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Shareholders’ Meeting of April 27, 2016 

 
 

Answers to the written questions received prior to the Shareholders’ Meeting of 
April 27, 2016  

 
 

* * * 
 

It is reminded that written questions, to be admissible, must be addressed to the Chairman & Chief Executive 

Officer and sent to the company’s registered office by registered letter with acknowledgment of receipt or by 

electronic means at the following address ag.axa.2016@axa.com at the latest on the fourth working day 

preceding the Meeting. They must be accompanied by a certificate of registration of the shares.  

 

Article L.225-108 paragraph 4 of the French Commercial Code (Code de commerce) allows the Board of 

Directors to answer the shareholders’ written questions without reading them during the Meeting if they are 

available on the company’s website in a dedicated section.  

 

5 letters containing written questions were received within the context of the Shareholders’ Meeting of 

April 27, 2016.  

 
 

* * * 
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Written question sent by Mr. Sébastien Groyer: 
 
“Dear Chairman of the Board of Directors, 
 
The actual composition of your Board of Directors represents the application of the direct control of executives 
according to the theory of agency, with independent directors and directors appointed by major shareholders. 
You also managed to include an employee representative, which I find very positive. One voice is however 
missing in your Board, that of clients. Is the absence of clients within your Board desired? The pursuit of the 
social interest of the Company, objective of the Board, cannot according to me go without direct representation 
of the clients. Why wouldn’t this representation, granted to Shareholders, be granted to clients? 
 
As you can well imagine, my objective here is to replace the client in the center of the company’s strategy and 
decisions by direct representation within the Board. I hope you will be interested by my query and would be glad 
to discuss this with you or one of your employees in charge of this type of subject.” 
 
Answer of the Board of Directors: 
 
“The Board of Directors is a collegial body, mandated by all the shareholders of the company and acting in all 
circumstances in the social interest of the company. This implies taking into consideration the interests of all 
stakeholders, clients, employees, shareholders and civil society. This does not however imply having 
representatives of these different stakeholders on the Board in order to defend specific interests.  
 
In this context, customer satisfaction is indeed a priority for the Board of Directors, and more generally for the 
Group management and staff. This issue has been the subject of regular discussions on the Board of Directors 
and was recently presented to the Board in detail during the last strategy meeting held in March. This meeting 
focused on discussing key areas for improvement in terms of the customer experience of our policyholders, 
analyzing our customer service differentiation strategy and reviewing and enhancing our methods of measuring 
customer satisfaction.  
 
Moreover, depending on their place of residence, most of our directors are AXA customer, which gives them a 
very clear idea of the services we provide. They can then compare our services with those of other insurance 
companies with whom they may also be policyholders, and share their experiences as a result.  
 
Finally, you will surely have noted that, for several years now, the Board of Directors has based part of the 
senior executive’s variable remuneration on the AXA customer satisfaction index. The Board recently decided to 
increase the weighting assigned to this indicator, thereby demonstrating once again the importance of 
customer care to the Board.” 

 
* * * 
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Written question sent by Mr. Philippe Crouslé: 
 
“Dear Chairman, 
 
Approximately ten years ago, you mentioned in the press that the cost of a French employee was too high 
compared to international criteria, including for qualified employment. 
You noted at the time that Chinese universities produced thousands of young graduates highly qualified. 
Today, more and more services to French clients are performed in Morocco, India, even Portugal or other 
places, where the wages are, all together, much lower than in France, sometimes even up to five times lower. 
 
Having this in mind, what are the objective and rational reasons for which you still employ people in France? » 
 
 
Answer of the Board of Directors: 
 
“The AXA Group employs more than 165,000 employees serving 103 million clients in 64 countries. If we became 
a worldwide leader, it is partly because we managed to hire talents from different backgrounds with diverse 
skills. 
 
The part of our activities implemented outside of France for our French clients is marginal. Its purpose is to 
propose, for our clients and our distribution networks, a service with extended hours. These activities are 
performed internationally to allow our French activities to continue and be competitive.  
 
Simultaneously, we maintain a sustained recruitment policy in France with over 5,000 employees hired each 
year in France for all our entities and distribution networks.  
 
The proximity and skills of our French employees play a key role in the performance of the Group and in the 
quality of the products and services delivered to our French clients and distributors.” 
 

* * * 
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Written question sent by IPAC (Initiative Pour un Actionnariat Citoyen): 
 
“Your Group stresses the digitalization of its activities. 
 
Could you please indicate the measures taken by your Group to guarantee the confidentiality of the personal 
data of its clients in all the countries in which the Group does business?” 
 
 
Answer of the Board of Directors: 
 
“AXA's mission is to help its customers live their lives more peacefully by protecting their family, their property 
and their assets against risks. Doing so involves the collection of data, in order for us to understand the nature 
of the risks that we protect our clients from, and to provide them with the right products and services to meet 
their needs. 
 
In this context, we have decided at AXA, to reinforce our data privacy commitments because we feel this is a 
real expectation from society at large and also because our ambition is to build a long-lasting and trusting 
relationship with our clients. 
 
We have therefore set up an internal dedicated team to work on establishing a clear, transparent, and 
responsible position regarding our clients' personal and sensitive data.  
 
Comprised of data, business and marketing experts, experts in corporate responsibility, but also legal 
practitioners, sales representatives and communication experts, this team works closely with a worldwide 
network of Data Privacy Officers in order to ensure the security of our data in all our lines of business. 
 
We are the first worldwide insurance group to have adopted Binding Corporate Rules. These rules represent an 
internationally recognized standard for protection of personal data. They were approved by the French Data 
Protection Authority (CNIL) and by 15 other EU Data Protection Authorities. 
 
We also have implemented procedures and contractual arrangements designed to ensure that all our 
employees, sales representatives, advisers and service providers keep our client’s files confidential. 
 
All these pledges can be found in AXA’s data privacy declaration available on the Group’s website 
(https://www.axa.com/en/about-us/our-commitments). 
 
AXA also put in place a data privacy advisory panel in July 2015 composed of independent experts (such as 
academics, consultants, etc….) that meets twice a year in Paris in order to feed its discussions regarding AXA’s 
strategy and governance in this area and also help the Group position itself in the public debate on these issues. 
 
Moreover, we are now actively working on the preparation of the implementation of the new European 
regulation adopted by the European Parliament on April 14, 2016, the purpose of which is to enhance citizens’ 
rights with regards to data privacy. To do so, we work closely with an internal global network.” 
 

* * *  
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Written question sent by Mr. Jean-Paul Aliome: 
 
“Dear Chairman, 
 
Your compensation is comfortable, you are granted free shares and advantages related to your position, which 
allow you to provide for a good retirement. 
 
Your annual supplementary pension scheme of over one million euros is indecent! 
 
You are almost retired, be a good citizen! 
 
Renounce your supplementary pension scheme!” 
 
Answer of the Board of Directors: 
 
“The Board of Directors observes that it has already answered this same question regarding Mr. de Castries’ 
supplementary pension scheme several times during previous shareholders’ meetings. The Board therefore 
confirms once more its previous answer. 
 
As a reminder, the Board of Directors points out to the shareholders that this supplementary pension scheme 
was implemented in 1992 and has therefore been in place at AXA for a long time. 
 
Following the adjustment of certain provisions of this scheme which took place in 2009, it was submitted to the 
shareholders’ vote in 2010 and approved with 93% of favorable votes. 
 
The characteristics of this pension scheme are detailed in AXA’s 2015 annual report in pages 142 and 143. They 
are in line with the recommendations of the Afep-Medef Code. 
 
Through the resolutions which will be submitted to your vote at the end of this meeting, the shareholders’ 
meeting will have the opportunity to vote on the details of Mr. Henri de Castries’ compensation, including his 
supplementary pension scheme.” 
 

* * *  
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Written question sent by PITEE (Consumer Protection Association for Financial Services): 
 
“Dear Mr de Castries, 
 
I am writing to you as a shareholder of AXA S.A. (the "Bank"). In view of the upcoming Shareholders' Meeting I 
would like to ask you some questions concerning the activities of your Hungarian subsidiary, AXA Bank Europe 
SA (the "Subsidiary"). Your answers to these questions are crucial in deciding whether or not to approve the 
Financial Report. 
 
The questions are divided into two groups. The first group addresses the risks and opportunities arising in 
connection with retail lending activities. The second group focuses on the Code of Ethics. To assist your 
understanding, I am providing you with a summary of the facts underlying each question. 
 
LEGAL RISKS AND OPPORTUNITIES 
 
1. Please explain in more detail the provisions set aside for the legal risks associated with the Hungarian FX 
consumer loans in compliance with Hungarian law 
According to applicable Hungarian law at the time the foreign currency ("FX") loan agreements were concluded, 
a consumer loan agreement is void if the lender has latent costs in the loan agreement or had reserved the right 
to unilaterally raise the costs associated with the loan agreement without justification (see Sec. 213(1) c)-d) of 
the Hungarian Banking Act 1996/CXII). 
The Subsidiary was hiding and manipulating costs in all of its FX consumer loan agreements. This has been 
firmly established by a number of court decisions, including a decision of the Hungarian Supreme Court "Kúria" 
(e.g., case no. 16.Gf.40.158/2015/5 dated 2015.04.21). 
One hidden cost was the "FX margin" (also called “FX bid-ask spread”). The Subsidiary did not disclose this cost 
element in any of its FX consumer loan agreements. Additionally, the Subsidiary was manipulating the interest 
rate and the fees by raising them without justification. 
According to the law, the Subsidiary's FX loan agreements are void. Please detail the scope and amount of 
provisions set aside in compliance with the law. 
 
2. Please explain provisions set aside in relation to the Hungarian FX consumer loans relating to FX loan 
legislation 
Legislative acts passed by the Hungarian Parliament in 2014 (the "Legislation") required the Subsidiary to 
compensate clients for hidden costs (e.g., FX margin) and the manipulation of costs (unilateral changes in 
interest rates and fees without any proper justification). 
The Legislation also contains provisions to protect the Subsidiary from further losses in connection with FX 
consumer loans. The Legislation especially protects the Subsidiary from losses related to exchange rate risks (FX 
risk). This protection is achieved by prohibiting courts from ruling in favour of consumers. 
Hungarian consumers have asked the European Court of Human Rights (ECHR) to review the Legislation due to 
its draconian nature (case no. 6614/15 and case no. 27154/15). The European Commission is investigating a 
breach of Union law (6874/14/JUST). 
Please detail how provisions are being set aside for the contingency that Hungarian legislation violates 
European Human Rights standards. 
 
3. Please explain provisions set aside for the Hungarian FX consumer loans that relate to pending court 
proceedings 
According to the Hungarian Minister of Justice, the Legislation has stayed approximately 12,000 lawsuits 
between banks and consumers. The Subsidiary is the defendant in a number of these lawsuits. Consumers are 
asking the courts to put the FX risk back onto the shoulders of the banks because their FX loan agreements are 
void (see Sec. 213(1) c)-d) of the Hungarian Banking Act 1996/CXII). 
These court proceedings have been pending at the courts for more than two years now. In 2015 a Pilot 
Judgment of the European Court of Human Rights (ECHR) established that excessively long civil proceedings are 
a structural problem in Hungary (Press Release ECHR 249 (2015), 16.07.2015). 
Please detail the scope and amount of provisions set aside based on the Pilot Judgment pertaining to excessively 
long civil proceedings. 
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4. Please detail the opportunity provisions set aside for damages claims associated with Hungarian 
legislation 
The Legislation caused a 101 MEUR loss for the Subsidiary (Page 36 in Registration Document - Annual Report 
2014 - AXA). The Legislation appears to violate human rights standards and international investment protection 
agreements. Legislation that reduces the value of receivables can be considered to be expropriation. Property is 
protected by the European Convention on Human Rights and by other international investment protection 
agreements. Please provide more explicit information about the legal actions lodged for the indemnification of 
loss caused by Hungarian legislation. 
 
5. intentionally left blank 
 
CODE OF ETHICS 
 
6. Do the bank’s Corporate Responsibility values (Page 30, CORPORATE RESPONSIBILITY 2014) approve of the 
Subsidiary hiding costs (e.g., FX margin) in all of its consumer loan agreements? 
 
7. Do the bank’s Corporate Responsibility values (Page 30, CORPORATE RESPONSIBILITY 2014) approve of the 
Subsidiary unilaterally changing the interest rates and fees of consumer loan agreements without any proper 
justification? 
 
8. ls the Bank compliant with Principles 1-2 of the United Nations Global Compact when it requests legal 
protection against consumer claims from the government? 
The Bank is a member of the United Nations Global Compact programme since 27.02.2003. The Subsidiary is 
member of the Hungarian Banking Association (Bankszövetség). Mr. Mihaly Patai, the Chairman of the 
Hungarian Banking Association asked the Hungarian Government in a letter dated 27 August 2013 to 
implement legislation, which provides protection for the banks against consumer claims. Such legislation has 
been in place since 2014. Does Mr. Mihály Patai's conduct appear to you to be in line with Principles 1-2 of the 
United Nations Global Compact?” 
 
Answer of the Board of Directors: 
 
“Summary of the FX loan situation in the Hungarian banking industry 

This section addresses Questions 1 to 4 included in the Hungarian Consumer Protection Association for 
Financial Services (the “PITEE”) letter: 
 

� The PITEE’s questions focus on what are known as “Foreign Exchange” loans (“FX Loans”), which were 
retail mortgage loans denominated in a foreign currency, principally Swiss Francs and Euros, and not the 
local Hungarian currency of forints, or “HUF”. The granting of FX Loans was a widespread Hungarian 
banking practice and not specific to activities undertaken by our Hungarian banking business, AXA Bank 
Hungary (“ABH”), which is a branch of our Belgian bank, AXA Bank Europe. Accordingly, the PITEE’s 
questions, and our responses, need to be understood in the context of the industry-wide issues arising from 
the FX Loans. 

� Hungarian borrowers took out FX Loans in order to have access to considerably lower interest rates 
compared to HUF rates at the time. However the borrowers assumed an open-ended FX-risk position 
because, although the loans were denominated in a foreign currency, they were paid to them by the 
Hungarian banks, and repayable by them, in HUF. 

� Due to a general deterioration of the Hungarian economic climate (such as adverse FX-rate developments, 
interest rate increases, falling house prices, unemployment), the repayment instalments for FX Loans 
became unsustainable for many Hungarian borrowers. 
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� As a consequence, the Hungarian retail banking market saw a large number of lawsuits (“FX Lawsuits”) 
from borrowers challenging the validity of the FX Loans, mainly on the basis of the application of and lack 
of disclosure on: 

o the difference between the bank’s buy FX rate (when disbursing the loan) and the higher sell FX 
rate (when the borrower repays the loan), (the “FX Gap”); 

o the unilateral right of banks to increase charges and costs, notably interest rates, throughout the 
life of the loans. 

� To address the industry-wide FX Loan issue, the Hungarian Parliament introduced a suite of legislation (“FX 
Laws”)1, with the following key features, which were implemented over the course of 2015: 

o Conversion to HUF: all FX Loan agreements were converted automatically to HUF-denominated 
loans at a fixed FX conversion rate (“HUF Conversion”); 

o Settlement of affected loan repayments and costs: 

▪ all prior loan repayments that the relevant Hungarian bank had calculated using the FX 
Gap rates were recalculated using the relevant FX rate of the National Bank of Hungary, 
with the banks repaying the overpayments to borrowers (“FX Gap Settlement”); 

▪ all unilaterally imposed interest and cost increases were repaid by the banks (“Costs 
Settlement”). 

� Despite the implementation of the FX Laws, some FX Lawsuits remain on foot across the Hungarian banking 
industry as borrowers continue to seek new ways to challenge the validity of the FX Loans in order to 
further improve their economic position beyond that provided under the FX Laws. 

� In relation to ABH’s “provisions” connected with FX Loans: 

o Like other Hungarian banking industry participants, ABH implemented the FX Laws by taking steps 
to implement the HUF Conversion, the FX Gap Settlement and the Costs Settlement. ABH has 
completed these steps and therefore does not currently see any reason to establish provisions for 
the issues already addressed by its implementation of the FX Laws. 

o ABH continues to make provisions for the pending court proceedings relating to its FX Loans, 
calculated in the ordinary course on a case-by-case basis. 

o The European Court of Human Rights (“ECHR”) 2015 “pilot judgment” was addressed to the 
Hungarian State and related to the ECHR’s view that there is a structural problem in Hungary with 
delays in the time for civil proceedings to conclude in Hungary. ABH does not currently see any 
reason for it, as a private entity, to establish provisions in relation to the pilot judgment. 

o Over the period 2010-2014, ABH has generated cumulated net losses of approximately €-440 
million, that notably include a one-off provision of €-101 million in 2014 as a result of the FX Laws. 

  

                                                           
1 Act X XXVIII of 2014 (the “Nullity Act”); Act XL of 2014 (the “Settlement Act”); Act LXXVII of 2014 (the “Conversion Act”). 
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AXA Values 

This section addresses Questions 4, 6, 7 & 8 included in the PITEE letter: 
 

� ABH, along with other Hungarian retail banks, offered FX-Loans to respond to consumer demand at the 
time. Following adverse changes in the overall Hungarian economic environment, the Hungarian 
Government implemented the FX Laws to respond to the widespread legal action taken by borrowers. ABH, 
like other industry participants, has taken steps required under the FX Laws.  

� Our business is subject to extensive laws and regulations and to significant litigation risks in the various 
countries where we operate; changes in existing or new laws and government regulations in these 
countries, the creation of new laws or government regulations and/or an adverse outcome in any 
significant pending or future litigation or regulatory investigation may have an adverse effect on our 
business, financial condition, results of operations, reputation or image. While management proactively 
manages these risks and has adopted policies and procedures designed to ensure compliance with 
applicable laws and regulations in the various jurisdictions where it does business, we cannot predict with 
any certainty the potential effects that a change in applicable laws or regulations, their interpretation or 
enforcement (or of the potential effects of any new regulation or legislation in the future) may have on the 
business, financial condition or results of operations of our various businesses. 

� In addition to national laws and regulations, AXA joined the United Nations’ Global Compact in February 
2003 and made formal commitments to adhere to and promote its ten guiding principles. AXA is not 
involved with the specific requests of the Chairman of the Hungarian Banking Association to the Hungarian 
Government, and so it is not appropriate for us to comment. 

� AXA is committed to conducting its business according to the highest standards of honesty and fairness. 
This commitment to observing the highest ethical standards is designed not only to ensure compliance with 
applicable laws and regulations in the various jurisdictions where we operate but also to earning and 
keeping the continued trust of our clients, shareholders, personnel and business partners. For further 
information please see https://group.axa.com/en/about-us/ethics.” 

 
* * * 
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