Pet Network Group

Environmental, social and
corporate governance report

2021

Enviromental and social responsibility

Content:
Pet Network Group

1

Animal welfare

2

Environmental sustainability

9

Our Team

12

Governance standards

17

Enviromental and social responsibility

Pet Network Group
Pet Network group integrates leading pet retailers
from across South-East Europe, creating an expansive
network of animal care experts. By boosting synergies
and expanding growth potential we have redefined the
region’s pet care industry.
Dedicated to exceeding customers’ expectations, we
provide a premium shopping experience for pets and pet
parents. Pet Network has more than 140 shop locations,
along with convenient localized online shops, offering
same-day delivery and Click & Collect services to cater
to our customers’ needs.
Veterinary clinics and pharmacies are located within
selected Pet Network stores, providing access to more
than 100 veterinary doctors to help care for your pets’
every need. All 1,500 Pet Network team members are
pet care professionals, dedicated to animal wellbeing
and providing exceptional customer service.

The pet care market has experienced a rapid
acceleration in recent years, driven by growing pet
ownership and humanization trends, as well as
increased purchase power in the region. The Pet
Network Group is uniquely positioned in the market with
deep competitive advantages, including the capacity
for multinational development and strong experience in
Eastern European markets, along with internal synergies
on administrative and language scattered markets and
developed IT infrastructure.
Pet Network customers also benefit from an extensive
private label portfolio, providing the best value offers,
with some also present within our Europe-wide
distribution channel. Pet Network Group continues to
grow, with upcoming plans to deliver its successful retail
and services model to more pet owners in the region,
exploring new potentials at future markets.
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Animal welfare
Animal health is of the utmost importance to us, whether that’s achieved by sourcing only the
finest ingredients for nutrition, employing highly skilled veterinary doctors and knowledgeable pet
shop employees or offering help and support to local communities.

Pets deserve
the very best
We respect pets and treat them as family members
Pets are at the centre of everything we do. They are our
responsibility and our love. We are happy to take care of them,
continuously improving and educating ourselves in order to
provide them the best possible care. Pets deserve the very best.
Animal welfare is of utmost importance to us. Every aspect of
our pet operations is carefully designed, managed and highly
regulated, with animal welfare at heart. We are happy to take
care of them, continuously improving and educating ourselves, to
provide the animals in our stores with the best care possible.
Pets are at our very core. Whether they are the small animals in
our stores, our customers’ pets or pets in the local communities,
pets are at the center of everything we do. Activities and
partnerships across the Pet Network Group are aligned with our
aim to create the best possible world for both pets and the people
who love them.

Animal welfare is of
utmost importance
to us. Activities and
partnerships across
the Pet Network
Group are aligned
with our aim to
create the best
possible world
for both pets and
the people who love
them.
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It begins with responsible pet sourcing.
We work exclusively with fully-licensed and verified
small animal breeders who meet the highest standards
of animal welfare, from the very start and throughout
their journey to our stores. It is very important to us
that pets have been bred in caring and comfortable
surroundings. Many of the birds in our stores are
hand-fed. All animals who come to our stores, as their
temporary homes, are transported safely and treated
with special care to adjust to their new environment.
Within our stores pets are cared for with love.
All small animals in our care are under constant
veterinary supervision, with the highest quality living
conditions which are carefully adjusted to their specific
needs, as close as possible to their natural habitats.
Our dedicated and expert pet team in every store
includes experienced veterinarians, qualified veterinary
nurses and specialists in specific areas of pet welfare.
They care for the animals daily and lovingly, ensuring all
pets in our care are healthy and happy during their time
with us.
In each store there is a nominated person, with required
level of knowledge and certification, who is solely
responsible for pet wellbeing. At the Group level, in every
Group division we have an expert veterinary doctor, who
is responsible for the implementation and consistency
of best-practice policies to ensure the highest standards
of pet care and welfare across our stores. We are very
proud that all our internal and official audits on animal

welfare are always impeccably evaluated. We comply
with all European and local legislation on pet protection,
pet welfare laws and international trade regulations
regarding live animals. We take our commitments
further than requirements of legislation, aiming to
continuously improve our welfare standards.
We promote responsible pet ownership.
It is incredibly important to us that every pet finds a lifelong
and loving home and that their owners understand their
needs and how to care for them properly. Therefore we
take great efforts in helping our customers make informed
choices about buying a new pet.
We discourage impulse buying and advise customers
not to buy pets as a surprise gift. Dogs, cats and ferrets
are not sold in our stores. We only sell pets to owners
of the required age, never to minors. Special house
rules are applied within our stores in order to provide an
exciting customer experience, but also the maximum
comfort for the pets in our care.
To help our customers understand the specific
needs of each animal and the great level of personal
responsibility that comes with owning a new pet, we
provide a wide range of free educational brochures
about all pets in every store, as well as extensive online
content. We invest greatly in our pet loving retail sales
teams, so they are highly qualified and always available
to individually educate and advise our customers on
spot. We encourage our customers to visit us together
with their pets who are always welcome in all our stores.

Dedicated and expert pet
teams in every store
Professional personnel including veterinary
doctors implement the best policies and practices
to ensure highest standards of pet care and welfare
within our stores.
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We support pets in
local communities
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We believe in making a difference to as many
people and pets as we can. By offering help
and support to local communities we are able
to further promote pet wellbeing. All pets
deserve the very best.
Pet support in local communities
Seeing the world from the pet focused perspective, and
with pet welfare being our number one value, we believe
in making a difference to as many people and pets as
we can. Therefore we consistently provide help and
support to the local communities, educate the public
on pet wellbeing, advocate the ethical and responsible
treatment of pets and promote the best pet care
practices. All pets deserve the very best.
Knowledge is the key to understanding pets and
their welfare needs. That is why we are very
passionate about educating our customers and local
communities on pet related topics. We are constantly
reaching to them through different communication
channels, including our own web portals (with expert
blogs and various professional content updated daily),
social media (with powerful YouTube, Facebook
and Instagram platforms as great meeting spots
for us and the pet community, to engage sharing
knowledge and experiences), free expert lectures and
fun educational workshops for pet owners. We also
provide valuable expert consulting and veterinary
advice to individual pet owners, both within our
stores and online, about their pets (health, nutrition,
behaviour) and their happy life together.

We believe in sharing
knowledge
Last year’s numbers alone show:

“ Our store experts
personally consulted
more than
100.000 customers
last year! “
Borut Magister, Country Manager
of Mr. Pet Slovenia

Over 400 educational articles published
on our websites and news media portals
More than 8 000 individual email
correspondences from customers asking
for veterinary advice.
Over 200,000 free educational brochures
on pet welfare and care distributed within
our stores
Over 300,000 views of more than 100
educational stories posted on Instagram
and Facebook
Growing popularity of YouTube channel
in Croatia alone already exceeded
2,300,000 views of educational video
content.
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Promoting responsible ownership and pet adoption is
an important part of our everyday activities, throughout
the year, across the Pet Network Group. We support
various pet adoption programs, in cooperation with most
prominent shelters and animal adoption centres. Also
we are proactively addressing important issues, such
as the pet abandoning problem in summertime, through
educational campaigns on a larger scale.

Although the year 2020 will be globally
remembered as a regressive one, struggling
with the coronavirus pandemic, Pet Network
Group still stood its ground – and continued
helping. Through the efforts of all and an
amazing cooperation with local animal
shelters, we supported more than 2000 pet
adoptions..
Providing donations for pets in need is another way
to offer help and support, and lead by example when
it comes to promoting pet welfare. We make regular
donations of pet food and supplies to selected local
animal rescue and pet adoption charities and shelters.
In an attempt to hear and respond to every pet in
need’s voice, we maintain lively communication with
local communities and engage in a number of socially
responsible activities. Helping pets and their families
in times of crisis, such as natural disasters (floods and
earthquakes) and other unfortunate circumstances, is
always our priority and our privilege.
Attempting to achieve a greater impact on animal
welfare, we continuously work on implementation of
animal wellbeing acts, through active participation in
development of new regulations in specific areas such as
the improving of animal habitats, obligatory castration of
dogs and cats and no kill shelters. Together we can make
the change and contribute towards a happier life together
with our animal companions as the part of our family. We
all deserve the best world possible.

Helping together

Donations
In 2020 the Pet Network Group
donated a total value of €42.000
in pet food and supplies, investing
into a better future for all pets.

“We have been very happy and lucky to have such a devoted lifelong partner as Pet centar, for more than two decades.
Our relationship extends far beyond sponsoring, generous donations and supporting adoption of shelter animals. I
thank Pet centar for its unwavering commitment and most of all for giving us hope.”
Helena Fink, Founder and President of Noa’s Arc, animal shelter in Zagreb, Croatia

“The endless efforts and enthusiasm of our team alone is most often not enough to carry out our rescue actions to save
animals from life threatening situations. Socially responsible companies, like Pet centar, greatly help to make it happen,
by believing in what we do and by supporting us generously. Thank you, Pet centar, for being there for us throughout the
past years, providing your most appreciated gifts in supplies wherever and whenever needed.”
Aleksandar Gavrić, Animal Rescue Serbia (ARS), Civilian Volunteer Organization in Serbia

“Our team of volunteers, united by the desire to create a life without pain for homeless animals in the city of Varna,
was very joyful when Maxi Pet arrived. We immediately clicked, sharing the same passion and philosophy that every
animal deserves a chance, responsible owners and loving home. Maxi Pet has been supporting us from day one, with
valuable donations, charity events, supporting of individual adoptions – and our cooperation keeps growing.”
Svetla Dimitrova Dimitrova, Representative for Animal Hope Varna, NGO in Varna, Bulgaria

We thank you for support in last years! Maxi Pet was indispensable in keeping positive adoption rates, through active
promotion of our events and adaption packages offered to new parents.
Chirca Neli, President Kola Kariola Association, Romania
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Don’t abandon
Community action in Croatia

#PetsAreFamily Campaign
Summertime each year is a difficult period for some pets who are less fortunate than others. In an effort to raise
awareness, in summer 2020, Pet Centar in Croatia launched an initiative to spread the word about the rising
numbers of abandoned pets, and the problems caused by careless owners who fail to ensure their pets’ wellbeing,
especially when going in vacation.
The aim of the campaign was to highlight these important issues and communicate to pet owners about more
suitable solutions for those unable to take care of their pets during the vacation period.
To remind them that pets are their family too, Pet Centar engaged its substantial community of pet lovers, including
social opinion leaders who rallied the public to share and reshare useful content on this issue. The initiative was
supported by four pet shelters from Croatia’s major cities and by the online media.
The pet community reacted amazingly on social media platforms, sharing their experiences of great vacations with
pets, sharing pet friendly locations or tips about where they leave their pets safely while on holiday. With 500.000
people reached and over 1.000 photographs and stories of pet vacations shared using the campaign hashtags, the
initiative was a huge success, making a real difference to the lives of many pets.

#iLjubimciSuObitelj

Engagement

500.000 people reached.
Over 1.000 photos and stories
shared using the campaign
hashtags.
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We engage as pet
lifeline support
Devastating earthquakes in Croatia

Supporting pets and their
owners affected by
devastating earthquakes
Throughout the last 20 years, Pet centar has been devoted to
pets and their owners, in good times and bad.
When a series of high magnitude earthquakes struck the city areas
of Petrinja, Sisak and Glina in December 2020 and the months that
followed, we stepped forward to give a helping hand immediately.
During the crisis, when basic human needs were ever harder
to meet as many families lost their homes, belongings and the
ability to care for themselves, incredible efforts were made to
establish a lifeline for pets and their owners.
Together with our partners, we were quick in finding solutions to
provide much needed pet necessities such as food, bedding and
veterinary medicine, as well as helping the local institutions take
care of hurt and abandoned pets.
We reached out to our wonderful Pet centar community, who
made a huge impact by donating pet food within our stores,
sharing the initiative through social media and joining a hub for
information, directing us to locations where the help was most
needed. A total of 400.000 people were reached, with more than
20.000 interactions on our social media channels during this
difficult period.
In the aftermath of the earthquake, more than four tonnes of
food was donated by Pet centar, with a substantial amount also
donated by the generous Pet centar community, bringing the best
out of our organisation.
Even to this day we continue to help, wishing to ensure that pets
in need and their owners have one thing less to worry about as
the crisis continues.

Donation
More than 4 tonnes of food
was donated by Pet Network.
We thank our community
for their participation and
substantial donations.
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Secret Santa in Varna, Bulgaria
Charity activity in Maxi Pet Varna collected 2 tones of pet food

Bringing hope to life in Animal Hope Varna
shelter
From the very day of its opening in the Bulgarian city of Varna, Maxi Pet has been dedicated to answering the hopes
and needs of the pet souls at the Animal Hope Varna shelter.
Along with donations of food and supplies for animals who found their sanctuary at the shelter, Maxi Pet also
reached out to pet lovers, encouraging and engaging the local community to join the effort.
Our pet people responded to this challenge with their hearts wide open. Thanks to our combined efforts during
Maxi Pet’s Secret Santa charity campaign, in the week before Christmas 2020, there was a truly magical holiday
season at the Animal Hope Varna shelter.
Over 900 kg of pet food was donated by the Varna store customers, and matched by a 1 tonne donation from Maxi
Pet. This was delivered to the shelter animals for a merry Christmas full of hope and dreams of a better future.

Varna
Secret Santa
Over 900 kg of pet food was collected
by the Varna store customers and
matched by more than 1 tonne
donation from Pet Network.
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Environmental sustainability
The health of pets in the future depends on reversing climate change now. We are committed to
reducing our impact on the natural world. Our operations are environmentally conscious and we
continue to seek out ways to reduce waste and impact on energy usage.

Product
packaging
We strongly believe that protecting the environment
is a key pillar of our long-term success. Therefore, we
commit ourselves to include a higher ratio of products
with recyclable, recycled and biodegradable packaging,
especially for our private labels.
Over 60% of our primary and secondary product
packaging is recyclable. By the end of next year we will
complete a five-year strategic plan on environmental
sustainability which will include an important objective
to increase our share of environmentally friendly
packaging, both for our private labels and other brands
in our assortment.
As new eco-friendly material will be introduced - we will
work with our suppliers on an update of our packaging
and will continue to review the use of non-recyclable
materials for all possible product types or size of the
packaging.
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Offering of
Waste
multi-use eco bags management
In 2020 we have offered our customers an alternative new,
long lasting shopping bag. We also have a plan to introduce
single use recyclable eco bags by the end of 2021.

We commit ourselves to
further reduce and finally
abandon usage of plastic
shopping bags by the end
of 2023.
Our producer of multi-use eco bags Extrapack, Bulgaria
is constantly looking for ways to produce manufactured
products that leave a minimal environmental footprint.
They have a workable system for environmental
management that focuses on decreasing pollution
and other environmental risks. Certified with the
internationally-recognized standard EN ISO 14001:2015,
Extrapack does not pollute the air, water, or soil, does
not use harmful chemicals, and rationally utilizes raw
materials and waste production.
Also, they poses FSC responsible forestry cercificate.

All corporate divisions are working on the common
vision of turning today’s waste into tomorrow’s
recyclable materials. We collect waste and keep it in
circulation wherever possible.
We ensure the environmentally friendly waste
management of 3 main waste types:

1. Animal bedding
2. Plastic wrap
3. Cardboard packaging
We divide and collect all waste types in special
containers to be collected by certified waste
management partners. Animal bedding is safely
disposed and plastic wrap and cardboard packaging are
recycled.

Energy saving
In all our stores across the Group we have installed a
system for monitoring and controlling the temperature
thus ensuring the best standards for our pets,
customers and employees, while saving energy.
Furthermore, in all our stores we have switched to LED
lighting that has resulted in significant energy saving.
Following this practice, Croatian operation will also
invest in LED lighting in its central warehouse, within
this year, and according to expert calculations, that
investment will pay off within an 18 months period.

“ Since 2015 we have
reduced lighting energy
consumption in stores
and warehouses by
more than 40%.”
Adriana Mateescu,
Country Manager Romania
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Sustainable
partners
We are very careful in sourcing partners, whether they
are our merchandise supplier, private label producer or
supplier of the equipment we use. We only choose and
work with suppliers that are environmentally and socially
responsible.
One of our biggest producers of private label products
United Pet Food, Belgium is focused on sustainable
activities:
•

Using solar panels for saving CO² emissions
annually

•

Minimise pawprint through responsible ingredient
sourcing & long-term partnerships with local
suppliers

•

Energy & waste efficiency programs

•

Sustainable & biodegradable packaging alternatives

Enviromental and social responsibility

Our major store equipment supplier
Sobočan d.o.o., Croatia has
implemented numerous environmentally
friendly, energy saving and quality
in general policies and procedures
resulting in compliance to following
certifications:
•

Environmental Management System
EN ISO 14001:2015

•

Energy Management System
EN ISO 50001:2018

•

Health and safety management
standard
ISO 45001:2018

•

Quality Management
EN ISO 9001:2015

•

FSC-responsible forestry
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Our Team
We are striving to create an impactful, prosperous and leading European pet care company. In our
family of companies, we share unique know-how of individuals and their expertise, experiences
and best practices, and by helping each other, provide a strong and valuable benefit to every
member of the Group. We are committed to ensuring the wellbeing of our people across every
element of our business and operations. Our people are cared for to the highest standards.

People matter to us
Our values and behaviours
We are a business that aims to create new value for its
shareholders and for the economy, to offer career opportunities
for our employees, and to create business opportunities for our
partners. We are growth oriented and passionate about our pet
family: customers, pets and our employees. Our core values and
behaviours are:

1. Customer satisfaction
2. True leadership with integrity and honesty
3. Responsibility and accountability
4. Diversity and inclusion
5. Respect
6. Passion and focus on growth

“ Pet Network
supported my
professional
development.
Started as a Shift
Manager more than
10 years ago I have
grown to a Regional
Retail Manager for
Maxi Pet Romania
and Bulgaria.“
Raducu Lița, Regional Retail Manager
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CUSTOMER SATISFACTION

We bring value and love to our customers and pets.
•
•

We continuously learn about our customers and their needs.
We provide them support on different channels and build and maintain excellent relationships.

TRUE LEADERSHIP WITH INTEGRITY AND HONESTY

We nurture sound moral and ethical principles and do the right thing, no matter who is
watching or not watching. We lead by example.
•
•
•

We ask for support from everybody in the company to respect and follow company policies
and procedures.
We respect each other’s opinions, even if we don’t agree.
We admit our mistakes.

RESPONSIBILITY AND ACCOUNTABILITY

All employees are responsible and accountable for their actions, behaviours, performance
and decisions.
•
•
•

There’s a supportive and transparent culture to help people achieve their owned tasks or initiatives.
We expect employees to perform their duties to the best of their ability while adhering to company
policies and protocols.
Every employee is accountable for their actions, behaviours, performance and decisions.

DIVERSITY AND INCLUSION

Everyone, regardless of who they are or what they do in the company are equally involved in
and supported in all areas of the workplace.
•
•

We welcome all people regardless of age, gender, socio demographic or other background.
We nurture the culture of inclusivity across the Group, supporting the communication between
and within divisions.

RESPECT

We treat customers, business partners and colleagues fairly, loyally and with respect. Their
trust is our success.
•
•
•

We nurture a culture where people are treated with kindness, courtesy and politeness. We
treat people how they would like to be treated.
We encourage other coworkers to share their valuable ideas.
We actively listen to others.

PASSION AND FOCUS ON GROWTH

We seize opportunities passionately and overcome the obstacles that stand in our way.
•
•
•

Ideas and suggestions are regularly generated from motivated team members.
There’s a consistently high quality of work and pride in what we do.
We celebrate our achievements and there is formal recognition of a job well done.
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Employee diversity
We are passionate about creating an inclusive culture. We welcome people in our team regardless
of their age, gender, race, ethnicity, or nationality. Our commitment is to build an environment where
everyone can do their best. We are especially pleased with the fact that our gender ratio of the Board
and senior management team corresponds to the gender ratio of the whole team.

Age
Age Overview
9% 0%

25%

under 25
25-44
45-64
65 and over

66%

Gender
Gender Diversity
Female

Male
0,0%

Female
Male

65,4%

34,6%
10,0%

20,0%

30,0%

40,0%

50,0%

60,0%

70,0%8

0,0%

90,0% 100,0%
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Management
Senior Management Roles held by women
Female

75,0%

Male
0,0%

Female
Male

25,0%
10,0%

20,0%

30,0%

40,0%

50,0%

60,0%

70,0%8

0,0%

90,0% 100,0%

Experience
Experience Overview
9%
13%
52%
26%

under 2
2-5
5-10
10 and over
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Health and safety
Our goal is to make a safer and healthier place for
everyone. Health, safety, and wellbeing at work
represent important values and we continue to promote
this through the Group to all of our colleagues. We take
care of our customers, employees and partners, comply
with all relevant legislation, but also go beyond.
Beside the management team who is focused on
employees’ wellbeing, we have dedicated internal
experts and external partners who are actively involved
in implementation and control activities. We provide
medical checkups, training, safety equipment and
uniforms. We record all incidents including non-workrelated injuries. However, as a result of all implemented
measures within the whole Group we have only
experienced minor incidents and never a serious one.

Making our workplace COVID secure during the
coronavirus pandemic
In the last year during the COVID-19 pandemic, we took
special protection measures in order to prevent the
spread of disease. We were pioneers in implementation
of safety policies and procedures, an example to others
and ahead in implementing measures prescribed
by the authorities. We were one of the first to install
disinfection stands in our stores and special protection
for cashiers. We are constantly promoting social
distancing policy, cleaning, hygiene and handwashing.
Our special care extends to vulnerable employees,
enabling them to work from home.

Measures
During the COVID-19 pandemic, we took special
protection measures in order to prevent the spread
of disease. We were pioneers in implementation of
safety policies and procedures.
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Governance

Governance standards
The Company conducts its business operations transparently, according to the law and the
code of ethics, the principles of sustainable development and social responsibility. We are
strengthening personal responsibility and celebrating diversity. By promoting an inclusive
workplace with world-class governance standards, we ensure our team feels safe and empowered.
We’re committed to achieving equality for all genders, ethnicities and backgrounds.

The principles of
corporate governance:

Legality
The company complies with its obligations relating to relevant
legislation. There are no current or ongoing suits, actions or other legal or
administrative proceedings before any court or other governmental agency.
Transparency of operations
The Board is ensuring comprehensive and accurate reporting to
shareholders about the organisation’s performance and financial
position. The Board meetings are held regularly on a quarterly basis.
Strengthening of personal responsibility and accountability
Every team member knows their role and responsibilities. We set
goals, provide support and update on progress. Achievement is
recognised and rewarded.
Socially responsible operations
While we have a long-term focus on improving operational efficiency and
effectiveness, the company is committed to operating in a socially and
environmentally responsible way. We see a need to focus on development
of socially and environmentally responsible business practices and
endeavour to prepare a strategy and action plan by the end of 2022. Our
special focus will be development of policies and procedures which will
ensure that our business and supply chain do not support exploitative
practices of modern slavery.

Legality
Transparency
Responsibility
and
accountability
Social
responsibility
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Governance structure – organigram
Pet Network Group
Management Board

Governance

CEO
CFO
AMCE
TRG

Paolo Ferrari
Chatelus
Harold Adrien

Finance and Controlling
Business Strategy Analyst

Head of Retail

Vuk Salaba Neda

Head of Assortment and Procurement
Group Procurement Specialist

Vujaklija Mirela

GM Slovenia

GM Romania Animax

Magister Borut

Mateescu Adriana

GM Romania Maxi Pet

GM Serbia

The role of the
Board of Directors
The company is led by the Board of Directors which is
collectively responsible for the long-term success of the Group.
The Board ensures that its policies, people and processes are
all working towards that aim. They act in the best long-term
interest of the company, not in their own interest or other
parties’. When assessing the interest of the company, Board
members take into account the interest of shareholders,
employees and other stakeholders.

LJILJANA MARKOV
MEĐUGORAC

CEO and Board Member
Pet Network Group

MARTINA BABIĆ

CFO and Board Member
Pet Network Group

The Board is responsible for:
1. Group strategy
2. Resources
3. Risk assessment
4. Financial and operational controls
5. Culture and people
6. Relations with shareholders

PAOLO FERRARI

Board Director
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