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LIVE SANITAS
LONGER,
HEALTHIER,
HAPPIER LIVES

SANITAS 2013 AT A GLANCE
REVENUES

EMPLOYEES

1,605.5

9,050

(MILLION €)

+14.5%

PERMANENT STAFF

PROFIT

(BEFORE TAXES / MILLION €)

148.9

+11.5%

MARKET SHARE

18.9%
CUSTOMERS

+7.9%

+1.2%

(MILLION)

2.44

+8.0%

87.5%
COVERAGE
COMPLEMENTARY
CONTRACTED

70,000

INVESTMENT IN
CRUZ BLANCA SALUD
(MILLION €)

250
CARBON FOOTPRINT (tCO2e)

25,587

-20%

(over 2009)

COMPANY REPUTATION

Nº1LEADING
FOR THE 8th YEAR

THE HEALTHCARE SECTOR

THE SUCCESS AND CHALLENGES OF A LONG-DISTANCE RACE
Business matters,
just like lots of
other things in life,
are a long-distance
race. I recently ran
a marathon, and
that experience,
confirmed to me
some useful things
in relation to business matters. On
the one hand, that an ambitious and realistic plan
is required, and that it´s fulfilment depends on a
great physical and mental sacrifice. On the other,
I learnt that the result is proportionate to the
training you do.
In Sanitas our ‘marathon’ is called Bupa 2020,
a project that we share with Bupa, our parent
group. We intend to be health care partners of
millions of people, to have extraordinary business
performance with minimal environmental impact
and have people love working here.
With this goals in mind, I can assure you that 2013
was a successful training year. We worked hard
and we saw increases in every key measure
Group revenues (15%), profits (up nearly 12%),
employees (up 661 more), customers (up 8%) and
Sanitas Seguros market share (up 1.2 points). These growths are due to our focus in key areas, and
to a clear and proper business strategy.

To put in graphic terms, in Sanitas we enjoy a
good shadow because we took our time to plant
a solid and strong tree.
What do we expect for 2014? As the American
investor Warren Buffet said “in the business
world, the rear-view mirror is always clearer that
the windshield”. The future is uncertain. However
we have one certainty: we will keep on moving:
if not, our legs will stiffened up and we will not
reach the finish line of the race; particularly if we
consider that the road become steeper. The health insurance sector is not in the strongest condition. Pressure over current premium prices along
with the rising medical expenditures has compromised profitability. Policy changes requiring
the inclusion of health insurance in Social Security could have a negative impact in our income.
Facing this challenging and promising scenario,
at Sanitas we believe strongly that we have the
conditions to move forward in this long-distance
race.
And we have reason to be optimistic. First of all
because, even during the Spanish economic crisis, the company has consistently grown. During
2008-2013, Sanitas shifted from 5,285 to 9,050
employees, a 71% increase. Our income and profit
have also considerably increased during that
five-year period. These figures show that

Sanitas has the flexibility and the necessary resilience to progress in any given circumstances.
Another reason to be hopeful is that we have a
solid and growing business platform. Every key
area is doing well and the recently acquired Chilean company Cruz Blanca Salud, which in 2014
joined our Latin-American business unit, offers
significant potential for growth, not only for the
Chilean market, but for Peru and Colombia too.
For all these reasons, we are completely convinced in our ability to finish the ‘2020 marathon’.
There will certainly be no shortage of effort,
sweat and enthusiasm.

Iñaki Ereño Iribarren
CEO

LONGER,
HEALTHIER,
HAPPIER LIVES
Sanitas’s goal is to help people to live longer, healthier, happier lives.
To achieve this, we have created some values to ensure our focus
is always on our customers.

Besides, we have a long-term growing plan. Our
objectives are identified by Sanitas 2020, a set of
ambitions that can be sum up in three big goals:
Reach million more. To achieve that we have to
be the most reliable and the highest recommended company. With that purpose, we committed
ourselves to improve our customer’s health and
welfare.
Extraordinary business performance. We want
to achieve a sustained high income and profit
growth. We believe that this is the best way to
ensure that we could have a positive impact
on people’s health. These objectives must be
environmentally friendly.

Love working here. Our people are our ambassadors, and we want them to be healthier because they work here.In Sanitas, we are specially committed to be a best-practice employer.
So how are we going to achieve this? Our driving
force includes one main idea: making quality
healthcare affordable and accessible. We want to
be the healthcare provide of choice to the greatest number of people.
Particularly, we will focus our efforts on the care
of people with dementia, on the prevention and
treatment of chronic diseases, and the prevetion
and care of people with cancer based on the development of our integrated business model.
Under the framework of the 2020 project, our
growth scenario is based on two key ideas:

KEY IDEAS:
Under the framework of Sanitas 2020, our growth
scenario Is based on two key Ideas:
1. Latin American expansion. The project is is based
on the development of our integrated business model.
February 2014, we completed the acquisition of Cruz
Blanca Salud, a Chilean listed company which has a
similar structure to Sanitas. Chile is the healthcare Andean market entrance platform providing investment
opportunities. The acquisition of Cruz Blanca Salud is
first step to develop business projects in Colombia and
Peru.
2. Business opportunities in the Spanish market
Despite the health insurance market stagnation, we
believe that there is room to grow in Spain and improve our healthcare services. Our growth strategy is based on firstly expanding Dental Sanitas, which expects
to reach a million customers. We will also
take the opportunity to expand the rest of our
services, as happened in 2013, with the acquisition
of Clinica Londres.
Funds re-investment.
Sanitas belongs to Bupa, an international group that
has no shareholders and reinvests its profits to health
care services improvement. This means we can focus all
our efforts and resources on health care, customers and
society as a whole.

BUSINESS
PERFORMANCE
(I)
At the same time, healthcare provision also improved in quantity and quality, in terms of the
medical staff, the hospitals and the health care
network where our customers were treated.
Our sales increased 14.5% up to 1,605.5 million.
The Sanitas Seguros market share rose from
17.7% to 18.9%.
Profit before tax was 148.9 million, up by 11.5%.
Sanitas increased its customer base. At the end
of 2013 it had 2.4 million, up by 8% on the previous year.
The number of employees at year end rose to
9,050, 661 more than in 2012.
Customer satisfaction’s rates in our hospitals,
residential care and dental centres increased.
The clear growth of our company, in spite of the
economic slump, is the result of the investments
made in 2013 (the opening of two medical centres, the London Clinic acquisition of Clinica Lon-

One of our major corporate objectives in
2020 is to achieve extraordinary business
performance. 2013, was a year of great progress. All of our businesses grew, despite the
uncertain economic circumstances.

dres and the dental-network expansion) and
and the acquisition of CIMA) as well as growth in
previously (Torrejón Hospital the different business units.

CHILE COMMITMENT
Bupa, the holding company of Sanitas, entrusted
the management with the company’s project in
Latin America in 2012, a key area of its worldwide
growth strategy. The first major Sanitas’ transaction in Latin America was finalised in early 2014,
with the purchase of the majority shareholding in
Cruz Blanca, one of the leading healthcare groups
in Chile.
This company has an integrated health care model similar to Sanitas which promotes synergies.
Why Chile and Cruz Blanca? Chile is one of the
most attractive markets in the region, due to the
size of its population, with the highest income per
capita in Latin America, economic stability and
and long term growth potential, with a predicted
increase in GDP of over 5% in the coming years.

As well as all of this, the integrated healthcare
model of Cruz Blanca Salud, based on the combination of health insurance and health service
provision, fits into Sanitas’s strategy. Cruz Blanca
also shares our philosophy of offering high-quality health services at a reasonable prices.

THE SUCCESS IN COOPERATION
WITH THE PUBLIC SECTOR
In 2013, Sanitas managed the Hospital de Manises (Valencia) and the University Hospital of
Torrejón (Madrid) on behalf of the governments
there. Sanitas’s performance has focused on improving its services, on improving medical technology and first class physicians, and on seeking
for excellence.

The results are clear: a reduction on the waiting
lists, higher customers’ satisfaction and recognition of their good performance by industry
professionals.

SANITAS TOTAL NUMBER OF EMPLOYEES
(in figures)
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+7.9%
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KEY CUSTOMER FIGURES
2013

2012

2011

2.4

2.3

2.1

Corporate customers (%)

65.2

72.0

70.0

Individuals customers (%)

34.8

28.0

30.0

Hospital and medical centres
satisfaction index (out of 10)

8.4

8.3

8.2

Care home residents satisfaction
index (out of 7)

5.7

5.6

5.3

Dental clinics satisfaction
index (out of 10)

8.4

8.2

8.1

Number of customers (Millions)

KEY FIGURES CRUZ BLANCA SALUD
2013 REVENUES

705

MILLIONS
EUROS

REPRESENTING AN INCREASE OF 13% ON THE
PREVIOUS YEAR

3 1
27
(IN ANTOFAGASTA,
VIÑA DEL MAR
AND ARICA)

MILLION
EUROS

360,000
AND

CUSTOMERS

PHYSICIANS

HOSPITALS

EBITDA 2013

40

2,000

HEALTH
INSURANCE

650,000

22%
OF MARKET SHARE AND
LEADING COMPANY IN THE
SECTOR BASED ON REVENUES

UNDER CONSTRUCTION

(SANTIAGO DE CHILE WITH

314 BEDS)

INTEGRAMÉDICA

CLINICS

THE LARGEST PRIVATE CLINICAL

LABORATORY IN CHILE, CONDUCTING

5.5 MILLION DIAGNOSIS
TESTS ANNUALLY

7,700

EMPLOYEES

BUSINESS
PERFORMANCE
(II)

Our goal of achieving extraordinary business
performance is not limited to financial measures. We are committed to helping people
living longer, healthier, happier lives and our
CSR strategy unfolds around two main areas:

CARBON FOOTPRINT REDUCTION (*)
(Tn CO2)

Taking care of you. The aim of Bupa, our parent group, is help millions more people to live a
healthy lifestyle by 2015. Sanitas has created the
Sanitas Smile program, aimed at our employees.
We have developed also strive to raise awareness
among the population and we develop health promotion programs for African children.
Taking care of the world. Our commitment to
the environment is summarized in one main
goal: a 20% reduction in our carbon footprints
between 2015 and 2009. We had almost achieved the 20% in 2013 (a reduction of 18.5%) and
the challenge is to maintain that level. In this
spirit, we are developing a four million Euros
investment plan for energy efficiency measures
in 2014:

Battery capacitor facilities.
		 Implementation of cogeneration
		 equipment in hospitals.

35,000

-20%

30,000
		 Reduction in consumption at the
		 data center.
Introduction of consumption control
		 systems and automation
		 of the management.
		 Establishment of energy consumption
controls on computers.
Installation of photovoltaic panels.
Creation of efficient dental centres.

25,000
20,000

31,400

15,000

25,587

10,000
5,000
0
2009

2013

*Source: BUPA
The information on the baseline that makes up calculating the reduction of the
carbon footprint for the period 2009-2013, has been excluded from the audit
scope.of investment.

Acquisition of LED lighting technology.

SANITAS CARBON FOOTPRINT
OFFSET 2013

10 %

Sanitas
Seguros

3%

Other priority areas include:
Sanitas
Dental

35 %

Sanitas
Residencial

52 %

Sanitas Hospitales,
PPP’s and New
Services (1)

SANITAS CARBON FOOTPRINT
OFFSET 2013

3%

Reaching millions more. Micro will helps us to
make a positive impact on millions of people who
do not have access to health services, or whose
access to health services are extremely costly.
At a group level, micro health insurance has been
established in China and India. We intend to
launch this program in Latin America (we have
a presence in Chile after the addition of Cruz
Blanca Salud), and this will be developed as we
beomce more established in the region.

Business
Trips

32 %

Gas/Gasoil

Taking care of dementia. In Sanitas, as experts in
attention to cognitive disorder in older people, we
are committed to promoting the development of a
National Plan on Dementia. We believe that Alzheimer’s disease and other dementias should become
a public health priority at a national and international level with the profile that other diseases, such as
cancer, diabetes or heart disease are giving. Our aim
is that appropriate systems of care and support for
people who suffer will be implemented. The Sanitas
Foundation works has developed an online platform
aimed at caregivers to offer guidance and advice
about caring for individuals who suffer from
dementia.

65 %
Electricity

All play, all win.The Sanitas Foundation is committed to promoting inclusive sport, which promotes physical interaction between people with
and without disabilities in order to improve their

health and quality of life. More than seven thousand children participated in sports activities in
2013, which helps to students and teachers to the
physical realities of disability.

OUR DIFFERENTIATION
VALUE: A HEALTH AND
WELLBEING INTEGRATED
MODEL
A flexible insurance range. Each customer is
unique, so we offer customized products that fit
their needs. As well as comprehensive insurance packages, we offer a wide range of specific
packages (pharmacy, optics, traffic accidents,
temporary disability, alternative medicine, etc.)
which allow us to customs our product. 70,000
additions were purchased in 2013, which shows
the good market response to imaginative and
flexible coverage options.
Hospital supply excellence. In our constant pursuit of excellence and improving our health and
well-being, Sanitas strives for:
• Innovation. For example, the creation of new
medical units and inclusion of leading medical most prominent professionals (such as
the gynaecology team of Santiago Dexeus),
cutting edge technology treatments.
• Health care infrastructure investment. In
2013 we invested in expanding the network
of Sanitas Millennium, with the new daycentre of A Coruña and Zaragoza and Sevilla

What distinguishes us from our competitors
is our model of integrated
health and wellness, a sort of
gear that consist of:
four pieces character

extension; hospitals in Manises and Torrejón;
the acquisition to the London Clinic
network, and the acquisition of of the
Chilean company Cruz Blanca Salud.
• Health care quality. Sanitas
made significant efforts to
promote a culture of quality
and safety, coordination of the
Subcommittee on Clinical Safety
and Quality. Sanitas Hospitales
participates in a benchmarking
project in which the quality indicators, performance and efficiency of 150 Spanish hospitals
are compared.
Network of residences focused on dementia. The wellbeing on individuals
suffering with dementia is a priority
for Sanitas and our care focuses on
the person, not the disease. Therefore, we apply non-pharmacological
therapies, involve families in the
care process and shake the bonds

of patients with society through
local communities and associations of
families affected.

In 2013 we strengthened the project of residences without physical and chemical restraints (half of our network is already proven);
we renew our schools and develop therapeutic programs for active aging.
We continue to growing our dental business.
Sanitas dental consolidated its growth plan
in 2013, which is part of our commitment to
making health care more accessible. Sanitas
Dental opened 36 new dental centres last year
to complete a network of 148 clinics. In the
first quarter of 2014, three dental centres were
opened and reached 950,000 customers.
The openings are part of the expansion plan
Sanitas, dental business launched in 2011 and
involved a total investment of 70 million euros.

HEALTH ACCESS
In 2013, all areas of Sanitas progressed our commitment to make healthcare more affordable and
accessible and our growth strategy continues to
allow us to reach more people.

KEY FIGURES
SANITAS HOSPITALES, PPP’S
AND NEW SERVICES

2013

2012

2011

5

4

4

(sum of Hospital Sanitas La Zarzuela,
Hospital Sanitas La Moraleja y
Hospital Sanitas CIMA)

358*

228

224

Number of beds at Manises
Hospital

356

345

-

Number of beds at Torrejón
Hospital

250

250

-

Number of Care Center
Primary Health Manises

20

20

-

Number of Milenium Medical
centres

19

17

17

Number of Wellness centres

4

4

4

Number of Clínica Londres
centres

14

-

-

2013

2012

2011

152

140

127

45,058

43,577

37,675

557

548

532

2013

2012

2011

40

40

41

Number of care home places
available

5,029

5,014

5,115

Places for seniors in care
homes offered to Public
Administrations

1,462

1,509

1,554

Occupancy rate
(%)

91.0

85.2

81.4

Number of hospitals
Sanitas Hospital beds

SANITAS SEGUROS
Number of commercial
offices
Number of health
professionals
Number of hospitals and day
hospitals (not own provision)

SANITAS RESIDENCIAL

Number of care homes

SANITAS DENTAL

2013

2012

Dental centers

148

112

Staff

622

400

OUR OWN WAY:
TRANSPARENCY
AND GOOD
GOVERNANCE

1. Transparency. I information on any aspect of
the company’s activity must be accurate, clear
and verifiable.

Sanitas assumes principles and values to show
its commitment to corporate management
and business ethics. We aim is to guarantee
excellent service, behave responsibly towards
society, and adopt management practices of
the major Spanish companies. We follow our
Code of Conduct, which is governed by five
ethical principles:

2. Legality. Employees must ensure compliance
with the laws and adopt policies and procedures based on best practice.
3. Professionalism. Professional conduct must
ensure objectivity in decision-making.
4. Confidentiality. We are committed to safeguarding personal and private information to
which the company has access in the course of
business.
5. Equality. Respect for equality and diversity is
essential and we must take proactive measures
to avoid any discriminatory action.
The corporate management policy sets out the
procedures for making decisions. The Board
of Directors is the main body, which delegates
certain functions to a number of committees,

including the Steering Committee, which advises
the CEO in decision-making, or the Audit Committee, which ensures the integrity of financial
statements .
The Risk Committee, which until now was attached to the Audit Committee, was separated
from it in 2013. Both bodies, considered a key
element of good corporate governance, are chaired by non-executive directors and tends to have
a majority of non-executive members.
Thus independence and the management model
are strengthened.

RISK CONTROL

The main areas of risk are:

The reform of the Audit and Risk Committees is part of our preparation for, the European Solvency II Directive, which sets new
rules for the control of risk in the insurance
sector.

• Healthcare risk.

Are aware about the importance

• Investment risk.

of managing risks well to achieve our goals.

• Organizational risk.
• Regulatory risk.
• Operational risk.

DEBATE AND COMMITMENT
TO SOCIETY

Dialogue with our stakeholders (customers,
employees, medical staff, suppliers, government, media, civil society, etc..) Allows
us to generate a constructive debate on
health care and reinforces our commitment
to collective demands we care about.

LOVE WORKING
HERE

If we want to achieve excellence in our services we need to have,
retain, engage and inspire the best professionals. Therefore, we
strive to ensure that those working in the company love working
here, and for those who still do not dream of joining us one day
What do we offer to make Sanitas the best place to work at?

• We create jobs The first source of pride for our
people is that we are a company that provides
regular and sustainable employment, even in
difficult economic times. At the year end 2013,
the number of sanitas employees totalled 9,050,
almost double that in 2007.
• Job stability. Sanitas offers its employees job
security and personal and professional development. 87.5% of employees have permanent
contracts.
• Reward stimulant system. Our strategy to
stimulate and retain the best includes several
related remuneration and staff performance systems. A significant percentage of sanitas employees receive part of their compensation based
on their individual results.
• Wider social benefits. In different areas and
work situations it is possible to access to various benefits, such as health policy, life insurance, aid in food, supplement temporary disability
and pension plan contributions.
• Training for professional development. Educate our people is key to enable professionals
to maximize their skills and perform their work
effectively. In 2013 the number of training hours
increased.
• Projection and prestige brand. Sanitas projects
an image of leader in health and wellness, based
on values related to excellence, quality and
innovation, and in consideration of being one of
the best companies to work for Spanish. In 2013
we received multiple awards and recognitions.

The response of Sanitas employees to this professional framework is measured through the commitment rate, which in 2013 it was a 83%, above
the average of the top 25 in the benchmarck of
companies in our sector. Other indicators of the
level of involvement in the company, as turnover
rates and absenteeism, also developed positively.

CORPORATE VOLUNTEER
The Corporate Volunteer Program model at
Sanitas is integrated into the Corporate Social
Responsibility (CSR) and focuses on activities
relating to children, the disabled and the elderly.
Employees made solidarity contributions through
payroll (with the program “Tu Dispones”), with or
without the obligation to be matched by Sanitas,
and raise funds for specific causes and spontaneous initiatives.
One of the best examples of Sanitas’voluntary activity is the Green Corridor project Nador-Madrid,
which combines our experience in health care, the
individual efforts of the employees and the contributions made by the company for of sick children
in the Moroccan city of Nador, near Melilla.
It is about a cooperative program that began in
2009 and includes three types of actions:
• Cooperation agreement between Sanitas and
Adelias Foundation to strengthen the maternal
and child area of Hassani Hospital in Nador. Its
main objective is to diagnose, treat and operate
on sick children from poor families in the area of
Nador.
• Professional training agreement in the areas
of neonatology and pediatric cardiology for the
Hasanni hospital.

• A volunteer program for Sanitas’employees
to travel to the Nador Cradle to care, encourage and give love to babies on a waiting list for
adoption.
In 2013, a total of 116 volunteers from the various
units of Sanitas, travelled to Nador . The company took over travel expenses (flights, food and
accommodation) and ease that employees could
take family or friends with them.

ANOTHER GREEN CORRIDOR
The success of medical cooperation project Green
Corridor Nador-Madrid, which since 2009 provided assistance to underprivileged children in
North Africa, inspired us to create a second Green
Corridor, linking Barcelona with Senegal. This
volunteer program is a collaboration between the
CIMA Hospital Sanitas and the NGO Barcelona
Yakaar Africa.
It aims to make medical and hospital care more
accessible to children in regions of Country Bassari and Cassamance. Another reason for wanting
to work in Sanitas.

SANITAS SEGUROS* 2013

30%

Employees: 1,462

SANITAS HOSPITALES, PPPS
AND NEW SERVICES* 2013

24%

Employees: 3,866

70%
Type of contracts

Type of contracts

Fixed Term: 1,413

Fixed Term: 3,510

Temporary: 49

Temporary: 356

979

434

40

2,643

9

867

* Employees of Sanitas Seguros and Sanitas Emisión, are included.

BUPA SANITAS GROUP 2013

53%

SANITAS DENTAL 2013

Type of contracts

12%

SANITAS RESIDENCIAL 2013

Fixed Term: 606

Temporary: 0

Temporary: 16

17

532

19

74 2

11%

89%
Type of contracts

Type of contracts

Fixed Term: 36

77

* Employees of Hospital Sanitas La Moraleja, Hospital Sanitas La Zarzuela,
Hospital Sanitas CIMA, Hospital de Torrejón, Hospital de Manises, Centros
Milenium, Clínica Londres, Diversificación, are included.

88%

47%

279

Employees: 3,064

Employees: 622

Employees: 36

76%

Fixed Term: 2,355
Temporary: 709

14

2,106

249

631

78

SANITAS SMILE, STARTING BY
ONESELF.
The Sanitas Smile program is our way of showing
that well-understood health begins with oneself.
Its objective is to encourage the adoption of healthy habits through four pillars: hydration, nutrition, physical exercise and health promotion. To
do so, the company offers its employees a wide
range of resources.

The results obtained confirm that program participants improve their health indicators and also
their working productivity.
Since the launch of Sanitas Smile in 2012, more
than 1,800 employees have enrolled in it. 19,882
impacts, i.e., individual actions related to the
program, were generated in 2013. Such results
support the Sanitas Smile program.

Participants in the program benefited out against
non-participants in a set of indicators:

WEIGHT

- 4 kg

BLOOD PRESSURE

- 6mm. (high) - 2mm. (less)

- 0,33 kg

HEART RATE

66 Vs 70 Beats

OXYGEN CONSUMPTION

30 Vs 40 ml/kg/minute

PRODUCTIVITY
achievement of objectives

+43%

Participating employees have significantly improved health indicators such as those outlined
in this section, indicating that thanks to be active
in Smile, they enjoy more healthy lifestyle habits
that positively affect their welfare.

sanitasinformeanual2013.sanitas.es
gruposanitas.es
sostenibilidad@sanitas.es

Health Insurance:
Personal-line Insurance:
Sanitas Primero
Sanitas Más Salud
Sanitas Más 90.000
Sanitas Premium 500.000
Insurance for companies
Health Extras: pharmacy, rent,
Casualties, etc.
Sanitas Dental
Health care services:
Eye surgery
Assisted Reproduction
Sanitas umbilical cord
Aesthetic Solutions, ect.
Hospital, Medicals Centres
and Dental Clinics
Care Homes

