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Value creation at Proact
Vision
To be the world’s most reliable IT service partner,
facilitating innovation and increased growth among
our customers.

Resources
Operating capital

Business concept
As a partner to our customers, we offer high-quality
services and market-leading technologies. We
supply flexible services and solutions which quickly
add sustainable, long-term value.

Strategies

• Operations in 15 countries

Developing the offering

Relational capital

Developing the customer base

• Close cooperation with strategically selected
suppliers with good reputations

Read more on page 7

Read more on page 7

High-quality operation
Human capital

Read more on page 7

• 1,016 staff, many with specialist expertise

Corporate acquisitions
Read more on page 7

Financial capital
• SEK 1,107 million in capital employed

CORE VALUES:
Integrity
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Commitment

Excellence

Value created
Customers
• Secured access to business-critical
information and data
• Robust infrastructure
• Robust security procedures
• Reduced IT costs
• Secure, flexible IT systems
• Custom solutions

Suppliers
• Ethical business
• Long-term partnerships

Staff
•
•
•
•

International environment
Specialist expertise
Development opportunities
Stable employer

Communities
• Job opportunities
• Customer solutions that help to bring about more efficient
utilisation of resources

Shareholders
• Dividends
• Attractive investment
• Direct returns

Value distributed
Suppliers

2,455

million SEK
Cost of servicing and products

Staff

844

million SEK
Salaries and remuneration

Communities

22

million SEK
Income taxes

Shareholders

0

million SEK
Dividends

The Board will be proposing to the Annual General
Meeting that no dividend should be paid for the business
year 2019 as the company safeguards good liquidity
under prevailing circumstances with the uncertainty
surrounding the spread of covid-19.

Remaining in the company for new
investments

87

million SEK
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To be the world’s most reliable IT service partner,
facilitating innovation and increased growth among
our customers.
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Long-term financial targets 1)
>10%

>8%

<2 times

>25%

25-35%

Sales growth
The average total sales
growth should amount to
at least 10 per cent per
year.

Margin
The EBITA margin should
amount to 8 per cent.

Debt levels
Net debt should be no
more than twice EBITDA.

Return on
capital employed
Return on capital
employed should amount
to at least 25 per cent.

Dividends
In the long term,
the company intends to
issue a dividend of
25-35 per cent of
profit after tax.

Outcome
Sales growth amounted to 3 per cent.

The company generated an EBITA margin of
4 per cent of revenues for the full year.

At the end of the year, the company had a
debt/equity ratio of 0.6 times EBITDA.

For 2019, the return on capital employed
amounted to 13 per cent.

It is proposed that no dividend should be paid
for 2019. The company is upholding good
liquidity under the prevailing circumstances,
given the uncertainty relating to the spread of
covid-19.

1) Updated long-term financial targets were published in December 2018.
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Strategy
Strategy
The company works according to
the following strategies in order to
achieve its targets:

The combination of digitisation and rapid technical development in the
fields of data analytics and artificial intelligence, for example, means
that our customers’ IT infrastructures are becoming increasingly complex, with growing information volumes. If we are to be relevant to our

 evelopment
D
of the offering
By constantly developing our
offering, we must meet the
ever-changing needs of the market
and so always be able to offer
our customers the most effective
and up to date solutions, such as
hybrid clouds and “multi-clouds”.
We are independent of suppliers
and build our solutions using
products from both market leaders
and new niche stakeholders.

customers, we must go on ensuring an excellent customer experience
and providing a market-leading offering in terms of both services and
products. We work according to the following strategies with a view to
achieving this:

Customer focus

 igh-quality
H
service provision

 orporate
C
acquisitions

We must make the most of the
potential in our existing customer
base by maintaining strong, close
relationships with customers.
Moreover, we have to step up
our efforts to reach out to new
customer segments and industries
with our offering.

We create a cost-effective organisation by means of consistent processes and procedures. Our core
values – integrity, commitment
and excellence – constitute the
foundation for our corporate
culture and create consensus with
regard to how we add value for our
stakeholders. We will streamline our operations further by
continuing to provide high-quality
services, digitisation and gathering
together our specialist expertise.

We will be continuing to focus on
completing organic growth with
strategic corporate acquisitions
that will lead to increased market
share and growth in strategic
areas, as well as helping to
improve profitability and achieve a
healthier balance between systems
and services.

Success factors
Our strategy for attaining our vision and targets involves development of our offering, growth –
both organic and through acquisitions – further development of processes and organisational
changes. All in all, this impacts staff and culture, our core values and how the market perceives
our brand. It is important to develop these areas further, both internally and externally.
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Responsible enterprise
Proact’s business is characterised by respect for customers, business partners and staff,
and all activities must take place in a manner sustainable in the long term, in accordance
with applicable legislation and accepted general principles for good business ethics.
Proact’s sustainability work is integrated in the Group’s strategies for
product and service development, market presence and partnership.
Day-to-day operational responsibility rests with each business unit, but
environmental, social and financial governance is based on the groupwide
Code of Conduct established by the Board of Directors and is applicable
to all employees. The Code of Conduct specifies the basic principles for
responsible enterprise, regulating factors such as how environmental,
ethical and social aspects are to be managed in order to add value for
staff, customers, owners and society in general.

Sustainability reporting
Pages 4 to 13 show the reviewed statutory sustainability report for the
Group in accordance with Chapter 6 of Swedish Company Accounts Act.

Code of Conduct
Proact is an international company currently operating in 15 countries, all
of which have different laws, cultures and traditions. All business must be
run sustainably, in compliance with applicable legislation and in line with
the company’s values of integrity, commitment and excellence. Proact’s
Code of Conduct includes 16 points which are summarised below.

Equality and diversity
Proact ensures that people with the same qualifications are given the
same employment terms and opportunities without diction or discrimination on the basis of age, ethnicity, religion, gender or disability. We promote diversity in the workplace, and initiatives for achieving this include
striving to achieve good gender distribution between final candidates
during recruitment procedures.

Anti-corruption
Proact operates in compliance with applicable legislation in respect of
corruption and does not tolerate inappropriate benefits of any kind. P roact
must be awarded assignments in accordance with applicable procurement rules and on the basis of principles involving business ethics. Proact
grants no benefits to anyone with a view to encouraging individuals to
behave improperly. Under no circumstances does Proact accept favours
from individuals that are designed to encourage the company and its staff
to behave improperly.
This is underpinned by the fact that business unit officers and country
managers sign Proact’s “Golden Rules”, which include the Group’s
financial policy, instructions for the CEO and a Code of Conduct. These
instructions are also communicated locally to all employees, and also
during the introduction period when employees are appointed. Staff
appraisals and other initiatives are used to confirm compliance with these
instructions.
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Social and environmental responsibility
Proact always strives to operate in compliance with legislation relating to
health, safety and the environment and directives and standards in the
industry. Proact operates in compliance with applicable laws and industry
standards with regard to working hours and working conditions for our
staff, and undertakes appropriate measures to ensure that our suppliers
also operate in compliance with these laws and standards. We tolerate
no forms of contemporary slavery, human trafficking or breaches of
human rights in either the business or the supply chain.
Quarterly follow-up meetings with suppliers and joint audits are
carried out in order to ensure that Proact’s major suppliers are operating
in compliance with established laws and standards.
We aim always to use limited resources efficiently in order to prevent
or reduce any harmful impact on the environment as a consequence of
what we do. This involves promoting systems for recycling and reuse
of materials and efforts to prevent pollution and occupational injuries
and illnesses. Proact operates in compliance with applicable laws and
regulations concerning disposal of electronic equipment.
The company’s objective is for all operations to have relevant certification so that they can be pursued in a safe, structured manner in
accordance with the local requirements on the market in question.
In most cases, the companies in the countries in which Proact works
extensively hold accreditation to ISO9001, ISO14001 and ISO27001, but
the companies in the countries in which Proact works less extensively
are also certified in accordance with of the most common ISO systems.
ISO27001 (information security management systems) in particular is
of the utmost importance for the service offering provided by Proact to
its customers. The quality management systems are specific to each
country and require annual updates and audits.

Proact’s whistleblower policy
The company has a whistleblower policy that provides all staff with
information on how suspected deviations from the company’s Code of
Conduct are to be reported. All Proact staff must report, without delay,
any known breaches of the Code of Conduct or any concerns they may
have with regard to breaches as specified in the policy. Proact will
examine any such reports and fears in depth as a matter of urgency.
Anyone reporting such fears in good faith will be protected by Proact
from all forms of reprisal. The whistleblower policy is part of the Code of
Conduct communicated to all staff.

Materiality analysis
Proact maintains constant communication with a series of different
stakeholders in order to understand their needs and expectations. This
provides the company with a clear view of what issues are important
to its stakeholders, allowing it to evaluate these from a sustainability
perspective.

Stakeholders
Proact has defined employees, customers, suppliers, communities and
owners as its most important stakeholders, as these are of the greatest
significance to Proact’s activities and are affected most by them.

Stakeholder group

Channel

Important questions

Employees

Monthly newsletter
Staff survey
Staff appraisals

Skills development
Work environment
Equality
Diversity

Customers

Meetings
Customer support
Customer conference
Web forum

Offering
Quality
Commitment
Integrity
Business ethics

Suppliers

Negotiations
Quarterly checks

Quality
Code of Conduct

Communities

Charity organisations
Certification bodies (ISO, PCI)
Universities and institutes of higher
education

Laws, ordinances and standards
Community development and the environment
Sustainable enterprise

Owners

Annual General Meeting
Financial reports
Board meetings
Investor meetings

Strategy
Financial targets
Business ethics

Appraisal of the issues that are important to Proact’s stakeholders and the questions that the company considers crucial to Proact’s
sustainability work have resulted in the following areas being deemed most significant for Proact’s operations from a sustainability perspective:

Responsible business
• Profitable business
• Business ethics taken seriously

Long-term relationships with customers
and partners
• Attractive, high-quality customer offerings
• Outstanding security and privacy
• C ontinue to increase the number of subsidiaries accredited
to ISO27001, ISO9001 and ISO14001.

Attractive employer
• Good skills development opportunities
• A good work environment
• Equality and diversity

Efficient use of resources
•
•
•
•

	
Continuous
reduction in energy consumption
	Increase recycling of electronics, paper and packaging
	Attempt to use renewable energy
Reduce travel and transport
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Sustainability through the value chain
Proact’s sustainability efforts have to permeate everything the company does, in all elements of the business. Regarding Proact’s business as
a series of processes forming a value chain provides a good overview for strategic planning with regard to sustainability. Proact’s various value
creation activities and how these are dependent on one another are clarified below. These processes aim to facilitate prioritisation, identify and deal
with potential risks and clarify the value added for Proact stakeholders. The value chain is an important tool when it comes to understanding and
implementing sustainability within the Proact organisation.

Service development and product portfolio

Purchasing

Proact is constantly working to reduce the environmental impact
from the
delivery of all services, and the greatest positive impact is achieved
by constantly streamlining the delivery of our cloud services.
Proact has no production, but it accepts environmental responsibility through various established processes and procedures.

We spend significant sums on procuring goods every year. Most of
our suppliers are based in Europe and North America, where compliance with basic human rights is good compared with many other
parts of the world. All our suppliers undergo an approval process
which involves evaluation of both product safety and corporate
responsibility.

Activities

Activities

Proact is constantly working to reduce the number of data centres within
the group in accordance with a set plan. Reducing the number of data
centres will also reduce our consumption of electricity, heating and
cooling. The number of data centres has been maintained at the same
level throughout the year. Another clear objective is to continue to steer
towards renewable energy, as well as increasing efficiency utilisation
at the remaining data centres. All in all, these initiatives are helping to
reduce adverse environmental impact.
Circular economy is a prerequisite for sustainable development.
M ethods and processes devised are used to ensure that biological material is composted, that end-of-life electronics are reused to the greatest
extent possible and the paper and packaging are recycled correctly at all
Proact operations.

Proact performs quarterly follow-up and review to ensure that our biggest suppliers are operating in compliance with the ten principles of the
UN Global Compact, for instance. Our aim is to ensure compliance with
international principles relating to human rights, labour law issues, the
environment and corruption. Follow-up and review have taken place over
the year with suppliers such as Cisco, Dell EMC and NetApp.

Ben Walker
GTM and Marketing
Operations Manager

8

PROACT Sustainability Report 2019

Tell us a bit about the initiatives you
have headed, and what this work has
contributed to society.
While I’ve been at Proact, I’ve had the
opportunity to both lead and participate in a
broad range of initiatives. Most recently, I led
a 30-kilometre hike in memory of colleagues
who’d passed away recently. We asked their
families to nominate charity organisations so
that the team could collect funds in honour
of our departed colleagues. We’ve collected
a fantastic SEK 55,000 for these charity
organisations to date, and I’m incredibly proud
of this fact.
This isn’t the only hike challenge I’ve coordinated while I’ve been working for Proact.
I was a member of the team that completed

the tough Yorkshire Three Peaks Challenge
twice – another hike. What next? A few of us
are planning to try the national Three Peaks
Challenge in June – definitely not something
for the faint-hearted!
I use my charity days for local initiatives
a couple of times a year. I love the great
outdoors, so I’ve chosen to help the Sheffield
& Rotherham Wildlife Trust – clearing woods,
building obstacle courses for kids and building
fences and benches.
The best thing about all this? No two
activities are ever alike. I’ve coped with
various challenges, worked with different
people (both within and outside Proact), and
I’ve collected money and created awareness
of various charity projects.

Deliverables

Customers

In order to manage the trust which our customers have placed in us,
our services are supplied in accordance with established standards
such as “ITIL Service Management”, which includes a number of
processes for the supply of cost-effective IT services based on
the customer’s business. We have also held ISO certification in
a number of countries since 2013.

Proact’s ambition is to be the world’s most reliable IT service
partner, facilitating innovation and increased growth among our
customers. This is why services and products have to be supplied
in a responsible manner, with the promised quality.

Activities

Activities

In 2019, the subsidiaries in the Netherlands, Lithuania, the United
Kingdom, Sweden and Germany have continued to meet the accreditation requirements for ISO9001, ISO14001, ISO45001 and ISO27001.
The United Kingdom operation holds accreditation in accordance with
Payment Card Industry (PCI). The objective for 2020 is to maintain the
accreditations held by the company and gain accreditation for other
subsidiaries in accordance with some of the above priority standards.

How has Proact made these
initiatives possible?
None of the above would have been possible
if it hadn’t been for the fact I get three paid
charity days a year. The company offers
people the opportunity to get involved in
charity initiatives of their choice – so you can
do something that means a lot to you.
For some of the major initiatives, such
as “Pedal for Penny” in the UK (when many
British staff took three consecutive days off),
Proact provides logistics as well as your time.
In the UK, we get to nominate local and
national charity initiatives every year and then
we collect money for them all year round. We
sell bread, organise barbecues and quizzes
and things. These activities aren’t just a way
of collecting money and raising awareness,

Proact runs regular customer surveys with a view to gauging how well
our customers feel we are delivering on our quality promises, as well
as indicating their overall assessment of us as a business partner. The
results from the customer survey completed in late 2018 showed that
67 per cent of our customers are of the opinion that we are creating
the basis for a more innovative, more flexible world by focusing on
sustainability and social engagement, supporting the next-generation
IT profession.

they also give us the opportunity to get to
know our colleagues better.
While I’ve been working at Proact, my
office has forged a close relationship with a
charity organisation by the name of Bluebell
Woods. We come up with a number of dates
together every year when staff can go and
help out at a children’s hospice. This gives
teams from Proact the opportunity to make
a difference together; we’ve built gazebos,
helped out with charity evenings and done
loads of gardening over the years.
What do you think these activities
and initiatives have given to Proact
and Proact staff?
The most important thing is that we’re living
up to our values – Integrity, Commitment and

Excellence. We’re making a contribution to
society in general and showcasing one of the
best aspects of Proact – its people.
Personally, I value getting out of the office
occasionally. When you complete an activity
like a hike, you break down any barriers
between departments once and for all and get
to know the people you’re hiking with. This
is true of all levels and roles at Proact. The
management are more than keen to get stuck
in and get involved, no matter what they’re
asked to do. The result? Happier staff who get
on better with one another and work better
together. CSR isn’t just beneficial
for charity organisations and the company –
it’s great for the people involved as well!
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Our most valuable asset
Employer brand and recruitment

Our vision and our new strategy, which involves
relocating and developing our customer offering and focusing more extensively on growth,
both organically and through acquisitions, are
placing our staff and their commitment and
development in an even more central position.
A number of focus areas have emerged as
being particularly important to develop further
and build up. A member of staff was appointed
as Head of People during the year in order to
manage this work, and she is responsible for
this field at Group level.

We work together with our customers to face
up to today’s challenges when it comes to
storing and managing increasing information and data volumes in society. One of the
most crucial elements that makes Proact an
attractive employer is that staff are able to get
involved in the development of solutions for our
customers, working on exciting projects.
More than 150 new staff were taken on in
2019. We are becoming increasingly conscious
of reinforcing our brand both internally and
externally, on a long-term basis. We participate in trade fairs in the industry, run digital
campaigns and visit universities and colleges
in order to reinforce the brand externally.
We are proud of our values and our inclusive
corporate culture. A wide range of talents that
inject innovative force and help us to approach
issues from different angles are needed if we
are to face up to the challenges of tomorrow.
The recruitment process is owned by every
manager with the support of HR, ensuring that
candidates’ experiences are good and that
candidates are chosen who match our culture.

Leadership
In a constantly changing world, leadership
is all about creating sustainable results by
developing both business and staff. Leadership at Proact is a key to maintaining close
proximity to customers and staff, and we want
to give our managers opportunities and tools to
promote their success.
We strive to work in a structured manner
and maintain a long-term approach, identifying
people with management talent and planning
for promotion and succession. Managers must
be developed through leadership training within
the scope of our own Proact Academy training
initiative, and via other initiatives as well. At the
end of the year, work began on implementing
management and succession planning for each
country, and an LTI scheme for top management and key individuals was implemented.

Talent development
If Proact is to be able to offer its customers
flexible solutions, learning is not an opportunity – it is a must. For the most part, staff
learn things as they go about their day-to-day
work together with colleagues and customers.

Age structure

-29 years 18%
30-39 years 28%
40-49 years 31%
50-59 years 19%
60- years 4%

30-39

40-49

50-59
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60-

Ålder

Proact’s values support our vision, forming the
basis for our culture and the introduction of
new employees. We perform a staff commitment survey in the fourth quarter every year
in order to give all our staff the opportunity to
make their voices heard and let us know how
we can work together to improve Proact. The
executive and management teams also monitor
trends in development. This year’s survey
achieved a response rate of 75 per cent. The
overall satisfaction index was 71 (0-100),

Administration 11%
Sales and marketing 30%
Service operations 59%

Gender distribution, senior
executives

Men 83%
Women 17%
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Culture and the work environment

Distribution per function

< 5 years 10%
5-9 years 30%
10-14 years 40%
15-19 years 1%
>20 years 19%

Gender distribution, total

We have to offer roles and tasks that allow
staff to develop, where everyone feels they are
being challenged and are helping to implement
Proact’s customer solutions and relationships
with customers.
To enhance opportunities for learning and
bring new staff up to speed more quickly, we
also offer Proact Academy. Proact Academy is
a platform that offers various forms of training
and practice relating to leadership, sales and
technology.
Discussions between staff and managers
on development and performance are an
important factor when it comes to enhancing
motivation and commitment. Annual staff
appraisals ensure that last are given the
opportunity for discussion and to devise plans
for development. 73 per cent of staff took part
in staff appraisals in 2019.

Gender distribution, Board of Directors

Men 90%
Women 10%

Men 60%
Women 40%

Proact’s core values
Integrity
• W
 e are independent and navigate by our
own compass, on the basis of honesty and
respect.
• We are open and clear in our communication.

• W
 e rely on one another and the people
with whom we do business.
• We keep our promises and deliver on
agreements made.

Commitment
• T his constitutes the foundation for all our
relationships.
• We formulate clear targets and have the
best interests of our customers at heart.

• W
 e guarantee the most outstanding
service level possible for the projects we
implement.
• We share our knowledge, our experience
and our commitment.

Excellence
• E xcellence is the very essence of what we
supply.
• Decades of experience have given us a
knowledge base that we always apply.
• Recruitment, training and development are
reflected in our specialist expertise.

• W
 e use our specialist expertise and
experience to create custom solutions which
add value in both the short and the long term.

They then continue along this path, adopting
a specialist role at Proact.

Sebastian Del Valle Guerra,
who started work as part of
the Proact trainee scheme in
September 2019.
Proact offers trainee schemes for young
professionals in a number of countries. Proact
IT Sweden organises an 18-month trainee
scheme for professionals who are aiming to
become specialists. Participants are able to
focus on enhancing their expertise from a
variety of perspectives as part of this scheme.

mainly due to exciting work, assistance and
support from colleagues when needed, efforts
to always ensure customer satisfaction and
managers who take the time to listen. This
survey is a valuable tool for managers and
staff alike and provides a basis of structured
discussion and improvement of working
methods and commitment. The executive team
makes decisions on measures of key importance for the Group as a whole. Managers
present results and report on activity plans for
their own respective fields of responsibility. We
are devoted to creating a work environment in
which everyone feels that they are respected
and appreciated and able to do their best.
To be an attractive employer, we need to
ensure that our staff have a good and safe
environment in which to work. This is important
for customers and other stakeholders as well,
because maintaining a good work environment
for Proact’s employees safeguards longterm results. Staff in Sweden are covered by
occupational healthcare, which includes regular
health checks, vocational rehabilitation and
support. Proact companies in other countries
have local procedures for occupational health
care. Besides this, Proact in Sweden offers
all its staff wellness allowances, activities to
promote health and medical insurance.

the chance to give something back to Proact
now that so much trust has been placed in us
participants, giving us that opportunity.

What did you find most enjoyable about
Proact’s Splunk trainee scheme?
I particularly liked the fact that at the age of
34, I finally had the opportunity to work with
something that was previously just a hobby for
me, and to specialise in Splunk in particular.
I have no previous experience of the
industry or the product, but I’ve been trusted
with a place on the scheme thanks to the fact
that Proact and I share the same targets and
driving force.

What can you bring to Proact?
I have previous experience of B2B relating to
technology, both from the sales side of things
and as a departmental manager responsible
for staff, with a great deal of emphasis on
communication. I also think I was given the
opportunity to join the scheme because of my
personality – I’m very driven, and I’m always
keen to learn new things. I’m really grateful
for the opportunity to try something new.

What surprised you the most about Proact?
How intimate and “flat” the Proact organisation is – it’s really open and welcoming. And
I was even more surprised by how well the
scheme and the job match the description I
was given during the admission process. The
recruitment process was completely transparent, in all regards. I really hope I’ll have

You are interested in technology – how
does this cross over into your private life?
The “smart home”. IoT isn’t the future, it’s
now – with robotic vacuum cleaners, smart
lamps and home automation. I’m also famous
among my friends and acquaintances for the
server room that my grandfather and I keep in
the garage out in the country.
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