached special tags to products with exceptional environmental
performance to show our customers how they can reduce their
environmental footprint and resource consumption.

In December 2020, we held a unique online tour at the Ecotechprom
plant, which recycles old equipment from Moscow, the Moscow
region and other nearby areas. Plant workers showed the online
audience how equipment is disassembled, how individual materials
are obtained that can be returned to the production cycle,
how recycled materials are used and why this is important. We
emphasized how equipment recycling can work in Russia with a
visual demonstration and a detailed explanation about all the
stages of recycling. We firmly believe that such events to enhance
the transparency of this process are an important step toward
minimizing hazardous waste in landfills and developing a circular
economy.

We highlight ways to recycle equipment with the help of bloggers
and opinion leaders and also through popular channels. In October
2020, Eldorado reported on the conditions of the "Green Recycling"
campaign together with Vitaly Nalivkin (a popular YouTuber playing
a fictional regional apparatchik cracking down on crime and city’s
long-standing problems), who not only caught a group of robbers
(unscrupulous recyclers) but also returned stolen home appliances
to the city’s residents and reminded them that they can bring their
old equipment to Eldorado stores and help save the environment.

Eco-quest ”Thirtieth Kingdom: An Environmentally Unfriendly State”

People generally learn about the principles of treating the environment
responsibly from an early age. We have developed an ecological quest called
"Thirtieth Kingdom: An Environmentally Unfriendly Stat" to convey to children
in the format of a game the idea of a circular economy and how each
of them is personally responsible for the future of our planet. The game
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helps children and their parents to start noticing all the technology around
them, learn how it affects the environment and find out where they can
bring old equipment to help the planet. In 2021, we will continue holding major
educational initiatives for our communities and employees. One such initiative
will be a special eco-lesson in Russian schools.
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Promoting eco-friendly paper bags

Handling in-house waste

M.Video was one of the first companies in the Russian market to abandon
the sale of plastic bags at stores. It replaced them with FSC-certified paper
bags produced in the most eco-friendly way possible.

We see two priority areas for waste management: reducing the volume of
recyclable materials that our stores and warehouses generate, as well as
establishing a single process for collecting and accumulating recyclable
materials. In 2020, we disposed of more than 935,000 tons of waste.
Increasing the share of recyclable materials generated at our stores and
warehouses will remain one of our top priorities in 2021.

When purchasing a bag with the FSC label on it, the Group’s customers
promote sustainable forest management and the protection of forest flora
and fauna. Part of the proceeds from the sale of these paper bags has
been used to restore the historical landscapes of deciduous forests at Ugra
National Park as part of the "Restoring Forests—Returning Bison" project,
which is being organized jointly with the Beautiful Children in a Beautiful
World charitable foundation. The next step for the Group is the sale of
reusable bags that can replace disposable bags.

After-sales service and repair of equipment
and electronics
Another way for the Group to support the circular economy is to develop
a network of after-sales service and repair centers. As of the end of 2020,
our customers could bring in their equipment for repairs to 191 service
centers throughout Russia. Last year, we repaired a total of 93,700 units
of equipment, including around 69,400 units received from customers and
24,200 units owned by the Group.

INDICATOR

2019

2020

95,361

93,691

68,059

69,444

Volume of customer equipment repaired based on warranty certificates, units

54,167

47,462

Volume of customer equipment repaired for which diagnostics were carried out, units

8,224

14,494

Volume of customer equipment repaired without warranty certificates, units

5,668

7,488

27,302

24,247

200

191

Total volume of equipment repaired, units
Total volume of equipment repaired based on customer complaints, units

Volume of repaired equipment owned by the Group, units
Number of service centers
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PEOPLE AND
COMMUNITIES
OUR GOALS

An environment that stimulates
learning and growth
Goals until 2025
• Provide 100% of employees with equal
access to training;
• Ensure that at least 60% of vacancies are
filled by internal candidates;
• Attain a staff engagement rate of at least
80%;
• Ensure that the minimum income of full-time
employees exceeds the national minimum
wage by at least 20%.

Safety, inclusion
and diversity
Goals until 2025
• Increase diversity in teams at all levels;
• Introduce a "Zero Accidents" safety
culture;
• Ensure that 100% of employees have
access to psychological and physical
health programs;

Local community
development
Goals until 2025
• Ensure that at least 15% of employees
take part in the federal volunteer program
at least once a year;
• More than 2 million people receive direct or
indirect charity support from the Group.

• Train 100% of employees annually on
diversity, inclusion and anti-discrimination.

As part of our sustainability strategy to 2025,
we have undertaken extensive commitments to our
employees and the communities where we live and work.

2020 results

2020 results

• More than 370,000 tutorials were held to
develop leadership and professional skills
among employees;

• Unprecedented safety measures to
protect the health of employees and
customers during the pandemic;

• More than 110 training programs are available
to employees, including specialized training
sessions that were developed during last
year’s adverse epidemiological situation;

• Special programs were launched to support
people’s psychological and physical health,
including workshops with psychologists and
programs to improve employee well-being.

2020 results
• Around 20% of employees took part in the
Group’s volunteer programs;
• More than RUB 40 million was spent on
charitable and social initiatives.

• NPS training: 90% in the office and 87%
in retail and support functions;
• Over 96% of appointments in retail are
made from the Group’s internal talent pool;
• Employee engagement is 80% versus the
industry average of 68%;
• Employee turnover in retail is one of the
lowest in the industry at 30.5%.
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PERSONNEL
MANAGEMENT

Key facts and figures2
Average headcount by functions

M.Video–Eldorado is a major retailer of home appliances and consumer
electronics in Russia and ranks among the top 10 electronics retailers in
the world. Over its 28 years in the Russian market, it has evolved from
a small store in Moscow to a leader in its sector and a major publicly
traded online retailer in the country. All the Group’s achievements are
due to the achievements of its employees. As such, people are our main
asset, and we are committed to creating a safe and comfortable working
environment where everyone can realize their potential and contribute to
the development of society.

2020

2019

Average headcount by gender

2,470 534

23,791

28,559

1,764
2,482

25,919

20,083

2019

21,107

592

1,826

30,819

Office
City level (support)
Service and logistics

We have been recognized as the best employer in retail for five years.
In 2020, according to the hh.ru rating, M.Video–Eldorado was the only retail
brand among the top 10 employers of Russia.

2020

Men

Urals division

2,070

Central division

35%

25%

2019

Store directors

38%

Executives

83%

30%

42%

OF EMPLOYEES WORK
AT THE GROUP’S STORES

PERCENTAGE OF WOMEN AMONG
THE GROUP’S EMPLOYEES

PERCENTAGE OF WOMEN
AMONG SENIOR MANAGEMENT

The Group has one of the lowest levels of average employee turnover in the
industry. In 2020, we maintained employee turnover at 30.5%3 despite all the
challenges and limitations of the pandemic.

2,954
3,312
3,373

882
1,242
1,600

North division

2,306

1,791

Siberia division

2,242

2,046

Moscow division

3,785

4,097
4,288

1,982

2019
South division

2,171

974

Urals division

2,189

1,407

Central division

1,965

North division

2,485

Siberia division

2,316

Moscow division

3,997

HACKING RETAIL

24%

Employee turnover3

1,773

M.Video

9,712

2020

Women

Retail

2,072

8,476

Retail

1 According to Thomson Reuters for 2019.
2 In 2020, the Group revised its information disclosure methodology and began using the Global Reporting Initiative (GRI) methodology as
long as it does not run counter to Russian law. In this regard, the staff figures for 2019 in the annual report for that year may differ from
the figures presented in this document.
3 Staff turnover by industry is based on Human Resources Performance Indicators, AMT Consult and KPMG, 2020.
4 Employee engagement by industry based on Employee engagement survey, Kincentric (Aon Hewitt), 2020.

2020
South division

Percentage of women among
the Group’s executives, %

3,145

1,828

5,767
Employee engagement

3,596
3,793

2,086
2,318
2,183
Eldorado

45%
57%
31%
The Group is also a leader in terms of employee engagement, which stands
at 80% versus the industry average of 68%.4

4,571
4,634

68%
68%
80%

6,180
Global retail sector
Russian retail sector

M.Video–Eldorado Group
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KEY EVENTS
AND RESULTS OF 2020

M.Video–Eldorado Group unites brands with a strong
corporate culture.

The HR community has recognized M.Video–Eldorado’s
achievements as an employer. In 2020, we won prestigious
awards and prizes for our staff management and internal
communications.

90%

>

OF MANAGERIAL VACANCIES ARE FILLED FROM THE TALENT POOL

THE FIRST M.VIDEO STORES OPENED IN THE COUNTRY’S EASTERN
REGIONS: IN PETROPAVLOVSK-KAMCHATSKY AND MAGADAN

30.4%
EMPLOYEE TURNOVER (-0.8 P.P. COMPARED WITH 2019)

90%

>

OF MANAGERIAL VACANCIES ARE FILLED FROM THE TALENT POOL

99%
Russian
employers rating
from hh.ru

Rivelty
Best Intranets
Russia

M.Video–Eldorado Group ranked ninth
in the rating of Russia’s best
employers and first among retailers

Intranet of the Year
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OF INTERNAL MANAGERIAL APPOINTMENTS IN THE NEW ELDORADO
250 FORMAT

EMBRAS

Step Two

Grand Prix in the
Innovations category
for the Digital Show
2020 project

Silver medalist in
the international
Intranet and Digital Workplace
Awards

THE FIRST ELDORADO STORE OPENED IN THE COUNTRY’S
WESTERNMOST REGION OF KALININGRAD

34.5%
EMPLOYEE TURNOVER (-6.7 P.P. COMPARED WITH 2019)
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Employee
recruitment

03

Staff hired through
multichannel
recruitment

Adaptation
Adaptation of new
employees in a fully
digital environment

Engagement
and interaction
Real-time feedback: assessment
of skills, work efficiency and productivity
of employees at all levels based
on a digital platform
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The year 2020 was challenging for businesses
worldwide. Due to the pandemic, we faced numerous
difficulties: searching for new tools to implement
familiar tasks, new ways to harmonize the microclimate
in teams and new methods to boost sales. Despite all
this, we managed to retain retail staff and ensure
a safe working environment.

02

m

STAFF
MANAGEMENT
SYSTEM

In 2020, M.Video–Eldorado transitioned to a new integrated staff
management model that makes the most of the digital environment.
It encompasses all stages of interaction with employees: from hiring,
adaptation, development and motivation to support in the Group’s alumni
club. The new staff model aims to create conditions to maximize efficiency,
engagement and innovation among employees.
At the end of 2020, 80% of the Group’s employees were working in a hybrid
format given the new realities caused by the COVID-19 pandemic: most of
them were working remotely from home, while the rest were on a mixed
schedule or have a standard work week. Hybrid work formats help to create
the most comfortable and safe conditions for different categories of
employees, while continuing to solve business-related issues effectively.
Last year, we started several initiatives to address seasonal peaks and make
our business more flexible. We ensured that our personnel could move around
between the Group’s stores and introduced shift exchanges that enable us to
cover temporary staffing needs amid employee shortages.
We firmly believe that store, office and service support staff are the key to
success when building a sustainable and profitable organization. M.Video–
Eldorado offers its employees considerable opportunities for a career, training
and professional development. We provide decent working conditions
(SDG 8 Decent Work and Economic Growth), respect human rights and do not
tolerate discrimination (SDG 10 Reduced Inequalities).
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04

01

Unique value proposition
No restrictions on hiring the best
Russian and foreign specialists
due to the hybrid work model
and flexible office system

01

Training and
development
Fully automated adaptive training
cycle based on performance
results and a smart system
of transparent career
planning in retail

04

Compensation
and benefits

05

Work efficiency monitored
using biometric data and
flexible schedules
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UNIQUE VALUE PROPOSAL
IN THE LABOR MARKET
Getting to know a company starts with its reputation in the market. We are
transforming from a strong retailer with professional IT to a leading digital
company with retail touchpoints. We strive to recruit the best employees
from all over Russia and abroad. We offer a hybrid work model with the
advantages of office and remote work, flexible schedules, a culture of open
dialogue and an engaging environment. Empathy, autonomy and trust are
the core values for employee–organization interaction in the new realities.

Basic principles of the hybrid work model:

ENGAGEMENT
• Ensuring all employees are engaged in the Group’s culture and
working processes, including those who work remotely.
• Transforming the HR brand: from a strong retailer with
professional IT to a tech company.

EFFICIENCY

UNIFORM RULES FOR INTERACTION IN DIGITAL AND PHYSICAL
SPACE (STANDARDIZATION, FORMALIZATION AND CHANGES
IN THE BUSINESS PROCESS)—DIGITAL WORKPLACES FOR
EMPLOYEES;

ENSURING EQUAL ACCESS TO ANY INFORMATION FOR ALL
CATEGORIES OF EMPLOYEES;

• Achieving maximum employee efficiency and productivity.
• Searching for new synergies and opportunities to enhance
business efficiency (in-house services for vendors and banks,
lean office).

INNOVATION
• Digital transformation: creating conditions to form new
capabilities and boost creativity through a change in
mentality.
• Searching for cheaper, faster and more innovative products
and services, as well as new formats for interaction and
business management.
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REPLACING PHYSICAL COMMUNICATION TOOLS WITH
DIGITAL ONES WITHOUT LOSING ENGAGEMENT (MEETINGS,
CONFERENCES)—PHYGITAL;

TRANSITION FROM "A CLASS A" TO A HIGH-TECH AND SECURE
OFFICE. THE PURPOSE OF THE PHYSICAL OFFICE IS ALSO
CHANGING FROM THE MAIN PLACE OF WORK TO A CHANNEL FOR
COMMUNICATION AND SOCIALIZATION;

CONSTANT FEEDBACK BASED ON A REAL-TIME FEEDBACK TOOL.

Our transition to hybrid work formats will help make our processes more
flexible and adaptable. In particular, we have entered the national labor
market (and even beyond) and can make attractive proposals to the widest
possible target audience regardless of borders. Around 30% of the IT
specialists who joined the Group in 2020 live and work in different regions
of Russia, not just in Moscow.
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RECRUITMENT
AND SELECTION

We need people to drive the technological transformation of our business.
We are introducing multichannel recruitment designed to improve the quality
of the selection process and reduce its cost and length.
In an effort to attract the best people, the Group uses different channels
of communication with candidates and also conducts training sessions to
train and induct employees. Together, we are strengthening the functionality
of the career website, developing intern programs and using a variety of
channels to recruit the very best people.
In 2020, 10,500 people joined our team in Russia. Most of the employees—
9,900 people—were operational staff (retail, service and logistics divisions),
who remained at the forefront of our business despite all the challenges
of 2020.
During the year, we began actively developing internal teams with strong
digital capabilities. We are transforming the Group in terms of our employer
brand and taking a product-based approach to work, where IT equals
business. As a result, we are learning within the Group to combine the
desires and needs of both parties. We are as open as possible to the IT
market: using various opportunities for communication, we show applicants
the scale of the projects and innovative approaches in our work. Everyone
working in technology, regardless of their level of professional skills, has
the same growth potential within the organization because they are
implementing a great digital transformation together.
In August 2020, we launched a referral program for IT professionals. We hired
11 people in the first five months and will expand this recruitment channel
in 2021. Over 180 people joined our IT team during 2020, and we plan to hire
more than 600 people in 2021.
As we scale up internal digital expertise, we are planning cross-platform
projects to recruit employees in 2021, which include cooperation with the
Russian Internet’s main social platform for IT, habr.com. We are launching
podcasts, video jobs, community management and other initiatives.
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Induction and adaptation
Adaptation and onboarding are among the most important processes
for helping new employees immerse themselves in the Group’s corporate
culture and join the team. We use the opportunities offered by the digital
environment to immerse employees in our business in the most convenient,
interesting and effective manner possible.
To make the adaptation program more effective, we have revised the
process for newcomers to our stores. Now the adaptation program will last
six weeks, during which new employees will take the necessary courses,
study theoretical issues and also fulfill a sales plan. The timef rame can be
optimized due to new formats of interaction, such as chatbots. The program
helps to assess new employees’ adaptability to different communication
channels and to constantly remain in touch with them. On completion of
the adaptation process, new employees undergo testing and an evaluation
of their execution of the sales plan. Based on this, they are assigned a
category that affects their income.
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TRAINING, DEVELOPMENT
AND ASSESSMENT

Men
Women
Total

Training
State-of-the-art training and development programs offer a solid
foundation for achieving the Group’s long-term goals. We systematically
invest in developing our staff’s skills and capabilities to deepen their
knowledge of our products and services and find tailor-made solutions for
any customer. We encourage greater cross-functional interaction between
teams, train managers on the principles of effective delegation and work
to promote a corporate culture within teams.
In 2020, we continued to scale up our educational programs and promote
employee development. Our employees completed over 370,000 tutorials
on leadership and professional development. We provided on-the-job
training under the guidance of managers, mentors and colleagues. Due
to the pandemic, educational programs primarily shifted online, where we
used various forms of distance learning, such as asynchronous formats,
e-courses and training via social media (an expert zone, messengers and
chatbots).
During the year, we gradually expanded the list of programs available on
the training portal and also continued to develop the Office Manager School.
We devoted special attention to developing communication, technical and
digital skills. An adaptation program for occupational and fire safety was
devised for the employees of partner companies. In an effort to increase
flexibility in turbulent times, we updated some of the training programs,
such as the Introductory Course for New Employees, Product Training,
and Occupational Health and Safety for Frontline and Support Workers.
Today, more than 110 training programs are available to our employees,
including a special package of programs on COVID-19.
We regularly evaluate the effectiveness of our educational programs, including
through feedback from employees. In 2020, the NPS for training was 90% for
office employees and 87% for retail and support workers.
We cultivate an inclusive work environment by encouraging diversity of culture
and thought. Through investment in training and development programs, we
create a pool of diverse talent and encourage the growth and development
of all employees. It is important for us that people feel valued, are treated
fairly and have equal opportunities in the workplace.

HACKING RETAIL

Group employees who underwent performance
assessments, by category

Average hours of training for full-time employees
by gender and employee category
2019

2020

19.1

31.9

18.9

36.7

Senior Management
2020

19

2019

19

Managers

19.0

33.4

Senior management

1.0

0.9

Managers

1.3

1.6

Store directors

8.6

7.8

2020

9141

Specialists /
office employees

2.5

2.3

2019

792

Retail employees

22.7

38.5

Total

19.0

33.4

Staff evaluation and development
M.Video–Eldorado understands the importance and value of timely feedback
on each employee’s performance and current skill and competence levels.
The Group evaluates the productivity of its employees as part of an annual
business assessment and performance review, which analyzes the achievement
of individual goals and the effectiveness of the business as a whole. The
appraisal and performance review help support talented professionals and
create opportunities for them to grow and develop, including through internal
competitions for vacant positions.
The performance review of store employees is conducted twice a year and is
based on an analysis of their professional experience and skills as well as the
fulfillment of their monthly sales plans. Each year, more than 24,000 people
undergo performance reviews, the results of which affect the level of salaries
of most categories of personnel. In 2020, we had to move away from the
standard format for conducting personnel assessments, but the process will
resume in 2021, taking into account the new work formats.
In 2020, the annual appraisal of head office employees and retail
executives (division directors, regional managers and store directors)
encompassed around 3,500 people, or 12% of the Group’s total headcount.
New innovations in 2020 included an evaluation of digital and leadership
capabilities as well as a 360-degree assessment based on feedback
from colleagues about an individual’s actions in actual work situations
and business acumen. In addition to the personnel assessment, we also
introduced additional programs to form a pool of future retail managers
and provide feedback. Such programs include a pilot project on real-time
feedback from teams as well as special development programs that
encompassed more than 2,000 people.

2020

503

2019

450

Store directors

Specialists / office employees
2020
2019

2,010
1,697

Retail employees
2020

1,560

2

24,976

2019
Total
2020
2019

5,006
27,934

1 The number of store directors who underwent a performance assessment increased due to the Group’s expansion in 2020.
2 The number of employees who underwent a performance assessment decreased due to the postponement of the standard
review process caused by the adverse epidemiological situation in 2020. The talent pool was selected in 2020.

As such, the assessment procedures help to comprehensively analyze
the development of employees’ corporate skills and effectiveness, form
a culture of feedback and identify a talent pool for managerial positions
in the office and in retail.
In 2020, we continued to implement the "Career without Barriers" project,
a talent pool program for retail employees who want to work in the head
office. After successfully completing the selection stages, employees join
the talent pool and are given priority consideration for open vacancies.
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REMUNERATION AND
ACKNOWLEDGEMENT
M.Video–Eldorado takes care of each employee and offers competitive
remuneration and a benefits package. We are aware of the current
challenges and risks involving the remuneration system in the retail sector.
As such, we closely monitor the fairness and balance of our employees’
earnings and maintain open and transparent relationships with our
colleagues.
M.Video–Eldorado ensures its remuneration system is competitive and fair by
conducting an assessment of positions in accordance with the international
grading system based on the Mercer methodology. We review employee
remuneration each year based on the Group’s positioning policy and an
analysis of the labor market in all cities where we operate. In addition,
remuneration for IT team employees is revised twice a year, since the market
for this profession is highly competitive.

Development of a talent pool
Developing a talent pool enables the Group to manage the potential of its
human resources, ensure staff safety and help individuals adapt to new
positions more quickly. This offers employees clear career prospects and
increases their level of loyalty, involvement and motivation, as well as their
desire to achieve the goals they have set.
For office employees, as well as applicants for divisional and regional
managers, the members of the talent pool are determined based on an
annual evaluation made at meetings of the Group’s personnel committees.
Initial selection for the talent pool for the positions of store director and
manager is based on the principle of self-nomination and obtaining a
recommendation from a store director. All potential candidates undergo
an assessment of their skills and motivation based on Ecopsy’s VCV and
WebAssessment platforms. To ensure an independent and comprehensive
assessment of an employee’s potential, we also conduct an evaluation
using the Korn Ferry, RosExpert and TalentQ tools. Based on this, a decision
is made to enroll the employee in a modular training program for a target
position (Office Manager School).
Through existing programs and opportunities for development, more than
1,800 people are part of the talent pool for the positions of regional and
divisional managers, store directors and other leadership positions; more
than 50 people are successors to senior executives at the head office.
We are proud that over 96% of retail appointments are made from the
internal talent pool, and almost 13,570 people, or 48% of total employees,
were transferred horizontally or vertically within the Group in 2020.
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A ratio of the constant and target variable portion of income is established
for each position based on the extent of the position’s influence on
business results. The target variable portion in total income increases in
light of the position’s importance for business. The actual amount of the
variable portion is determined based on a centralized system for setting,
evaluating and monitoring key performance indicators (KPIs). KPIs provide
a fair assessment of both the individual and collective performance of the
Group’s employees and divisions.
A bonus system based on a direct percentage of sales is used to ensure
that employees in retail sales achieve the best-possible results. Salespeople
can obtain information about the bonus amounts online using their mobile
devices.
All M.Video–Eldorado employees are provided with a social benefits package,
which is offered in a format called "Benefits Cafeteria" and includes private
medical insurance, workplace accident insurance, medical examinations,
vaccinations, the opportunity to sign up for fitness clubs, as well as a
package of work-related benefits (compensation for travel expenses,
mobile phone expenses and expenses associated with moving to another
area as part of the relocation policy). As such, employees can choose the
benefits that are most interesting or relevant to them within
the limits set for their positions.
The Group also has extensive non-financial incentive programs. We reward
the best employees on a quarterly and annual basis, maintain ratings and
hold competitions and contests that aim to improve the performance of
both individuals and entire divisions. In 2020, some 4,000 employees won
such monthly and annual contests as "I Care," "Turn on the Future," "It’s All
About Attitude," "Bars’ and "Electrum."

Thanks to its comprehensive staff development and motivation system,
M.Video–Eldorado is a leader in terms of employee turnover and engagement
among retail companies not only in Russia but also worldwide. In 2020, the
Group had employee turnover of 31%, versus an average of 57% in Russia
and 45% globally. The engagement rate was 80% for the Group, compared
with 68% on average in Russia and worldwide.

Given the current realities, the Group pays special attention to the
health, employment and financial security of its employees. To this
end, last year we introduced additional support measures for staff:
A stable monthly income was set for all retail employees,
which is not dependent on sales results. This was
extremely important considering the limited working
hours due to COVID-19 restrictions;
Individual goals were canceled and all employees worked
according to the Group’s common goals;
Idle store employees were given the opportunity
to perform other jobs, such as working at the contact
center and handling courier deliveries. For instance,
440 salespeople worked as operators at the M.Video–
Eldorado contact center. The Group also agreed to
transfer store employees to partner companies;
All the Group’s employees became members of the life
insurance program;
M.Video–Eldorado offered free access to a 24-hour
telemedicine line run by therapists and medical
specialists;
Employees underwent free weekly COVID-19 testing;
A fund of more than RUB 7.5 million was established to
provide financial assistance to all employees testing
positive for COVID-19 in 2020;
More than 10,000 of the Group’s employees took part
in programs to support their physical and psychological
health, and also participated in the Health Week project,
an interactive marathon under the slogan "Get into
Healthy Habits." The marathon included online sports,
lectures on nutrition and ways to deal with stress, as well
as materials on conscious and responsible consumption.
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ENGAGEMENT
AND CULTURE
In 2020, as the world changed rapidly and unexpectedly, corporate
communication and support measures played a key role in ensuring
the continuity of work processes and boosting employee morale.
When building communications, we adhered to three key principles:

“Make a Name for Yourself!”
Speed – news should be released promptly because a newsworthy
event may lose its relevance quickly.

Regularity – consistent communication is linked to stability, which
people particularly appreciate in times of crisis and uncertainty.

Transparency – an open dialogue with the team helps to maintain
employee trust.

Last year, we successfully launched business communications for retail
staff, thereby eliminating distance between the head office and store
personnel. By October 2020, the conversion rate for reading business
communications was 80%–87%, while that for their execution was 65%–82%
among employees of M.Video and Eldorado stores.

In 2020, EM Life 2.0 was declared
the best communication and service ecosystem
in Russia at the Russian Intranet Awards
and one of the best in the world at the Intranet
and Digital Workplace Awards (London-Sydney).

Following the integration of M.Video and Eldorado in 2019, we created
a fundamentally new solution called EM.Life 2.0, which conveys the Group’s
strategy effectively and unites employees throughout Russia from their first
day of work. In 2020, EM Life 2.0 was recognized as the best communication
and service ecosystem in Russia at the Russian Intranet Awards and one
of the best in the world at the Step Two Intranet and Digital Workplace
Awards.
During the COVID-19 restrictions, we were among the first to transfer
employees at the head office to remote work from home. The Group’s
flexible infrastructure helped to organize full-fledged workplaces outside
the office as quickly as possible without losing efficiency. A digital
workplace for employees was set up by the services in charge of training
and development (EM.Study), personnel administration and digital recruiting,
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self-service, team collaboration and electronic document management.
In-store Operations and mRTD, digital tools for organizing work and sales
at stores combine to form a unified digital ecosystem.
During the pandemic, the M.Video–Eldorado intranet became a key source
for obtaining information and consolidating the staff’s attention. Today,
6,000–10,000 people visit this communication channel daily, including
employees of our partners and former M.Video–Eldorado employees who
are part of the digital Alumni Club.

In 2020, the Group confirmed its leadership in retail by organizing
the “Make a Name for Yourself!” contest for CE salespeople, the
first of its kind in Russia. The project aims to bolster and improve
the prestige of the sales profession and support employees who
are helping people choose the technology they need despite the
situation with COVID-19. The contest featured 3,500 CE salespeople
from 50+ networks. The names of the winners were announced at
the DIGITAL SHOW gala concert. In addition, the contest resulted in
an entry in the Records of Russia book for “the largest number of
registered salespeople at an online store attending a single event
in Russia.”
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M.Video–Eldorado continues to develop its corporate accounts on the
leading social media platforms in Russia: VKontakte and Instagram. In 2020,
we posted about our Group on digital channels, such as our career pages,
career website and specialized media resources, to show current and future
employees what life is like at M.Video–Eldorado as well as how our colleagues
in different regions are working. In 2020, the overall reach of corporate
communities on social media doubled to more than 2.3 million users, with
616,955 users on Instagram, 1,289,180 on VKontakte, 210,000 on Facebook
and 180,000 on Habr. Total traffic from communities to the website showing
vacancies exceeded 20,000 clicks, up 50% compared with 2019.
The Group also actively supports corporate volunteering. We understand the
importance of developing local communities and encourage our employees
to change the world around us for the better.

M.Video–Eldorado’s volunteer movement currently has around 5,500 people.
Our employees plant trees, clean and develop protected areas, take part
in charity races, help children, the elderly and veterans, as well as support
animal shelters. In doing so, they contribute to the achievement of SDG 3
Good Health and Well-being and SDG 17 Partnerships for the Goals.

Group employees who took part in volunteer initiatives

Number of volunteers among the Group’s employees
2020
During the pandemic, we undertook a wide range of initiatives to maintain
engagement and help employees adapt to the new realities and processes:

2019

5,558
5,536

“Running for a Smile!” charity race
Percentage of volunteer employees among the Group’s employees

• Regular updates about the main news within the Group, in Russia and
around the world through additional emails, newsletters and digests.

2020

• Online workshops given by employees for other employees: workouts,
cooking shows, life hacks and an event called "random coffee". Provision of
materials on financial awareness in times of economic uncertainty, as well
as training sessions and consultations with psychologists to support people
working from home, including employees with children.

2019

20%
19%

• Monitoring of engagement and health among teams: monthly pulse surveys
tied to the main news events. Weekly events for people to show off their
remote workspace and talk about what they are going to do when the
pandemic ends, as well as extended pulse surveys.
• Sixteen major corporate events online, including 12 divisional conferences
and eight large retail events, one major roadshow and two top salesperson
conferences. We talked about our achievements and plans for the future,
presented awards to the best employees, demonstrated innovations in
home appliances and electronics, and developed new skills.
• We organized the following additional support measures for employees of
the retail, service and logistics departments, who continued to work on the
front line throughout the year:
• We launched information campaigns and flash mobs on social media
and intranets with the hashtags #TOGETHER and #ICHOOSE as a sign of
solidarity with employees on the front line.
• We implemented new training programs that aim to develop universal skills.
• We informed employees about opportunities for reorientation and
employment at partner companies.

On September 5, 2020, the Group launched the sixth Russian charity
race "Running for a Smile!," which aims to help small children who
are awaiting maxillofacial surgery as part of the "Beautiful Children
in a Beautiful World" program. Charitable registration fees from
the race participants are used to cover the huge and sometimes
unaffordable expenses for the families of these children.
We traditionally hold the charity races in autumn and bring together
employees from different cities for joint races. However, 2020
made its own adjustments to the usual format of the campaign
and, for the first time, the charity race was open to everyone.
Runners took part in small teams while observing social distancing.
The race involved 5,558 participants from 212 cities and raised
almost RUB 1.5 million, which helped give a smile to 10 children!

ALUMNI CLUB
In 2020, we launched the Alumni Club to provide career counseling and
support to former M.Video–Eldorado employees. We care about what they
are doing in their careers and lives, so we organized a closed course just
for them called "Anti-Crisis: Details for Building a Career," which aimed
to provide strategies for finding a job in an unstable time. More than 500
people learned about the principles of building a career in this period of
uncertainty, opportunities in freelance professions and the growing demand
for digital specialists. We also shared practical tips on how to prepare for
interviews and how to design their CVs and cover letters.

.
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DIGITAL SHOW 2020
• Each year, M.Video–Eldorado holds a major exhibition at which our partners
present new home appliances and electronics to our best sales consultants.
In 2020, we were faced with the challenge of preserving this traditional event
and held it entirely online.
• We held the unique two-week interactive exhibition DIGITAL SHOW 2020
in massively multiplayer online game format, which brought together 25,000
of the Group’s employees and 27 partners to an area of 30,000 virtual square
meters. A special virtual Expocenter was set up as part of the exhibition,
and its main "venue" included a common online space, a training center,
an exhibition with 27 vendor booths and a special networking area for
participants.

• The event provided an opportunity for the M.Video and Eldorado retail
teams to become involved in the technological processes of online retail,
get to know the new products of 2020–2021 in close detail and maintain
employee engagement during the pandemic and the information vacuum that
accompanied it. Our salespeople received a motivational boost ahead of the
high sales season and broadened their expertise on new home appliances and
electronics.
• DIGITAL SHOW 2020 concluded with a gala concert that was broadcast live
from the Okko online cinema, which gave the whole country a chance to learn
the names of the best CE sellers in Russia.

• DIGITAL SHOW 2020 was attended by over 25,000 of the Group’s employees,
who were trained on new products and took part in gamification mechanics
with the ability to accumulate points and exchange them for prizes from
partners. A personalized avatar was created for each participant, which
then moved between virtual studios, interacted with vendor representatives,
experts and the Group’s management and even appeared on stage during
the awards ceremony for the best brand salespeople.
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HEALTH AND SAFETY

Occupational health and safety training

We are responsible for a safe and comfortable
environment for more than 28,000 employees,
over 220 million customers and more than 300 partners.
We adhere to a policy of zero tolerance for violations of
safety rules and neglect for people’s lives and health.

In 2020, we intensified health and safety measures and undertook a range
of complementary actions to protect people’s lives and health in line with
SDG 3 Good Health and Well-being and SDG 8 Decent Work and Economic
Growth. In accordance with federal and local regulatory requirements,
we take additional measures to protect the health of our employees and
customers. Store employees always wear personal protective equipment,
regularly take their temperatures and wash their hands with antiseptics.
All our premises are regularly cleaned and sanitized, including equipment
samples on display. All stores have recirculation units to disinfect the air,
and checkout areas have special markings to ensure social distancing
as well as protective screens. In addition, we have visual aids and audio
announcements that inform customers about the need to comply with the
prescribed measures, give recommendations on safe behavior in stores and
provide other important messages.

Staff training is an essential tool for educating professionals and managers
about hazards and risk management in the workplace. Another objective
of training is to provide employees with a deeper understanding of legal
requirements and best practices in workplace health and safety so that
they can also contribute to the development of a strong safety culture
within the Group.

Reach of the occupational health and safety
management system1
2019

Percentage of employees
covered by the OHS
management system
Number of employees
covered by the OHS
management system
Total workplaces subject
to a special assessment
of working conditions (SAWC)

100%

100%

28,490

28,364

18,600

16,9002

Reach of occupational health and safety training

Number of workplaces
that have undergone an SAWC

9,963

1,690

including class 1 workplaces

714

66

8,211

1,350

1,038

274

including class 2 workplaces

including class 3 workplaces

including class 4 workplaces

1 Data on the Group’s employees. No breakdown of data on contractors is maintained.
2 The number of jobs decreased due to the universalization of jobs at the Group’s retail stores.
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2020

In 2020, 100% of employees completed mandatory health and safety
training in the workplace, including measures to prevent the spread of
COVID-19. All store managers and members of the commissions responsible
for testing knowledge of occupational safety and work at heights for store
and warehouse employees regularly undergo mandatory training at training
centers (upon initial hiring and again after three years).

2019

2020

Occupational health and safety
training

2,139

1,608

Occupational safety training when
working at heights

2,997

3,222

Electrical safety training

1,012

1,450

Industrial safety training

570

1,707

Fire safety training

220

321

26,351

26,756

Mandatory testing of employees’
knowledge
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Injury and illness
In 2020, M.Video–Eldorado recorded 12 lost-time employee injuries associated
with its operations, 12 medical incidents and zero deaths. No injuries were
reported among contractors associated with the Group’s activities.
In addition, there were no accidents among employees as a result of
occupational diseases with loss of working time or fatal accidents due to
occupational diseases.1

1

2

1

11
7

2020

2019

Analysis of industrial injuries by type in 2019–2020

12

1
1

2020

0

0

Lost-time incident rate (LTIR)3

0.20

0.23

Total recordable incident rate (TRIR)4

0.41

0.47

0.39

0.42
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1

Wounds and superficial injuries

Fractures

Concussions and internal injuries
Dislocations

Contusions

Injuries and medical incidents
2019

Injury frequency rate is the number
of lost-time work injuries per 1,000
employees5

4

Muscle sprains

Injury rates

Fatal accident rate (FAR)2

2

3

2019

2020

Total number of fatalities associated with
the Group’s operations

0

0

Total number of lost-time injuries
associated with the Group’s operations
(excluding fatalities)

11

12

Total number of medical incidents6

11

12

682

627

Number of working days lost due to accidents

1 There was a typo in the 2019 annual report: as of 12/31/2019, there were 11 cases of industrial injuries.
2 FAR is the number of industrial fatalities per 1 million working hours (man-hours).
3 LTIR is the number of lost-time injuries per 1 million working hours (man-hours).
4 TRIR is the number of overall injuries, which includes deaths, accidents, lost-time and medical incidents per 1 million
working hours (man-hours).
5 Lost time work injuries per 1,000 employees.
6 Not serious enough to be reported as lost time, but more serious than just receiving first aid.
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CHARITY

“Beautiful Children”

“Beautiful World”

Objective
To provide organizational and
financial assistance for the
treatment of children with
congenital maxillofacial problems.
If they are not treated in time,
children not only suffer in terms
of their health and physical
development but can be negatively
impacted for the rest of their
lives. Multistage treatment can
restore speech functions, return
an aesthetic appearance to their
nose and lips and ensure their
facial bones develop normally.

Charity is an integral part of M.Video–Eldorado’s
corporate culture. Systemic professional aid not only
helps to resolve urgent problems but also has a positive
effect on the mental and psychological health of the
people who are involved in it.
The Group’s charitable endeavors primarily focus on helping to pay for
expensive treatments for children (SDG 3 Good Health and Well-being),
providing assistance to people in difficult life situations (SDG 17 Partnerships
for the Goals) alongside protecting the environment. In addition, starting
from March 2020, we have been flexible in responding to the changes that
have occurred in the country and suspended work on certain charitable
projects, while focusing on the following areas:
1 Support for the most vulnerable members of society due to the adverse
epidemiological situation in the country: we have been helping doctors and
elderly people in Russia’s regions;
2 Helping employees and their families who have found themselves in
a difficult situation due to COVID-19.
It was also paramount for us to continue working in our traditional areas
of charity, which we do through the Group’s corporate foundations:
Beautiful Children in a Beautiful World and Our Initiative.

Social investments in 2019–2020

2019

2020

Expenses on charitable activities, including
foundations and programs, RUB mln:

65.5

40.1

Beautiful Children in a Beautiful World
foundation, including
"Beautiful Children" program
"Beautiful World" program

31.8
23.1
8.6

27.5
18.7
8.8

Our Initiative foundation, including
"Let’s Grow Together" program
"Teenager’s World" program
"21st-Century Professions" program
"Veteran" program
"Commonwealth" program
Other

33.8
3.8
5.5
3.2
0.4
19.6
1.3

12.6
1.5
1.0
0.5
0.1
9.1
0.4

To support nature conservation
in Russia—the nature we love, are
proud of and want to pass on to
our children. These efforts focus
on supporting the gold standards
of nature: Russia’s nature
reserves and national parks.

2020 results

Beautiful Children in a Beautiful World
Children and the environment are what we live with, depend on and cherish.
They are our shared and enduring values. M.Video–Eldorado established
the Beautiful Children in a Beautiful World foundation in 2013 to achieve the
following key goals:
• Improvements in health and quality of life: the foundation provides support
to families who need assistance for the treatment, rehabilitation and social
adaptation of children with maxillofacial trauma;
• Conservation: the foundation helps nature reserves and national parks
to implement projects that aim to preserve Russia’s natural and cultural
heritage;
• Education and engagement: the foundation draws attention to the value
of Russia’s protected areas and instills a sense of pride in the country’s
unique nature as well as a desire to take part in its preservation.
In 2020, the foundation continued to implement the two charitable programs
"Beautiful Children" and "Beautiful World", while actively attracting external
funds and engaging volunteers. In 2020, the foundation raised RUB 38.2 million,
with 78% of donations coming from M.Video–Eldorado and its clients. Since
the programs were launched, the foundation has implemented 53 nature
conservation projects in 21 protected areas, bestowed 1,097 smiles and
provided aid to 731 children.

The foundation bestowed smiles
upon 147 children, with 64% of
children receiving support for the
first time. Surgical treatment of
maxillofacial problems accounted
for 85% of the assistance
provided.

Projects currently underway:

• "Return of the Reindeer,"
Kerzhenets Nature Reserve;
• Steppe Islands—Home to the
Groundhog," Privolshsky Les Nature
Reserve;
• "Primordial Forests of Russia;"
• "Pallas’s Cat—Know and Empathize
to Preserve," Daursky Nature
Reserve.
Completed projects:
•

Wild Birds and Animals
Rehabilitation Center, Kuznetsk
Alatau Nature Reserve;

•

"Restoring Forests—Returning
Bison," Ugra National Park;

•

"From the Cradle of the Pond
to Valdai Lakes," Valdai National
Park;

•

"Preserving the Sacred World of
Altachey," Baikal Nature Reserve,
Altachey Wildlife Area;

•

"Kamchatka. A Story in Foxes,"
Kronotsky Nature Reserve

1 1 smile = 1 operation or other stage of treatment.
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The "Let’s Grow Together" program aims to support wards of the
state from the time they are born until the age of four. The program
helps improve medical, educational and social assistance for children
and also aids in the adoption process. In 2020, we provided assistance
to 73 institutions..

“Good Toys”
100 Years of Nature Reserves
In 2021, the MIF publishing house released the book 100 Years of Nature
Reserves with the support of the Group and the foundation. The book is the
result of a four-year (2013–2016) trans-Russian photo expedition dedicated
to the 100th anniversary of Russia’s nature reserve system. The author, the
renowned nature photographer Igor Shpilenok, traveled 60,000 kilometers in
a camper van, visited more than 50 nature reserves and national parks, and
captured the beautiful natural surroundings that they have managed
to preserve. His journey took him to the shores of the Bering Sea, the Sea
of Okhotsk, the volcanic plateaus of Kamchatka, the Primorye territory,
Outer Manchuria, Lake Baikal, endless Siberia, the South and North Urals,
and the White Sea. The Beautiful Children in a Beautiful World foundation will
receive proceeds from each book sold.

The Good Toys campaign lets each customer feel like a wonder-worker and
perform a New Year’s miracle: either bestow a smile on a child with maxillofacial
problems or help to preserve a protected nature reserve. All you have to do is
add RUB 50 for a "good toy" to your purchase during checkout at M.Video and
Eldorado stores. Through the participation of our caring customers, we sold
239,272 "Balls of Kindness" and "Give a New Year’s Miracle" toys in 2020 and
raised almost RUB 12 million. This amount will be sufficient to fund 76 operations
for children with maxillofacial problems as part of the "Beautiful Children"
program.
More information about the projects is available on the website of the
Beautiful Children in a Beautiful World foundation: www.detipriroda.ru

The "Teenager’s World" program aims to help with the social adjustment
of kids living at orphanages, boarding schools, centers that promote
family education and social centers for minors aged 5 to 18 years.
In 2020, 34 institutions received assistance.

The "21st-Century Professions" program aims to assist government
educational institutions with preparing educated and patriotic
citizens as well as supporting children and teenagers aged 10 to 18
who are studying at cadet schools, Suvorov military schools, the
Nakhimov Naval Academy and the Moscow Military Music School of the
Russian Ministry of Defense. In 2020, the program encompassed 14
educational institutions.

Our Initiative
The Our Initiative charitable foundation, established in 2005, is an economic
tool for implementing M.Video–Eldorado’s social programs and projects.
In 2020, we focused on providing social assistance to doctors, hospitals and
the elderly, as some of the most vulnerable members of society.

46.2%
OF TOTAL CHARITABLE EXPENDITURES SPENT ON ASSISTANCE
FOR CHILDREN AND ADOLESCENTS IN 2020

53.8%

The "Veteran" program aims to support veterans of the Great Patriotic
War (World War II) as well as families whose breadwinners were
involved in hostilities and died in the line of duty. This program is being
implemented in collaboration with interregional public organizations of
veterans who took part in military parades on Red Square on November 7,
1941, and June 24, 1945. In 2020, we helped 61 veterans and three
families.

The "Commonwealth" program carries out charitable projects
in partnership with other nonprofit, for-profit and government
organizations. In 2020, the following projects were implemented
as part of the program:
• "Happy Child—Healthy Child";
• a joint project with the Charitable Foundation for the Revival of the
Culture and Traditions of Small Towns of Rus;
• the Emergency Situations campaign;
• assistance to hospitals during the COVID-19 pandemic in Moscow and
the Krasnodar and Samara regions;
• a joint project with the Old Age for Joy charitable foundation for
pensioners in 17 Russian regions.

INVESTED IN PROGRAMS TO SUPPORT ADULTS
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CUSTOMERS AND
TECHNOLOGIES
OUR GOALS

As part of our sustainability strategy, we have undertaken the following commitments:

Only collective action on sustainable development can bring about systemic
progress in our sector. We believe in a fair and inclusive economy, which
is why we are working to make our stores, websites and products more
accessible to everyone. By joining efforts with our partners in accordance
with SDG 17 Partnerships for the Goals and using cutting-edge technologies,
we help support communities, protect the environment and improve people’s
well-being in the areas where we have the greatest impact.
Technology has become an integral part of our lives. It improves living
standards, facilitates many tasks and provides other benefits for people.
We firmly believe that, with a deliberate approach, technology can help solve
the global problems facing mankind, such as minimizing our environmental
footprint, increasing accessibility for people with disabilities and ensuring
data security.

Accessible environment

Long-term goals until 2025

• Make 100% of the Group’s online and
offline stores accessible to people with
disabilities.

2020 results

• We conducted an analysis of the operation
of the websites and applications of the
M.Video and Eldorado brands in terms of
their accessibility for people with disabilities.
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Cybersecurity

Long-term goals until 2025

• Ensure that 100% of employees undergo
annual training on working with personal
data and information security skills.

2020 results

• We launched a special training section
on information security and expanded
the training program on this issue.

Promotion of products
for conscious consumption
and an eco-friendly lifestyle

Long-term goals until 2025

• Generate 20% of revenues from products
that promote healthy and sustainable
lifestyles.

2020 results

• We launched a pilot program to assess
product categories based on environmental
criteria.
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CURRENT INITIATIVES
Accessibility for people with disabilities
Our goal is to ensure equal accessibility to goods and services for everyone,
regardless of how a person sees or gets around, in accordance with SDG
10 Reduced Inequalities. We are working to develop a more accessible
environment so that no customer feels disadvantaged.
Today, both of the Group’s brands are working to build a seamless
customer journey, but we see opportunities to improve the accessibility
and convenience of our services for different groups of people.

We have analyzed the brands’ websites and applications in terms of their
accessibility and are making adjustments to our work based on the data
we obtained. The next step is to train store and call center employees about
the culture of proper communication at all stages of the shopping journey
and to work systematically on ensuring the physical accessibility of all of our
stores. These initiatives will make shopping more enjoyable for people with
different needs and backgrounds.

We view privacy and cybersecurity as critical components of the shopping
experience. This is why we are introducing modern information security
technologies to minimize the likelihood of a breach in the confidentiality of our
employees and customers. As part of this work, we adhere to the requirements
set out in the Information Security Policy, the Regulation on Confidential
Information and the Personal Data Processing Policy, which describes the basic
principles of our work in this regard.
Our employees and the employees of our partners must be cybersecurity
ambassadors for our customers. With this goal in mind, we are improving our
systems and launching training courses on personal data security and working
with data for employees. This will help us strengthen our approach to security
by using multiple layers of protection and reducing the risk of any failure in
individual management tools. In 2020, we launched a special section dedicated
to information security called Security Tips on our EM.Life internal portal and
spoke with employees about such topics as:
• Basic information security rules;

• Antivirus protection;

• Processing and protection of
personal data;

• Password policy;

• High season safety recipes;

• Clean desk policy.

• Protection of personal devices;
1 Source: Number of people with disabilities by constituent entities of the Russian Federation, Federal Register of Disabled People
as of January 1, 2021.

Reducing water use
In 2010, the UN acknowledged people’s right to have access to a
sufficient amount of water that meets the criteria for safety and
accessibility for their personal and domestic needs. Pressure on
freshwater supplies is constantly increasing due to the expanding
population, environmental pollution and the growing needs of the
manufacturing and agricultural sectors. Reducing unnecessary water
use and promoting more water-efficient devices and appliances can
help achieve this goal. This is especially true for home appliances.

Promotion of products for conscious consumption
and an eco-friendly lifestyle
We firmly believe that a culture of conscious consumption begins with the
conscious choice of products. For this reason, in 2021, we are launching
a transparent mechanism to select products with a lower environmental
impact (SDG 12 Responsible Consumption and Production and SDG 13
Climate Action), as well as products that help to lead a healthy lifestyle
(SDG 3 Good Health and Well-being).
We are currently working on a guide to help consumers navigate product
features that help them reduce their carbon footprint and lead a greener
lifestyle. We believe the following areas are the top priorities:

Cybersecurity
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The key metrics for ensuring information security are the absence of
data leaks as well as providing all employees with training on the rules for
working with personal data. In 2020, the following courses on information
security were available on our portal: "Information Security Basics," "Social
Engineering and Protection against Fhishing," "Working with Personal
Data," "Trade Secrets", "Remote Access Security" and "Device and Cloud
Protection". In 2021, we plan to launch new training courses on how to use
the Group’s security services. In March, we will start a course on two-factor
authentication, and we are also preparing to launch complex security
measures for the development of in-house software and M.Video–Eldorado
products.

Health and wellness issues
Addressing health and wellness issues, including by reducing the
potential toxicity of products. In recent years, more and more
attention has been paid to the development of products that do not
contain substances that are toxic for humans and the environment.
With this goal in mind, work is under way on various elements and
substances: from the composition of cleaning agents and heavy
metals in electronics to additives in plastics.

Reducing energy consumption
Reducing the energy consumption of devices used in homes and
organizations plays an important role in the global efforts to reduce
greenhouse gas emissions in line with the Paris Agreement. The Group’s
job is to make these issues clearer to customers and communicate their
benefits.

Responsibly selecting suppliers
Enhancing the transparency of supply chains is a crucial factor in
selecting the suppliers of key materials. The practice of sourcing
metals that are essential for the manufacturing of electronics
is being analyzed in terms of potentially providing funding to end
conflicts, poor working conditions and related human rights problems
as well as their potential violations in the future.

Reducing waste
The transition to a circular economy is an important pillar for sustainable
growth. Our industry is an important sector of the economy in terms of
reducing the negative impact on the climate and the environment as
a whole. Another pillar of waste reduction is product durability, since
products that remain in service for as long as possible and can be repaired
reduce the environmental impact of resource extraction, production and
consumption.

Sustainability is a key component of the value proposition of both brands.
We will continue to develop environmental and social initiatives that aim to
benefit customers, while working with vendors and external partners. We see
a keen interest among our audience in services and products that help
people lead a greener lifestyle. M.Video–Eldorado plans to increase the share
of products that promote healthy and sustainable lifestyles to 20% of
revenue in value terms.
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