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WELCOME

At Sun Life, our Purpose is to help people 
achieve lifetime financial security and live 
healthier lives. Building sustainable, healthier 
communities is an important way we bring 
this Purpose to life – and it defines what our 
sustainability journey is all about. Our 2017 
Sustainability Report is a reflection of our 
progress on that journey, as we continue 
working hard to embed sustainable practices 
into our business and tackle social and 
environmental challenges ranging from rising 
diabetes rates to climate change. 
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2017 SUSTAINABILITY HIGHLIGHTS
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set for GHG emission reductions

$1.8 billion+
invested to develop resilient, safe 
and sustainable infrastructure in 
cities and communities

31,700 hours
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employees around the globe

36%
of Sun Life’s Board of 
Directors were women

Top 10 for 
Governance 
Practices
in The Globe and Mail Report on 
Business Board Games review
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ABOUT THIS 
REPORT
Published annually, our sustainability report aims to 
inform key stakeholders about our management of and 
performance on our priority environmental, social and 
governance (ESG) topics. 

The concept of materiality is central to sustainability reporting 
and helps companies determine the set of ESG issues to address 
and report on. The Global Reporting Initiative (GRI) Guidelines, 
which we use to inform our sustainability reporting (see GRI 
Index on page 49), define material aspects as those that reflect 
an organization’s significant economic, environmental and social 
impacts; or substantively influence the assessments and decisions 
of stakeholders. We refer to these aspects as “priority topics”. This 
report has been prepared in accordance with the GRI Standards: 
Core option. 

REPORT STRUCTURE

This report is organized into two sections:

• An overview of Sun Life’s business and sustainability strategy 

• Our management approach and 2017 performance relative to 
the four principles within our sustainability strategy

In addition to this report, you can find sustainability-related 
disclosures and management practices in our Annual Report, 
Annual Information Form, Management Information Circular, Public 
Accountability Statement, and on sunlife.com. 

OUR PROCESS

Information and data included in this report was reviewed by 
internal subject-matter experts and management, including 
members of our International Sustainability Council. The content 
was reviewed by our Disclosure Committee, and reviewed 
and approved by the Governance, Nomination & Investment 
Committee of our Board of Directors. Our report is not  
externally assured.

REPORT SCOPE

This sustainability report is for Sun Life Financial Inc., Sun Life 
Assurance Company of Canada and Sun Life Insurance (Canada) 
Limited for the fiscal year January 1 to December 31, 2017, and 
includes certain information regarding their subsidiaries and joint 
ventures. Unless otherwise noted, all information in this report is 
presented as at and for the year ended December 31, 2017 and all 
dollar amounts are expressed in Canadian currency. References to 
“we,” “our,” “us,” “the Company,” “Sun Life,” and “Sun Life Financial” 
mean Sun Life Financial Inc. and its subsidiaries.

FORWARD-LOOKING STATEMENTS
Certain statements made in this report are forward-looking statements, including 
statements relating to our plans, targets and priorities and statements that include 
words such as “achieve”, “aim”, “ambition”, “anticipate”, “aspiration”, “assumption”, 
“believe”, “could”, “estimate”, “expect”, “goal”, “initiatives”, “intend”, “may”, 
“objective”, “outlook”, “plan”, “project”, “seek”, “should”, “strategy”, “strive”,  
“target”, “will” and similar expressions. The forward-looking statements represent 
our current expectations, estimates and projections regarding future events and are 
not historical facts. These forward-looking statements are not a guarantee of future 
performance, involve inherent risks and uncertainties and are based on key factors 
and assumptions, all of which are difficult to predict. Future results may differ 
materially from those expressed in forward-looking statements due to, among 
other factors, the matters set out in the Company’s Annual Information Form for 
the year ended December 31, 2017 under the heading “Risk Factors” and other 
factors detailed in the Company’s annual and interim financial statements and 
management’s discussion and analysis and any other filings with Canadian  
and U.S. securities regulators made available on www.sedar.com and  
www.sec.gov, respectively. 

The forward-looking statements contained in this report describe our expectations 
as at December 31, 2017 and accordingly, are subject to change after such date. The 
Company does not undertake any obligation to update or revise its forward-looking 
statements to reflect events or circumstances after the date of this document or to 
reflect the occurrence of unanticipated events, except as required by law. 

http://www.sunlife.com/Global/Investors/Financial+results+and+reports/Annual+reports?vgnLocale=en_CA
http://cdn.sunlife.com/static/Global/Investors/Financial%20results%20and%20reports/Quarterly%20reports/pa_e_q417_2017_AIF.pdf
http://www.sunlife.com/Global/Investors/Presentations+and+events/Annual+meetings?vgnLocale=en_CA
http://www.sunlife.com/Global/In+the+community?vgnLocale=en_CA#PAS
http://www.sunlife.com/Global/In+the+community?vgnLocale=en_CA#PAS
http://www.sunlife.com/Global/In+the+community/Sustainability?vgnLocale=en_CA
http://www.sedar.com
http://www.sec.gov
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MESSAGE FROM 
THE PRESIDENT 
AND CEO

I’m pleased to present Sun Life’s 2017 Sustainability Report that 
outlines our progress in creating long-term sustainable value for our 
Clients, shareholders, employees and communities. 

Our Client commitments span generations, so it’s no surprise that 
sustainability has been central to Sun Life for over 150 years. It’s 
also central to our Four Pillar business strategy and to the renewed 
Purpose we introduced in 2017, which is to help our Clients 
achieve lifetime financial security and live healthier lives. We 
are continuing to invest in the four principles of our sustainability 
strategy: organizational resilience, environmental responsibility, 
community wellness and exemplary governance and risk 
management. The following are some examples of our performance 

and I encourage you to read our report for more details about our 
actions and priorities. 

Organizational resilience 

Doing a better job for Clients, helping them generate better 
outcomes, is part of making Sun Life more resilient. We are 
resolving problems faster, and if we make a mistake, we say so 
and correct it for the Client. Resilience is also expressed through 
innovation and agility. We are working with technology start-ups 
to encourage new ideas and experimentation; we are using agile 
development processes, and have built Sun Life’s Ignite Studio 
at our new LEED Platinum®1 global headquarters at One York in 
Toronto. In the U.S., we have a new strategic partnership with 
Collective Health, a Client-centric Silicon Valley technology firm 
that serves as an alternative to traditional health plans for self-
funded employers. 

1LEED®—an acronym for Leadership in Energy and Environmental Design™— is a registered 
trademark of the U.S. Green Building Council®. The Canada Green Building Council is the sole 
license holder for the LEED® trademark in Canada. 

Environmental responsibility

We’ve made further strides in reducing Sun Life’s environmental 
impact. This includes the following goals that accord with climate 
science and government commitments, and our own ambitions as a 
major institutional investor:

• Reduce our greenhouse gas emissions intensity by 20% by 2020, 
and 30% by 2030 (relative to a 2014 baseline). 

• Reduce our paper consumption by 30% by 2020 for North 
America (relative to a 2014 baseline), enabled by initiatives in 
our offices and with our Clients to reduce the dependence on 
paper through increased online and digital capabilities.  

• Execute a new set of sustainable investing principles to further 
elevate our performance and leadership as a responsible 
investor. 

Community wellness

In 2017, we expanded our activities to help prevent diabetes and  
its debilitating complications. Since 2012, we have pledged over  
$22 million to diabetes awareness, prevention and care initiatives, 
the largest community wellness initiative in our history. Our 
employees worldwide continue to demonstrate remarkable energy 
in pursuing local volunteer and fundraising opportunities to 
support the charge against diabetes.

Governance and risk management

Sun Life benefits from strong governance and risk management. 
In 2017, the Globe and Mail’s Report on Business Board Games 
review once again ranked us in the Top 10 companies in Canada 
for corporate governance. We believe that directors and executive 
leaders should reflect the Clients we serve, our employees around 
the world and the communities where we operate, so that we 
bring broader perspectives and experience to our organization. As 
of December 31, 2017, 36% of our Board members were women, 
exceeding Catalyst Canada’s 2017 target of 25% representation2. 

2Catalyst. “Catalyst proposes 25% women on FP500 Boards by 2017”. 2016. 

Thank you to our Clients, shareholders, employees, partners and 
the community organizations around the world who are on this 
journey with us to shape a sustainable future.

DEAN A. CONNOR
President & Chief Executive Officer

http://www.catalyst.org/media/catalyst-proposes-25-women-fp500-boards-2017
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ABOUT SUN LIFE
Sun Life Financial Inc. is a leading international financial services organization. We operate in 
a number of markets worldwide, including Canada, the United States, the United Kingdom, 
Ireland, Hong Kong, the Philippines, Japan, Indonesia, India, China, Australia, Singapore, Vietnam, 
Malaysia and Bermuda. 

OUR PURPOSE

To help Clients achieve lifetime financial 
security and live healthier lives

OUR AMBITION

To be one of the best insurance and asset 
management companies in the world

We provide a diverse range of insurance, wealth and asset management solutions to 
individuals and corporate Clients, including:

INSURANCE
• Life insurance, including term life 

and permanent life

• Health insurance, including 
personal health, critical illness  
and disability

FINANCIAL ADVICE
Financial planning and retirement 
planning services through licensed 
professionals

ASSET MANAGEMENT
Pooled funds, institutional portfolios and 
pension funds – provided through MFS 
Investment Management and  
Sun Life Investment Management 

INVESTMENTS
Mutual funds, segregated funds, annuities 
and guaranteed investment products

MARKETS OF OPERATION

34,000
EMPLOYEES1

112,900
ADVISORS1

26 countries 
OFFICE LOCATIONS1

1Includes Asia joint ventures.

SUN LIFE’S STRATEGIC AREAS OF FOCUS

Client: Our Clients are at the centre of everything 
we do and we are focused on building lasting Client 
relationships and deepening the value we provide 
our Clients.

Distribution Excellence: We will continue to 
invest in our distribution capabilities, through 
digital channels and by enabling our advisors, 
agents, partners and brokers to deliver great Client 
experiences.

Digital, Data & Analytics: We will continue to 
invest in new capabilities to reach our Clients more 
effectively, drive efficiencies and explore new 
business opportunities. 

Financial Discipline: Our continued financial and 
risk management prudence, disciplined capital 
allocation and strong execution will support our 
financial objectives.

Talent and Culture: Delivering on our strategy will 
require that we maintain our focus on attracting, 
retaining and developing the best talent, while also 
continuing to evolve our talent and culture.

MORE ONLINE:
2017 Annual Report (see pages 11-12)

http://www.sunlife.com/Global/Investors/Financial+results+and+reports/Annual+reports?vgnLocale=en_CA
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MANAGING 
SUSTAINABILITY
Our ambition to be one of the best insurance 
and asset management companies in the world is 
intertwined with our vision of building sustainable, 
healthier communities for life.

OUR SUSTAINABILITY STRATEGY

Sun Life’s focus on advancing sustainability is a key strategy 
and differentiator for the Company. In 2014, we began to 
evolve our sustainability-related programs into a formal, 
enterprise-wide sustainability strategy, an approach aimed 
at generating business value, transforming our culture and 
mitigating risk. 

Endorsed by Sun Life’s Board of Directors and overseen by 
our International Sustainability Council, our sustainability 
strategy focuses on four principles: organizational resilience, 
environmental responsibility, community wellness, and 
governance and risk management. Our sustainability strategy 
is based on input from external and internal stakeholders and 
is aligned with our business strategy (see page 5). Recognizing 
that sustainability is essential to our overall business success, 
we continue to embed a sustainability perspective into our 
culture and across our global operations.

PRIORITY TOPICS: FOCUSING ON WHAT 
MATTERS MOST

Our sustainability reporting is guided by a set of priority topics, 
based on their current significance to our stakeholders and our 
businesses. We identify, prioritize and validate these topics through 
a periodic materiality analysis to ensure we are addressing the right 
issues. Key steps in our materiality process include: 

• Listening to and consulting with internal and external 
stakeholders throughout the year via diverse channels  
(see page 9);

• Reviewing industry trends, benchmarks and best practices 
related to sustainability; 

• Considering global reporting frameworks, including the GRI;

• Seeking feedback on our sustainability reporting; and

• Participating in external sustainability organizations and forums. 

In 2017, we completed an analysis of sustainability stakeholder 
groups to improve our sustainability reporting and to better 
understand priority topics, interests and information needs. We 
also conducted consumer research in Canada to understand 
perceptions of both corporate sustainability in general and  
Sun Life’s sustainability efforts. This input reaffirmed our current 
priority topics as well as the emphasis we place on sustainability at 
Sun Life as a key business driver. Research highlights include:

• Corporate sustainability activities are an important part of how 
consumers form their opinions of businesses.

• Activities related to the environment and data security are seen 
as most relevant for companies to undertake. 

• Consumers are interested in knowing about our sustainability 
initiatives that align with our core business, including health and 
wellness and responsible investing. 

“2017 has been a watershed year in 
the advancement of our sustainability 
strategy. We received strong internal 
support to set greenhouse gas 
reduction targets – a significant 
commitment that all of the Executive 
Team is solidly behind as we approach 
our 2020 and 2030 target years. At 
the same time, we continued to focus 
on the resilience of our organization, 
recognizing that investing in diverse talent which is intensely 
focused on our Clients is critically important to our long-term 
success. We believe this focus is a key differentiator for Sun Life on 
our sustainability journey. I’m proud of what we have accomplished 
in 2017 and excited about the momentum with which we enter 2018 
as we continue building sustainable, healthier communities for life.”

MELISSA J. KENNEDY 
Executive Vice-President, Chief Legal Officer & Public Affairs and 
Executive Sponsor of Sustainability
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MAPPING OUR PRIORITY TOPICS TO  
SUN LIFE’S FOUR SUSTAINABILITY 
PRINCIPLES

While we have organized each priority topic under 
one of our sustainability principles, you will find 
some topics like sustainable investing are broader and 
speak to more than one theme.

“The very Purpose of our business – helping people achieve lifetime financial security and live healthier lives 
– requires a culture of sustainability throughout the organization. In 2017, our International Sustainability 
Council continued to foster that culture, and make meaningful progress related to issues like climate 
change and its implications for our business. Throughout the year, we’ve been recognized for our practices 
on a range of sustainability priorities. Our commitment to sustainability remains steadfast, and we look 
ahead to continuing progress as we leverage our expertise, employees and technologies to drive improved 
performance on priority sustainability topics.”

PHILIP GILLIN 
Senior Managing Director and Portfolio Manager, Canadian Property Investments  
and Chair of Sun Life’s International Sustainability Council

Organizational Resilience

We cultivate an organization that is 
competitive, forward-thinking, resilient and 

sustainable for the long term, so we can 
continue to meet the needs of our Clients, 

who are at the centre of all we do. 

PRIORITY TOPICS
Client focus

Digital innovation

Data security and privacy

Talent management

Workforce wellness

Diversity and inclusion

Environmental Responsibility

We are accountable for the impact of our 
operations on the environment, so we’re taking 

even more steps to measure, manage and 
reduce that impact.

PRIORITY TOPICS 
Operational footprint

Sustainable investing

Community Wellness

We believe that by actively supporting the 
communities in which we live and work, we can 

help to build a positive environment for our 
Clients, employees, advisors and shareholders.

PRIORITY TOPICS 
Strategic philanthropy

Infrastructure investments

Public policy

Governance & Risk Management

We believe a well-run organization 
contributes to a stable operating platform 
for the Company, and positions us to meet 
our obligations to stakeholders. Proactive 

risk management and an embedded  
risk culture are essential to our  

long-term success.

PRIORITY TOPICS 
Ethics, integrity and corporate governance

Risk management

Transparency and disclosure
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STAKEHOLDER ENGAGEMENT

We value open and constructive dialogue as it helps us improve our business, build positive relationships and understand the 
evolving priorities, expectations and concerns of our stakeholders. Our main stakeholders, listed below, are those who we 
consider to have a direct or indirect interest in, or can influence or be impacted by, our business activities. 

WAYS WE ENGAGED IN 2017 

GOVERNMENTS AND REGULATORS, INDUSTRY ASSOCIATIONS
• Ongoing dialogue 
• Participation in consultation processes
• Participation in conferences and events
• Industry/trade association memberships

SUPPLIERS
• Request for proposal processes
• Regular meetings and briefings
• Ongoing relationship management
• Supplier risk assessment
• Supplier Diversity Program

COMMUNITY ORGANIZATIONS AND MEMBERS
• Community outreach
• Sponsorships
• Employee and advisor giving and volunteerism
• Philanthropic donations
• Community consultations/meetings
• Media advisories

CLIENTS
• Client experience surveys and advocacy
• Co-creation focus groups
• Client feedback channels (in-person, email, social media, call centre)
• Online Client communities
• Complaint resolution processes

EMPLOYEES/ADVISORS
• Bi-annual Global Engagement Survey
• Training and development activities
• Internal social media and online forums
• Manager/staff meetings, including formal performance appraisals
• Town hall meetings with senior executives
• Employee Ethics Hotline

SHAREHOLDERS, INVESTORS, ESG ANALYSTS
• Investor Days
• Annual Meetings
• Quarterly earnings conference calls, webcast presentations, conference participation
• Meetings with investor groups 
• Participation in surveys
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AWARDS AND RECOGNITION
• Voted by Canadians as the Most Trusted Brand™ of Life 

Insurance Companies according to the 2018 Reader’s Digest 
Trusted Brand™ Survey, for the ninth year in a row
TMTrusted Brand is a registered trademark of Reader’s Digest

• Recognized as one of the Top 100 Brands in the Philippines 
by Campaign Asia-Pacific, for the fourth straight year – the 
only insurance company to make the list

• Recognized as one of Canada’s Top Employers for Young 
People by the editors of Canada’s Top 100 Employers, for 
the second consecutive year

• Included in the 2018 Bloomberg Gender-Equality Index, for 
creating inclusive work environments that support gender 
equality at all levels 

• Awarded the Venngo Healthy Workplaces Award by 
Canadian HR Reporter, for providing mental, physical and 
financial wellness programs that foster healthy and engaged 
employees

• Recognized as one of the “Best Places to Work for LGBTQ 
Equality”, in the Human Rights Campaign Foundation’s 2018 
Corporate Equality Index, for the 10th year in a row

Throughout our 150-year history, our Clients 
have counted on us to meet our long-term 
commitments to them. That’s why being a resilient 
organization is a strategic imperative – so we 
can continue to be here for decades to come. 
It’s about cultivating an organization that is 
competitive, forward-thinking and sustainable 
for the long term. We believe this focus is a key 
differentiator and value-driver for Sun Life as we 
strive to be one of the best insurance and asset 
management companies in the world.

IN THIS SECTION

1 . Client Focus

2 . Digital Innovation

3. Data Security and Privacy

4. Talent Management

5. Workforce Wellness

6. Diversity and Inclusion
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CLIENT FOCUS
WHY IT MATTERS

Our Clients are at the centre of everything we do and we are 
focused on building lasting relationships. We believe this will allow 
us to maximize the value we provide our Clients, and lead to better 
business outcomes for Sun Life. 

OUR APPROACH

Our Purpose is helping Clients achieve lifetime financial security 
and live healthier lives. We work hard to understand Client needs 
and how we can deliver the best experience at key touch points in 
each of our markets worldwide by: 

1. Being more proactive in contacting and engaging with our 
Clients – so that we listen to and interact with them more 
often than we do today. 

2. Making it easier to do business with us – for example, by 
simplifying processes and writing documents in clear and plain 
language.

3. Providing better problem resolution – with prompt,  
Client-minded solutions, when issues arise.

Across Sun Life, there is a range of processes in place to handle 
concerns and complaints. For example, in Canada we have a four-
step process that includes escalating a complaint to our internal 
Ombudsman’s Office. Our social media team also tracks each 
comment or complaint across various channels, and engages the 
appropriate Client Services team to assist with a direct follow-up 
within 24 business hours.

Responsibility for the Client experience at Sun Life is shared across 
our businesses. 

PROGRESS IN 2017

Proactive contact

We continued to increase and personalize Client outreach;  
for example: 

• We provided 45,000 in-person and electronic benefits 
enrollment consultations to our Clients in the U.S. 

• We are using digital communication channels to work closer 
with our Clients and get their feedback in real time. Through 
our “Client Voices” online community in the U.S., we engaged 
over 500 insurance brokers and employers in continuous 
dialogue to better understand their evolving needs. We also 
launched an online Client insights community in Canada to 
gather Client input that is informing our work. 

• We improved upon our disaster response action plan so 
that we can mobilize immediately and effectively for Clients 
whether they’re facing a large-scale catastrophe or local 
emergency. We put the new crisis protocol into action during 
Hurricane Harvey in 2017 (see page 14).

Making it easier to do business with us

We continued to make insurance more accessible, empower our 
Clients to make educated financial decisions and simplify the Client 
experience; for example:    

• We expanded access to mental health care by launching 
a virtual cognitive behavioural therapy pilot program to 
Canadian Group Benefit Clients. Offered in partnership with 
the University of Regina in Canada, this online therapy option 
provides a new and innovative way to reach our plan members 
and offer flexible solutions, especially to those living in remote 
areas where access to care may be limited.

• Through our Insurance Research Lab, we employed data and 
analytics to gain a deeper understanding of responses to Client 
experience surveys. The results are informing strategies that 
address the issues that matter most to Clients. 

• In the Philippines, we undertook a review of forms and 
documents to simplify their language. 

• We partnered with an American grocery chain to educate its 
employees on their benefits plan and enroll employees working 
across multiple locations and different shifts. Highlights 
included scheduling of benefits meetings around the needs of 
employees to meet their shift requirements, which resulted 
in 94% of employees in 12 stores participating in an in-person 
individual benefits consultation.

• Sun Life Indonesia launched Generasi #LebihBaik (a better 
generation) video series, aimed at educating Indonesians, 
in particular younger generations, about the importance of 
planning for their future. As of the end of 2017, these videos 
have been viewed more than one million times online. 

• As part of Sun Life Indonesia’s Edufair, members of our 
management team visited schools to talk with parents about 
the need to prepare early for their children’s future education. 

• We continued to improve our digital offerings and capabilities 
to meet the evolving needs of our Clients (see page 15).

Watch our videos in which 
our U.S. Clients shared 
their stories of overcoming 
disabilities to get back to the 
rewards of healthy work.

https://www.youtube.com/watch?v=2PeLCTQVmBI&list=PLh2utfQZFLtHHmupzVtpwKgJmGWs52bdy
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Problem resolution
• We reduced escalations to our internal Ombudsman Office in 

Canada by 16% compared to 2016. 

• We identified seven key attributes of strong problem 
resolution, and started executing on a program that supports 
teams across the Canadian businesses in maturing their 
capabilities in these attributes, and solving problems in a more 
Client-focused way.

• We developed a measurement framework that allows us to 
count, categorize and trend Client problems across the entire 
Canadian business, so we get a holistic view of systemic 
problems that need to be addressed.

Key performance indicator

Number of escalations to the internal 
Ombudsman Office in Canada

IMPROVING CLIENT COMMUNICATIONS 
THROUGH PLAIN LANGUAGE 

The insurance industry has received criticism for using long, 
complex documents that puzzle Clients. Sun Life is taking 
a leadership role on this issue and we have embarked on 
a multi-year initiative in Canada to embed plain language 
throughout our Client communications. 

650+ 
Client correspondence documents improved in 2017 

using plain language

In 2016, we committed resources to improving our communications 
and formed a plain language steering committee. In 2017, we 
built upon this work and inventoried over 3,500 different 
Client correspondence items, including emails and notification 
letters. We then prioritized the inventory and rewrote over 650 
communications using plain language principles. We also conducted 
user testing to make sure we were hitting the right tone, and the 
responses so far have been encouraging: 

“…this letter does a really nice job of conveying a 
difficult message. So, I feel that it is a very sympathetic 
letter, very human and very personalized.” 

“I feel like [Sun Life] cares very much about their 
customers… I feel like… they’re very dedicated to 
making sure that we customers get our benefits and 
when that doesn’t happen, they’re very proactive 
in solving the problem. They want to get it done as 
quickly as possible.” 

We are also undertaking this important work in other regions where 
we operate, including Asia.
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CHAMPIONING CLIENT INTERESTS

One of the ways we have elevated our Client focus is by 
creating a Client Advocacy team. This specialized group 
champions Client interests, needs and priorities so that 
we improve the Client experience. The team is helping 
to tackle some large issues that had previously gone 
unresolved.

One example from 2017 relates to continuous glucose monitors 
for those living with type 1 diabetes. This tool is expensive, but it 
can be life-changing, especially for children with type 1 diabetes, 
as it can help diabetics control glucose levels more effectively 
– and potentially prevent life threatening hypoglycemic events 
from occurring. A group supported by the Client Advocacy team 
completed a cost-benefit-analysis with a more Client-focused view, 
and as a result, coverage of this device was added to our standard 
offering in Group Benefits. The outcome helps our Clients and their 
families, and aligns with our philanthropic focus on diabetes.

Measuring the Client experience

We continue to measure our progress in delivering a great Client 
experience using a combination of metrics, including:

• The Net Promoter Score®1 – a globally recognized 
methodology that measures customer experience and predicts 
business growth. 

• Our Client Index – to gauge our service delivery performance. 
This proprietary measurement was developed using Client 
ratings from a variety of Client service channels.

• Lapse rates – to measure how often insurance policies are 
terminated, which gives us a sense of Client satisfaction with 
Sun Life products.

1Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related 
emoticons are registered trademarks of NICE Systems, Inc., Bain & Company, Inc., and  
Fred Reichheld.

Both the Net Promoter Score and Client Index metrics are used as 
performance factors in our annual incentive compensation plan.

Key performance indicators 2017

Change in Net Promoter Score1 from previous year +6%

Change in Client Index score from previous year +4%
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– 

SUPPORTING CLIENTS 
WHEN DISASTER STRIKES

In August 2017, Hurricane Harvey – a Category 4 tropical 
storm – devastated Texas. With estimated damages of $125 
billion, it is the second costliest storm in U.S. history3.

3National Hurricane Centre. “Costliest U.S. tropical cyclones tables updated.” 2018.

In the wake of this catastrophic storm, our focus was on the people 
who were affected and how we could support them. Many needed 
to evacuate their homes or businesses, and were concerned about 
their personal safety and the potential damage to their properties. 
This wasn’t business as usual for those impacted, including our 
many Clients – and it wasn’t for Sun Life either. Sun Life employees 
immediately stepped in to help. 

• We proactively reached out to Clients to provide contact 
information, safety tips and leniency on premium due dates. 

• Our teams contacted disability claimants to ensure they 
received their benefits without interruption, and arranged 
for alternate delivery of payment for claimants who normally 
receive paper cheques. 

• We ensured that our plan members in affected areas had access 
to the dental and vision services they needed – including 
helping them find services and treating out-of-network claims 
as in-network claims for those who were displaced. 

• Together with our Employee Assistance Program (EAP) provider, 
we offered support services to all affected Sun Life Clients and 
their staff, even if they didn’t have EAP coverage.

• Sun Life and our employees also supported hurricane disaster 
relief efforts through donations to the American and Canadian 
Red Cross organizations. 

“Kimberlee Ann from Sun Life called a few days after 
the storm to check on me, make sure my [disability 
cheque] was coming and see if all were accounted for. 
Kimberlee Ann truly saved me from a very dark time 
in my life. I’m a 60-year-old man and this is the only 
time I’ve been compelled to write down what I have 
experienced with ANYBODY in my life. We could use 
70 million Kimberlee Ann’s on this planet. Exceptional 
professionalism and heartfelt caring.” 

Client letter

https://www.nhc.noaa.gov/news/UpdatedCostliest.pdf
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DIGITAL 
INNOVATION
WHY IT MATTERS

In a digitally-driven world, innovation is closely connected to Client 
experience and expectations. People are increasingly using digital 
touchpoints to research, buy and manage their insurance and 
wealth solutions. Mobile use is causing a shift in the way the world 
operates, and emerging advancements like artificial intelligence 
(AI), blockchain and smart data are being harnessed to create more 
personalized experiences for Clients. 

Our digital capabilities are therefore critical to support our Clients’ 
evolving needs and preferences while also helping Sun Life become 
more efficient. 

OUR APPROACH

At Sun Life, we recognize the importance of developing and 
investing in technology and digital advancement, and we know 
it’s key to our continued growth and sustainability. We are taking 
a multi-pronged approach to build our digital offerings and 
capabilities by: 

• Developing new products and services that are relevant and 
personalized to our Clients, and enabling them to interact with 
Sun Life through a range of channels; 

• Building digital skills among our employees that will enable us 
to be bolder, faster and more agile;

• Harnessing Sun Life’s internal innovation hubs and leveraging 
working partnerships with leading technology firms; and

• Using data to strengthen Client relationships and enhance our 
efficiency, effectiveness and profitability, while respecting our 
Clients’ privacy.

To promote a culture of innovation at Sun Life, we are focused on 
two broad themes: “Design Thinking” and “agile work”: 

• Design Thinking is about integrating Client needs and business 
goals during the product design stage, where new digital 
ideas are tested early with Clients and refined into remarkable 
experiences.

• Agile work is about bringing our teams together during the 
product development stage to ensure rapid and iterative 
delivery.

Both of these themes leverage an approach involving short project 
“sprints” to accelerate the process.

Behind the scenes of our digital transformation, Sun Life has digital 
technology labs – in India, Waterloo, Montreal, and Toronto – that 
bring together our IT teams and business leaders to collaborate 
and test ways to enhance the Client experience. Complementing 
the technology labs is Sun Life’s Ignite Studio at our corporate 
headquarters. Created to inspire teamwork, innovation and agile 
project delivery, the Studio includes a Design Thinking Lab and an 
Insurance Research Lab.

The digital innovation agenda at Sun Life is advanced by several 
teams, involving collaboration between IT, Global Digital Marketing 
and each of the business areas. Each area then activates the digital 
agenda according to their business goals and Client needs. In 2017, 
we created two new executive positions – Executive Vice-President 
of Innovation and Partnerships and Senior Vice-President of Digital 
Transformation – to accelerate Sun Life’s momentum in using 
digital, data and analytics while continuing to enhance our Client 
innovation strategy.

“The forces of change —
demographics, technology, Client 
expectations, external partnerships, 
and market disruptors —are all 
moving at an unprecedented 
speed. I look forward to finding 
opportunities to augment our Client 
ecosystem to adapt faster than ever 
as we keep redefining what it means 
to be relevant with our Clients.”

Stevan Lewis 
Senior Vice-President, Digital Transformation

PROGRESS IN 2017
We have been on a digital innovation journey for several years 
and have achieved a number of digital firsts, including pioneering 
technologies like the Digital Benefits Assistant program (Canada). 

In 2017, we continued to build on this momentum and we:

• Formed a Fintech partnership with Timo Vietnam, a digital 
banking platform, to promote our products through them and 
connect Timo members to Sun Life advisors.
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• Sun Life Malaysia launched the country’s first telco-assurance 
product with U Mobile, one of Malaysia’s most innovative 
telecommunications companies. We collaborated to 
enable subscribers to go completely paperless for their life 
microinsurance, as they are able to apply, subscribe and manage 
it entirely via their mobile phones. As insurance coverage is 
financially accessible and convenient, more Malaysians may 
benefit from financial protection.

• Launched another Canadian life insurance industry first with 
the introduction of Ella, a digital coach that helps Clients fully 
utilize their benefits and pension plans. 

• Introduced the Bright Start Tool, an interactive tool to help 
make it easier for Canadian Clients to get started in their 
financial planning journey. We learned that Clients found it 
difficult to identify what they need, so the tool helps them 
by providing relevant, personalized recommendations about 
health, savings and retirement needs and goals.  

• Developed in partnership with our Insurance Research Lab, we 
launched Sun Life GO, a streamlined life insurance application 
process where Canadians can apply for life insurance in 
minutes. 

• Launched Workplace by Facebook (“Workplace”), a 
communications platform that will connect our global 
enterprise to increase collaboration and productivity across 
locations and time zones. As of the end of 2017, approximately 
14,000 Sun Life employees were using Workplace and it will be 
rolled-out to remaining Sun Life employees by April 2018.

PARTNERING TO ACCELERATE INNOVATION

To develop the next generation of digital solutions for Clients, 
and position Sun Life as a leader in insurance industry innovation, 
we continued to collaborate with leading technology innovators. 
We also formed exciting new alliances and facilitated knowledge 
sharing; for example:

• We are one of the Gold level sponsors to support the 
development of a new independent research facility in Toronto 
for AI  – the Vector Institute. It represents an exceptional 
partnership between independent researchers, academic 
institutions, government, private industry and entrepreneurs. 

• We were a principal partner in Accenture’s Fintech Innovation 
Lab Asia Pacific 2017. The 12-week program helps 10 early- to 
growth-stage start-ups refine and test their value propositions 
with the support of the world’s leading financial services firms. 
During the program, Sun Life leaders mentored five insurtech 
startups and explored opportunities to work together across 
the region.

• We hosted our first ever Insurtech Expo in partnership with 
Plug and Play, a Silicon Valley-based technology accelerator 
and venture fund. The event brought together start-ups 
from all over North America with Sun Life’s business units to 
exchange knowledge and showcase the merits of partnerships 
in accelerating innovation. 

HELPING CLIENTS FIND THE RIGHT 
HEALTHCARE PROVIDER

Our Clients have told us that a major hurdle for them in managing 
their health is finding a trusted healthcare practitioner. 

To address this, we created a national healthcare provider ratings 
network – a first of its kind for the Canadian insurance industry. 
Accessible through the Sun Life mobile app, it enables some 
three million Clients to find and rate over 100,000 healthcare 
providers across Canada (such as massage therapists, chiropractors 
and physiotherapists, dentists and optometrists), click to call for 
appointment bookings, and facilitate finding providers that offer 
direct billing.  

“We have given a voice to our Clients to help others 
using the app make more informed healthcare 
choices,” says Chris Denys, Sun Life’s Senior Vice-
President of Possibilities, Digital Health Solutions. 
“It’s similar to the TripAdvisor service but for health, 
powered by the community of Sun Life plan members.”

As of the end of 2017, the network reached over

2.5 million
healthcare provider ratings
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DATA SECURITY 
AND PRIVACY
WHY IT MATTERS

Our business is dependent on maintaining a secure, confidential 
environment for our Clients, employees and other partners’ 
information. Data security and privacy are becoming increasingly 
important as we depend more and more on mobile technologies 
to conduct business and bring solutions to our Clients who entrust 
their data to us. Our research shows that data security is one of the 
top sustainability concerns among Canadian consumers.

OUR APPROACH

Sun Life’s commitment to handling personal information with the 
utmost care is the foundation of trust that our Clients, employees 
and partners place in us. We maintain and continually invest in 
practices, processes and tools to safeguard our networks and their 
personal information. 

Our commitment to data security and privacy is established 
throughout our organization and includes executive and Board 
governance and accountability at all levels:

• Our Risk and Conduct Review Committee provides Board-level 
oversight of our privacy program. 

• The Operational Risk and Compliance Committee and 
Executive Risk Committee provide senior management 
oversight. 

• We maintain a “three-lines-of-defence” model to efficiently 
manage risk.

Data Security

We use multiple layers of security safeguards to protect Client 
information and the Sun Life digital environment; for example:

• We have a global security awareness program that is designed 
to make employees aware of their security responsibilities and 
Sun Life’s Security Policy. The program includes mandatory 
security training, security alerts and bulletins, and additional 
training for specific groups such as managers and system 
administrators. 

• Sun Life’s security architecture includes firewalls, intrusion 
detection systems, network monitoring, encryption and other 
industry standard tools, which are designed to protect and 
detect cyber security attacks.

• We maintain a vulnerability management program to identify 
and mitigate security vulnerabilities on a continuous basis, 
which provides proactive detection and control.

Our Chief Information Security Officer, who reports to the Senior 
Vice-President, Digital Transformation, manages our data security 
program.

Privacy

Our Global Privacy Program is embedded in an enterprise-wide, 
integrated risk management program and includes a range of 
processes:

• Our Global Privacy Commitment outlines a set of principles 
followed in all of our worldwide operations to help ensure that 
personal information remains private and confidential. 

• We employ privacy by design in our product development and 
include necessary privacy clauses in our contracts with third 
parties handling our Clients’ personal information.

• Employees receive company-wide privacy training and our 
comprehensive privacy policies and guidelines provide 
guidance to our employees for compliance with our corporate 
privacy commitments and all regional privacy regulation.

• We invest in thought leadership to positively influence the 
public debate on safeguarding the privacy of our Clients and 
employees. 

Our Enterprise Chief Privacy Officer provides overall direction on 
privacy and oversees our global privacy program including global 
privacy standards and practices. Our network of Privacy Officers 
are specialists and operate in every country in which we do 
business. 
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PROGRESS IN 2017
To better prepare us for new and emerging data security and 
privacy risks we continued to maintain and invest in technologies, 
practices and processes to safeguard our networks and personal 
information. 

We evolved our Global Privacy Program by:

• Developing a Privacy Risk Appetite statement accompanied 
by a “privacy compass” to manage privacy risks and guide the 
business in the development and deployment of new products 
and initiatives; 

• Enhancing our privacy risk self-assessment processes to better 
manage opportunities to identify risk and enhance privacy 
controls in our ongoing business processes, products and 
initiatives; and

• Rolling out new annual privacy training to employees across 
the globe, supported by specialized in-classroom training and 
a 12-month privacy communication program to strengthen 
employee understanding of privacy requirements.

We are continuously working to improve our security posture 
through investments in both technology and employee  
education. We:

• Made substantial investments in cybersecurity monitoring and 
attack prevention technologies and advanced data analytics; and

• Provided cybersecurity training for all employees.

250,000
phishing simulation tests delivered to employees.  
The tests aim to educate employees by simulating  

real world cyberattacks.

We believe it is imperative to collaborate with others to advance 
data security and privacy more broadly. We:

• Teamed up with numerous external stakeholders to develop 
the Canadian Assessment Framework to help determine 
whether big data activities in the private sector are legal, fair 
and just – a global first. 

• Continued to work with industry partners to develop a 
privacy transparency framework for information about 
privacy practices, with the goal of demystifying data use and 
drawing attention to what matters most to our Clients. 

• Participated in industry cyber security working groups such 
as the Cyber Security Specialists Group organized by the 
Canadian Bankers Association, Canadian Life and Health 
Insurance Association CyberSecurity Working Group and the 
Canadian Cyber Threat Exchange.

Across our global operations, we received one substantiated 
privacy complaint from a regulatory body in 2017. As a result of this 
complaint, investigated by the British Columbia Information and 
Privacy Commissioner, we worked collaboratively to modify a form 
we use to collect information.

2018 GOALS
• Continue collaboration on a national survey to better 

understand what privacy issues matter most to Canadians and 
how they want to be informed

• Revamp our global privacy impact assessment process  
and tools

• Continue to improve employee security resilience by 
developing more targeted phish tests based on geolocation or 
employee role type

MORE INFO:
• Global Privacy Commitment

• Security at Sun Life

http://informationaccountability.org/wp-content/uploads/Canadian-Assessment-Framework-final-28-feb.pdf
https://www.sunlife.ca/PSLF/canada/Privacy/Our+global+privacy+commitment?vgnLocale=en_CA
https://www.sunlife.ca/PSLF/canada/Security?vgnLocale=en_CA
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TALENT 
MANAGEMENT
WHY IT MATTERS
With 34,000 employees (including 12,600 employed by our Asia 
joint ventures) across the globe, attracting, retaining and developing 
top talent is central to our success. We believe the more engaged 
our employees are the more productive and passionate they will 
be in delivering on our Purpose of helping Clients achieve lifetime 
financial security and live healthier lives. 

OUR APPROACH

Our objective is to build and attract a disproportionate share of 
top talent across our businesses, wrapped in a winning culture 
that emphasizes collaboration, integrity and treating Clients and 
colleagues with dignity and respect.

To help our employees grow and develop, we offer learning 
opportunities at every level of the organization, from tuition 
assistance to an e-learning portal containing more than 10,000 
resources. Every year all employees must complete mandatory 
training on a range of topics. In addition, business groups hold a 
range of activities to keep employees abreast of key developments.

Recognizing the important role that leaders play in engaging talent, 
we place a strong emphasis on leadership development, from junior 
managers to senior executives. At the senior executive level, we 
provide a blend of customized development programs to foster 
strong, effective leaders.

We encourage open, two-way dialogue with our employees 
and seek their input through various channels. Every two years 
we work with an independent consulting firm to conduct our 
Global Engagement Survey, which measures the degree to which 
employees are invested in Sun Life and motivated to contribute 
their best. With 85% of employees reporting high engagement 
in our most recent survey conducted in 2016, our employee 
engagement scores exceed external benchmarks for global financial 
institutions and are on par with top-performing global companies.

PROGRESS IN 2017

Employee engagement
• We view strong employee engagement as a path to lower 

turnover, which is why we’re pleased that our global turnover 
rate, at 9.6% in 2017, continues to drop. 

• Managers and employees made significant progress to address 
insights from our biannual Global Engagement Survey, last 
administered in 2016. Highlights include increasing the ease 
of doing business with our Clients, enhancing employee 
development and recognition, and improving process 
efficiency. 

Key performance indicators 2017 2016 2015

Employee turnover rate1 9.6% 10.4% 10.6% 

Average employee tenure 8.5 
years

8.5 
years 

8.2 
years 

1Turnover rate refers to voluntary turnover

Learning and career development

In 2017, we:

• Invested more than $41 million, up from $40 million in 2016,  
in training and developing our employees globally.

• Launched eight different boot camps to build employee 
capabilities in data analytics, digital transformation, financial 
discipline and talent and culture. Over 150 leaders participated 
in these boot camps.

• Tested a new virtual reality development experience to put 
employees “in the shoes” of Clients. Using real-life work 
locations and actors, employees ran through a variety of mock 
Client service simulations to see their reality in 360-degree 
video. 

• Continued to train employees through the Brighter Way 
management system, a major initiative launched four years 
ago to actively build the capability of our people as problem 
solvers and our leaders as coaches. More than 12,000 
employees are now using this system.

• Introduced SEED (Sun Elite Executive Director), a program to 
provide intensive mentoring and coaching to selected District 
or Regional Directors in Hong Kong. SEED aims to accelerate 
their career paths to become Agency Directors within three 
years – a journey that would usually take at least nine. 

Key performance indicator

Investment in training and development ($M)

30 40 50

2015

2016

2017

$36

$40

$41
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LISTENING, LEARNING AND INVESTING IN 
NEW GENERATIONS

To build the workforce of the future, we offer progressive 
initiatives for younger workers and innovative programs for 
students and recent graduates.

• We manage a Rotational Leadership Development Program to 
provide recent graduates with opportunities in different work 
streams over three years.

• We participate in a range of student initiatives, including co-op 
and work-study opportunities, and offer only paid internships. 

• Our Millennial Think Tank is composed of leader-nominated 
millennial employees across Sun Life, who offer our 
business leaders insights into how to meet the challenges, 
expectations and needs of our millennial Clients while 
gaining a unique development and networking experience.

“As members of the Millennial Think Tank, we see 
how our opinions are valued and heard,” says Sun 
Life’s Ksenia Artemenko. A good example of that is 
Sun Life’s interactive digital coach that helps Clients 
fully utilize their benefits and pension plans, named 
Ella.  We participated in workshops to support the 
project team in shaping the vision and character 
of Ella before it was finalized and launched. This, 
and other similar workshops, give us exposure to 
different business units and leaders at Sun Life that 
perhaps we would not have the chance to work with 
and meet, in person.”

67%
Director level and above roles 

filled through lateral moves  
and promotions

$41 million
invested in training and 

development in 2017

96%
of participants were highly satisfied 

with their instructor led training 
sessions in 2017
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WORKFORCE 
WELLNESS
WHY IT MATTERS

Employee wellness underpins our ability to deliver exceptional service 
to Clients and attract and retain top talent. Research shows that a 
healthy employee is a more engaged employee and a more engaged 
employee is critical to the success of our high-performance culture.

OUR APPROACH
We are continuously investing in a culture of wellness that empowers 
our employees to be their best selves. We take a holistic view of 
workforce wellness by focusing on physical, mental and financial 
wellness. This approach helps frame our benefits programs, set 
priorities and embed wellness into Sun Life’s culture.

We invest in a wide variety of programs, incentives and services 
to promote wellness and help our employees identify health risks, 
prevent serious diseases and lead healthier lifestyles. Among our 
employee offerings are:

• Flexible work options

• Competitive benefits packages

• Retirement and savings plans

• Access to third-party confidential professional advice and 
support (Employee Assistance Program)

• A Benevolent Fund to assist employees and their families facing 
difficult financial circumstances due to illness, death or other 
unforeseen events

Benefit programs in each country are designed to be locally 
relevant. For example, financial wellness programs for eligible 
Canadian employees include:

• Pension, share and savings programs – which help employees 
build savings and enhance their financial security

• Subsidized insurance – including life, disability, home and auto 

• Individual financial advice sessions and group education 
sessions

• Flexible Benefits Program – which allows eligible employees to 
personalize their health and wellness experience

Our employees in Canada and the U.S. can earn financial incentives 
by participating in various wellness activities. In Canada, over 
6,600 employees received a financial incentive that can be used 
to pay for eligible wellness products and activities - such as fitness 
memberships, health-related services, and child and elder care 
expenses - for any family member. In the U.S., over 950 employees 
received a medical premium reduction either by taking a health 
assessment and achieving biometric screening results in healthy 
ranges in three out of five categories or attending 3 out of 8 
wellness seminars if they did not.

In Canada and the U.S., a network of more than 230 Wellness 
Ambassadors (employee volunteers) promotes local programs 
and initiatives in support of Sun Life’s wellness focus areas. The 
Wellness Ambassadors work together with our Benefits and 
Wellness team to make wellness an ongoing topic of discussion and 
encourage participation.

Our leaders play an important role in promoting a culture of 
wellness. Each year, they evaluate the effectiveness of our Benefits 
and Wellness program based on employee feedback and data. For 
instance, when we identified an increased need for mental health 

support, we increased our psychology benefit under our Canadian 
employee benefits plan from $1,200 to $12,500 a year for employees 
and their dependents.

PROGRESS IN 2017
• Unveiled our Global Wellness Framework to foster a common 

wellness philosophy across the organization. Programming is 
delivered regionally and is aligned with Sun Life’s Purpose. 

• Ran our global Wellness Challenge and achieved a 27% 
participation rate. The “healthy competition” encourages 
employees to make small but significant changes to their 
financial, physical and mental well-being using an online app to 
track points for wellness activities like exercising, de-stressing 
and managing finances.

As a result of our wellness efforts, our casual absence rate in Canada 
is 7.4 days, which is 1.9 days below the Canadian average of 9.3 days1. 

1Statistics Canada. “Work Absences in 2011”. 2015.

3 in 5 employees
participated in our wellness programs (in Canada)

27% of employees
took part in our global Wellness Challenge, with  

91% saying they achieved their goals and 65% reporting 
higher productivity

https://www.statcan.gc.ca/pub/71-211-x/2012000/part-partie1-eng.htm
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Physical wellness

From health coaching sessions with a registered nurse to healthy 
workplace month, we have a range of programs in place to help 
our employees manage their physical wellness. In 2017, we built on 
these programs; for example: 

• As part of International Women’s Day, our Asia Service Centre 
India (ASCI) offered preventative health profiling and various 
wellness initiatives to encourage self-awareness and spread 
knowledge about health risks specific to women.

• During Diabetes Awareness Month in November, we ran a 
number of campaigns for our employees, and encouraged 
all of our employees globally to take the online diabetes 
risk assessment. Learn more about our diabetes prevention 
initiatives on page 37.

• We incented employees to participate in free, onsite health 
screening clinics, in which one in two Canadian employees 
participated. By bringing health screening into the workplace, 
we are underscoring the importance of prevention.

• Bentall Kennedy, a Sun Life Investment Management company, 
became an official ‘Fitwel Champion’, committing to apply 
innovative health and wellness strategies to at least three 
projects across its building portfolio. 

Mental wellness 

In an era where mental health claims represent almost 30% of 
disability claims2 in Canada, Sun Life is committed to providing 
access to meaningful care in innovative and easily accessible ways. 

2Sairanen, S., Matzanke, D., & Smeall, D. “The business case: Collaborating to help 
employees maintain their mental well-being.” Healthcare Papers, 11, 2011, pp. 78–84.

As a provider of benefits, several years ago we recognized there 
was an increased need for mental health support as people weren’t 
fully utilizing their benefits – even though the data showed they 
needed support. In Canada, we identified three areas for program 

enhancements: access to care, continuity of care, and funding to 
pay for care. Since then, we have been driving a mental wellness 
agenda forward. In 2017, we:

• Provided a Mental Health Toolkit and “Managing Mental Health 
in the Workplace” training to people managers. 

• Raised employee awareness on World Mental Health Day of 
resources available to them to help them build resilience. 

Financial wellness
• Sun Life spent $3.7 billion on compensation and benefits 

programs globally, up from $3.4 billion in 2016.

• During Financial Literacy Month in Canada, employees had 
the opportunity to visit drop-in booths, advisor sessions 
and webinars to get assistance with financial planning and 
management. More than 3,500 employees participated, up 
from 2,500 in 2016.

• As part of International Women’s Day, our ASCI ran financial 
control sessions with tips on how professional women can take 
charge of their own finances and manage their investments 
better. 

THE STATE OF FINANCIAL WELLNESS  
IN CANADA

To promote the importance of financial wellness, in 2017  
Sun Life provided support to The Conference Board of 
Canada for the publication of two research reports on 
financial wellness in Canada:

• Financial Wellness and its Impacts on Individuals, 
Businesses and Society explored the financial literacy, 
financial health and retirement readiness of Canadians. 

• The Design and Impact of Employer-Sponsored Financial 
Wellness Programs looked at financial wellness initiatives 
and offerings at over 160 organizations across Canada. 
The report also highlighted best practices and next 
steps for companies looking to strengthen their financial 
wellness programming. 

Key performance indicators 2017 2016 2015

Total spent on compensation and 
benefits programs globally ($B)

$3.7 $3.4 $2.8

Percentage of eligible employees 
in Canada making voluntary 
contributions to Sun Life’s defined 
contribution plan

83% 82% 80%

Percentage of eligible employees in 
Canada participating in  
Sun Life’s share purchase plan

62% 57% 56%

http://www.longwoods.com/content/22413
http://www.conferenceboard.ca/e-library/abstract.aspx?did=9102&AspxAutoDetectCookieSupport=1
http://www.conferenceboard.ca/e-library/abstract.aspx?did=9104
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DIVERSITY AND 
INCLUSION
WHY IT MATTERS

We appreciate the value diverse cultures, perspectives and 
identities bring to our business. We view diversity and inclusion 
as key drivers of innovation, engagement and sustainability, and a 
foundation for understanding Clients and their needs.

OUR APPROACH

Throughout the enterprise, our business practices reflect a 
commitment to diversity and inclusion. We embrace diversity of 
all kinds – gender, race, religion, age, country of origin and sexual 
orientation. We strive to make sure our employees feel respected, 
connected and inspired to be their very best.

Guided by an enterprise-wide diversity and inclusion strategy, we 
work to embed diversity and inclusion in our workplace culture and 
practices – from recruitment, training and mentoring to benefit 
programs and leadership development – wherever we operate. 

We developed a scorecard and key measures to track our progress 
over time, and our Diversity and Inclusion Index, created from data 
in our bi-annual Global Engagement Survey, allows us to pinpoint 
areas where we can continue to evolve our inclusive culture. 

Our diversity and inclusion strategy has three areas  
of focus: 

• Clients: Reflect the diversity of our Client base and meet 
their differing needs and priorities in all of our markets and 
businesses. 

• Colleagues: Help all employees contribute to their full 
potential.

• Communities: Help foster diverse and inclusive communities 
through key partnerships and encourage diverse suppliers as 
part of our competitive bidding process.

Our executive team is committed to strengthening diversity and 
inclusion across our global footprint. Our Senior Vice-President, 
Global Talent, is responsible for overseeing diversity and inclusion. 
Across the Company, senior leaders focus on specific actions to 
enhance diversity and inclusion in their business areas. Sun Life’s 
senior management team and Board of Directors receive regular 
updates on our activities and progress, including gender diversity, 
particularly women in senior management. 

PROGRESS IN 2017
This past year we continued to progress on our diversity and 
inclusion journey. We delivered Unconscious Bias Awareness 
sessions to more than 1,300 leaders in North America and Europe. 
We saw growth in both employee-led inclusion groups and 
staff engagement in online discussions on how we can enhance 
our inclusive culture. We also recognized a number of annual 
observances, including the Canadian Mental Health Association’s 
Mental Health Week, International Day of Persons with Disabilities 
and National Indigenous People’s Day. 

Gender equality
• Our Asia Service Centre India launched two programs – Inclusive 

Leadership for People Managers and Women Mentoring Pilot.

• Membership in our Women’s Leadership Network continued to 
grow – from 605 Sun Life employees in 2016 to 726 in 2017. This 
group is dedicated to helping women achieve their full potential 
through mentoring opportunities, development programs and 
other supports. 

• Sun Life’s EmpoweredXchanges rallies women and men across our 
organization to ensure women equally seize all opportunities and 
realize their ambition. The initiative has three areas of focus – to 
be more confident, grow your influence and take more risks. 

• As part of our commitment to 100% Talent: The Boston Women’s 
Compact, we continued working to close the gender wage gap 
and level the playing field for working women. 

Representation of women

33%
Senior management

46%
Middle management

63%
Staff level



LGBTQ community
• Added gender transition support to our Flexible Benefits 

Program in Canada, to a lifetime maximum of $100,000, 
including related expenses. 

• Launched the Sun Life Pride Network in Canada, with a mission 
to promote an inclusive culture for LGBTQ employees and 
Clients, by being a visible and accessible resource regarding 
LGBTQ interests. 

• Members of GLOBE, our U.S. Gays, Lesbians & Others 
Building Equality Inclusion Network, organized events and 
presentations, such as a discussion on LGBTQ issues in the 
current U.S. political climate.

• Sponsored the National Gay and Lesbian Chamber of 
Commerce Global 5th LGBT Summit of the Americas in Toronto 
and hosted a Canadian Gay and Lesbian Chamber of Commerce 
supplier diversity event.

• Continued to participate in Pride at Work Canada, learning and 
exploring further ways of creating a safer, more inclusive culture 
for LGBTQ employees. 

• Supported Pride Month in all of our locations in North America 
and employees also participated in Pride marches and festivals 
in various cities, including Boston, Dublin, Kansas City, Portland, 
Edmonton and Toronto.

Indigenous peoples in Canada 
• Committed $450,000 in support of the Play for Prevention 

program offered by Right To Play. The program aims to address 
health issues affecting many Indigenous communities by 
involving Indigenous youth in physical activity and healthy 
nutrition workshops. 

• Sun Life is a member of Canadian Aboriginal & Minority 
Supplier Council, an organization focused on deepening 
business relationships and driving economic growth of the 
Canadian supply chain through the inclusion of Aboriginals and 
Minority suppliers.

• We sponsor Indspire’s bursary and scholarships program for 
Indigenous peoples. 

Persons with disabilities
• Our multi-year Accessibility Plan in Canada outlines our 

approach to establishing accessible products, services, 
employment and workplaces in a way that respects the dignity 
and independence of persons with disabilities.. 

• We have an accommodation policy in Canada that includes 
working with individual employees and candidates requiring an 
accommodation due to disability, to find a solution that allows 
them to perform in their roles. This may include modification 
of hours, roles or the provision of appropriate job aids. 

• We ensure our employment processes and practices support 
our commitment to inclusion. 
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#SunLifePride

AND SO ARE YOU

BE SUNNY AND PROUD

THE SUN’S OUT...
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AWARDS AND RECOGNITION
• Named as one of Canada’s Greenest Employers by the editors 

of Canada’s Top 100 Employers, for creating a workplace culture 
of environmental awareness

• The Global Real Estate Sustainability Benchmark recognized 
Bentall Kennedy (a member firm of the Sun Life Investment 
Management group of companies) as one of the top firms 
in the world for their commitment to sustainable property 
management and investing, for the seventh consecutive year

• 2017 Canadian General Counsel Awards recognized Melissa 
Kennedy, Executive Vice-President, Chief Legal Officer & Public 
Affairs, and Executive Sponsor of Sustainability at Sun Life, 
with the Environmental, Social and Governance Award for her 
commitment and leadership in sustainability

At Sun Life, we recognize the links between 
a healthy planet and a healthy economy, on 
which our company depends. By improving our 
environmental performance and embedding 
environmental, social and governance factors into 
our investment decisions, we are creating a more 
sustainable organization while supporting the 
transition to a lower-carbon economy. 

IN THIS SECTION

1 .  Operational Footprint

2 . Sustainable Investing
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OPERATIONAL 
FOOTPRINT
WHY IT MATTERS

Sun Life actively manages its operational footprint. We take 
accountability for the impact that our activities have on the 
environment, so it’s essential that we find ways to use resources, 
like energy, paper, water and materials, in a sustainable way. 

Our consumer and employee research confirms that environmental 
responsibility is important and relevant, and that sustainability 
activities are a vital part of how people form their opinions of 
businesses. We recognize the negative impacts that a changing 
climate and climate-related risks can have on our operations, Clients 
and communities, and the importance of supporting the shift to 
a lower-carbon economy. Working to decrease our operational 
footprint and greenhouse gas (GHG) emissions can reduce operating 
costs and help us gain insights into greener business practices.

OUR APPROACH

At Sun Life, we integrate environmental sustainability into our 
day-to-day operations and continue to take actions to reduce our 
operational footprint. Our environmental framework introduced 
in 2016 strengthens our roadmap towards strong environmental 
management across both our owned and occupied properties 
worldwide, including tracking and reporting on key environmental 
indicators. It outlines our management objectives and approach to 
reducing our global GHG emissions1. 

1See detailed GHG emissions reporting and notes on pages 28 and 30.

As part of our continued efforts to be accountable for our 
environmental impact, including our contribution to and impacts 
on climate change, we are:

• Finding opportunities to reduce GHG emissions from our own 
operations, 

•  Educating our employees on the importance of eco-efficiency 
and the role they can play to help Sun Life meet its goals, while 
also engaging them in local green initiatives such as the Great 
Canadian Shoreline Cleanup,

• Financing clean and renewable energy projects and 
environmentally-friendly infrastructure through our investment 
portfolio (see Infrastructure Investments and Sustainable 
Investing sections for details), and

• Working with suppliers on environmental and broader 
sustainability considerations.

Environmental accountability is embedded in our governance 
structure. Sun Life’s Environmental Sustainability Committee 
takes an active role in developing environmental goals, identifying 
opportunities to reduce our environmental impact and developing 
implementation plans. 

We participate in various external forums and collaborate with 
others to better understand today’s environmental challenges and 
how best to address them. Some of these include: United Nations 
Environment Programme Finance Initiative, CDP Climate Change 
Program and Corporate Knights Council for Clean Capitalism.
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PROGRESS IN 2017 

GHG reduction targets 

Building on the significant progress made in 2016 to expand the 
scope of our environmental reporting, in 2017, Sun Life committed 
to short- and long-term global GHG reduction targets: reduce our 
GHG emissions intensity by 20% by 2020, and 30% by 2030 (relative 
to a 2014 baseline). 

Our targets reflect extensive internal stakeholder consultation, are 
guided by government commitments and industry frameworks, and 
align with our ambition to be one of the best insurance and asset 
management companies in the world. 

Global GHG emissions intensity reduction targets1-4

1Composed of GHG emissions resulting from energy, water, and waste (where weight data 
exists), and normalized to remove the impact of changing weather, occupancy and exceptional 
loads, for Canada, United States and International Real Estate Investment properties where  
Sun Life has financial control and global corporate real estate properties >40,000 ft² where 
Sun Life has financial control.  
2On an intensity basis (tonnes of carbon dioxide equivalent per square foot) relative to a 2014 
baseline.
3Year-over-year reductions are calculated annually and cumulatively reported vs. the 2014 
baseline.
4Reported reductions account for the purchase of renewable energy credits (RECs) and carbon 
offsets (net, market-based reporting).

20% by 2020
30% by 2030

Global GHG emissions intensity reduction (2020 target)1-4

Our total targeted global GHG emissions intensity decreased by 
14.7% as of the end of 2017, compared to our 2014 baseline year. 
While we have made strong progress, we anticipate that the level 
of effort, investment and commitment required to reach our 2020 
and 2030 targets will increase over time. We view these targets as 
ambitious, but achievable.

Our global target is composed of two segments: Real Estate 
Investments (Sun Life owned properties) and corporate real estate 
(Sun Life occupied space)1. 

• Our year-over-year decrease in targeted global GHG emissions 
intensity was 2.6%, keeping us on-track to exceed our 2020 
target.

• Year-over-year GHG emissions intensity decreased 
approximately 2.8% in our global Real Estate Investment target 
segment1 (comprising approximately 90% of our target global 
GHG emissions), while remaining relatively constant in our 
global corporate real estate target segment1.

• These reductions are the result of proactive energy and 
resource management in the investment portfolio, the 
implementation of tenant and employee engagement programs, 
and leveraging advanced data analytics to optimize building 
performance. 

GREEN-CERTIFIED BUILDINGS

In North America, Sun Life owns and leases over 20 million 
square feet of green-certified space. As buildings are a major 
contributor to GHG emissions, we strive to ensure our facilities are 
environmentally sound. All of our major corporate sites in Canada, 
in addition to many properties in our investment portfolio, are 
Leadership in Energy and Environmental Design (LEED®)5 or BOMA 
BEST6 certified. Our corporate headquarters in Toronto is situated 
in a building that is LEED® Platinum Certified, the highest level of 
LEED® certification.

5LEED®—an acronym for Leadership in Energy and Environmental Design™— is a registered trademark 
of the U.S. Green Building Council®. The Canada Green Building Council is the sole license holder for 
the LEED® trademark in Canada.
6BOMA BEST Sustainable Buildings certification recognizes excellence in energy and environmental 
management and performance in commercial real estate. The Program is managed by the Building 
Owners and Managers Association of Canada (BOMA Canada) and delivered by the eleven Local 
BOMA Associations throughout Canada.
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GLOBAL ENVIRONMENTAL PERFORMANCE

The following section reports in detail on our real estate-related 
GHG emissions, energy and water use, and GHG emissions from 
corporate travel, all per the GHG Protocol. 

GHG emissions (real estate)

Between 2015 and 2017, we achieved a 7% reduction in GHG 
emissions across our combined corporate real estate and Real 
Estate Investment portfolio, as reported in the table to the right. 
On a year-over-year basis, total net GHG emissions (market-based) 
remained relatively constant. While we achieved reductions in GHG 
emissions intensity, absolute emissions remained relatively constant 
due to the addition of properties through new construction, and 
variations in weather and occupancy.  

7% reduction 
in global GHG emissions from 2015 to 2017

5% decrease 
in global energy use intensity from 2015 to 2017

69% waste diversion 
in our Canadian operations

Global GHG emissions associated with real estate (tCO2e) 2015 2016 2017

Corporate real estate (Sun Life occupied space)1

Scope 1 (Sun Life paid5 natural gas, oil) 2,295 2,071 2,170

Scope 2 (Sun Life paid5 electricity, steam, chilled water) 9,037 9,054 8,650

Scope 3 (Water, landlord paid utilities) 8,023 7,905 8,013

Total location-based2 19,356 19,030 18,833

Total market-based3 19,356 19,030 18,283

Market-based emissions intensity3 (kgCO
2
e/ft²) 5.0 4.9 4.7

Real Estate Investments (Sun Life owned properties)

Scope 1 (Sun Life paid natural gas, oil) 25,451 25,348 27,436

Scope 2 (Sun Life paid electricity, steam, chilled water) 67,621 65,086 63,891

Scope 3 (Water, waste4, tenant paid6 electricity) 10,505 9,470 9,706

Total location-based2 103,577 99,904 101,033

Total market-based3 103,577 97,578 98,103

Market-based emissions intensity3 (kgCO
2
e/ft²) 3.8 3.5 3.4

Total

Carbon offsets -1,200 -2,665 -2,665

Total net7 emissions (market-based3) 121,733 113,943 113,721

1Some corporate real estate offices are located in Real Estate Investment properties. To avoid double-counting, energy/water/emissions are 
counted under the Real Estate Investment portfolio in these cases. 
2Location-based electricity emissions reflect the grid-average emission intensity (gCO

2
e/kWh) for the region in which a property is located.

3Market-based electricity emissions reflect contractual instruments implemented with respect to electricity purchases, i.e. renewable energy 
credits (RECs). RECs purchased before 2016 do not adhere to the quality criteria set out in the WRI Scope 2 Guidance and are therefore not 
reported. 
4Emissions resulting from waste are reported for Real Estate Investment properties, where available. Emissions from waste used to produce energy 
at Waste to Energy facilities are not considered to be in scope. 
5Utilities billed directly to Sun Life by the utility vendor, or submetered by the landlord and recovered from Sun Life based on actual consumption. 
6Submetered utility use for which costs are recovered from tenants based on actual consumption. 
7Net emissions account for carbon offsets purchased to offset property emissions. 

Please see additional notes on page 30.
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Energy

Between 2015 and 2017, we achieved a 5% reduction in energy use 
intensity across our combined corporate real estate and Real Estate 
Investment portfolio as reported in the table below. Our energy 
use intensity is declining as we continue to implement energy-
efficiency projects and innovative energy management programs, 
and build employee and tenant awareness of their roles in reducing 
energy consumption. 

Global energy use associated 
with real estate

2015 2016 2017

Corporate real estate (Sun Life occupied space)1

Energy use (eMWh) 93,026 91,337 89,285

Energy use intensity (kWh/ft²) 24.1 23.6 23.1

Real Estate Investments (Sun Life owned properties)

Energy use (eMWh) 366,063 362,384 370,913

Renewable energy use (eMWh) 15,313 13,356 25,728

Energy use intensity (kWh/ft²) 12.7 12.1 12.2

Total energy use (eMWh) 459,089 453,721 460,198

Overall energy use intensity (kWh/ft²) 14.1 13.4 13.4

1Some corporate real estate offices are located in Real Estate Investment 
properties. To avoid double-counting, energy/water/emissions are counted under 
the Real Estate Investment portfolio in these cases.

Please see additional notes on page 30.

Water

Between 2015 and 2017, we reduced water use intensity  
(L/ft2) across our combined corporate real estate and Real Estate 
Investment portfolio by 4%. Looking forward, we will continue to 
identify water saving measures within our real estate portfolios and 
undergo retrofits where feasible.

Global water use associated 
with real estate

2015 2016 2017

Corporate real estate (Sun Life occupied space)1

Water use (m³) 261,887 256,886 261,627

Water use intensity (L/ft²) 68.0 66.5 67.6

Real Estate Investments (Sun Life owned properties)

Water use (m³) 1,938,461 2,018,344 1,961,480

Water use intensity (L/ft²) 67.3 67.5 64.3

Total water use (m³) 2,200,348 2,275,229 2,223,106

Overall water use 
intensity (L/ft²)

67.4 67.4 64.6

Please see additional notes on page 30.

Corporate travel

From 2015 to 2017, GHG emissions attributed to corporate travel 
decreased by 9%. As Sun Life continues to encourage employees 
to reduce travel, invest in technologies such as video-conferencing 
capabilities and offer new travel options, we aim to reduce the 
overall amount of corporate travel. 

In 2017, Sun Life introduced a number of eco-friendly alternative 
offerings to encourage employees to travel greener, including:

• An eco-friendly taxi service in Montreal that uses a fully-
electric fleet

• A fully electric green fleet of vehicles for Toronto airport
transfers

• Hybrid and e-vehicle first choice offering (where applicable) for
rental cars

• Enhanced analytics on employee-claimed mileage to identify
use of alternative fuel vehicles

GHG emissions associated 
with corporate travel (tCO2e)

2015 2016 2017

Car 2,883 3,199 2,791

Air 7,935 7,462 7,064

Rail 45 42 32

Total 10,864 10,703 9,888

Travel emissions data accounts for materially all corporate travel by air, rail, car rental for 
business purposes and employee-claimed mileage (employee-owned car travel) for Sun Life’s 
North American operations, and by employees based in the following office locations: India, 
the Philippines, the United Kingdom, Hong Kong and Ireland. Please see additional notes on  
page 30.
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Notes on global environmental performance tables on 
pages 28 to 29
The following notes apply to GHG emissions, energy and water consumption associated  
with real estate, and GHG emissions associated with corporate travel, as reported on  
pages 28 to 29. 

• Energy, water and GHG values are calculated based on the Greenhouse Gas Protocol and 
Scope 2 Guidance of the World Resources Institute (WRI) and the World Business Council for 
Sustainable Development (www.ghgprotocol.org).

• Sun Life has chosen the Financial Control approach for determining the scope of its GHG and 
energy use reporting. Properties partially owned by Sun Life are accounted for based on Sun 
Life’s equity share in the properties.

• All GHG values are listed in tonnes of carbon dioxide equivalents (tCO
2
e); all energy use 

values are in equivalent kilowatt hours (ekWh); both are reported for the calendar year 
(January 1 to December 31).

• Emission factors are taken from publicly available sources, including National Inventory 
Report 1990-2015: Greenhouse Gas Sources and Sinks in Canada (Environment and Climate 
Change Canada); United States Environmental Protection Agency Emissions & Generation 
Resource Integrated Database (eGRID) (eGRID2014v2); CO

2
 Emissions from Fuel Combustion 

(International Energy Agency, 2017); 2017 Government Greenhouse Gas Conversion Factors 
for Company Reporting (UK Department for Business Energy & Industrial Strategy). 

• Global warming potentials are taken from the Intergovernmental Panel on Climate Change 
(IPCC) Fourth Assessment Report - Errata (IPCC 2012).

Paper

Becoming paperless across our operations is a business imperative. 
In addition to committing to GHG reduction targets, in 2017  
Sun Life introduced a paper reduction target: to reduce paper use 
in our North American operations by 30% by 2020 (relative to a 
2014 baseline). In 2017, compared to 2014, total paper consumption 
in North America decreased by approximately 15%.

To help us achieve our paper reduction goals, we have continued 
to encourage employees to rethink their printing activities, changed 
the way some paper is purchased and printed (resulting in zero 
waste) and reduced the amount of paper distributed to Clients 
through statements and other mailings. Our investments in digital 
innovation are playing a significant role in decreasing paper use (see 
page 15).

Paper consumption (tonnes) 
in North America1

2015 2016 2017

Office paper (internal)2 299 2944 248

Business forms (external)3 914 836 796

Total 1,213 1,130 1,044

1Approximate total volumes from operations in Canada and the U.S., excluding subsidiaries.
2Copy paper printed from networked printing devices 
3Marketing, direct-mail, statements
4Restated due to data omission error 

Waste

In 2017, the average waste diversion rate at our major office sites in 
Canada was 69%, down from 77% in 2016. 

Our corporate real estate teams in Canada work with local waste 
management contractors and property managers at our major 
office sites to continue to track waste data, identify improvements 
and drive greater landfill diversion. We are working with these 
service providers to understand the reason for the year-over-year 
decrease in the waste diversion rate. We continue to encourage our 
employees to reduce waste to landfill through a range of recycling 
and composting programs (as available). 

http://www.ghgprotocol.org
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A RESPONSIBLE OFFICE MOVE

In 2017, Sun Life relocated its corporate headquarters to a 
LEED® Platinum Certified building, One York, in Toronto. 
Through efforts to donate, reuse, recycle and sell furnishings, 
supplies and equipment from the previous Toronto sites, we:  

• Diverted 94% of these materials from landfill

• Donated $64,000 worth of furnishings, supplies and 
equipment to four local community organizations

This represents the equivalent of saving CO
2
 emissions from 

446 passenger vehicles driven for one year.

The move to One York represents a strategic opportunity 
to increase our efficiency, which will be reflected across our 
global footprint over time: low energy use intensity, increased 
natural light, improved access to commuting hubs, and more 
efficient use of space.

Sustainability within our supply chain

We expect our suppliers to conduct their business ethically and 
responsibly and in full compliance with all applicable laws and 
regulatory requirements. Our main categories of suppliers are 
advertising and marketing, business services, HR and professional 
services, information technology and real estate. 

In North America, to help ensure our suppliers are aligned with our 
focus on sustainability:

• We maintain a Supplier Code of Conduct and ask that 
suppliers acknowledge the code.

• We assess potential suppliers on sustainability criteria as part 
of our Request for Proposal process. The scope of questions 
covers environment, diversity and inclusion, and broader 
sustainability topics.   

In 2017, Sun Life reviewed its supplier sustainability program and  
in 2018 intends to launch a more focused program aligned with  
Sun Life’s sustainability strategy.
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SUSTAINABLE 
INVESTING
WHY IT MATTERS

We believe sustainable investing can improve the long-term return 
on our assets. Such sustainability practices can help achieve 
superior sustainable investing results while also benefiting the 
communities where we live and do business. Incorporating an 
environmental, social and governance (ESG) lens in investment 
decision-making helps us to manage risks in our investment 
portfolios and to identify opportunities related to ESG trends. 
Institutional investors continue to seek tangible examples of how 
asset managers incorporate sustainability principles into their 
investment decisions.

OUR APPROACH

Our sustainability beliefs

A key part of our growth strategy is being a leader in global 
asset management. Sun Life has extensive experience in asset 
management and operates two complementary yet distinct asset 
management businesses, which together manage over $675 billion1 
through:

1As of December 31, 2017 

• MFS Investment Management (MFS)2, a global asset 
management company active in public markets with a broad 
range of equity and fixed income products for institutional and 
retail investors; and 

• Sun Life Investment Management3, an institutional investment 
management business that has operations based in the U.S. and 
Canada. Sun Life Investment Management delivers customized 
fixed income solutions, including liability driven investing, and 
a suite of alternative, yield-oriented asset classes, including 
private fixed income, real estate, and commercial mortgages 
to third-party institutional investors and is responsible for 
the management of Sun Life’s General Account supporting its 
insurance business.

2For more information on MFS Investment Management’s sustainable investing practices, 
please visit www.MFS.com.

3The Sun Life Investment Management group of institutional investment management 
companies comprises Sun Life Institutional Investments (Canada) Inc. and Bentall Kennedy 
(Canada) Limited Partnership in Canada, and Prime Advisors Inc., Ryan Labs Asset Management 
and Bentall Kennedy (U.S.) Limited Partnership in the United States.

Signatories to the United Nations-supported Principles 
for Responsible Investment (PRI): 

• Sun Life Assurance Company of Canada – this applies 
to Sun Life’s General Account and Sun Life Institutional 
Investments (Canada) Inc., a Sun Life Investment 
Management company

• Bentall Kennedy

• MFS Investment Management  

Our signatories publicly report on sustainability initiatives 
each year. In addition to this report, you can find more 
information on sustainable investing activities in the 2017 
MFS Sustainable Investing Annual Report and on Bentall 
Kennedy’s Corporate Responsibility site.

These businesses develop investment strategies to achieve the 
specific goals of Sun Life’s General Account and our Clients, striving 
to ensure that our investments generate strong financial returns 
over the long term, that our investment practices consider ESG 
factors, and that our actions as an organization will have a positive 
impact on the well-being of the communities in which we work  
and live.

Our investment approach

Our approach to sustainable investing on behalf of the General 
Account and Clients of Sun Life Institutional Investments (Canada) 
Inc. and Bentall Kennedy, is built on the following elements:

• We invest sustainably to improve the long-term risk-adjusted 
return on Client assets. 

• We factor non-financial risks, which include ESG risks, into our 
investment decisions.

• Our identification, measurement and management of non-
financial risks is dynamic.

• We are actively engaged in broader sustainability initiatives 
such as participation in external forums on sustainable 
investing.

For each asset class in which we invest, we track and communicate 
our sustainable investing efforts to ensure consistent analysis 
across all our investments. We believe in engaging and collaborating 
with the entities in which we invest to improve their sustainability 
policies and activities, and seek greater disclosure of sustainability 
risk metrics. Where we take an investment/ownership interest 
in companies, we seek to engage management in support of 
sustainability, and where we have a right to vote on proposals 
brought before shareholders, we will exercise this right in support 
of sustainability initiatives.

https://www.mfs.com/content/dam/mfs-enterprise/mfscom/news/mfse_esg_bro.pdf
https://www.mfs.com/content/dam/mfs-enterprise/mfscom/news/mfse_esg_bro.pdf
http://cr.bentallkennedy.com/Home
http://cr.bentallkennedy.com/Home
http://www.MFS.com
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PROGRESS IN 2017 
Sun Life Investment Management continued to build long-term, 
sustainable value, firmly rooted in responsible investment practices, 
for our Clients and the General Account. 

• We strengthened our sustainability framework within Sun Life 
Investment Management with the development of a series of 
sustainable investing principles, along with a communications 
plan. This effort seeks to build greater transparency and 
standards around our sustainability investing activities among 
our stakeholders. 

• For the seventh straight year, the Global Real Estate 
Sustainability Benchmark (GRESB) recognized Bentall Kennedy 
as one of the top three firms in the world for sustainable 
property management and investing. 

• We invested nearly $1 billion in clean and renewable energy 
projects in Canada and the U.S. Our total portfolio in this area 
is $5 billion. For example, we invested in a U.S. energy storage 
facility that uses emerging battery storage technology to 
reduce its carbon footprint.

• We purchased more than $20 million of the City of Ottawa 
green bond – the first municipal green bond issued in Canada 
– bringing our total green bond holdings to $88 million. Ottawa 
intends to use the proceeds to help achieve emission targets 
and finance light rail transit. 

• We developed a LEED® Silver 510,000 square foot bulk 
warehouse building and a LEED® Silver 78,654 square foot 
industrial building, both in California. We also received 
LEED® Platinum certification for One York, an office complex 
in Toronto, Ontario and home to Sun Life’s corporate 
headquarters, as well as LEED® Platinum and BOMA BEST (v3.0) 
certification for Sun Life Financial Centre, a two-building office 
complex in Ottawa, Ontario. 

• Bentall Kennedy launched a benchmarking survey to track 
property-level sustainability data to inform budget decisions, 
benchmark performance against Bentall Kennedy sustainability 
best practices, and enhance reporting.

• To assist with supporting bee populations, Sun Life 
invested in the installation of beehives at three of its 
properties in the Greater Toronto and Greater Montreal 
areas. Tenants at the properties were engaged throughout 
the project, which ended the year with honey harvests 
and honey-themed tenant events. 

• We met our commitments as signatories to PRI, and in an 
annual review of approximately 1,750 signatories from over 
50 countries, PRI scored Sun Life Assurance Company of 
Canada4 and Bentall Kennedy among the top institutional 
investors in the world for 2017. 

“The reason why Bentall Kennedy manages to 
replicate its incredible performance year after 
year is because they have made sustainability 
an integrated part of their business. From 
the corporate leadership, across the asset 
managers, leasing teams and property 
managers, the Bentall Kennedy team redefines 
tenant engagement and pushes the boundaries 

of responsible investment with great results.” 
Roxana Isaiu, Director, ESG & Real Estate GRESB

100%
investments analyzed for 

ESG factors

Top 3
firms in the world for 
sustainable investing 

(Bentall Kennedy) 

Awarded top scores by PRI for excellence in 
sustainable investing:
1. Strategy & Governance: Bentall Kennedy and  

Sun Life Assurance Company of Canada4 recognized for 
overall approach to responsible investment policy and 
collaboration on responsible investment.

2. Property: Bentall Kennedy recognized for responsible 
investment implementation during fundraising and 
throughout the investment processes.

4This applies to Sun Life’s General Account and Sun Life Institutional Investments 
(Canada) Inc., a Sun Life Investment Management company
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2018 GOALS
• Form a Sustainable Investing Council with representatives 

across asset classes. The Council will provide a forum to 
discuss, establish and disseminate best practices in maintaining 
a robust sustainable investing culture.

• Fully implement a climate change investment strategy that 
addresses the impact of climate change on the management of 
our investment portfolio.

APPLYING SUSTAINABLE PRACTICES IN OUR 
REAL ESTATE INVESTMENT PORTFOLIO 

Sun Life Financial strives to be a socially and environmentally 
responsible landlord and property owner when managing and 
investing in real estate. We seek to own and develop real estate 
assets that have a sustainable footprint, achieved through proactive 
management of environmental effects. 

An example is our investment in Toronto’s Liberty Village 
neighbourhood. Sun Life teamed up with Hullmark to develop a 
new heavy timber commercial building (pictured, right) that defines 
a new kind of workplace and minimizes environmental impacts. 
Upon completion it will be the first timber-framed commercial 
building constructed in the city this generation. When considered 
over its lifetime, wood is superior when measured against concrete 
and steel in terms of embodied energy, air and water pollution, and 
carbon footprint. 

The five-story building, which is planned for completion 
in 2018, integrates natural materials and greener building 
products (low-emitting paints, stains, adhesives, etc.) as well 
as features such as high-performance water and air-quality 
systems, to create a more sustainable built environment and a 
healthier and more productive workplace.

DEVELOPING A CLIMATE CHANGE 
INVESTMENT STRATEGY

In 2017, Sun Life Investment Management began developing 
a formal climate change investment strategy as a part of 
codifying the asset management business’ stand-alone 
sustainability principles for addressing non-financial risks/
issues in both our business practices and investment 
management operations.

As a part of our current investment process, we incorporate 
ESG factors for assessing investment risks. We evaluate each 
investment on many factors, including risk, return, capital 
treatment, diversification, and how it fits with our role as a 
steward of policyholder and shareholder funds. 

In 2017, we convened a task force composed of our public 
and private fixed income investment teams to: (i) assess our 
existing portfolio investments in coal, oil sands producers and 
related industries such as railways and pipelines (collectively 
referred to as “Targeted Industries”) from both an economic 
and headline risk perspective; and (ii) recommend parameters 
for future investments in such Targeted Industries both as the 
company exists today and over the term of the investment in 
consideration.  

In 2018, we plan to extend this analysis across all asset 
classes managed for the General Account and Clients and 
develop a set of tools/factors for the asset teams to use to 
better evaluate the specific climate change risks within their 
portfolios. In addition, we plan to stress test the General 
Account portfolio under various climate change scenarios to 
more fully understand and document the risks. 
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AWARDS AND RECOGNITION
• Recognized as an Imagine Canada Caring Company, a program 

that promotes corporate and public giving, as we donate a 
minimum of 1% of our pre-tax profits in Canada to community 
organizations annually 

• Received the CSR Health Impact Award in recognition of our 
Asia Service Centre India employee volunteer initiatives 

• Received United Way Toronto & York Region’s 2017 Spirit Award 
for Best Employee Campaign in the Finance Sector and for the 
14th consecutive year, United Way Centraide Canada’s Thanks a 
Million Award for generating $1 million-plus in donations during 
the year

As a company with many connections to 
communities around the world, we believe we play 
a role in their development and sustainability. Our 
goal is to build sustainable, healthier communities 
where we all live and work, helping to improve the 
lives of individuals and families.

IN THIS SECTION

1 .  Strategic Philanthropy

2 . Infrastructure Investments

3. Public Policy
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55% -  Health

23% - Culture

8% - Education

14% - Social Services

• 

STRATEGIC 
PHILANTHROPY
WHY IT MATTERS

Our success is closely connected to the well-being of our Clients 
and the communities we serve. Through a robust philanthropic 
program we have the opportunity to support the work of 
organizations that are strengthening communities and helping 
people live healthier lives. 

OUR APPROACH

We lead and support high-impact philanthropic programs around 
the world, drawing on our resources, talent, networks and strategic 
partnerships with community organizations. Our efforts in this 
area align with the UN’s Sustainable Development Goal #3: Ensure 
healthy lives and promote well-being for all ages.

Since 2012, diabetes has been our global priority, with a major focus 
on prevention. Our focus on combating this disease ties into our 
Purpose of helping our Clients achieve lifetime financial security 
and live healthier lives. As half of type 2 diabetes diagnoses could 
be prevented or managed through healthier lifestyles1, we are 
scaling up our efforts to increase awareness, encourage screening, 
and highlight the risks and related complications of developing 
diabetes. These efforts include education campaigns, online health 
checks and events that inspire healthy lifestyle choices. Recently, 

we have concentrated our corporate donations so that we can have 
a greater, positive impact on the organizations that we choose to 
support.

1Canadian Diabetes Association and Diabetes Quebec. “Diabetes: Canada at the Tipping Point.” 2011.

We empower our employees to get involved in their communities 
and support them in several ways, depending on local needs: 

North America:
• A matching gifts program, whereby Sun Life matches 

employees’ charitable contributions.  

• Volunteer grants in Canada to charities for which employees 
volunteer at least 50 hours each year.

• Paying the registration fee or minimum donation for 
employees who participate in events that raise money for 
health-related charities. 

Asia: 
A variety of country-specific programs for our employees 
who are actively engaged in supporting charities and 
promoting health and wellness in the communities where 
we operate. 

To ensure our programs align with our corporate guidelines, a 
Donations Committee of senior leaders reviews requests from 
registered charities and qualified donees. For donation requests of 
significant value, the Committee seeks approval of the Governance, 
Nomination & Investment Committee (GNIC) of the Board of 
Directors. The GNIC also reviews a report on annual donations, to 
assess their performance against our strategic objectives.  

MORE ONLINE:
• Our commitment to preventing diabetes

• Employee giving

• Public Accountability Statement

PROGRESS IN 2017
In 2017, Sun Life committed $11.4 million in charitable donations 
to community organizations across Canada, the U.S., Asia and the 
United Kingdom. Over 40% of this amount, representing 77% of our 
total health-related giving, was directed to fighting diabetes, our key 
community giving priority. 

Key performance indicator 2017 2016 2015

Corporate giving ($M) $11.4 $11.4 $10.9

Donations by focus area (2017)

https://www.diabetes.ca/CDA/media/documents/publications-and-newsletters/advocacy-reports/canada-at-the-tipping-point-english.pdf
https://www.sunlife.ca/ca/About+us/Donations+and+sponsorships/Supporting+health/Team+up+against+diabetes?vgnLocale=en_CA
https://www.sunlife.ca/ca/About+us/Donations+and+sponsorships/Employee+giving?vgnLocale=en_CA
http://www.sunlife.com/Global/In+the+community?vgnLocale=en_CA#PAS
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TACKLING GLOBAL DIABETES 

Inspiring active youth, one dunk at a time
• Teamed up with the Toronto Raptors basketball team, NBA 

Canada and Boys and Girls Clubs of Canada to launch a national 
grassroots health and wellness program that teaches youth ages 
7-12 about type 2 diabetes prevention through basketball. 

• Partnered with the Boston Celtics basketball team to run the 
third annual Fit to Win initiative, a four-week program that 
engages children in fitness and healthy eating. 

• Raised $80,000 USD in 2017, and $290,000 USD since 2014, 
for the Greater Boston YMCA’s Diabetes Prevention Program 
through the #SunLifeDunk4Diabetes campaign with the Boston 
Celtics.

$22 million 
committed to diabetes since 2012

Reducing diabetes risk at work 
Collaborated with the American Diabetes Association 
(Association) to sponsor the Association’s Wellness Lives Here® 
Health Champion Designation, which recognizes employers 
who help staff manage their nutrition, weight and physical 
activity. Sun Life also supports the YMCA’s Diabetes Prevention 
Program, which offers healthy lifestyle lessons to adults at 1,700 
YMCA sites in 47 states. 

Uniting 13 pediatric hospitals in diabetes education 
Committed $2 million to Canada’s Children’s Hospital 
Foundations to launch the Sun Life Financial Child and Youth 
Type 2 Diabetes Prevention Initiative. This first-of-its-kind 
national initiative will harness Canada’s 13 pediatric hospitals to 
develop prevention educational materials for youth, a toolkit 
for healthcare professionals and a resource hub for families.

Demystifying diabetes across Asia
Inaugurated the Sun Life Financial Asia Diabetes Awareness 
Study to gauge public understanding and perception of 
diabetes in five Asian countries (Hong Kong, Indonesia, Malaysia, 
the Philippines and Vietnam). Through the study, Sun Life hopes 
to promote positive change in perceptions towards diabetes 
and encourage people to lead healthier lives. Download the 
infographic for study highlights. 

Improving access to treatment across borders
Pledged $300,000 to the William Osler Health System 
Foundation to launch the Sun Life Financial Osler Global Health 
Program (Global Health Program) and the Sun Life Financial At 
Risk Diabetes Clinic (At Risk Clinic). The Global Health Program 
provides diabetes screening, treatment and research among 
high-risk populations in Punjab, India, a country where the 

prevalence of diabetes is among the highest in the world. 
Through this Program, rural villagers will gain increased access 
to diabetes education through local medical camps. The At Risk 
Clinic identifies and provides support to individuals at risk for 
or with pre-diabetes in Canada.

Getting active to raise awareness
• Established the Sun Life Resolution Run event encouraging 

people to be more active in Hong Kong and Malaysia. It will 
expand to the Philippines, Indonesia and Vietnam in 2018.

• Hosted the Sun Life Cycle PH event in Bonifacio Global City in 
Taguig, which included ride categories for children and adults.

• Hosted the Sun Life Jakarta Diabetes Walk in Indonesia, to 
encourage the public, our Clients and our employees to adopt 
healthier lifestyles.

Philippines foundation marks 10th year with active living 
projects 

Launched new projects through the Sun Life Foundation in 
the Philippines to improve health, wellness and education in 
disadvantaged communities. For example, to create a safe space 
for people to get fit and stay healthy, the Foundation is creating 
a linear park with a lighted pathway in Marikina City to benefit 
19,000 households in the area.

Using the power of play to inspire Indigenous youth
Joined the fight against the alarming rates of type 2 diabetes in 
Canada’s Indigenous communities through a $450,000 donation 
to Right To Play to expand their Play for Prevention program, 
which provides free physical activity and nutrition workshops 
to Indigenous youth.

Visit sunlife.com for more examples of our commitment to diabetes prevention.

http://cdn.sunlife.com/static/Global/digital_media/SLF/SLFinfographic_regional.pdf
http://www.sunlife.com/Global/In+the+community/Donations+and+sponsorships?vgnLocale=en_CA
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GRANTS GIVE COMMUNITY GROUPS A 
BOOST TO FIGHT DIABETES

In 2017, we announced the first recipients of Sun Life’s Team Up 
Against Diabetes new regional grant program. The program offers 
grants up to $50,000 to registered charities across North America 
focusing on diabetes prevention and management, as well as 
programs targeting wellness, nutrition and obesity prevention.

West Virginia Health Right Inc. was awarded one of the grants to 
help fund the Diabetes Self-Management program, which aims 
to educate impoverished uninsured/underinsured adults whose 
diabetes is poorly controlled. The grant will help 100 adults 
participate in at least one diabetes management class per month 
and at least one other class such as exercise, weight loss, stress 
management, and/or tobacco cessation, to address risk factors 
associated with diabetes.

Team Up Against Diabetes 2017 grant recipients. Watch the video>>

“My mother, my grandmother, my aunts and uncles all 
had diabetes” says DH, a program participant, “I have 
learned how dangerous it is since starting the Diabetes 
Management class. I feel so much better since I’ve 
been able to lower my A1C and have lost weight. I love 
the classes and have improved not only my eating 
habits but my family’s as well.”  

VOLUNTEER SPOTLIGHT

The employees at our Asia Service Centre India are among our 
outstanding volunteers who make lives brighter in communities 
around the National Capital Region in India. In 2017, this dedicated 
group was awarded the prestigious CSR Health Impact Award in the 
category of Employee Volunteer Programs.  

The award recognized the Centre’s employee volunteer initiatives 
with non-profit organizations, including Protsahan, an organization 
that empowers homeless children; Harmony House, which supports 
the welfare of underprivileged children; Guru Vishram Vridh Ashram, 
which cares for elderly people; and the Desire Society, which works 
with children infected with HIV/AIDS.

1%
of annual pre-tax profits 
in Canada donated to 
community organizations

3,800
employees took part in walks, 
runs and bike rides in support of 
community causes globally

978,000
people screened for their 
risk of developing type 2 
diabetes globally, through 
programs funded by Sun Life

31,700
hours volunteered by Sun Life 
employees globally

$2.9 million
raised by employees and Sun Life in support of our 
United Way Campaign across North America

https://www.youtube.com/watch?v=Le78sRL7DFY
https://www.youtube.com/watch?v=Le78sRL7DFY
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INFRASTRUCTURE 
INVESTMENTS
WHY IT MATTERS
We believe it is important to promote livable, inclusive and resilient 
cities by investing in local infrastructure projects. In addition to 
generating employment, these projects can help address social, 
economic and environmental challenges like making cities more 
livable and addressing climate change, while contributing to 
sustainable development. 

There is a growing need for private-sector capital to help finance 
and develop infrastructure solutions. A 2016 U.S. bank report 
estimated that close to $59 trillion in global infrastructure 
investment is needed over the next 15 years to upgrade or replace 
essential infrastructure1.  

1Citi GPS: Global Perspectives & Solutions. “Infrastructure for Growth: 
The Dawn of a New Multi-Trillion Collar Asset Class”. October 2016.

OUR APPROACH
We make strategic investments in infrastructure projects that 
enhance community health and sustainability. This is done through 
financing programs that provide long-term capital to support 
project construction, operation and maintenance.

Our current strategy is channeling our infrastructure investments 
to three key areas: supporting healthier communities through social 
infrastructure; facilitating the transition to cleaner, renewable and 
affordable energy sources; and promoting sustainable and efficient 
transit infrastructure. Our efforts in this area align with the UN’s 
Sustainable Development Goal #7: Ensure access to affordable, 

reliable, sustainable and modern energy for all, #11: Make cities and 
human settlements inclusive, safe, resilient and sustainable and #17: 
Strengthen the means of implementation and revitalize the global 
partnership for sustainable development.

We’re working with governments, other businesses, communities 
and Clients to help bring such projects to fruition. For more details 
on our investment approach see page 32.

PROGRESS IN 2017
Sun Life holds a diverse portfolio of global infrastructure 
investments, including more than $11 billion in private infrastructure 
fixed income investments. Highlights include:

Investing in healthier communities through social 
infrastructure 
• We have nearly $2 billion currently invested in health care 

infrastructure projects, with over $300 million invested in 2017. 
These investments include hospitals and research facilities, 
such as our 2017 commitment of long-term financing to create 
a new Canadian medical facility to offer scientific research, 
education and in-patient and ambulatory services focused on 
mental health.

• We have over $1 billion invested in long-term care facilities 
across Canada. In 2017, we invested more than $100 million in 17 
long-term care facilities, representing 1,000 additional long-
term care beds for seniors requiring a higher level of medical 
attention.

• In other social infrastructure ranging from schools to justice 
facilities, we have invested over $1 billion including over $200 
million in 2017.

Investing in clean and renewable power
As an active investor in clean and renewable energy for more 
than 30 years, Sun Life currently has $5 billion invested in clean 
and renewable energy projects. With nearly $1 billion in new 
financing initiated in 2017, we are supporting new projects 
including a U.S. energy storage facility that uses emerging 
battery storage technology to reduce its carbon footprint.

Investing in sustainable and efficient transit infrastructure 
We have more than $2 billion invested in environmentally-
friendly, sustainable transportation projects, including 
over $250 million in new funding initiated in 2017. A recent 
investment included financing new passenger rail upgrades in 
the United Kingdom.

Over $1.8 billion 
invested in 2017 to develop resilient, safe and sustainable 

infrastructure in cities and communities

BEYOND OUR INFRASTRUCTURE 
PORTFOLIO 

As the cost of home ownership continues to escalate across 
Canada, the availability of quality rental housing becomes 
increasingly critical. Within our real estate portfolio we 
continue to invest in expanding the supply of rental housing, 
with active projects underway to deliver over 650 rental 
apartment suites within the next three years. 

https://ir.citi.com/a2RIb4jSR1k7t7HBt1ro8nlUcmjMQF99UlfK9AFSHFifEct2HI%2F6%2BoBsWVebDx%2Bh9%2BitVlMmJzQ%3D
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PUBLIC POLICY
WHY IT MATTERS

In an industry subject to significant regulation – and in light of the 
influence that government policy has on public health – we believe 
it is important to contribute our views and experience to public 
policy debates on important issues that directly affect our Clients, 
employees and communities. 

OUR APPROACH

Through dialogue and cooperation with our industry associations, 
such as the Canadian Life and Health Insurance Association (CLHIA), 
the American Council of Life Insurers and the Hong Kong Federation 
of Insurers, as well as other stakeholders, we proactively engage 
in public policy debates that we consider significant and relevant. 
These issues range from retirement security and quality healthcare 
to trade, innovation and infrastructure investment.

Wherever we operate, we are committed to being open and 
transparent about our public policy positions and activities and 
interacting responsibly with government officials. Our Compliance 
Risk Management Policy and Prevention of Bribery and Corruption 
Policy, supported by our Code of Business Conduct, set out clear 
parameters and restrictions for dealing with government officials. 

Sun Life is politically nonpartisan. However, our employees are 
free to engage in the political process as private citizens. We also 
comply with local lobbying rules and regulations in all jurisdictions 
in which we operate. 

Sun Life’s Public and Corporate Affairs team coordinates and 
actively leads discussions with government officials, regulators, 
think tanks, industry groups, thought leaders, civil society and other 
stakeholders. The team, led by the Vice-President of Public and 
Corporate Affairs, reports to the Executive Vice-President, Chief 
Legal Officer & Public Affairs.

PROGRESS IN 2017
In 2017, Sun Life did not make any political contributions. 

We continued to participate in public policy discussions relating 
to the life and health insurance industry and contributed to the 
development of public policy on diverse issues in support of 
economic growth, financial security and healthy lifestyles. 

See highlights on page 41.

2018 GOALS
•  Continue to work with federal and provincial governments 

to help ensure that prescription drugs are affordable and 
accessible to all Canadians 

• Collaborate with the Canadian federal government on 
approaches to enable insurers to help enhance Canada’s 
competitiveness and innovation through investments in 
technology and infrastructure
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Highlights include:

Public policy initiative Sun Life positions/activities in 2017

Federal government policy review regarding 
the tax treatment of health and dental 
benefits

Sun Life advocated for the Department of Finance to maintain the current income tax approach to health and dental benefits to ensure affordability and 
accessibility for Canadians.

Task Force on Climate-related Financial 
Disclosures

Sun Life collaborated with the CLHIA and member companies to review and provide feedback on recommendations made by the Task Force. Our comments 
focused on helping ensure the recommendations can be implemented effectively to support the government’s climate change policy goals.

Department of Finance Review of the 
Federal Financial Sector Framework 

To enable the entire financial industry to achieve better results for Canadians, during the Framework consultation phase Sun Life offered recommendations on 
issues such as open banking models, investment in innovative technology and the ability of insurers to invest in infrastructure projects. 

Department of Finance Advisory Council 
for Economic Growth

In response to studies by the Council that identified a gap in the Canadian market for long-term capital to help small and medium-sized companies grow, Sun Life 
joined a consortium of banks and insurance companies to create the Canadian Business Growth Fund. The Fund will invest up to $1 billion in Canadian businesses 
over the next decade to bolster growth, innovation and jobs in Canada while providing mentorship opportunities to help business founders overcome growth 
challenges.

U.S. tax reform During the U.S. tax reform debate, Sun Life partnered with a coalition of life insurers and industry associations to advocate on behalf of maintaining the sections 
of the U.S. Tax Code that impact our industry. Employee benefit and life insurers were able to limit changes to the tax code that would have negatively impacted 
our ability to offer products and services to our Clients.

Insurtech development in Hong Kong Sun Life is a member of the Hong Kong  Federation of Insurers’ Future Task Force, which helps co-ordinate between the insurance industry and the regulatory body 
(ie. the Hong Kong Insurance Authority) on Insurtech developments.

Prescription drug price affordability Sun Life supports initiatives that enhance the accessibility and affordability of prescription drugs for Canadians. For example, Sun Life, working with the CLHIA 
and the Government of Ontario, developed and implemented a temporary transition strategy for OHIP+ Children and Youth Pharmacare to ensure that children 
and youth who have private insurance do not experience a gap in coverage due to the introduction of OHIP+. We also actively participated in Patented Medicines 
Prices Review Board consultations, supporting measures that would protect Canadians from excessive prescription drug costs. 

https://www.fin.gc.ca/consultresp/pdf-pssge-psefc/pssge-psefc-121.pdf
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AWARDS AND RECOGNITION
• Ranked as one of the top 10 companies in The Globe and 

Mail Report on Business Board Games review of corporate 
governance practices of Canada’s largest companies, for the 
ninth consecutive year

• Awarded Silver in the 2017 Awards of Excellence in Corporate 
Reporting by the Chartered Professional Accountants of 
Canada, based on an assessment across four categories 
(financial reporting, sustainability reporting, electronic 
disclosure and corporate governance disclosure) 

• Named as one of the Best 50 Corporate Citizens in Canada  
by Corporate Knights, placing 10th overall

• Received a rating of 8.6 by Sun Life advisors in Investment 
Executive’s annual Insurance Advisors’ Report Card, in the 
“firm’s effectiveness in keeping advisors informed” category  
in 2017, up from 7.8 in 2016

• Our President and CEO, Dean Connor, was named Canada’s 
Outstanding CEO of the Year® in 2017, for exemplifying integrity, 
insisting upon excellence, earning the trust of others and 
building a globally competitive organization

We are committed to maintaining strong 
corporate governance practices and ethical 
behaviour throughout our organization. We 
focus on disciplined risk management, and 
follow disclosure practices that are both 
responsive and responsible.

IN THIS SECTION

1 .  Ethics ,  Integrity and 
Corporate Governance

2 . R isk Management

3. Transparency and 
Disclosure
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ETHICS, INTEGRITY 
AND CORPORATE 
GOVERNANCE
WHY IT MATTERS

Our reputation as an ethical and trustworthy company is our 
most important asset. We believe that upholding the trust of 
our stakeholders is achieved by consistently focusing on good 
governance and applying the highest ethical practices in all of our 
activities.

OUR APPROACH

Acting responsibly is an integral part of the Sun Life culture. We are 
committed to maintaining high standards of business ethics and 
integrity, in addition to best-in-class corporate governance practices 
that balance the interests of Company management, the Board of 
Directors, shareholders, Clients and other stakeholders.

Our approach starts at the top with our Board of Directors: 10 of 
our 11 Board members, including the Chairman of the Board, are 
independent to help ensure that the long-term interests of our 
stakeholders are addressed and protected. Gender diversity is also 
a priority: our Board has a diversity policy that includes provisions 
relating to the identification and nomination of women directors. 

Our people are guided by our strong, clear standards and 
expectations articulated in Sun Life’s Code of Business Conduct 
(the Code). All employees and directors must comply with the 
Code and undergo mandatory annual training on it. Employees 
also undergo mandatory annual training on other key Sun Life 
policies and guidelines, including Business Continuity; Emergency 
Preparedness; Financial Crime Awareness; Maintaining the Privacy 
and Security of Personal Information; Records Management; and 
Security Awareness.

Topics covered by the Code include: 
• Complying with the law

• Promoting diversity, fairness and safety in the workplace

• Deterring fraud, combating money laundering and terrorist 
financing

• Avoiding conflicts of interest

• Rejecting corruption and bribery

• Respecting privacy and confidentiality

• Reporting Code breaches

Sun Life operates a confidential Employee Ethics Hotline that 
empowers our employees to play an active role in protecting the 
organization by seeking guidance, identifying issues and ethical 
misconduct and enabling anonymity if requested. Our global 
compliance organization monitors and investigates reports to the 
Hotline service.

Sun Life’s focus on advancing sustainability is a key strategy for 
the Company, with accountability embedded in our governance 
structure: 

• Our Executive Sponsor of sustainability, Melissa Kennedy, 
Executive Vice-President, Chief Legal Officer & Public Affairs, 
champions initiatives across the Company that help foster a 
sustainable business model. 

• The Governance, Nomination & Investment Committee of 
the Board of Directors provides oversight of our sustainability 
program, while our International Sustainability Council (ISC) is 
charged with advocating for sustainability across the Company 
and reporting on progress. 

• Our sustainability team acts as a central resource and 
manages strategy development with the ISC, reporting and 
communications, while working closely with business unit 
senior leaders.  

MORE ONLINE:
• Code of Business Conduct

• 2017 Annual Report

• 2018 Management Information Circular

• Director Independence Policy

http://cdn.sunlife.com/static/global/files/Code%20of%20business%20conduct/pa_e_code_of_business_conduct.pdf
http://www.sunlife.com/Global/Investors/Financial+results+and+reports/Annual+reports?vgnLocale=en_CA
http://www.sunlife.com/Global/Investors/Presentations+and+events/Annual+meetings?vgnLocale=en_CA
http://cdn.sunlife.com/static/Global/About%20us/Leadership/Board%20of%20Directors/Director%20Independence%20Policy%20-%202014-12-09.pdf
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PROGRESS IN 2017
• The Board reviewed its corporate governance policies and 

practices to ensure compliance with applicable regulatory 
requirements and alignment with evolving best practices. 
Reflecting our commitment to the healthy renewal of 
our Board, two new members were added to the Board 
complement in 2017. 

• Demonstrating a strong commitment to gender diversity, as 
of December 31, 2017, women comprised 36% of our Board 
members. This meets our internal target of at least 30% women 
directors, which exceeds Catalyst Canada’s 2017 target of 25% 
representation1. 

•  We updated our Code of Business Conduct to reinforce our 
commitment to acting ethically and with integrity as well as to 
capture new and updated policies, guidelines and expectations.  

• For the first time, we provided shareholders with a single-page 
notice, instead of a print copy of Sun Life’s annual Management 
Information Circular. Shareholders were given a “Notice and 
Access” option to access the proxy materials on a publicly 
accessible website. This is part of our commitment to reducing 
paper (see page 30) and resulted in significant cost savings as 
well as the following environmental savings: 

633 
trees

42 lb. 
water  

pollutants

295,935 gal. 
water

19,811 lb. 
solid waste

54,564 lb. 
greenhouse gasses

283 MMBtu 
total energy

• During 2017, the ISC met four times, discussing a range of topics 
from stakeholder engagement to environmental targets. Key 
ISC initiatives in 2017 included: 

• Introduced a Sustainability Policy that integrates 
sustainability more deeply into Sun Life’s governance 
framework and business strategy. The new policy formalizes 
oversight of our global sustainability strategy, sets 
governance controls and outlines practices to encourage 
business units to participate and report on their activities. 

•  Committed to targets to support continued reductions in 
greenhouse gas emissions and paper consumption (see pages 
27 and 30).

• Completed analysis of sustainability stakeholder groups 
and primary research with consumers to better understand 
priority topics, interests and information needs. This 
work has influenced our sustainability reporting and 
communication approach. 

1Catalyst. “Catalyst proposes 25% women on FP500 Boards by 2017”. 2016.

36%
women on our Board 
of Directors

99%
of our employees worldwide 
completed Sun LIfe’s annual Code of 
Business Conduct training, consistent 
with our historical completion rate

http://www.catalyst.org/media/catalyst-proposes-25-women-fp500-boards-2017
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RISK MANAGEMENT
WHY IT MATTERS

Risk management is critical to the overall profitability, competitive 
market positioning and long-term financial viability of the Company 
in order to meet the commitments to our Clients and other 
stakeholders. The risk landscape for businesses around the world is 
evolving rapidly. Companies continue to face risks emanating from 
various factors including climate change, market and credit factors, 
regulatory environment, competitor actions, cyber security threats 
and evolving regulation and technology. As a large financial services 
organization operating in a complex industry, Sun Life is exposed to 
various risks. 

OUR APPROACH

We analyze the external environment to identify new and emerging 
risks on a regular basis. Our Risk Management Framework, 
approved by the Board of Directors, prescribes a comprehensive set 
of protocols and programs for conducting our business activities. 
The risks that arise when providing products and services to Clients 
should be managed within these protocols and programs. This 
framework seeks to ensure that risks to a business undertaking 
are appropriately managed to achieve the Company’s business 
objectives over time. 

The Risk Management Framework includes a risk culture statement 
and risk culture elements. Risk culture relates to how we behave 
and respond, in addition to adhering to the requirements we set. It 
enables and rewards taking the right risks in an informed manner, 
including an understanding of Client needs and preferences so that 
we can act in their best interests. Our risk culture also encourages 
discussions on risk decisions, and facilitates an environment where 
employees are transparent about risks and outcomes.

Our Risk Appetite Policy, also approved by the Board of Directors, 
sets out specific constraints that define the aggregate level of 
risk that the Company is willing to accept. Our risk appetite 
seeks to balance the various needs, expectations, risk and reward 
perspectives and investment horizons of key stakeholders. In 
particular, our risk appetite supports the pursuit of shareholder 
value, while ensuring that the Company’s ability to pay claims and 
fulfill policyholder commitments is not compromised.

Our risk management program is embedded in Sun Life’s 
culture, which encourages ownership and responsibility for risk 
management at all levels. A key premise is that all employees 
have an important role to play in managing the Company’s risks. 
The Board of Directors is ultimately responsible for ensuring 
the oversight of all risks across the enterprise and has primary 
responsibility for taking action to ensure risk management policies, 
programs and practices are in place. 

The Board delegates certain responsibilities to standing Board 
Committees, which oversee and monitor these risks:

• Risk & Conduct Review Committee  

• Audit Committee  

• Governance, Nomination & Investment Committee  

• Management Resources Committee 

PROGRESS IN 2017
Managing environmental risks

Effectively managing environmental risks, including those related to 
climate change, is important for the long-term sustainability of the 
Company, and we consider these as part of our risk management 
practices. Potential sources of environmental risk for Sun Life 
include: 

• Impacts of climate change on our business operations, 
investments, Clients and suppliers, and the costs associated 
with adaptation;

• Impacts from emerging environmental laws and regulations 
in jurisdictions where we do business;

• An environmental issue on a property owned by or affiliated 
with the Company that could have financial or reputational 
impacts; and 

• Resource constraints.

See page 34 for more information about Sun Life Investment 
Management’s climate change investment strategy. 

Leveraging an experienced team of independent investment risk 
management professionals:

Over 350 Private Asset Class transactions totalling  
$9.6 billion plus an additional 36 Public Bond offerings 
were independently reviewed and adjudicated by the 

Credit Risk team in 2017

MORE ONLINE:
2017 Annual Report (see pages 47-66)

http://www.sunlife.com/Global/Investors/Financial+results+and+reports/Annual+reports?vgnLocale=en_CA
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TRANSPARENCY 
AND DISCLOSURE
WHY IT MATTERS

The successful delivery of financial services depends on open, 
trusted relationships with Clients, business partners, shareholders 
and regulators. At the same time, our stakeholders expect us to be 
transparent about how we manage our business, our profitability 
and the impacts of our operations. Regarding sustainability efforts, 
investors and others are demanding more sustainability disclosures 
around critical issues like climate-related risks and financial impacts, 
gender equality and supply chain performance.

OUR APPROACH

We are committed to providing clear, timely and factual disclosure 
about Sun Life’s financial and non-financial performance, including 
environmental, social and governance (ESG) performance. We 
have mechanisms in place to help ensure we are responsive to the 
disclosure needs of the investment community, regulators and 
other stakeholders. 

Our disclosure controls and procedures are designed to provide our 
senior management, including the Chief Executive Officer (CEO), 
with information that allows them to make appropriate and timely 
decisions with respect to our public disclosures, including around 
our sustainability commitments and performance.

The Board reviews and approves the content of all major disclosure 
documents and the Governance, Nomination & Investment 
Committee of the Board periodically reviews our policy on 
public disclosure and approves changes where appropriate. Our 
Disclosure Committee ensures that material public disclosures are 
accurate, complete and prepared in accordance with the Company’s 
disclosure policies. 

PROGRESS IN 2017
We offer shareholders and key stakeholders a range of 
opportunities to gain insights into the Company’s performance, 
strategic goals, financial objectives and plans. In 2017, we engaged 
with more than 300 investors and analysts through the following 

activities:

• Annual meeting for shareholders and policyholders.

• Investor Day, featuring presentations from our President 
and CEO, as well as other members of the Sun Life Financial 
Executive Team.

• Quarterly financial and operating results conference calls with 
our President and CEO, Chief Financial Officer and Business 
Group Presidents.

• Industry conferences, non-deal roadshows, group and one-to-
one meetings.

Improving our sustainability reporting remained a priority in 
2017. We engaged more individuals and teams across Sun Life in 
preparing content for this report, and strengthened reporting of 
key performance indicators.  

In addition to publishing this report each year, we provide 
environmental disclosures to CDP (formerly the Carbon Disclosure 
Project). As a signatory to the United Nations-supported Principles 
for Responsible Investment, we publicly report on our sustainable 
investment activities through their reporting framework. 
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TOPICS AND 
BOUNDARIES
Guided by the disclosure expectations of the GRI, we have prepared 
the following table to identify and define our priority topics for 
2017, and which stakeholder group(s) identify the topic as a priority.

Organizational Resilience

Priority Topics Boundary (whether the impact of 
the issue is internal or external)

Client Focus External (Clients) 
Internal (employees)

Digital Innovation External (Clients)

Data Security and  
Privacy

External (Clients, suppliers, regulators) 
Internal (employees)

Talent Management External (Clients) 
Internal (employees)

Workforce Wellness External (Clients) 
Internal (employees)

Diversity and Inclusion External (Clients, communities, suppliers) 
Internal (employees)

Environmental Responsibility

Priority Topics Boundary

Operational Footprint External (Clients, communities, suppliers) 
Internal (employees)

Sustainable Investing External (Clients, shareholders, investors, 
regulators)

Community Wellness

Priority Topics Boundary

Strategic Philanthropy External (Clients, communities)

Infrastructure 
Investments

External (Clients, communities)

Public Policy External (Clients, governments, 
communities)

Governance and Risk Management

Priority Topics Boundary

Ethics, Integrity and 
Corporate Governance

External (Clients, shareholders, investors, 
communities, regulators)

Risk Management External (Clients, shareholders, investors, 
communities, regulators)

Transparency and 
Disclosure

External (Clients, shareholders, investors, 
communities, regulators)
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GRI 
Indicator

Indicator Description Cross-ReferenceGLOBAL REPORTING 
INITIATIVE (GRI) INDEX
This report has been prepared in accordance with the GRI Standards: Core 
option. In addition to this report, some disclosures can be found in our Annual 
Information Form (AIF), Management Information Circular (MIC), Annual Report, 
Code of Business Conduct, and Public Accountability Statement (PAS). 

GRI 
Indicator

Indicator Description Cross-Reference

GRI 102: GENERAL DISCLOSURES

102-1 Name of the organization Page 2

102-2 Activities, brands, products and services Page 6

102-3 Location of headquarters Back cover

102-4 Location of operations Page 6

102-5 Nature of ownership and legal form AIF page 3

102-6 Markets served Page 6

102-7 Scale of the organization Page 6; Annual Report page 14

102-8 Information on employees and other workers Pages 6, 23; PAS pages 6-7

102-9 Supply chain Page 31

102-10 Significant changes to the organization and its 
supply chain

AIF pages 3-4

102-11 Precautionary Principle or approach Pages 32-33, 45

102-12 External initiatives Pages 4, 23, 26, 32, 35-36, 39, 46

102-13 Membership of associations Pages 18, 24, 26, 40-41

102-14 Statement from senior decision-maker Page 5

102-15 Key impacts, risks and opportunities Throughout report

102-16 Values, principles, standards and norms of 
behaviour

Pages 23, 40, 43-44, 46; Code of 
Business Conduct

GRI 102: GENERAL DISCLOSURES

102-17 Mechanisms for advice and concerns about ethics Page 43; Code of Business Conduct

102-18 Governance structure Pages 43-46

102-19 Delegating authority Pages 4, 36, 43, 46

102-20 Executive-level responsibility for economic, 
environmental and social topics

Pages 7-8, 43

102-22 Composition of highest governance body and its 
committees

MIC pages 19-27, 31-40

102-23 Chair of the highest governance body MIC page 20 

102-24 Nominating and selecting the highest governance 
body

MIC pages 20-24 

102-25 Conflicts of interest MIC pages 20, 27

102-26 Role of highest governance body in setting 
purpose, values, and strategy

Pages 7, 43-44

102-30 Effectiveness of risk management processes Pages 43, 45

102-32 Highest governance body's role in sustainability 
reporting

Pages 4, 43, 46

102-35 Remuneration policies MIC pages 50-60, 101

102-36 Process for determining remuneration MIC page 41

102-37 Stakeholders' involvement in remuneration MIC page 18

102-40 List of stakeholder groups Pages 9, 31

102-41 Collective bargaining agreements Not applicable. Sun Life employees are 
not represented by an independent 
union or covered by collective 
bargaining agreements.

102-42 Identifying and selecting stakeholders Page 9

http://cdn.sunlife.com/static/Global/Investors/Financial%20results%20and%20reports/Quarterly%20reports/pa_e_q417_2017_AIF.pdf
http://cdn.sunlife.com/static/Global/Investors/Financial%20results%20and%20reports/Quarterly%20reports/pa_e_q417_2017_AIF.pdf
http://www.sunlife.com/Global/Investors/Presentations+and+events/Annual+meetings?vgnLocale=en_CA
http://www.sunlife.com/Global/Investors/Financial+results+and+reports/Annual+reports?vgnLocale=en_CA
http://cdn.sunlife.com/static/global/files/Code%20of%20business%20conduct/pa_e_code_of_business_conduct.pdf
http://www.sunlife.com/Global/In+the+community?vgnLocale=en_CA#PAS
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GRI 
Indicator

Indicator Description Cross-Reference GRI 
Indicator

Indicator Description Cross-Reference

GRI 102: GENERAL DISCLOSURES

102-43 Approach to stakeholder engagement Pages 7, 9

102-44 Key topics and concerns raised Page 7, throughout report

102-45 Entities included in the consolidated financial 
statements

Annual Report page 10 

102-46 Defining report content and topic boundaries Pages 4, 7-8, 48

102-47 List of material topics Page 8

102-48 Restatements of information Page 30

102-49 Changes in reporting No changes in reporting.

102-50 Reporting period Page 4

102-51 Date of most recent report May 2017

102-52 Reporting cycle Annual

102-53 Contact point for questions regarding the report 
or its contents

Back cover

102-54 Claims of reporting in accordance with the GRI 
Standards

Pages 4, 49

102-55 GRI content index Pages 49-51

102-56 External assurance Page 4

GRI 203: INDIRECT ECONOMIC IMPACTS

103-1 Explanation of the material topic and its Boundary Pages 11, 39, 48

103-2 The management approach and its components Pages 11, 36, 39

103-3 Evaluation of the management approach Pages 10, 35-36, 39

203-1 Infrastructure investments and services supported Page 39

203-2 Significant indirect economic impacts Pages 11, 13-14, 16, 35-39, 41

GRI 302: ENERGY
103-1 Explanation of the material topic and its Boundary Pages 26, 28-29, 48

103-2 The management approach and its components Page 26

103-3 Evaluation of the management approach Pages 3, 25-26, 28-29

302-1 Energy consumption within the organization Page 29; We report total energy 
consumption and renewable energy 
use, however, we do not meet all 
reporting requirements for this 
indicator. We will consider adapting 
our energy reporting for future years. 

302-3 Energy intensity Page 29; Primarily includes energy 
consumption within the organization.
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GRI 
Indicator

Indicator Description Cross-Reference GRI 
Indicator

Indicator Description Cross-Reference

GRI 305: EMISSIONS

103-1 Explanation of the material topic and its Boundary Pages 26-29, 48

103-2 The management approach and its components Pages 26-28

103-3 Evaluation of the management approach Pages 3, 26-29

305-1 Direct (Scope 1) GHG emissions Page 28; Gases included in 
calculation: CO

2
, CH

4
, N

2
O; Biogenic 

CO
2
 emissions are not applicable.

305-2 Energy indirect (Scope 2) GHG emissions Page 28; Gases included in 
calculation: CO

2
, CH

4
, N

2
O.

305-3 Other indirect (Scope 3) GHG emissions Page 28; Gases included in 
calculation: CO

2
, CH

4
, N

2
O; Biogenic 

CO
2
 emissions are not applicable.

305-4 GHG emissions intensity Page 28; Gases included in 
calculation: CO

2
, CH

4
, N

2
O.

305-5 Reduction of GHG emissions Pages 27-29; Gases included in 
calculation: CO

2
, CH

4
, N

2
O.

GRI 404: TRAINING AND EDUCATION
103-1 Explanation of the material topic and its Boundary Pages 19, 48

103-2 The management approach and its components Page 19

103-3 Evaluation of the management approach Pages 10, 19

404-2 Programs for upgrading employee skills and 
transition assistance programs

Pages 19-20; Will work towards 
reporting transition assistance 
programs for future years.

404-3 Percentage of employees receiving regular 
performance and career development reviews

94.3%

GRI 405: DIVERSITY AND EQUAL OPPORTUNITY

103-1 Explanation of the material topic and its Boundary Pages 23, 48

103-2 The management approach and its components Page 23

103-3 Evaluation of the management approach Pages 10, 23

405-1 Diversity of governance bodies and employees Pages 23, 44; Breakdown by age group 
not available.

GRI 415: PUBLIC POLICY
103-1 Explanation of the material topic and its Boundary Pages 40, 48

103-2 The management approach and its components Pages 40-41

103-3 Evaluation of the management approach Pages 40-41

415-1 Political contributions Page 40

GRI 418: CUSTOMER PRIVACY
103-1 Explanation of the material topic and its Boundary Pages 17, 48

103-2 The management approach and its components Page 17

103-3 Evaluation of the management approach Pages 17-18

418-1 Substantiated complaints concerning breaches of 
customer privacy and losses of customer data

Page 18

CLIENT EXPERIENCE
103-1 Explanation of the material topic and its Boundary Pages 11, 48

103-2 The management approach and its components Page 11

103-3 Evaluation of the management approach Pages 10, 12-13

SLF-1 Escalations to the Ombusman Office Page 12

SLF-2 Change in Client experience scores Page 13
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