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A. Messages from the
Chairman & the CEO

WELCOME
TO OUR ANNUAL
INTEGRATED REPORT

Dear shareholders
and stakeholders,

On behalf of OPAP, | am pleased to
present the company's second In-
tegrated Report, which provides an
overview of financial and non-finan-
cial performance. Giving our stake-
holders insight into our strategy and
activities creates a basis for dialogue.
In this context, the Integrated Report
gives us the opportunity to strength-
en our engagement with our stake-
holders, while it provides a tool for
closely monitoring and recording
our progress in the fields that are of
material importance to OPAP.

In terms of financial performance,
OPAP's results in 2017 were solid,
despite persisting challenges in our
operating environment. Additional-
ly, we are very pleased with the fact
that the investments implemented
last year are bearing fruit, with our
results benefiting from the gradu-
al maturity of new projects. Among
others, | would like to refer to the
roll-out of our ¥LTs network, a new
venture for our company that can
also help in tackling the diachronic

WE ARE DETERMINED TO CONTINUE
DEMONSTRATING BUSINESS AND
ETHICAL LEADERSHIP, AS WE WRITE A
NEW PAGE IN OPAP’S HISTORY

problem of illegal gaming in Greece
and protecting public interest.

Overall, OPAP was able to deliver a
strang performance, while promot-
ing important projects, which is key
for our commitment to create lasting
and sustainable value for the com-
pany and its shareholders, but also
for the Greek economy and society.

In 2018, OPAP celebrates 60 years
from its establishment. Throughout
these 60 years, OPAP has grown
alongside Greece, being a responsi-
ble and credible partner of society.
And we are especially proud of this -
it is part of OPAP's heritage, its DNA.

This longstanding commitment to
support society in practice is mate-
rialized through our extensive Cor-
porate Responsibility strategy, which
focuses on standing by the side of
Greek youth - the country's most
valuable asset for the future. This
is reflected in our many initiatives,
including the ambitious project for
the full renovation of the country's
two largest children's hospitals, as
well as our focused and innovative

programs to support sport, entre-
preneurship and employment in
Greece.

Looking forward, we are determined
to continue demonstrating business
and ethical leadership, as we write a
new page in OPAP's history, promot-
ing a number of key projects at full
pace.

In this framework, | would like to
thank every member of the OPAP
team for their dedication and hard
work, as well as our esteemed share-
holders, OPAP agents and other
business partners for their support
and continuous interest in our pro-
grams and initiatives,

Thank you,

Kamil Ziegler
Executive Chairman

Dear shareholders
and stakeholders,

The publication of our second In-
tegrated Report coincides with a
very creative period for all of us at
OPAP. In particular, | believe that
2017 was a truly historic year for
our entire organization. With a se-
ries of significant changes, projects
and investments, we took further
steps towards delivering our 2020
Vision, which is to establish OPAP as
a world-class gaming entertainment
company.

In what was a very challenging and
busy year, we managed to record
significant progress in every area
covered by our eight Strategic Priori-
ties, a summary of which is provided
in this annual report. This progress
was undoubtedly driven by our key
transformational activities and is
also reflected in our 2017 financial
performance.

I believe that the successful imple-
mentation of many key initiatives in
2017 places us in a strong position to
continue to generate future value for

WE TOOK FURTHER STEPS TOWARDS
DELIVERING OUR 2020 VISION, WHICH

IS TO ESTABLISH OPAP AS A
WORLD-CLASS GAMING
ENTERTAINMENT COMPANY

our shareholders, our people, our
partners, our communities and oth-
er stakeholders, The strengthened
relationship with our hard-working
agents, the introduction of new and
upgraded products and services and
our ongoing technology transforma-
tion project have allowed us to visi-
bly lay solid foundations to facilitate
meaningful growth in the coming
years,

Once again, | am also very proud
of OPAP’s track-record in corporate
responsibility. Our commitment to
society, in Greece and Cyprus, re-
mained steadfast in 2017, both in
terms of promoting responsible
gaming practices and also meeting
social needs. We will continue with
the same dedication, promoting
projects and initiatives that bring
positive change among our commu-
nities.

Looking forward, there is still more
work to be done, as part of our ef-
forts to generate long-term value
and ensure the delivery of our 2020
Vision. In 2018, we will capitalize on
last year's achievements and ensure

that we take further steps towards
materializing our strategic objec-
tives, building the company’s future
in every respect and delivering en-
tertainment to millions of custom-
ers.

In this context, | would like to ex-
press my sincere thanks to every
member of our hard-working OPAP
Team, both our employees and our
agents, and to all our business part-
ners, for their commitment and con-
tribution to the company’s progress.

| do hope you take the opportunity
to read this report, which gives even
more insight into the exciting devel-
opments that are taking place at our
great company.

Thank you,

Damian Cope
Chief Executive Officer
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B. At a glance

1. Who we are

WE HAVE ESTABLISHED

8

STRATEGIC PRIORITIES
TO ENSURE
FUTURE SUCCESS

GAMING CO
IN GREECE

YEARS OF HISTORY,
GROWING ALONGSIDE
GREEK'SPORTS

10.2%

SHARE OF THE TOTAL
GREEK LEGAL GAMING o
MARKET

o
+©p
WE OFFER AN EXTENSIVE

PRODUCT PORTFOLIO
OF LEGACY GAMES

WE HAVE DISTRIBUTED C.

€3 BILLION

TO OUR PLAYERS IN 2017

2. Internal Operation

OUR CODE OF

WE TRAINED

1,149

EMPLOYEES

(96% OF OUR WORKFORCE])
ON OUR MANAGEMENT
SYSTEMS

CONDUCT HAS BEEN 0
COMMUNICATED TO 1 00 /0
0 OF OUR EMPLOYEES
0 HAVE BEEN INFORMED ON

OUR ANTI-CORRUPTION

OF OUR EMPLOYEES PRINCIPLES

WE TRANSPARENTLY AND OVER
REPORT USING THE GRI

wittoe 34
63 GRI  quantmve

INDICATORS INDICATORS

WE ADDRESS

STAKEHOLDER VIOLATION INCIDENTS
GROUPS CONCERNING OUR

CODE OF CONDUCT
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3. Player Protection

4. Society Support

WE INFORMED

100%

OF OUR PLAYERS
ABOUT RESPONSIBLE
GAMING

&
R

WE MADE A DIFFERENCE

TO OVER 1.3 MILLION PEOPLE
THROUGH OUR SOCIETAL
SUPPORT PROGRAM

DISTRIBUTE A RESPONSIBLE  INFORMED & TRAINED

GAMING INFORMATIVE 0

BROCHURE THROUGH 1 /0

I 0 0% OF OUR EMPLOYEES
ABOUT THE RESPONSIBLE

OF OUR AGENCIES AND GAMING PRINCIPLES & RULES
PLAY GAMING HALLS

WE£LONDUCTED OVER WE HAVE RECEIVED

REGULAR AND AD-HOC T
RESEARCH STUDJES
T0 43,000 CUSTOMERS D

CERTIFICATION

BY THE WORLD LOTTERY ASSOCIATION, WE ALLOCATED WE INFORMED AND TRAINED
FOR APPLYING RESPONSIBLE GAMING

T PRINCIPLES IN OUR OPERATION 0 0
AS LOTTERY ORGANIZATION 0 0_ 0

WE CONDUCTED AWARENESS
84% SESSIONS FOR
OF COMPLAINTS ] 0 0 /0
RESOLVED WITHIN
1 WORKING DAY OF OUR EMPLOYEES ON

INFORMATION SECURITY .|7 4y
WE REACHED . 0

0 REDUCED OUR WATER
0 0 CONSUMPTION

IN OUR POST CALL SATISFACTION INDEX
FOR PARTNERS AND CUSTOMERS RESPECTIVELY

OF TOTAL PROCUREMENT RESPECTIVELY OF OUR EMPLOYEES
SPENDING TO LOCAL ON ENVIRONMENTAL PROTECTION
SUPPLIERS ISSUES
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5. People Development

WE INCREASED THE PERCENTAGE OF
WOMEN IN ALL MANAGEMENT POSITIONS
AND DIRECTOR POSITIONS TO

21.4%-26.1%

RESPECTIVELY

INCREASED THE NUMBER
OF OUR EMPLOYEES

100%

OF OUR EMPLOYEES
PARTICIPATED IN
PERFORMANCE
EVALUATION PROCESS

6. Network Enhancement

MPLEMENTED OVER )

30,000 6,000

ONE .

S39VSSIN

(N~ 8,097

ADDITIONAL POINTS OF  PLAY GAMING HALLS
SALE AND STREET FOR VLTS

R e 4 5 B 9 VENDORS T0 DISTRIBUTE

maip e S ! SCRATCH TICKETS AND

NETWORK IN GREECE AGENCIES IN GREECE PASSIVE LOTTERIES,

AND CYPRUS -

L /0 0 0
INCREASED THE NUMBER REACHED THE OVERALL OF OUR AGENTS HAVE 2
OF VISITS FROM QUR AGENT SATISFACTION SIGNED AND FORMALLY
MERCHANDISING TEAM TO FROM OUR COMPREHEN- COMMITTED TO OUR
OUR SALES NETWORK SIVE SUPPORT PROGRAM RESPONSIBLE GAMING

POLICY

WE INFORM

JUY IM OHM

WE DOUBLED TRAINING
HOURS CONDUCTED TO
OUR SALES NETWORK
PARTNERS
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WE ACHIEVED WE ACHIEVED

€1435.0M  68.4%

REVENUE (GGR) PRIZE PAYOUTS
(EXCLUDING VLTS)

WITH OVER

CA55M e siem € 370m

TO SUPPLIERS TO OUR NETWORK PARTNERS
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C. Strategy

Driven by our 2020 Vision to estab-
lish OPAP as a world-class gaming
entertainment company, we have
established 8 strategic priorities that

will help us generate, capture and

sustain value for the company and
all our stakeholders, both short and

long term. U‘I

EMBEDDING
CUSTOMER OBSESSION

03

DEVELOPING OUR
PEOPLE

/1
4

07

EXPANDING THE POWER
OF OUR BRAND

INVESTING IN OUR
NETWORK

LEVERAGING THE LATEST
DIGITAL & TECHNOLOGY
CAPABILITIES

S39VSSIN
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Contacted over 45,000 customers to deter-
mine their opinion and collect useful infor-
mation

Managed monthly communication with over
60,000 customers

Created the Customer Experience Team
Created new Voice of the Customer record

mechanisms and transformed existing mech-
anisms into information and actions

1]

STRATEGIC

PRIORITY @

The first strategic priority is all about our Customers. OPAP is a
consumer-facing business serving millions of customers and we
have placed them at the centre of everything we do. Therefaore, we
intensify our actions to understand our customers better, increase
our internal focus and continuously respond to changing customer
behavior and needs.

/]

|

OUR AIM FOR 2018

Achieve at least 27% overall customer sat-
isfaction

Launch the 'Adopt a shop’ program for all
employees

Enable proper one to one communication
and data handling opt-in for over 60% of
registered customers

OPAP.GR

INVESTING IN OUR NETWORK

Our Network is the backbone of our business activities and op-
erations. OPAP aims to develop its agencies into local entertain-
ment destinations for our customers, through significant invest-
ments in agencies and the introduction of world-class products
and services. Furthermore, we emphasize on aligning our inter-
‘ests with our agents and increasing the level of support provided
‘to them.

Signed the new Contract and Commercial
Policy (including a new Commission Scheme)
with over 3,900 agents

Installed VLTs and Self-Service Betting Ter-
minals (SSBTs) in over 700 and 400 agencies
respectively

Installed latest technology equipment in our
entire sales network

Invested significantly in our agent's training
achieving high satisfaction levels

Opened 278 gaming halls

S39VSSIN
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STRATEGIC
PRIORITY

DEVELOPING OUR PEOPLE

Our people are at the heart of everything we do, materialising
our processes and operations and contributing to the success
of our company. OPAP’s strategic objective is to build high-per-
forming teams; thus, to attract new talents to the Group, further
develop existing employees through the expanded OPAP Acad-
emy program, as well as create stronger bonds between the
company and its employees through initiatives, which include
regular two-way internal communication.

OPAP.GR

BUILDING A WORLD CLASS
PORTFOLIO OF PRODUCTS & SERVICES

Our aim is to offer a broad range of attractive, new and upgrad-
ed products and services to our customers and our network, as
well as to leverage the promising opportunities for our compa-
ny in the digital field. In this framework, we focus on offering
our customers an entertaining gaming experience in view of the
2018 World Cup. Additionally, we will enhance Virtual Sports and
KINO, while continuing the roll-out of SSBTs and VLTs, as part of
our commitment to offer world-class products.

N

| I—|

WE DID IN 2017

Defined our Core Values in line with OPAP's
2020 Vision

Focused on new talent attraction (recruit-
ment of new 268 employees, internship op-
portunities for 60 young people)

Expanded training and development activ-
ities (27,478 training hours through OPAP
Academy, Induction Program, e-learning
platform etc.)

/]

e

OUR AIM FOR 2018

Develop a high-performing team, through
our new performance management, de-
velopment and reward schemes

Leverage new technologies for human re-
sources management, through new mod-
ules in our People Online platform

Achieve higher employee engagement in
our annual Employee Survey

WE DID IN 2017

Introduced Virtual Sports games across the
company's network.

Installed approx. 1,400 SSBTs and moved the
live betting to a new platform

Installed 10,007 VLTs in 278 PLAY Gaming
Halls and 1,071 agencies

Launched a simplified horse racing betting
game

OUR AIM FOR 2018

Enrich existing product offerings in KINO,
VLTs and Virtuals

Launch a new over-the-counter (OTC)
platform

Increase Self-Service Betting Terminals to
at least 4,000 in our sales network

Migrate INTRALOT Lottery and Hellenic
Lotteries games to new terminal

Launch new versions of LAIKO and
ETHNIKO Lotteries

Review the operating model for horse rac-
ing

S39VSSIN
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STRATEGIC
PRIORITY

LEVERAGING THE LATEST DIGITAL
& TECHNOLOGY CAPABILITIES

Transforming the role of technology in our organization is a key
objective for OPAP. Therefore, we invest in modern and best-
in-class solutions, which provide us with an increased level of
control, as well as with flexibility for the delivery and improve-
ment of OPAP products, while establishing the foundations for

our future strategy.

WE DID IN 2017

Proceeded with all digital and technology
transformation activities according to time
plan

Deployed new retail terminal and digital sig-
nage solutions across the entire network na-
tionwide

Upgraded the telecommunication infrastruc-
ture in over 1,200 agencies

Implemented multi-million investments in
our technology transformation program

7

e

OUR AIM FOR 2018

Complete our technology transformation
project

Introduce the "Zero Paper’ initiative

Launch of Tora Wallet services, including
pre-paid card and IBAN account

Launch the new Pamestoixima.gr
platform

Increase our internal delivery capabilities
by building an OPAP B2C solution and de-
ploying it in our shops

OPAP.GR

Reached the level of having renovated 46% of
both Children Hospital buildings

Through our Sport Academies program, we
benefited 13,000 children and 20,000 parents

Launched the 'OPAP Forward' program to
support 20 small and medium-sized enter-
prises (SMEs)

Remained the leading company in Greece re-
garding our societal support program

Developed higher standards of Responsible
Gaming and ensured their implementation

21
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STRATEGIC
PRIORITY

il

‘ . EXPANDING THE POWER OF OUR BRAND

The OPAP brand has a remarkable level of recognition in

Greece, consisting one of our most important assets. We

plan to further re-establish our brand purpose as a world

class entertainment company, in order to further extend its
- l reach and impact , as well as maintain a strong and consis-
- tent emotional connection with our customers.

WEDID IN 2017

Launched our first Corporate Brand Cam-
paign (Mr. OPAP) that improved overall
customers opinion about OPAP by 11 per-
centage points

Created over 30 original advertising spots to
reflect our brand's values through our games
communication

Extended the footprint of our sponsorships
and activities to strengthen connection with
our customers

7d

—_

OUR AIM FOR 2018

Achieve 62% of population to perceive
OPAP as an entertainment company

Successfully implement our ‘60 years’
Anniversary Program

Implement our World Cup campaign

Inform the general public on our games
and procedures through the ‘mathetono-
pap.gr' initiative and a winners awareness
campaign

OPAP.GR

Continued our efforts to tackle illegal gaming

Closely cooperated with the respective
authorities

Continued our active cooperation with our
partners in international associations

S39VSSIN
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LIVE THE GAME
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D. Who we are

IN THIS SECTION

1. Our Company

2. Our Industry

3. Our Games Portfolio

4. Our Technology Capabilities
5. Our Value Chain

©

N

60 10.2%

years share of total
of history Greek legal
gaming market

4,841

agencies and gaming
halls both in Greece
and Cyprus

25
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The campaign achieved
a 91.3% exposure of our message
1 » our com Pany through TV placements in its
first day.
OUR COMPANY OUR BRAND

OPAP, the leading gaming compa-
ny in Greece and Cyprus and the
exclusive operator of all Numerical
Lotteries, Sports Betting games and
Horseracing Mutual betting, was es-

tablished in 1958 and listed in the
Athens Exchange in 2001. Through a
joint venture, OPAP is also the exclu-
sive operator of the Passive Lotteries
and Instant Win Games (SCRATCH),

OPAP GROUP OF COMPANIES INCLUDES
THE PARENT COMPANY OPAP S_A. AND ITS SUBSIDIARIES.

while also holding the exclusive li-
cense to operate Video Lotteries Ter-
minals (VLTs") in Greece.

Company Holding Headquarters Main Activity

OPAP S.A. Parent company Greece Numerical Lotteries & Sports Betting games
Hellenic Lotteries 5.A. 67% Greece Lotteries

OPAP Cyprus LTD 100% Cyprus Numerical Lotteries

OPAP Sports LTD 100% Cyprus Sports Betting games

OPAP International LTD 100% Cyprus Holding company, Services

OPAPF Services S.A. 100% Greece Sports events, Promotions, Services
OPAP Investment LTD 100% Cyprus Holding company, Services

Tora Direct 5.A. 100% Greece Provision of various value-added services
Horse Races S.A. 100% Greece Horseracing Mutual betting

Tora Wallet S.A. 100% Greece Licensed eMoney institution

Neurosoft S.A. 67.72% Greece Provision of Software Services

Our shareholder structure consists
of 319 million authorized common

SHAREHOLDER STRUCTURE

EMMA DELTA HELLENIC
HOLDINGS LIMITED

shares listed in the Athens
Exchange with a par value of €0.30

per share:

67%

REMAINING
FREE FLOAT

Our brand has been one of the
most recognizable and appreciated
brands in Greece for 60 years, since
our logo and brand visuals are visi-
ble in thousands of different touch-
points, from television advertising
and sport clubs' branding to all game
slips and stickers in agencies.

& GOOD PRACTICE

OPAP:
LIVE THE GAME

In order to further capitalize on our
brand, within 2017 we created over
30 original advertising spots reflect-
ing our brand's values and launched
the first "OPAP: Live the game’ brand
campaign after several years, featur-
ing Mr. OPAP.

This humanlike figure features all of
OPAP's distinguished characteristics
(i.e. placing people in the center of
our operations, closely connected
with our history and games, having
dynamic games, providing enter-
tainment choices to our customers
and reinventing our offering to meet
their needs, being always present
through our extensive network of
agencies all over Greece) and aims
to remind our commitment towards
our customers and the importance
of play and entertainment in every-
day life.

The campaign achieved a 91.3% ex-

posure of our message through TV~ we
placements already in its first day
and 60% tagline awareness in just
4 months after the campaign and
managed to increase:

- Overall opinion for OPAP by 11
percentage points.

- Perception that ‘OPAP is an ex-
citing world’ by 17 percentage
points.

Belief that ‘'OPAP offers more op-
portunities for entertainment’ by
13 percentage points.

1%

increase in
perception that
“OPAP is an
exciting world”

1%

increase in
overall positive
opinion for OPAP
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Socioeconomic footprint

. . Value for Greece
Py in everything : --
o ‘o we do % €7

SINCE €2 BILLION 1.1% €315 MILLION

/l 9 5 8 @) _ ; Total effect in GDP

Innovates Invests Creates
FOR THE MARKET
L MARKET 0 —
Local suppliers [ 3% M= .
72%
Spending on Gaming Halls Agencies Additional Points
local suppliers of Sale for

Hellenic Lotteries

© o
1 POSITION IN OPAP @

SOCIETY g
GROUP & NETWORK

1429 SUSTANS21INTHE 249
%’hapzsgitif-'zn? OPA:’ employees GREEK MARKH Increase inémp

direct employment
@ FOR THE SOCIETY
= 00 @
= YN

People benefited Invested in Activities supported
EMPLOYMENT from OPAP's local communities through our societal
programs support support program
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Our 2020 Vision
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Nn

CULTURE

Define a clear set of Core
Values that run throughout
every member of the OPAP
family

-H-H-I-l

M

PRIORITIES

Establish Long-Term Strate-
gic Priorities, each with a
clear set of operational
milestones

ORGANIZATION

Build the Strongest OPAP
Team by putting in place a
new structure to deliver our
long-term objectives

S39VSSIN

is to establish
""" OPAP as a world >

OUR VALUES

DYNAMIC

Evolution, Game changer

JINYTO VIV

We are modern, leading the game,
committed to excellence across the
board, continuously re-inventing
ourselves and driving forward the
gaming entertainment industry. As
pioneers, we always seek inspiring,
innovative, flexible solutions to
offer world-class experience to our
customers.

class gaming
entertainment
company.

AQ3LIVHLS

PASSIONATE FAIR @
We are passionate Fairplay

in everything we do.

We act as one team towards a Everyone matters and is tr
common purpose, produce high equally. We o p

value for our stakeholders. We are and integrity
customer-focused with a bold and inclusive

determined attitude delivering the open and

ultimate gaming experience and

inspiring each other to achieve the

best of ourselves.

NOILYWHOLNI LY0d3y
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OUR HISTORY

1958 1990 2000 2011 2013 2014 2015 2016 2017

Founding of OPAP Introduction Introduction Expansion of the Emma Delta Hellenic Acquisition of OPAP S.A. and Introduction of PAME Commencement of
(Greek Organization of of LOTTO of PAME STOIXIMA exclusive right to Holding Ltd acquired Payzone Hellas S.A. Hellenic Lotteries S.A. STOIXIMA HORSE VLTs operations
Football Prognostics) organize, operate 33% of OPAP obtained Level 3 RACING
and manage its Introduction of certification by the Introduction of
1 993 20 02 betting and lottery Hellenic Lotteries Instant Win games World Lottery Associ- Change of the compa- Virtual Sports under
1959 games until 2030 acquired a 12-year (SCRATCH) ation (WLA) for the ny's legal seat from the PAME STOIXIMA
license for instant Responsible Gaming the Municipality of brand
Introduction Introduction Exclusive license to ticket and passive practices Peristeri (Attica) to
Introduction of PROTO of EXTRA 5 & SUPER 3 install, operate and lotteries the Municipality of Introduction of SSBTs
of PRO-PO run VLTs (VIDEO Horse Races S.A. Athens in the agencies
LOTTERIES TERMI- acquired the exclu- network
1 996 20 03 NALS) in Greece sive right to organize HORSE RACES S.A.
and conduct mutual commenced
Introduction of horse racing betting operating activities
Introduction Introduction MONITOR GAMES in Greece
of PROPOGOAL of KINO. and GO LUCKY

OPAP Cyprus LTD is
1 997 established
Introduction 2004
of TZOKER

OPAP Services S.A. and

OPAP International LTD
are established
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OUR REGULATORY
FRAMEWORK

Similarly to most European coun-
tries, the Greek gaming sector is
regulated and controlled by a State
Commission (the Hellenic Gaming
Commission - HGC), which was for-
mally established in 2012 as an in-
dependent administrative authority.

HGC's objectives are to establish the
regulatory framework and set the
standards to ensure that gaming
and betting within the Greek Terri-
tory are organized and conducted in
a transparent and fair manner and
are not subject to illegal activities or
exploitation, as well as protect the
interests of players and society.

Activities of HGC are conducted with-
in a series of regulations that either
refer to the overall gaming sector
(e.g. Decision no. 129/2/07.11.2014,
as currently in force following an-
nouncement occurred with De-
cisions no. 155/6/24.04.2015,
163/6/09.07.2015, 166/5/23.07.2015
in accordance to Law no. 3691/2008,
as amended by Law no. 3932/2011,
concerning tackling money launder-
ing and terrorism financing), or re-
late to specific games or gaming cat-
egory, or processes by the respective
operators.

Gaming Concession: In 2000, we
entered a 20-year concession agree-
ment with the Hellenic Republic and
has been granted the exclusive right
to conduct, manage, organize and
operate numeric, sport forecasting

and betting games by any appropri-
ate means relevant to the current
technology.

The agreement was extended in No-
vember 2011 and is valid till October
12, 2030 except for PAME STOIXIMA
and MONITOR GAMES, for which
OPAP has exclusive right to offer
thern online until October 12, 2020.

Under the terms of the concession
agreement and in accordance with
the terms of Article 27, paragraph
9a of Law no. 2843/2000, OPAP
was also granted the exclusive right
to operate and manage any new
Sports Betting games in Greece and
reserves the right of first refusal of
the right to operate and manage any
new game, in case the law allows this
game.

Lottery Concession: The Lottery
Concession, which was ratified by
Law no. 4183/2013, entitled OPAP
to exclusively operate Hellenic State
lotteries.

60 YEARS

of history,
growing alongside
Greek sports

VLTs license
duration extended to 18 years

VLT License: According to the
provisions of Article 39 of Law no.
4002/2011, we initially held an ex-
clusive 10-year license to install and
operate 35,000 Video Lotteries Ter-
minals (VLTs) in Greece, out of which
16,500 would have been installed
and operated directly by OPAP with-
in current OPAP agents or in a net-
work of gaming halls exclusively for
VLTs operations, while the remaining
18,500 would have been put up for
a public international tender to be
installed and run by sub-concession-
aires.

However, following an amendment
on November 2017 by virtue of the
provisions of Chapter A, Part B' of
Law no. 4499/2017, the number of
VLTs reduced to 25,000 self-operat-
ed machines and the VLTs license
duration was extended to 18 years,
starting from January 2017, while
also indicating OPAP's obligation to
ensure commercial operation of all
WLTs until December 31, 2019.

The regulatory framework for VLTs is
described within HCG's Decision no.
225/2/25.10.2016 (GG 3528 B'01-11-
2016), which governs the installation
and operation of VLTs.

Horse Racing Concession: After
completing all terms and condi-
tions provided on the Accession
Agreement between Hellas Horse
Races S.A. and HRADF, the compa-
ny holds the exclusive right to or-
ganize and conduct terrestrial and
online Horseracing Mutual betting

in Greece for 20 and for 5 years re-
spectively, with its horse racing oper-
ations commencing in January 2016.

Casino (non-OPAP activity): There
are 12 casino licenses in Greece, out
of which 9 are active.

Online Gaming: The Gaming Con-
cession entitles OPAP to exclusively
conduct online gaming in Greece
and HGC can blacklist any illegal
operators and ban online access
through local ISPs. The preliminary
framework for online gaming licens-
ing in the future was set up in 2011
and does not affect the exclusive
games offered by OPAP.

OPAP is also supervised by a three

MEMBERSHIPS

Organizations

member Audit Committee, which
is established by the provisions of
Article 28, paragraph 3A of Law no.
4002/2011, in order to ensure that
OPAP and its agents comply with
the legislation in force and OPAP’s
contractual obligations towards the
Hellenic Republic.

The Committee specifically monitors

OPAP's conduct regarding the fol-

lowing topics:

* Compliance with the terms of the
Gaming Concession, the VLTs Li-
cense and the gaming legislation.

* Protection of consumers against
excessive participation and crime
related to games of chance.

« Protection of minors and other

Committees

vulnerable groups.

* Reliability of games and players’
winnings.

+ Protection of personal data.

+ Payment of taxes and participa-
tion of the Hellenic Republic.

OPAP must not adopt any decision
or enter a new contract for which the
Committee has expressed in written
its reasoned disagreement.

In case the Committee considers
that OPAP does not comply with the
above, it immediately informs the
Hellenic Gaming Commission to as-
sume proper corrective measures,
with no such cases however occur-
ringin 2017.

World Lottery Association (WLA)
European Lotteries Association (EL)

Hellenic Federation of Enterprises

Hellenic Network for Corporate Social Responsibility

World Lottery Security and Risk Management Committee

European Lotteries Public Affairs Coordination Committee (ELPAC)

European Lotteries Sport Committee (EL Sport)

European Pari Mutuel Association (EPMA) (Horse Races)

Global Lottery Monitoring System (GLMS)

Hellenic Institute of Customer Service

Hellenic Institute for Entrepreneurship
& Sustainable Development

European Lotteries Security and Integrity Committee
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RECOGNITIONS

Even though awards and recognitions don't drive our efforts, they constitute an important moral reward.
The following table displays the awards and distinctions received in 2017.

Award Event/
Awarding Authority

Type of Award/ Category
Distinction

Reason

Athens Chamber of Commerce
and Industry

Corporate Social
Responsibility Award

Qur overall societal
support program

Bravo Sustainability Awards (organized
by the Qualitynet Foundation)

Bravo Society Award

Our Hospitals'
renovation program

Health Care Business Awards Gold Award Our Hospitals'
(organized by Health Daily and Boussias renovation program
Communications)

Corporate Affairs Excellence Awards Gold Award CSR Program Action Our Hospitals'
(organized by the Hellenic Management renovation program
Association - EEDE)

HR Awards 2017 Silver Award Most Effective Our efficiently

(organized by Boussias Communica-
tions and HR Professional)

Recruitment Strategy

Bronze Award Corporate Social

Responsibility

implemented 2017
Recruitment Plan

Our initiatives to
inform and bring our
employees closer to
our Corporate
Responsibility
initiatives

National Customer Service Awards
(organized by the Hellenic Institute of
Customer Service)

Best Team in
Customer Service

Best Training Team

Our Personal Advisors
Team in Contact
Center

Training provided by
our Retail Training
Team to agencies,
PLAY Gaming Halls
and other Points of
Sale

#BeActive European Week of Sport 2017
(a European Commission initiative,
awarded by the Ministry of Sports)

Award

Internally promoting
physical activity and
sports events

Award Event/ Type of Award/ Category Reason
Awarding Authority Distinction
Sales Excellence Awards  Gold Award Sales Digital Our automated information collection with the
2017 Transformation use of intranet and new technologies
(organized by the Sales
Institute of Greece and Gold Award Innovation in Sales Our Sales Retail Excellence Team
Boussias Communica- /New - Alternative
tions) Sales Channels
Gold Award Sales Techniques Our geographical network reorganization
and Planning
Gold Award Services & Information  Our mobile application for Hellenic Lotteries’

Silver Award

Silver Award

Silver Award

Systems

Sales Channel
Promaotion at the
Point of Sale

Call-Center

street vendors

Our successful organization of Hellenic
Lotteries’ small retailer/distributor netwaork

Our SCRATCH tickets "12 months luck’ prome-
tion

Building our state-of-the-art Contact Center in 2
years

Hellenic Paralympic Award Our support to Paralympic athletes

Committee

Ermis Awards 2017 Gold Award Best TV Production Our Paralympics Team Sponsorship campaign
Gold Award Original Music Our Paralympics Team Sponsorship campaign

Silver Award

Silver Award

Silver Award

Silver Award

Bronze Award

Bronze Award

Composition
Series of 3 TV Ads

™

Outdoor

Multimedia

TV Ads

Outdoor Advertising

Our PAME STOIXIMA EURO 2016 campaign

Our media strategy and media use for the
‘Something better’ mobile application

Our media strategy and media use for the
‘Something better’ mobile application

Our media strategy and media use for the
‘Something better’ mobile application

Our PAME STOIXIMA EURO 2016 campaign

An outdoor advertisement of our ‘Something
better’ mobile application
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2. Our Industry

OUR INDUSTRY

Being one of the most well estab-
lished and dynamic business sectors,
the Greek gaming sector consists of
the following six main sub-sectors:

+ Numerical games.

+ Betting (Sports Betting and
Horseracing Mutual betting).

+ Instant and Passive Lotteries.

+ Video Lottery Terminals (VLTs).

+ Casinos (includes all games played
within casinos).

+ Online offshore.

In 2017, Gross Gaming Revenues
(GGR: wagers minus prize payouts
to winners) from regulated opera-
tors in Greece was estimated to be
approximately €1.9 billion and the

GGR AS % OF GDP [ALL 28 EU COUNTRIES]

1,40%

0,60%

0,00%

UNITED KINGDOM
GERMANY
MNETHERLAMDS
SWEDEN

IRELAND

FINLAND

GREECE
PORTUGAL
CZECH REPUBLIC
BELGIUM
AUSTRIA
ROMANIA
SLOVAC REPUBLIC
HUMGARY

12GC, March 2018 Greek numbers have djus OPAP's reported fig

Greek gaming sector accounted for
1.08% of the country's GDP (Gross
Domestic Product).

This brings Greece at the 4th place
among 28 EU countries, according
to the H2GC, the leading source of
data regarding the global gambling
industry.

Average: 0,68%

SLOVENIA
CROATIA
BULGARIA
ESTONIA
LITHUANIA
LUXEMBURG

OPAP.GR

GGR IN EUROPE PER ADULT IN 2017
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Average: 206
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ITALY

UNITED KINGDOM
GERMAMNY
FRAMNCE

SPAIN
NETHERLANDS
SWEDEN
IRELAND
FINLAND
GREECE
PORTUGAL
CZECH REPUBLIC
BELGIUM
POLAND
DENMARK
ALUSTRIA
ROMANIA
SLOWAC REPUBLIC
HUNGARY
SLOVENIA
CROATIA,
BULGARIA
LATVIA

ESTONIA
CYPRUS
LITHUANIA
LUXEMBLRG

Source: H2GC, March 2018 Greek numbers have been adjusted for OPAP's reported figures.
*Amount in euros.

According to H2GC's numbers for Greece in 2017, OPAP held a 70.2% GGR market share, mainly
due to the success of KINO, SCRATCH tickets and the introduction of new games such as VLTs and
Virtuals.

GGR IN THE GREEK GAMING SECTOR

13%

CASINOS

ONLINE OFFSHORE GAMING OPERATORS

OPAP
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3. Our Games Portfolio

OUR PRODUCTS
AND SERVICES

Our portfolio of games are divid-
ed into fixed odds betting games
(with the final amount being fixed
and made known to players at the
time of betting) and mutual betting

M
ERI1caL ©

games (where all bets of a particu-
lar type are collected and then the
yield is calculated by distributing the
concentrated bets to the winners).
The below schematic represents our

CETOINHMA

SETOLHMA

CHANCE 5
=
p M

games in two dimensions: according
to fixed odds to mutual odds, as well
as according to the extend games
rely on skills or on chance.

VIRTUAL
SPORTS

O FIXED ODDS

|
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1. BETTING GAMES

The sports betting games category
includes the fixed odds games PAME
STOIXIMA and MONITOR GAMES
and the mutual betting games PRO-
PO, PROPOGOAL, HORSE RACING
STOIXIMA and PAME STOIXIMA Vir-
tual Sports.

The main game in this category is
PAME STOIXIMA, where the player
is asked to correctly predict the re-
sult or outcome mainly in sporting
events and possibly other events,
whose nature allows betting. Re-
leased in 2000, PAME STOIXIMA in-
cludes constant fixed odds (where
the final amount is fixed and is made
known to players at the time of bet-
ting) and mutual betting for horse
racing (where the assigned odds
change during the betting period
according to the wagered amounts
on each outcome and are commu-
nicated to players only after the end
of the betting period). We enhanced
our sports betting games portfo-
lio with the introduction of PAME
STOIXIMA Virtual Football in 2017,
which offers a fast and exciting alter-
native to sports betting.

P ; /|
SATOINHMA “;.gggg‘

As part of our strategic priority to
create a world class portfolio of
products, we launched Virtual Sports
since May 2017 in all agencies, in
order to offer a new sports betting
experience to sports enthusiasts.
PAME STOIXIMA Virtual Sports fea-

ture advanced and highly realistic
computer graphics and players are
called to predict the outcome of
virtual football matches in 5 and
22 available markets in over-the-
counter and Opapbet (Self Service
Betting Terminals - SSBTs) respec-
tively, with events offered every 5
minutes throughout the day. The
game software determines virtual
teams’ dynamics, based on objective
historical data from the respective
actual teams, real-life results and
their actual ranking. The highly suc-
cessful launch of PAME STOIXIMA
Virtual Sports was mainly driven by
new customers from younger seg-
ments (below 34 years old according
to surveys conducted) coming to an
OPAP agency to play the new game.

2. NUMERICAL
LOTTERY GAMES

This category contributed most of
our Gross Gaming Revenue in 2017
and consists of six games: the fixed
odds games KINO, SUPER 3 and EX-
TRA 5, as well as the mutual games
TZOKER, LOTTO and PROTO. The two
main games are KINO and TZOKER,
with the following characteristics:

JKINO

KINO was launched in 2003 and has
been offered in all agencies since
2004. Currently, KINO is our most
successful game, with draws held
every 5 minutes during the agencies’
15 opening hours per day, for a total

We have distributed c. €3 billion

to our players in 2017

of 180 draws a day. In each draw, 20
numbers are drawn from a total of
80 numbers through an electronic
integrated encryption system which
generates random numbers. Play-
ers can choose between 12 different
types of KINO games and the player
is asked to provide a different set of
correct numbers in each type. Latest
game enchantment is ‘KINO BONUS',
which gives players the opportunity
to multiply their initial profits and
win with combinations which do not
result from the game's draw.

TzoKep

TZOKER was launched in 1997 and is
the most well-known and recogniz-
able game in the Company's gaming
portfolio. The player must choose
numbers from two areas on the slip
and correctly predict 5 numbers
(basic numbers), which are drawn
from a range of 45 numbers (from
1 to 45), and an additional number
drawn from a range of 20 numbers
(1 through 20). Players can play in
single columns or systems (e.g. full,
standard or a combination) and
claim wins from 8 categories.

zorep  Nol

most well-known and

recognizable game in
the Company's
gaming portfolio

Marking an important milestone for
2017, we celebrated 20 years since
the introduction of TZOKER back
in November 1997, a lottery game
which promises to deliver ‘Winnings
beyond any imagination!’.

TZOKER has gained extensive ap-
peal throughout our player base and
become the most popular game of
chance in Greece due to its impactful
commercial advertisements and the
high amount of winnings for players.

In its 20 years of operations, the
game has managed to:

+ Distribute over €1 billion to 1st
tier winners, with an additional
€1.5 billion to smaller tiers win-
ners.

+ Make millionaires over 600 indi-
viduals.

+ Achieve the highest winning
amount and entry records among
all games of chance in Greece
(€19.32 million and 90 million col-
umns respectively).

3. PASSIVE AND
INSTANT LOTTERIES

Since 2014, Hellenic Lotteries S.A.
{member of OPAP Group of Compa-
nies) operates Passive and Instant
Lotteries. We operate 3 brands un-
der the umbrella of Passive Lotter-

ies, namely LAIKO (a weekly jackpot
draw game, with a guaranteed prize
of €100,000), ETHNIKO (the only sub-
scription game in Greece in which
every player participates with their
unique number) and STATE Lottery
(also known as NEW YEAR's Lottery,
the most traditional draw game in
MNew Year's Eve).

£€100,000

Guaranteed prize
for LAIKO jackpot
draw game

Instantlotteries include the'SCRATCH
Luck in an instant’ (SCRATCH) brand,
which includes games where win-
nings are predefined and players
just scratch off the playing area of
the ticket selected, find out if they
have won and receive their potential
winnings immediately.

SCRATCH games are highly suc-
cessful due to their high winning
rates (about one in four tickets are
winning lottery tickets of any type),
their diversity (different themes and
5 different price tiers 1€, 2€, 3€, 5€
and 10€) and their extensive sales
network,

Passive and Instant Lotteries are

available at OPAP agencies and
street wvendors, while SCRATCH
games can be found in convenience
stores, kiosks, gas stations and Post
offices.

4. VIDEO LOTTERY
TERMINALS (VLTS

VLTs are electronic machines used
to conduct games of chance certified
by the Hellenic Gaming Commission.
OPAP commenced its VLTs opera-
tions in 2017, with the roll out both
in PLAY Gaming Halls as well as in
selected agencies.

Each terminal is a stand-alone ma-
chine with a random-number gen-
erator, in which the outcome of
each wager is random. Persons are
required to be over 21 years old
and receive an Individual Player
Card after he/she has completed
the respective registration process,
through which he/she acknowledges
the terms of issuance, management
and operation of the IPC and of the
relevant Contract of Accession.
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4. Our Technology Capabilities

OUR TECHNOLOGY
CAPABILITIES

With technology being at the core of
our games portfolio and the defining
factor of our customers’ experience,
we work to ensure that we effective-
ly and properly utilize technology.

Our technology capabilities aim at
both drive new solutions’ delivery as
well as establish new strategic part-
nerships with vendors across the
technology stack.

Our technology-driven transforma-
tion program reached its highest
point within 2017, as the result of
our technology assets' extensive

proliferation throughout OPAP net-
work, such as the brand new Self
Service Betting Terminals (SSBTs)
and Virtual Sports. Moreover, we
led the design and delivery of new
solutions in our agencies, such as
the new Apollo retail terminals and
the digital signage platform, and
assumed their operation in-house,
which enhanced our end-to-end de-
livery and support capabilities.

At the same time, we establish new
strategic partnerships with tech-
nology vendors, which allow us to

further utilize available external
competencies and strengthen our
technology capabilities.

These partnerships include hard-
ware, software and services solu-
tions with proven track record in
mature markets, as well as innova-
tive approaches, which allow us to
efficiently control our technology as-
sets and influence their future prog-
ress roadmap towards achieving our
2020 Vision.

5. Our Value Chain

OUR VALUE CHAIN

To deliver our products and ser-
vices, besides our own operations,
we utilize resources from our suppli-
ers (materials, equipment, services
and know-how), which are used to
organize, operate and conduct our
games of chance. All our products
and services are available through

our sales network, which includes
OPAP agencies (where we also pro-
vide the necessary equipment, IT
systems and services such as train-
ing), street vendors and other vari-
ous retailers (for selling SCRATCH
tickets and passive lotteries) and
PLAY Gaming Halls (for VLTs), as well

SUPPLIERS

Materials, Equipment, Services, Know-how

as the Horseracing venue in Marko-
poulo.

Especially for PAME STOIXIMA, play-
ers can also place their bets through
a specially designed online platform
(www.pamestoixima.gr).

BETTING
GAMES

NUMERICAL
GAMES

Sport Games Passive & Passive & VLT's
Numeric Games Instant Games  Instant Games

Passive & Instant Games
VLT's

l

AGENTS STREET RETAILERS PLAY
VENDORS

SALES NETWORK

PASSIVE &
INSTANT GAMES

L]

Betting Pame
Games Stoixima

J

HORSE RACING

GAMING VENUE
HALLS

L8
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1. Operating
Responsibly

IN THIS SECTION

1.Corporate Governance

2. Risk Management

3. Material Issues &
Stakeholder Engagement

| 38%

violation incidents of of operations analyzed
our Code of Conduct for risks

of the public believe
that OPAPis a
contemporary
company
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OUR RATIONALE

We are convinced it is

holders
nities where we operate

OUR OBJECTIVE

We aim to operate in a responsible way by embedding responsibility into
our business, and at the same e, improve our competitiveness and
create value for all our stakeholders

OUR PRIORITIES

* Embedding responsibility into the way we operate

* Operating a BoD adhering to robust Corporate Governance practices

» Defining precisely our Board Members’ responsibilities and authori-
ties

* Operating based on systematic Management Standards

* Operating cross functional committees to ensure objectivity

= Applying extensive internal controls and risk management systems

* Adhering and following fair competition rules

* Complying fully with local and international legislation

= Utilizing an effective Organizational Structure

= |dentifying systematically areas to focus on

+ |dentifying material issues to work on

= Interacting extensively with our stakeholders to identify their needs
and expectations

= Focusing on quantitative, bottom line results

1. Corporate Governance

EMBEDDING
RESPONSIBILITY INTO
THE WAY WE OPERATE

Code of Conduct: Our Code of Con-
duct outlines the main principles
and behavioural rules, as well as
provides guidance to all members
(i.e. Board of Directors, Chief Unit Of-
ficers, managers and employees) on
issues that may arise within OPAP.
The Code has been communicated
to all employees, who have signed
for its acknowledgement and accep-
tance of its guiding principles and
provisions on the following issues:

+ Governing principles and compa-
ny values.

+ Operational Framework: Legal
and Regulatory Compliance, Ad-
vertising, Sales Promotions and
Corporate Communication.

+ Personmal and business integrity:
Conflicts of interest, Competition
law, Social media, Prohibition of
play, Money laundering, Fraud,
bribery and corruption, Cooper-
ating with Government Investi-
gations, Products and Services
Quality, Environment, Health and
Safety, Business monitoring and
control.

+ The resources of OPAP Group
and its customers: Confidential-
ity, Insider trading, Intellectual
property, OPAP Group Assets,
Information Security and Busi-
ness Continuity, Physical security,
Data protection (Company Data,
Records and Reports), Player ser-
vices, Player protection, Prevent-
ing excessive and underage play.
People: Respect for the individual,
Equal opportunities, Diversity.

+ Whistle blowing: Implementation
- Violations, Whistle blowing com-
plaints.

+ Ensuring stakeholders' aware-
ness.

& GOOD PRACTICE

PROHIBITING
POLITICAL
CONTRIBUTIONS

Our Code of Conduct firmly dis-
misses any payment, commission
or donation to any political party or
elected officer and strictly prohibits
offering financial or other advantage
to any candidate for, or holder of, a
public position or a political party. It
must be noted that in 2017, no do-
nations were made to politicians and
political parties.

& GOOD PRACTICE

PROHIBITING

GIFTS AND
DONATIONS

Qur Code of Conduct strictly pro-
hibits all employees to offer, solicit
or accept gifts, donations in cash or
any other form and any benefit re-
lated to their performance and can-
not offer, provide, accept or prom-
ise, either directly or indirectly, any
undue financial or other advantage
to a public and/or private official to
obtain any favorable treatment or
business advantage. Employees are
only allowed to accept non-cash gifts
with an indicative value below €250,
which arise out of ordinary and stan-
dard business practices.

& GOOD PRACTICE

RAISING
CONCERNS AND
WHISTLE BLOWING

All employees are obliged to adhere to
the Code of Conduct's principles and if
they suspect that they are not followed,
employees and Board of Directors/
Chief Officers can report their concerns
to their immediate manager and Com-
pliance Officer respectively. In cases
where employees cannot speak to their
immediate manager, they can report
their concern anonymously, through
the established whistle blowing mech-
anism, by any of the following means:

Send an email to whistleblowing@
opap.gr.

Contact the number 210 5798193.
Via a personal hearing.

The Compliance Officer is responsible
to examine the incident and obtain
further information, in order to con-
firm the violation, with all information
related to the complaint being treated
as confidential. In any case, the Code
protects the confidentiality of anyone
who raises concerns and considers ev-
ery attempt to prohibit or deter them
from raising such concerns as a serious
disciplinary offence.

Within 2017, there was one complaint
raised through the whistle blowing
mechanism related to a player who
accused an agent not properly paying
out his respective winnings. As a result,
we immediately launched an investiga-
tion confirming the player had received
the correct amount of winnings based
on his slip. A response was sent to the
player and the case has been closed.
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Internal Rules and Regulations:

Our Internal Rules and Regulations,

which are available through our In-

vestor Relations website, are pre-
pared in compliance with Law no.

3016/2002, Article &, on the basis of

the company's Articles of Association

and generally in line with the appli-
cable legislative framework and de-
scribe our measures to secure:

+ Business integrity.

+ Transparency of business activi-
ties.

+ Control over management and
how management decisions are
made.

+ Compliance with legislation and
the Concession Agreement’s obli-
gations.

2 poLicy

CODE OF
CORPORATE
GOVERNANCE

We describe Corporate Governance
as the way in which OPAP is gov-
erned and controlled and we have
adopted the Hellenic Corporate Gov-
ernance Code, issued by the Hellenic
Council of Corporate Governance
(ESED), in order to facilitate a com-
mon understanding on behalf of our
employees and generate added val-
ue for all our stakeholders. Corpo-
rate Governance:

Constitutes the structure, through

which we set and manage our ob-

jectives, determine the methods

to achieve them and monitor the
Management's performance.
Establishes standards of gover-
nance and best practices, as well
as promotes enhanced transpar-
ency.

Reflects the policies and proce-
dures to achieve good governance
practices.

OPERATING A BOD
ADHERING TO ROBUST
CORPORATE
GOVERNANCE
PRACTICES

The Board of Directors (BoD) is the
company’s supreme administra-
tive body that mainly formulates
the company’s strategy and growth
policy, supervises and controls its
management and administration of
corporate affairs and pursues its cor-
porate purpose.

The BoD is competent to decide on
every issue concerning the compa-
ny's assets management, admin-
istration, representation and its
operations in general and take all
appropriate  measures and, deci-
sions which assist the company to
achieve its objectives, except for the
issues that fall within the exclusive
competence of the General Meeting,
according to the provisions of the
law or the Articles of Association.

The schedule of matters for the
Board's decision within 2017 includ-

We had no violation incidents

concerning our Code of Conduct

ed the following:
* Significant business projects.

+ Interest and capital expenditure
projects.

* Final approval of annual budgets,
business plans, organizational
structure, advertising and spon-
sorships program.

» Approval of financial statements
and shareholder communica-
tions.

« Treasury policies and changes to
borrowing facilities or currency
transactions.

* Regulatory compliance issues and
related policies.

+ Significant transactions with relat-
ed parties.

+ Review and approval of recom-
mendations from Board Commit-
tees.

* Protection of the company’s legal
interests.

» According to the company's Arti-
cles of Association, the Board of
Directors may consist of between
seven and thirteen members, who
are elected for four years.

+ The term of office of the current
BoD, as elected by the Annual
General Meeting of Shareholders
dated 25.04.2018, is four (4)-years
and shall be extended ipso jure
until the election of new directors
from the subsequent Ordinary
General Meeting of shareholders
in accordance with the provisions
of article 11 of the Company’s Arti-
cles of Association.

BoD COMPOSITION

Name Role Executive Independent Member
Member
Kamil Ziegler Executive Chairman v X
Damian Cope Chief Executive Officer v X
Spyridon Fokas A'Vice-Chairman X X
Pavel Saroch B’ Vice-Chairman X X
Michal Houst Member - CFO v X
Pavel Horak Member X X
Robert Chvatal Member X X
Christos Kopelouzos Member X X
Dimitrakis Potamitis Member X v
Rudolf Jurcik Member X v
Igor Rusek Member X v
Marco Sala Member X X
Georgios Melisanidis Member X X

Data refer to 31/12/2017

+ The BoD composition is consid-
ered satisfactory since it is com-
prised in its majority of Non-Ex-
ecutive Members from various
industries, nationalities and age
groups.

+ Any issues relating to remuner-
ation and the overall corporate
remuneration policy is set by the
BoD and the Remuneration and
Nomination Committee. The fees
and any other compensation paid
to the Non-Executive Members
are defined according to Codified
Law no. 2190/1920 and are com-
mensurate with the time they al-
locate to Board meetings and per-

form the duties assigned to them
pursuant to Law no. 3016/2002, as
in force each time.

Initial selection of BoD Members is
conducted by the BoD itself, which
delegates the screening process
involved to the Remuneration and
Nomination Committee. The cri-
teria that are taken into account
are their professional experience
and expertise and are further de-
fined by the Remuneration and
Momination Committee while, at
the moment, there is no separate
consideration of gender diversity
during their selection. The compa-
ny measures year-on-year prog-

ress to ensure improving diversity
balance.

The BoD oversees performance
related to sustainability issues
through the Integrated Manage-
ment System (for quality, envi-
ronmental and social responsi-
bility management) and appoints
a Member to cooperate with the
responsible person for the Inte-
grated Management System.
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(" AUDIT COMMITTEE )
OUR BOARD OF DIRECTORS AS ELECTED BY 25.04.2018 ANNUAL GENERAL MEETING

rEXECUTIVES A

Dimitrakis Potamitis Rudolf Jurcik Igor Rusek
Member Member Member
INDEPENDENT MEMBER INDEPENDENT MEMBER INDEPENDENT MEMBER
TERM TERM TERM TERM TERM TERM
START DATE END DATE START DATE END DATE START DATE END DATE
2018 2022 2018 2022 2018 2022
Kamil Ziegler Damian Cope Michal Houst
Executive Chairman Chief Executive Officer Member - CFO
EXECUTIVE MEMBER EXECUTIVE MEMBER EXECUTIVE MEMBER
TERM TERM TERM TERM TERM TERM
START DATE END DATE START DATE END DATE START DATE END DATE
2018 2022 2018 2022 2018 2022
W =
Marco Sala Christos Kopelouzos Robert Chvatal
Member Member Merribor
TERM TERM TERM TERM TERM TERM
START DATE END DATE START DATE END DATE START DATE END DATE
V& >% 2018 2022 2018 2022 2018 2022
REMUNERATION & NOMINATION COMMITTEE

Spiros Fokas

A' Vice-Chairman

TERM TERM
START DATE END DATE
2018 2022

Pavel Horak
B’ Vice-Chairman

TERM TERM
START DATE END DATE
2018 2022

Pavel Saroch
Member

TERM TERM
START DATE END DATE

2018 2022

Stylianos Kostopoulos

Member

TERM
START DATE

2018

TERM
END DATE

2022
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MEET OUR EXECUTIVE COMMITTEE

Damian Cope
Chief Executive Officer

Damian was appointed Chief Executive and an
Executive Board Member of OPAP 5A with
effect from July 2016. Damian has almost

twenty years' experience in the gaming
industry having held a number of senior roles
internationally, across both retail and digital
operations.

Michal Houst

Chief Financial Officer

Michal began his professional career in JM Engineering as
afinancial manager, befare moving to PPF Group as a
financial analyst focusing on banking and consumer
finance. In 2010 he became a chief banking analyst at PPF
Russia. In 2013 he joined EMMA Group holding the position
of Investment Director, where he was one of the key
individuals in the privatization of OPAP within the same
year when he joined the company.

Odysseas Christoforou
Chief Corporate Affairs Officer

Odysseas has held management positions at Arthur
Andersen and Ernst & Young South East Europe,
while later he served as General Manager of
Communication at Emporiki Bank and Bank of
Cyprus. From 2008to 2014 he served as Senior
Executive to the Governor of the Bank of Greece. Since
2014 he is Chief Corporate Affairs Officer at OPAP.

Anny Ketentzoglou
Chief Legal Officer

Anny joined OPAP in March 2014 to reform and
lead the Group's Legal Team. With 20 years of
experience in senior roles, Anny's expertise
covers a wide range of the legal spectrum in
Corporate Law, Transactions, M&A and
Antitrust law as well as in Public Law.

Michele Fusella
Chief Technology Officer

Michele started his career in the gambling
industry in 2000, joining Coral-Eurobet, while
later he held director IT positions in Gala Coral
Group, Ladbrokes Plc and Sportium Apuestas

Deportivas. He joined OPAP in August 2016.

Petr Matejovsky

Chief Customer Officer

Petr joined OPAP in 2013 as CMO, and is currently
serving the role of CCO; previously he held different
positions in Telefonica Czech Republic. Petris an
experienced marketing professional with an extensive
record of achievements, having experience in the
management of key cross-company & transformation
projects.

lan Catchick
Chief Product Officer

lan joined OPAP in August 2014 having
previously held key roles at Ladbrokes, most
recently as International Digital Director, Gala
Coral and Camelot, the operator of the UK
Mational Lottery.

> _.;"'.'-f't}\. .
;‘-fi/."{} '

Rene Langen
Chief Development Officer

L

Rene joined OPAP in March 2016 having
previously been a Senior Partner at McKinsey
& Company in Athens responsible for
telecommunication clients across Europe,
Middle East and North Africa.

Jan Karas
Chief Operating Officer - Retail

Jan joined OPAP in 2014 to lead the
development and operation of OPAP stores
channel and Indirect Sales channels.
Previously he held several senior executive
positions in Marketing, Sales and Product
development in the Telecommunications
sector.

Vaios Karantinos
Chief Operating Officer — Gaming Halls

Vaios has been with OPAP since 2014, and
currently leads the VLTs roll-out as Chief
Operating Officer - Gaming Halls. He started
his career in Sales by holding executive roles
at WIND Hellas for 17 years, where he quickly
became a member of the management team.

Isabelle Moser
Chief People Officer

Isabelle joined Opap in October 2016 having previously
cooperated with the group on Hurman Resources matters
since its privatisation. She is a Senior Human Resources.
executive with extensive international experience both in
HR line and consulting holding previously management
positions at PwC, Randstad, Schindler and Sodete
Generale Group/ Geniki Bank.
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TRANSPARENCY TO

INVESTMENT
COMMUNITY

According to a formal corporate Pro-
cedure and the Internal Rules and
Regulations, all BoD Members and
certain top executive managers have
to formally and semiannually inform
OPAP's BoD for their participation in
other companies as a Shareholder
of over 10% (direct or indirect) and
other business and professional ac-
tivities which may lead to potential
conflicts of interest with OPAP S.A.
and its subsidiaries.

DEFINING PRECISELY
OUR BOARD
MEMBERS'
RESPONSIBILITIES
AND AUTHORITIES

We have clearly defined our Board
Members' responsibilities, as out-
lined below, to facilitate adhering to
good Corporate Governance practic-
es.:

Chairman: According to the compa-
ny's Articles of Association and In-
ternal Rules and Regulations, there
is a clear division of responsibilities
between the Chairman and the CEO,
a significant change compared to the
past when the position and duties of
the Chairman of the BoD and CEO
were unified,

The Chairman’s competences are in-
dicatively outlined below:

+ Chair and ensure that Board
meetings allow open debate and
encourage effective contribution
from individual Members, with
sufficient time allocated to key is-
sues.

+ Encourage dialogue between the
company, its shareholders and
other stakeholders and facilitate
the Board's understanding of
shareholders' and other stake-
holders' concerns.

+ Oversee the induction, informa-
tion and support provided to di-
rectors.

+ Lead the annual performance
evaluation of the Board and its
Committees.

+ Determine the items of the agen-
da (including items that may
have been recommended by the
Vice-Chairman or any other BoD
member), schedule meetings in a
way that ensures that the major-
ity of BoD Members are present
and send Members the necessary
material to assist debate and deci-
sion-making in due time.

+ Ensure that BoD complies with its
obligations towards shareholders,
the company, the supervisory au-
thorities, the law and the compa-
ny's Articles of Association.

CEO/Managing Director: The CEO
has been assigned with all powers
necessary to act in all circumstances
on behalf of the company, within the
limits of the corporate purpose, in
accordance with the rules set forth
by the law and the company's Arti-
cles of Association and subject to the
relevant resolutions of the Share-

holder Assembly and the BoD.

The CEO's competences indicatively
include:

+ Supervise company business and
financial policy.

* Monitor and assume responsibili-
ty for the company’s financial re-
sults and profitability.

+ Monitor internal organization and
take appropriate measures to pro-
mote and utilize human resources
and proposes approval of new
regulations and organizational
charts to the BoD.

« Approve employee recruitment,
as appropriate.

+ Define the company's strategic
targets, in cooperation with the
BoD and the Executive Manage-
ment.

+ Set targets and KPIs and monitor
the Management's performance.

* Has the power to delegate the
day-to-day management of the
company’s business to each of the
Executive Committee's Officers,
acting individually, jointly or as
sub-committee.

*+ Has the power to acquire and dis-
pose of businesses and approve
unbudgeted capital expenditure
projects, subject to a limit per
transaction defined by the BoD in
each case.

* Has the power to represent and
bind the company against third
parties for signing payment or-
ders, bank checks, payment of sal-
aries, insurance contributions and
payment of taxes and fees of any
nature to the State.

* Has the power to represent the
company judicially and extraju-

dicially and sign every document
from or addressed to the compa-
ny, instruct advisers and instigate
legal proceedings on behalf of the
company in respect of matters for
which no further collective Board
authority is required by the law or
the Articles of Association.

* In general, the CEO oversees the
company’s day-to-day operations
and supervises how each Unit per-
forms its tasks.

Non-Executive Members: Non-Ex-

ecutive BoD Members do not per-

form executive or managerial duties,
but they contribute and help the

BoD with their following indicative

competences:

+ Constructively challenge and help
to develop strategy proposals.

+ If necessary, submit reports in-
dividually or jointly to the Share-
holders’ Assembly Meetings, sep-
arately from the BoD reports.

+ When appointed by the BoD, par-
ticipate in BoD Committees or any
other working group or ad-hoc
committees formed and perform
the duties assigned to them.

* Provide international and opera-
tional experience, knowledge and
understanding of global financial
issues, the sectors in which OPAP
operates and their corresponding
challenges.

+ Manage conflicts of interest.

OPERATING BASED
ON SYSTEMATIC
MANAGEMENT
STANDARDS

We implement an Integrated Man-

agement System (IMS) in accordance
to international standards, with each
of the three sub-systems taking into
consideration the structure and re-
quirements of other systems. Within
the context of IMS, we operate the
following systems:

« ISO 9001 Quality Management
System, certified by Lloyd's Regis-
ter Quality.

« IS0 14001 Environmental Man-
agement System, certified by Bu-
reau Veritas.

« OHSAS 18001  Occupational
Health & Safety System, certified
by Bureau Veritas.

It must be noted that within 2017,
we:

« Upgraded our ISO 9001 and ISO
14001 Management Systems to
the respective 2015 versions.

* Implemented a certified Occupa-
tional Health & Safety Manage-
ment System according to OHSAS
18001.

* Trained new and existing employ-
ees on our Management Systems
through the Corporate Induction
program (see Section 3.3).

v

OPERATING CROSS
FUNCTIONAL
COMMITTEES TO ENSURE
OBJECTIVITY

Our Board of Directors is supported
by a number of Committees, such as:
Audit Committee: Consists of three
Independent Non-Executive Mem-
bers and assists the BoD to fulfill its
oversight responsibilities for:

+ The financial reporting process.
+ The system of internal controls.
+ Theinternal audit performance.

+ The external auditor's appoint-
ment, remuneration and indepen-
dence.

* The process to monitor compliance
with laws and regulations and the
Code of Conduct.

Remuneration and MNomination
Committee: Consists of a Non-Execu-
tive Member and BoD Vice-Chairman
as the Chairman and the two MNon-Ex-
ecutive BoD's (one of them being also
BoD Vice-Chairman) as members.
The primary objective of the Remu-
neration and Nomination Committee
is to assist the Board of Directors in
carrying out its duties in the following
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areas:

+ Ensure that there are adequate
procedures for the evaluation of
the Chairman's remuneration, of
non-executive Board Members, of
executive Board Members, of the
ones that directly report to the
CEO, of the Board Committees and
of the Board as a whole.

+ Ensure that the company adopts,
monitors and implements appro-
priate policies and remuneration
procedures.

+ Ensure that disclosures regarding
remunerations meet the disclosure
objectives of the Board of Directors

and of all relevant legal require-
ments,

Review succession plans of Board
executives and executive officers
on a regular basis to maintain an
appropriate balance of skills, ex-
perience, expertise and diversity in
the management of the Company,
and providing advice to the Board
accordingly and

Evaluate candidates and propose
new members for the Board of Di-
rectors,

SCHEDULED MEETINGS ATTENDED DURING 2017 [NUMBER)

2 poLicy

BOARD
MEETINGS

Board meetings are conducted at least
once per month and are structured to
allow open discussion.

If deemed necessary, BoD conducts
additional meetings (including by tele-
phone, video-teleconference or written
resolution) to address specific matters.

Name BoD BoD Audit Remuneration
presence representation Committee and Nomination
Committee

Kamil Ziegler 10 1

Damian Cope 1 -

Spyridon Fokas 8 3 5

Pavel Saroch* 10 1 5
Michal Houst 1 -

Pavel Horak* 1 - 5
Robert Chvatal** 10 -

Christos Kopelouzos 10 1 =
Dimitrakis Potamitis 10 1 8 g
Rudalf Jurcik 1 -

Igor Rusek 10 1 -
Marco Sala 1 =
Georgios Melisanidis 1

Konstantin Yanakov**

11 additional Meetings were held per rotation, in which all members participated,
*Starting from 02/03/2017, Mr. Pavel Saroch replaced Mr, Pavel Horak as B Vice-Chairman.
w*Starting from 020372017, Mr. Robert Chvital was elected as BoD Memiber to replace Mr. Konstantin Yanakov, after his resignation.

OPAP Agencies Committee: Within
2017 the previous "Agencies Com-
mittee on General and Special Is-
sues”’ was abolished and the new
'OPAP Agencies Committee” was
established, having an advisory and
consultative role to the Company's
Board of Directors.

This Committee has, in particular,

opinion-giving and decision-making
powers and is responsible to evalu-
ate issues related to OPAP type A' &
F' agencies, such as spatial planning
for new agencies and conclusion of
respective agency agreements with
agents, relocations, expansions
and refurbishments of the agen-
cies, approvals for the provision of
health-regulated services atan agen-

cy, as well as other services pursuant
to the OPAP S.A. Agents’ Regulation,
transfer of agencies, termination
of agency agreements with agents
breaching their contractual obliga-
tions towards OPAP S.A,

OPAP Agencies Committee con-
sists of the following seven mem-
bers:

COMPOSITION
Position Role
Executive Member of BoD Chairman

Chief Operating Officer - Retail
OPAP Stores Retail Team Director
Sales Operations Team Director

Retail Support Team Head

Regulatory & Compliance Team Director

Lawyer from Regulatory & Compliance Team

Management Systems Commit-
tees: Oversees all activities related
to our management systems and:

+ Establishes OPAP's policy and sub-
stantiate corporate policies.

+ Decides on any corrective and pre-

ventive actions.

* Recommends improvement ac-
tions to the BoD.

*+ Secures adequate resources (ma-
terials and services).

MANAGEMENT SYSTEMS COMMITTEES

Vice-Chairman
Member
Member
Member
Member

Member

The Committies consist of the fol-
lowing members, with possible par-
ticipation of other representatives to
support the Management Systems
Department:

Position Role Quality Manage- Environment and
ment Committee Health & Safety

Committee

Executive Member Chairman / Top Management repre- v v

of BoD sentative on Management Systems

Procurement and Quality Director Member / Management Systems v v

Representative

Quality Management Systems Team Head  Member v v

Total Rewards & Employee Relations Team Member v v

Director

Facilities Management Team Director Member v

Talent Acquisition & Development Team Director Member v X

Infrastructure and Operations Team Director ~ Member v X

Customer Intelligent & CRM Team Director ~ Member v X

Customer Experience Director Member v X

Chief Risk & Security Officer Member X v

Corporate Social Responsibility Team Member X v

Director

North Greece Responsible Member v v
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The Company’s compensation plan'is
performance-driven and designed to

promote OPAP’s innovative and entre-
preneurial culture.

The level and components of remuner-
ation across OPAP is designed to facili-
tate global mobility and diversity.

Pavel Saroch,
Chairman of the Remuneration
Committee

J ! e

OPAP.GR
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BOARD MEMBERS’
REMUNERATION
REPORT

The Remuneration and Nomination
Committee, as it was renamed by the
26/05/2016 Board of Directors’ deci-
sion, is responsible for deciding on the
fees that encourage good customer
service, are fair to all our employees
and are aligned with the interests of all
of our shareholders.

The primary objective of the Remuner-
ation and Nomination Committee is to
assist the Board of Directors in carry-
ing out its duties in the following areas:

Ensure that there are adequate
procedures for the evaluation of
the Chairman's remuneration, of
non-executive Board Members, of
executive Board Members, of the
ones that directly report to the CEQ,
of the Board Committees and of the
Board as a whole.

Ensure that the company adopts,
monitors and implements appropri-
ate policies and remuneration pro-
cedures.

Ensure that disclosures regarding
remunerations meet the disclosure
objectives of the Board of Directors
and of all relevant legal require-
ments,

Review succession plans of Board
executives and executive officers
on a regular basis to maintain an
appropriate balance of skills, expe-

rience, expertise and diversity in the
management of the Company, and
providing advice to the Board ac-
cordingly and

Evaluate candidates and propose
new members for the Board of Di-
rectors.

Our management team is multination-

al and adaptable and thus the main

principles of our philosophy regarding

remuneration are the following:

- Simplicity.

- Shareholder alignment.
Remuneration by performance.

Remuneration regime:

Bonus schemes were adopted that
build incentives via specific KPIs.
Established criteria include quan-
titative benchmarking based on
the overall company performance,
taking into account key profitability
metrics.

- Qualitative criteria also apply, focus-
ing on managerial skills, training &
development of the working teams,
project deliveries, external commu-
nication etc.

It is worth mentioning that bonuses
and other variable remuneration ar-
rangements is common practice for
companies listed in the FTSE100 index.
Research shows that 99% of executives
working in index FTSE100 companies
at the Executive Committee level and
above has a ratio of variable to fixed
remuneration in excess of 1:1, where-
as that is not the case in our Company,
which accepts as maximum a ratio of
1:1 only for the position of CEOQ.

Long-term incentive scheme: The
Board of Directors of the Compa-
ny, following a recommendation of
the Remuneration and Nomination

Committee on 28/03/2017, approved
a long-term incentive scheme with
distribution of part of the company's
net profits to Executive Members of
the BoD and other Key Management
Employees of the company. The pro-
gram's duration is 3 years, for the pe-
riod 2017-2019.

The targets relate to the company's
profitability for the 3 year period men-
tioned above and the company’s share
price increase in Athens Exchange.
Finally, the scheme defines that the
maximum amount to be distributed to
up to 30 beneficiaries is €7,000 thou-
sand.

Remuneration Committee and Pro-
cedure: The Remuneration Commit-
tee is chaired by Pavel Saroch, and
comprised by three members. All the
Committee members are non-execu-
tive and considered independent from
executive tasks (Pavel Saroch, Non-Ex-
ecutive Member and B' Vice-Chairman
of the Board of Directors, Spyridon
Fokas, Non-Executive Member and A’
Vice-Chairman of the Board of Direc-
tors, and Pavel Horak, Non-Executive
Member of the Board of Directors), but
not independent according to the full
set of criteria of the Code.

Their recommendations and reports
were submitted to the Board for ap-
proval.

“We hope that this report achieves the
aim of improved transparency and clari-
ty under the new reporting requirements
and that we can count on your support
at the forthcoming AGM for both our Re-
muneration policy and the decision we
have taken as a committee during the
year”.

Pavel Saroch,

Chairman of the Remuneration
Committee

=]
)
m
£
=
=
@
4
th]
b
-]
z
w
]
=

61

S39VSSIN

JINYTO VIV

AQ3LIVHLS

NOILYWHOLNI LY0d3y



OPAP INTEGRATED REPORT 2017

OPAP.GR

2. Risk Management

APPLYING EXTENSIVE
INTERNAL CONTROLS AND
RISK MANAGEMENT SYSTEMS

System of Internal Controls: We  mentation of corrective measures.

have established a System of Inter-  pisk Management: We follow a
nal Controls based on best interna-  .,mprehensive annual enterprise
tional practices, designed to provide 40 and systematic approach to
reasonable assurance that the ob- identify, measure and prioritize key

jectives will be met in the following  isks that may affect the achieve-

categories: ment of strategic objectives. The CEO
+ Efficiency and effectiveness of the  and the BoD monitor the risk level
work. through the Group's fully automated

Reliability and completeness of major risk assessment process. The

the financial and management re- risk registry incorporates elements
porting. of the Internal Controls - Integrated

framework (COS0O model 2013) and
includes risk categories such as:

+ Strategic  External:  Customer
Wants, Technological Innovation,

Compliance with the applicable le-
gal and regulatory framework.

Following the results from 15 inter- Stakeholder Expectations, Sover-
nal audits conducted within 2017, eign-Country-Political, Legal, Reg-
all findings were taken into consid- ulatory, Competition, Industry,
eration and the appropriate teams Financial Markets, Catastrophic

decided upon the design and imple- Loss-Natural hazard, Third Party

Problems, External Fraud, Labour
Market, Corruption, Channels
Availability.

Strategic Internal Gowvernance:
Environmental Scan, Business
Model / Planning / Strategy, Prod-
uct Lifecycle, Business Portfolio,
Acquisitions & Partnerships, Orga-
nizational Structure, Risk Manage-
ment, Code of Conduct, Ethics &
Values, Board Effectiveness, Suc-
cession Planning.

Strategic Sustainability: Reputa-
tion, Image & Branding, Share-
holders Value, Stakeholder Rela-
tions.

MAIN RISKS AND UNCERTAINTIES

Source

Description

Adverse financial
situation

Unfavorable economic conditions, economic recession
and financial uncertainty in Greece

Adjustment of corporate strategy
Review of actions taken to maintain undisturbed operations

Change in regula-
tory requirements

Impact on profitable operations, due to changes in betting
activities, compliance costs and taxes or advertising, as
well as further regulatory enforcement

Consistently comply with regulatory standards

Effectively understand and address changing regulatory re-
quirements

Actively engage and maintain dialogue with key stakehold-
ers (e.g. autharities, HGC)

Introduction of appropriate policies, processes and controls

Tax change risk Changes to the existing gaming taxation status or gaming + Promptly respond to any petential tax changes
Lax rates + Maintain required tax planning resources
+ Develop contingency plans with the required actions to miti-
gate overall impact
Market risk Changes in market prices (e.g. exchange rates, interest  Actions to control exposure to acceptable limits
rates)
Currency risk Changes in cash flows, due to foreign currency changes + Operations in Greece and Cyprus

+  All agreements with suppliers are in euro

+ All revenues from games are in euro

+ Transactions and costs are denominated or based in euro

+ Vast majority of cost base is either proportional to our reve-
nues (i.e, payout to winners, agents' commission) or to trans-
actions with domestic companies (i.e. IT, marketing)

Interest rate risk

Exposure to interest rates related to outstanding debt

Follow all market trends and assume proper actions

Capital
management

Capital may lose value, due to weak credit ability and cap-
ital ratios

+ Actions to maintain strong credit ability and healthy capital
ratios

Efficient cash conversion cycle to optimize operating cash
required to secure daily operations

Diversification of cash reserves for flexible working capital
management

Assume required adjustments to capital structure

Decisions related to shares (i.e. adjust dividend paid to
shareholders, return capital to shareholders or issue new

shares)

Credit risk

Problems which mainly arise from agents’ bad debts, as
well as from agents with debt arrangements

Actions to manage credit risk exposure from agents (e.g.
establishment of credit limits per agent, requirement for a
warranty deposit as a guarantee, establishment of the max-
imum amount of debt per agent)

Actions to mitigate credit risk exposure towards financial in-
stitutions

Liquidity risk

Liguidity fluctuations, due to player winnings' deviations

Proper design of each game

Management of betting games’ payout ratio

Establishment of limits in player winnings or maximum win-
nings per column

Comprehensive risk management methodology for PAME
STOIXIMA at different stages of the sport-betting cycle

At any given time, bets placed are tracked, received and are
either accepted or denied

Use of software to identify suspicious betting patterns and
cases for sure bets or arbitrage opportunities in real-time

Security risk

Breaches in security (e.g. illegal data retrieval and storage,
accidental or intentional data manipulation or destruc-
tion)

Implement several security measures to protect information
technology system

Security measures cover data processing system, software
applications, data integrity and availability and online net-
work

Cyprus operations

Risk of additional charges due to a new interpretation of
the Bilateral Treaty regarding the contributions of OPAP
Cyprus LTD to the Republic of Cyprus, as well as risk from
new draft law for licensing of games of chance in Cyprus

OPAP Cyprus and OPAP 5.A. convinced that the interpretation
is unfounded

Promptly respond to any potential law requirement

Actively engage and maintain dialogue with key stakeholders
(eg. Republic of Cyprus)
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& GOOD PRACTICE

ENSURING
BUSINESS
CONTINUITY

In order to ensure our uninterrupted
operation, we:

Have included our information
security requirements and conti-
nuity of information security man-
agement in our Business Continu-
ity Management Policy.

Have identified, classified and
rated processes and information
assets for their required recovery
time and point objective, during
our Data Asset inventory's devel-
opment.

Have developed continuity plans
for critical and essential informa-
tion systems and infrastructure
and have established alternative
sites/facilities to support recovery
of business operations and IT sys-
tems at any time.

Have developed a specific backup
policy for data and information,
software and ICT systems.

- Use systems that guarantee high
availability for critical business ap-
plications related to games' oper-
ations and availability, which also
include transferring to a Backup
Computer System.

It must be noted that in 2017 there
were:

+ 99% of operations analyzed for

risks which could result to a cease
of operations by all Chief Officers
of OPAP Group of Companies,
who were facilitated from the In-
ternal Audit Team.

+ Mo public policy positions and par-
ticipation in public policy develop-
ment and lobbying.

+ Mo confirmed incidents of corrup-
tion or pending lawsuits related to
corruption or relevant sanctions
imposed by respective authori-
ties.

+ Mo legal accusations of corrup-
tion filed against the company, or
pending accusations of corruption
or legal fines imposed on grounds
of corruption against the compa-
ny.

ADHERING AND
FOLLOWING FAIR
COMPETITION RULES

The regulated gaming market in
Greece consists of 12 operators,
licensed by the Hellenic Republic:
OPAP S.A. Hellenic Lotteries S.A.,
Horse Races S.A. and nine casinos.

Additionally, 24 online gaming oper-
ators, who are not licensed in Greece
but hold gaming licenses from oth-
er EU Member States, are allowed
to provide services in Greece pur-
suant to Law no. 4002/2011, which
establishes a transitory regime. The
Law also provides for a licensing
procedure, which has not been im-
plemented until now. As a result,
no online gaming licenses have
been issued according to Law no.
4002/2011.

100% of our employees were

infermed on our anti-corruption

principles

We recognize our responsibility to
follow fair competition practices and
do not engage in any activities not
complied with competition law. In-
dicatively, within this context we:

« Comply with the relevant competi-
tion laws and legislation.

« Do not adopt illegal or unethical
business practices.

+ Do not allow our employees to
share confidential information
with third parties.

+ Enable all our employees to seek
guidance or advice from the
General Legal Counsel regarding
activities which could potentially
breach competition law.

In 2017, OPAP has not been served
with any antitrust complaint or other
legal action regarding anti-competi-
tive behavior or monopoly practices,
neither is OPAP aware of any fines or
non-monetary sanctions being im-
posed upon OPAP on such grounds
either.

Regarding relevant open legal cases:

The VLTs (LCIA) Arbitration against
the Hellenic Republic of our claim
for damages related to the VLTs
project'’s suspension due to ac-
tions taken by the Hellenic Re-
public and HGC in breach of its
VLTs License Agreement with
OPAP S.A., remained suspended
throughout 2017.

All previous petitions on behalf of
6 Greek casinos, Athens Munici-
pality and the Federation of the
Association of Employees in the
Field of Games of Chance brought
against the Greek State and HGC
before the Supreme Administra-

tive Court (Conseil d'Etat) for an-
nulment of the VLT Regulation, on
the ground that such Regulation
violates the EU competition and
state aid law and the respective
Greek competition law, for which
we have filed pleadings, showing
that the arguments set out in the
petitions for annulment are mis-
taken or false, are still pending
and scheduled to be heard within
2018.

Applications filed by 2 Greek
casinos for annulment of Min-
istry of Finance's Decision no.
192/24.02.2014, which set the
annual fee due for installation

and operation of each VLT, are
still pending and scheduled to be
heard before the Council of State
within 2018.

Hearing of a joint application filed
by 2 Greek casinos before the
Council of State for annulment
of Joint Ministerial Decision no.
93828/18.08.2011 (as amend-
ed), which stipulated the specific
terms and conditions for operat-
ing smokers' sections within VLTs
gaming halls, remained pending
throughout 2017.

Zero incidents of corruption

COMPLYING FULLY
WITH LOCAL AND
INTERNATIONAL
LEGISLATION

We closely monitor the regulatory
and legal framework related to our
activities, in order to apply its rel-
evant provisions. It must be noted
that within 2017, there were no writ-
ten notices regarding compliance
issues by respective regulatory au-
thority (the Hellenic Gaming Com-
mission).
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3. Material Issues & Stakeholder Engagement

[0 YOUR OPINION

PERCEIVED
IMAGE

According to a 2017 survey conduct-
ed, 78% of the public believe that
OPAP is a ‘contemporary company,
reflecting the trends' and 69% be-
lieve that OPAP is a ‘company with
good reputation’.

UTILIZING AN
EFFECTIVE
ORGANIZATIONAL
STRUCTURE

OPAP adopts a holistic approach to
Corporate Responsibility, where the
accountability for responsible opera-
tion lies within each department and
each employee, without being solely
the responsibility of a specific de-
partment. Nevertheless, managing
responsible operation issues overall,
requires creation of appropriate or-
ganizational structures.

+ At Board level, our Corporate Re-
sponsibility agenda is driven by
the Chief Executive Officer, while

CORPORATE RESPONSIBILITY MANAGEMENT

BOARD OF DIRECTORS

ORGANIZATIONAL

D Chief Executive Officer

9 Chief Customer Officer

at organizational level the Chief
Custormer Officer is responsible
to identify the strategic risks, set
standards and targets and review
performance regarding Corporate
Responsibility.

+ At operational level, the Director
of Corporate Responsibility Team
is responsible to cooperate with
other departments in order to dif-
fuse responsibilities, policies and
practices, and has established a
close collaboration with the Qual-
ity Systems Management Depart-
ment.

+ At the same time, we have ap-
pointed specific executives, re-
sponsible for key issues such as
Compliance, who coordinate and
implement relevant programs and
activities.

O Compliance Officer

Chief Financial

9 Officer (IMS)

OPERATIONAL

o Corporate Social G

Responsibility Team Director

a Quality Systems

Management Department

IDENTIFYING
SYSTEMATICALLY AREAS
TO FOCUS ON

Corporate Responsibility at OPAP
is allocated at seven main areas, as
derived through an internal analysis
and dialogue with our stakeholders,
which compose our Corporate Re-

CORPORATE RESPONSIBILITY FRAMEWORK

WE ESTABLISH A POSITIVE WORK
ENVIRONMENT FOR OUR EMPLOYEES
Employees

WE ACHIEVE POSITIVE FINANCIAL RESULTS

FOR OUR STAKEHOLDERS AND PARTNERS

Shareholders
Network
State

Financial Results
Network Enhancement

INTERNAL
OPERATION

People Development

Society Support

Citlzens, Organizations
Local Communities, Suppliers,
Environmrent

WE SUPPORT THE SOCIETY
WE CONDUCT OUR BUSINESS IN.

uonIalold Jake|d

sponsibility framework to systemat-
ically organize and manage all Cor-
porate Responsibility issues.
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IDENTIFYING MATERIAL
ISSUES TO WORK ON

While identifying our material is-
sues we ensure that broader global
issues are taken into consideration,
being conscious of the fact that our
size and operations affect our busi-
ness environment. To identify these
issues in each one of the areas of
Corporate Responsibility, we recog-
nize the Material Aspects, as a result
of implementing a structured four-
phase process:

-

. The first phase is the Sustainabili-

ty Context phase, where we iden-
tify potential aspects by reviewing
future trends and current global
industry practices, not only locally
but globally.

The second phase is the Material-
ity Analysis phase, where we fur-
ther analyse aspects in terms of
associated Risk (relevant to eco-

!

PAIBENLA
T Tania

nomic, environmental and social
impacts which affect our ability to
create value), resulting an exten-
sive pool of 39 main aspects to be
considered, based on:

a) The potential significance of
each aspect on our stakehold-
ers.

b) The potential likelihood of each
aspect occurring.

3. The third phase is the Stakehold-

er Engagement phase, in which
stakeholders’ expressed expec-
tations through a number of ap-
proaches are utilized, where avail-
able, taking into consideration
stakeholder engagement input
from warious sources, functions
and units of our operation, in a
non-exhaustive way.

4. The fourth phase is the Prioritiza-

tion phase, during which the out-
comes of the above phases are
combined in terms both of Risk
and Expectations identified, de-
fining the main aspects we should
focus on in order to add value to
our Stakeholders.

Through this analysis, we have rec-
ognized these aspects for 2017.

PHASE 01
SUSTAINABILITY
CONTEXT

PHASE 02

MATERIALITY
ANALYSIS

PHASE 03

STAKEHOLDER
ENGAGEMENT

PHASE 04

PRIORITIZATION

CORPORATE RESPONSIBILITY MATERIALITY ANALYSIS

@ Respansible Buying

B Waste Handling

@ Enengy Use

W €0, Emissiors

1B Water Consumptian

@ Emvironenental Complance

® chid Labor

. Internal Operation

. Player Protection

. Saciety Support

W Corporate Governance

@ Products & Servces Labeling
@ Code Complance

) Econamic Tramparery.

i Antcompetitive Compliance & Behawior
W Corporate Besponmibility

P Risk Management & Complisnce
B Mterisl Conumption

@ Employee Satalaction
D Operaticnal Support
@ Employes Benefits

i Labor Assoclation

W Labor Practices Grievances

1 Forced libor
1@ Corporate Volunteering

i Training & Development
@ internal Communicaton

Significance to 5

@ ficspansible Gaming

@ Fespansible Communication

W Customer Privacy

@ Customer Satisfaction
Money Launderirg
Netweork Complance

@ Irteeret & Data Salety

@ Anti-Corrupeion

@ Donation & Support
1 Sopplier HEEQ Anvessmiert & Pracooes

@ Equalty & Farreis
B Wark Positons.
@ Public Invebeement

@ Business Entrepreneurship

Metwork Enhancement O Mon Material Aspects Material Aspects

. Peaple Dewlopment. Fimancial Results

of high importance

Material Aspects
of medium importance
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We address 12 Stakeholder
groups

n

INTERACTING EXTENSIVELY WITH OUR
STAKEHOLDERS TO IDENTIFY THEIR
NEEDS AND EXPECTATIONS

We define stakeholders as anyone
who influences or is influenced by
our operations, throughout our val-
ue chain and across our operations.

It is of paramount importance for
OPAP to conduct a systematic and
regular dialogue with them, in order
to respond to the needs and expec-

tations they state, in an effort to im-
prove ourselves, both in the short
term, as well as the long term.

The below table describes our stake-
holders groups, the methods we
systematically apply to establish an
open dialogue with them, the topics
which have been raised by them, as

well as the respective sections of this
Report, where our related programs
and answers to these topics can be
found, in an ongoing effort to reply
to Stakeholders’' request for infor-

mation. This dialogue is conducted
throughout the year, without distinct
activities taking place as part of the
Report preparation process:

STAKEHOLDER ENGAGEMENT
STAKEHOLDER CATEGORIES

Stakeholder Methods of interaction (daily Main Issues of interest Response within the Report
or as required, unless otherwise
stated)
Citizens Regulatory Bodies (eg. Hellenic = Meetings » Risk Management and Compli- Internal Operation: 1.2
Organizations Gaming Commission) * Presentations ance (incl. applicable legal and Player Protection: 2.1, 2.2

Environment * Reports regulatory framework) Network Enhancement: 5.3
* Recommendations = Customer Privacy Financial Results: 6.1
* Correspondence *  Money Laundering

*  Metwerk Compliance
* Responsible Gaming
Local Communities « Responsible  Communication
Suppliers {incl. compliance with Commer-
cial Communication Regulation)
*  Products and Services Labeling
= Econemic Transparency

Players = Surveys (annually) = Customer Satisfaction Player Protection: 2.1-2.3
* Points of Sale * Customer Privacy
« Social media * Responsible Gaming
Level of control Regulatgnf Bodies + Contact Center * Responsible  Communication
EM PLBYE Es Players « Awareness campaigns (incl. compliance with Commer-

Media, + Websites (corporate, product and cial Communication Regulation)
Responsible Gaming)

* Press releases

= Articles

+ Interviews

Industry Associations

Network (Agents, Street Vendors, * Meetings * Customer Satisfaction Player Protection: 2.1-2.3
Retailers) = Presentations = Customer Privacy MNetwork Enhancement: 5.3
Shareholders « Trainings *  Money Laundering Financial Results: 6.1
Nework = Awareness campaigns = Metwork Compliance
* Social media * Responsible Gaming
* Sales portal * Responsible  Communication

« Contact Center (incl. compliance with Commer-
* Responsible Gaming material cial Communication Regulation)
* Product communication material + Economic Transparency

Suppliers + Supplier evaluation (annually) * Supplier HSEQ Assessment and Society Support: 3.2
+ Meetings Practices Fimancial Results: 6.1
+ Personal communication * Operational Support
* Responsible Buying
« Economic Transparency
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Industry Associations (e.g. Europe- « Written commitment

an Lottery Association, World Lot- + Meetings

tery Association)

* Formal communication

Compliance with competition
law
Customer Privacy
Money Laundering
Network Compliance
Responsible Gaming
Respensible Communication
{incl. compliance with Commer-
cial Communication Regulation)

Internal Operation: 1.2
Player Protection: 2.1, 2.2
Network Enhancement: 5.3

Employees » Employee survey (annually) + Code Compliance Internal Operation: 1.1
* Intranet + Work Pesitions People Development: 4.1-4.3
+ Corporate and social events « Employee Benefits
+ Internal awareness campaigns * Health and Safety
(semimonthly) « Equality and Fairness
+ Internal communication (regular = Child Labor
e-mail announcements, monthly « Forced Labor
internal newsletters, daily content « Labor Association
on internal TV screens) « Labor Practices Grievances
* Trainings/Seminars * Employee Satisfaction
* Performance Appraisal (annually) - Training & Development
* Internal Communication
State » Attendance in organizations and + Corporate Governance Internal Operation: 1.1-1.3

associations

* Discussion with
representatives at national and
local level

+ Written communication

Anti-Corruption

Public Involvernent

Corporate Responsibility
Compliance with competition
law

Money Laundering

Network Compliance lllegal
activity

Responsible Gaming
Responsible  Communication
{incl. compliance with Commer-
cial Communication Regulation)
Economic Transparency

Player Protection: 2.1
Network Enhancement: 5.3
Financial Results: 6.1

Organizations (e.g. NGOs, Institu-
tions, Academic Authorities, Treat-
ment Providers)

+ Meetings

* Collaborations

*Surveys

* Websites (corporate, product and
Responsible Gaming)

+ Social media

+ Written communication

Anti-Corruption

Public Involvement

Corporate Responsibility
Responsible Gaming
Responsible  Communication
(incl. compliance with Commer-
cial Communication Regulation)
Donations and Support

Energy Use

CO, Emissions

Material Consumption

Waste Handling

Water Consumption

Equality and Fairness

Internal Operation: 1.1-1.3
Player Protection: 2.1
Society Support: 3.1, 3.3
People Development: 4.2

Media * Press releases All above Internal Operation: 1.1-1.3
+Interviews Player Protection: 2.1-2.3
« Articles Society Support: 3.1-3.3
+ Websites (corporate, product and People Development; 4.1-4.3

Responsible Gaming) Netwerk Enhancement: 5.1-5.3

* Press conferences Financial Results: 6.1-6.2
« Special events
* Meetings

Shareholders * Annual Reports (annually) All above Internal Operation: 1.1-1.3

» Quarter Reports (quarterly)

*Websites (corporate, product and
Responsible Gaming)

+ Road shows

* Press releases

* Meetings

Player Protection: 2.1-2.3
Society Support: 3.1-3.3
People Development: 4.1-4.3
Network Enhancement: 5.1-5.3
Financial Results: 6.1-6.2

Lecal Communities

* Meetings
* Written communication
+ Local events

Donation and Support
Business Entrepreneurship
Enwvironmental Compliance

Society Support: 3.1, 3.2

Citizens

* Surveys (annually)

+» Contact Center

* Press releases

* Articles

* Interviews

* Social media

* Websites (corporate, product and
Responsible Gaming)

« Communication campaigns

Customer Satisfaction
Responsible Gaming
Responsible  Communication
{incl. compliance with Commer-
cial Communication Regulation)
Donations and Support
Business Entrepreneurship

Player Protection: 2.1, 2.3
Society Support: 3.1
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We transparently report using
the GRI G4 guidelines, making
reference to 69 GRI indicators
and over 340 quantitative
indicators
Achievements 2017
- -
FOCUSING ON We aim to continuously present our  used to evaluate our performance al'ld ObjECtIVES 2018
activities and operations with qual- internally and can be also used by
QUANTHATIVE BOTTOM itative and quantitative objectives  the stakeholders to review our per-
LINE RESULTS and data (general indicators, as well ~ formance.
as GRI indicators) within the Report.
These objectives and indicators are We said Progress We will By
245 Upgrade our Integrated Management System in 100% Successfully maintain the certi- 2018
QUANTITATIVE DATA WITHIN THE REPORT compliance with new versions of 1SO standards fications for our Management
Systems
Recertify our systems according to ISO 100%
9001 and 1SO 14001 standards
290
Establish OHSAS 18001 certification 100%
Train 90% of new employees on Integrated Manage- 100%
ment Systermn
Update the approved Internal Rules and Regulations 50% Finalize the approved Internal 2018
with organizational changes accurred after their ap- Rules and Regulations
proval
156 Continue to upgrade our reporting system 50% Implement a compliance module 2018
for our reporting needs/obliga-
130 tions
Remain actively engaged with our 2018
partners in international industry
associations
70
40 38 4 34 4 ! %
: I . . 21 I 24
2013 2014 2015 2016 2017

. Quantitative indicators (number)

Fully covered GRI indicators (number) . Partially covered GRI Indicators (number)

) Objectives (number)
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2. Protecting
our players

IN THIS SECTION

1.Responsible Gaming

2.Draw Credibility &
Data Security

3.Customer Satisfaction

E=0 ANO TIZ TPAMMEX AEN YNAPXEI MAIXNIAI

loti péoo oo opio 1oy ypoppdy Zel n xapd wou navadiol.
I outd Kat ora nawvidio tou ONAMN

= AEN ENMEPNAX TA OPIA
@ AEN MAIZEIX AN EIZAI KATO ANO 18 ETON

@ rPAWNH ETHPIZRE: 1114 |

TO NALXNIAI

EINAI

NPAID MONO OTAN

EINAI YREYOYNGO : o &

100%

100% 84%

of our employees are of our players are in- of complaints were
trained about the formed about Respon- resolved within 1 work-
Responsible Gaming sible Gaming ing day

principles and rules

APHMOBIDE PYBMIETHE: EEEN - W IYMMETOXH EE TYXEPA MAITHIA ENITPENETAI MONO IE ATOMA ANG TON 18 ETON.
HEYXNH CYMMETOXH ENEXEI KINAYNOYL EBIEMOY KAl ANQAEIAL MEPIOYEIAL
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OUR RATIONALE

f our business

that might aris

re, we seek to

se to use the products and sen
by our com eiro tertainment. Within this
ate and offer the best products and servic ers, while adopting
the highest standards of integrity and responsibility.

OUR PRIORITIES

* Managing Responsible Gaming in a holistic and systematic way

* Disseminating Responsible Gaming practices to our sales agents
* Educating our employees on Responsible Gaming practices

» Educating and informing our players to ensure their protection

* Ensuring credibility and transparency of draw processes

* Ensuring security and privacy of personal data

* Managing systematically our customer centric approach

* Satisfying our customers’ needs and expectations

* Continuously monitoring our customer related performance

1. Responsible Gaming

(3 YOUR OPINION

RESPONSIBLE
PARTICIPATION

According to a 2017 survey conduct-
ed, 50% of the public believe that
OPAP ‘promotes responsible partic-
ipation in games for money'.

MANAGING
RESPONSIBLE GAMING
IN A HOLISTIC AND
SYSTEMATIC WAY

Responsible Advertisement: In
order to ensure that our commu-
nications are responsible, we ful-
ly comply with HGC's Decision no.
163/4C/09.07.2015. ‘Regulating
gaming commercial communication
issues' (GG B' 1824) as currently in
force, which defines the principles
for gaming operators’ communica-
tions, promotion, marketing and
advertising activities and, generally,
every aspect of commercial commu-
nication.

The Decision sets the general main
principles of the gaming commercial
communication that among others
includes the following:

+ Do not target high risks groups
through advertising and market-
ing activities.

+ Do not mislead the public about
the odds of winning and the
amounts that can be won.

+ Do not offer irrational incentives
in order to attract more players
with the promise to win anyway.

+ Describe in a clear way that profit

is purely a matter of chance.

*» Do not convey the message that
playing is a way of getting rich or
a way out of financial difficulties.

+ Do not offend ethics and tradi-
tions and do not encourage racial
discrimination or any discrimina-
tion regarding ethnicity, religion,
gender or age.

Do not associate playing with use
of substances and do not involve
violence, sexual exploitation or il-
legal conduct.

It must be noted that, all members
of Group OPAP that offer gaming
services, i.e. OPAP S.A. Hellenic Lot-
teries S.A. and Horse Races S.A. shall
notify to the Regulator for approval
all commercial communication plans
and actions before implementation,
in order to confirm their compliance
with regulatory requirements.

As a result, in 2017, there were:

* No written notices or legal actions
regarding advertising and market-
ing communications, product and
service information and labeling
by the respective authorities.

* No cases of non-compliance with
the regulatory framework in force
(including products and service la-
beling) had ever been recorded in
OPAP's history prior 2017; In 2017
the Hellenic Gaming Commission
(HGC) by virtue of its decision no.
270/2/13.07.2017 imposed for the
first time on OPAP 5.A. a mone-
tary fine of ninety thousand EUR
(€90,000) for non compliance with
the provisions of the commercial
communication.

» No other relevant fines or other
sanctions imposed by respective
authorities.

& GOOD PRACTICE

ADVERTISING AND
CORPORATE
COMMUNICATION

According to the Code of Conduct
and the Communication and Adver-
tisement Policies on Responsible
Gaming for both OPAP S.A. and Hel-
lenic Lotteries S.A., which are avail-
able on our corporate intranet for
all our employees, we ensure that
all our advertising and other public
communications:

Are legal, decent and truthful.

Comply with the relevant regula-
tory framework.

Respect the rules of Responsible
Gaming.

All sales promotion activities are
being approved by the competent
regulatory body (three-member
Committee of article. 28, para. 3A of
L. 4002/2011and/or Hellenic Gaming
Commission-HGC) and additionally
are decent, fair to participants, do
not cause disrepute, respect partic-
ipants' privacy and conform to the
current regulatory framework and
the corporate policies in force.

Within this context, we have briefed
all communication agencies we co-
operate with on policies and practic-
es on what they can communicate,
in line with our Responsible Gaming
principles.
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lllegal Gaming Monitoring: We
have established an internal and ex-
ternal mechanism for advice on eth-

ical and responsible player behavior,
as well as report illegal gaming sites,
which endanger the industry's repu-
tation and players’ well being.

+ Two reporting lines, 210-5798088
(24hrs) and 8018011414 (24hrs),
as well as a respective email ad-
dress is igo@opap.gr.

+ The illegal gaming team reports
daily and monthly cases illegal

gaming sites either identified or
already accused of illegal practices
to our management.

Furthermore, we have established a
systematic process to combat illegal
gaming, as we:

+ Have established a Field Opera-
tions Team to check spots for ille-
gal gaming/betting.

+ Forward all confirmed complaints
about illegal gaming or illegal
gaming sites and venues to local

prosecutors and/or police author-
ities.

+ Constantly monitor and control
the venues operations and fol-
low up with the authaorities after
the submission of the initial com-
plaint.

« Choose to testify at the relevant
police departments (e.g. Financial
Paolice) for emblematic cases, with
9 testimonies for 9 unique em-
blematic illegal spots during 2017.

2017
Mystery shopping visits to network (number) 3,262
Unique spots confirmed to have conducted illegal gaming/betting (number) 292
Complaints sent to police authorities regarding illegal gaming (number) 481
Affidavits for use as evidence in court proceedings {numBerj 9
Betting sites identified for HGC's blacklisting (number) 33
Complaints received and processed about patential existence of illegal gaming venues (number) 528
Confirmed unique illegal gaming venues (number) 394

WLA Certification: Our Responsible
Gaming activities (for both OPAP S.A.
and Hellenic Lotteries S.A) are based
on the World Lottery Association's

framework and aim to protect the
general public and especially vulner-
able social groups from excessive
gaming, as well as prevent minors

from any participation in games of
chance.

RESPONSIBLE GAMING FRAMEWORK

SS THE
BC'RG 804‘?0

01

PROMOTING
TRUST

04

05

06

07
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We have received Level 3
certification by the World Lottery
Association, for applying
Responsible Gaming principles in our
operation as lottery organization
Py program to 2,721 children of Sth and exchanged ideas and good
& GOOD PRACTICE e @ POLICY & GOOD PRACTICE and 6th grade, trained 413 prima- practices with lottery members
—_— ry schools teachers from 55 school around the world.
INTERNATIONAL RESEQNSIBLE INTERVENTION units of Athens, Thessaloniki and lo- . are a founding member of the .
Raspamible Gaming Framawsri GAMING POLICIES PROGRAM : ¢ ; iy ropean Lotteries Association (the a
CERTIFICATION in 9 conferences, with 1,973 partici umbrella association of State and z
FOR RESPONSIBLE o pants. State-licensed Lotteries), which @
GAMING e We have developed Responsible Within 2017, we continued our edu- E‘?all-!tmt?-.aet?:iazgilsrl:?go::ei']:la:é
Gaming Policies for OPAP S.A. and cational intervention program titled Elurg ean Uunion's JoLirntpPro'ect
0 Hellenic Lotteries S.A., whlch.d_efl.ne Nolth Fowss which Utillsas an &b & GOOD PRACTICE ‘KeeppCrime o ofSport'(KCOé)S)
) ) s all necessary measures to minimize periential approach, in order to: : : :
Since 2015, OPAP S.A. and Hellenic the potential negative impact from _ T ‘I.w.rhmh aimed to support states to
Lotteries S.A. have acquired the Lev- partidpation In games of chance and IrTforn'.L arjd educate chlldreh on STAKEHOLDER |mpiement the. _Macolm Conven-
el 3 certification for lottery organiza- 4 address 3 main target groups: high risk issues such as addictive ENGAGEMENT tion's key provisions (Convention
tions - with Level 4 being the highest = fh substances, excessive gaming, al- on the Manipulation of Sports =
- by the World Lottery Association - o - Players. cohol, smoking, risks and dangers Competitions to safeguard the »
(WLA) for applying Responsible Gam- - Employees, on the Internet and school bully- sports integrity and ethics), nota- E
ing principles into their operations, o - Agents and PLAY Gaming Hall ven- ing. Within the context of our Responsi- bly set up national platforms, facil- ﬁ
being the only Greek companies ue managers / Points of Sale and - Provide the necessary informa- ble Gaming activities, we presented itate information sharing among
to acquire this certification level by WA their employees. tion and develop their skills (e.g.  our Responsible Gaming strategy to key stakeholders and develop ed-
WHLA. This fact constitutes the great- - strengthen their self-esteem, crit-  the Hellenic Gaming Commission ucation and prevention initiatives.
est recognition for our consistent Furthermore, we have launched the ical thinking). and journalists in 2017 and engaged
planni_ng and irrjplem_ent_ation of Re- following additional policies: - Strengthen children’s positive and collaborated with various stake-
j\tai:nhns;hI;f;m;zﬁﬁ;:;:r;zgIr?s;afalc;[)lgr Responsads Gaming Famawsrs - OPAP I,f Hellenic LDttelries E”"p.'c'y' t};in-kmg and promote healthy life holders, who include among ot.he.rs: Within 2017, OPAP supported 3 Re-
commitment to protect players and ee Policy on Responsible Gaming. choices. - The World Lottery Association sponsible Gaming activities, such as:
the society in general. Furthermore, Hallanic Lothries 53 - OPAP Agents / Hellenic Lotteries - Facilitate relationships among (WLA). + The Help-line 1114 by KETHEA-AL- 9
we collaborated with an external Points of Sale Network Policy on young people. - The European Lottery Association FA. z
cRc;r;suItir?El (gmp.lany to tassessdolur 2 Responsible G.ammg, . - Sensitize parents and teachers. {ELA}_'- . The "10th State of the Art Ado- g
ponsible Gaming strategy and in- o - OPAP/ Hellenic Lotteries Commu- - Media (both TV and print). lescent Medicine Course’ confer-
corporate AHORH IRIEALVES Wil Rication:And Advertising Pallcy-an As a result, we have delivered the Various academic institutions, ence, organized by the Adolescent
g I? orer ;O i le il Responsibie Gaming: ' such as the National and Kapode- Health Unit of the Children’s Hos-
:' ﬁ C‘“jrt'l_":at:”:‘_" ‘:‘; EPAP S.A._danctl - OPAP PLAY Gaming Hall Network strian University of Athens. pital ‘Panagioti & Aglaias Kyriakou'
ellenic Lotteries S.A, as eviden e _,L, Policy on Responsible Gaming. and the Hellenic Association for

from the respective action plans
developed to meet the certification
requirements by 2018.

- The Therapy Center for Depen-
dent Individuals (KETHEA).

Furthermare, we:

- Participated in a WLA and Euro-
pean Lotteries jointly organized
two-day CSR-Responsible Gam-
ing seminar, during which we ad-
vanced our knowledge and skills
related to Responsible Gaming

Adolescent Medicine.

The educational program ‘Mental
Health and Internet - Dysfunc-
tional Behaviors Online - Ways
of Intervention and Prevention',
implemented by the National and
Kapodistrian University of Athens.
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DISSEMINATING
RESPONSIBLE
GAMING PRACTICES TO
OUR SALES AGENTS

In order to disseminate Responsi-
ble Gaming practices to our agents,
our contractual agreements include
a number of clauses, which refer to
their responsible operation (see Sec-
tion 5.3).

EDUCATING OUR
EMPLOYEES ON
RESPONSIBLE GAMING
PRACTICES

We inform, educate and engage with
our employees about Responsible
Gaming, in order to ensure their
compliance with the respective prin-
ciples and rules as defined by our
policies and practices. All our em-
ployees have been informed about
our Responsible Gaming strategy
through internal awareness raising
campaigns, addressing the basic
rules of Responsible Gaming, as well
as our respective achievements. In-
dicatively, within 2017, we:

+ Informed all our employees (in-
cluding new hires) about our Re-
sponsible Gaming Policy, which is
also available in our intranet.

+ Incorporated Responsible Gaming
in the Induction program for all
employees.

+ Offered online training courses re-
garding the Responsible Gaming

strategy, priorities and regulatory
framework to 746 employees.

+ Conducted training sessions in
Responsible Gaming to frontline
employees, in collaboration with
KETHEA.

« Engaged our employees in our
new Responsible Gaming cam-
paign, through fun games and
quizzes, emphasizing on the cam-
paign’s core message ‘Outside the
lines, there is no game'.

EDUCATING AND
INFORMING OUR
PLAYERS TO ENSURE
THEIR PROTECTION

The cornerstone of our Responsible
Gaming initiatives is related to our
players themselves, namely provid-
ing all necessary information related
to games, in order for them to de-
cide if they will play and select how
to play, according to their personal
choices and their background.

& GOOD PRACTICE

AWARENESS
CAMPAIGN

As part of our Responsible Gaming
strategy, we launched our informa-
tional campaign ‘Outside the lines,
there is no game’, which reaffirms
our commitment to create a safe
environment for players and protect

We informed and trained 100%
of our employees about the
Responsible Gaming principles
and rules

minors and sensitive social groups.
The campaign's objective is to sen-
sitize and raise awareness among
players and the general public about
the two basic rules of Responsible
Gaming:
- Don't exceed your limits.
Don't play unless you're at least 18
years old.

® DID YOU KNOW

PARTICIPATION -
IN GAMES

According to a survey conducted in
2017, 88% of the public are aware
that participation in OPAP's games
of chance is allowed only for people
over the age of 18 years old. It is our
intention to increase this percentage
even further until it reaches 100%.

® DID YOU KNOW

PLAY WITHIN
LIMITS

According to a survey conducted in
2017, 86% of the public are aware
that in OPAP’s games of chance one
should play within the playability lim-
its. This confirms our commitment
to set limits in playability, improving
the believability to the implementa-
tion, as well as strongly engage our
agents towards this direction.

Remote Gaming Channels (online
gaming): We monitor players' par-
ticipation in online gaming for OPAP
S.A's games in conformity with
the applicable legal and regulatory
framework in force including the cur-
rent online sports betting regulation
(not applicable for Hellenic Lotteries
S.A., as it does not offer any online
games):

We utilize https (hypertext trans-
fer protocol secure) for secure
communication over a comput-
er network, which is designed to
withstand attacks that aim to gain
access to accounts and sensitive
information.

We provide all necessary informa-
tion on game odds in our gaming
website www.pamestoixima.gr.

We only allow people above 21
years old to register and use our
gaming website. We request the
necessary documentation to ver-
ify their personal data within 30
days (in case personal data are
not submitted within 30 days, the
player's account closes) by:

Visit an OPAP agency and bring
their identification documents
with them.

Use the players’ IBAN number,
which is operated by Interbanking
Systems S. A. (DIAS S.A), the na-
tional payment system of Greece.

Send a phone or a public utility bill
with the player's name on it.

Send a valid 1D card.

We allow only one account per
user and we always verify a play-
er's email address, prior to verify-
ing hisfher electronic account.

We only allow people with Inter-
net access from within the Greek
territory to participate in our gam-
ing website.

A maximum total deposit amount
of €800 per player is set by law,
which no player can exceed be-
fore their verification.

We allow a maximum amount of
€1,200 per bet for pre-game bet-

We have communicated

Responsible Gaming messages
to potentially 87% of the total

population in Greece

ting and €600 for live betting, from
all online players.

Players can see their gaming ac-
tivity in detail (e.g. winnings and
losses, deposits).

Players are able to regulate their
gaming experience, as they can
apply playing limits of their choice
to participate in our online gam-
ing services (e.g. set the maximum
amounts that can be deposited
per day, week or month, set their
maximum betting amount per
day).

In case players request a deposit
limit increase, at least 24 hours
have to elapse before the request
can be implemented. However, in
case players request to decrease
their deposit or playing limits, this
can be done instantly.

Players can choose to take a break
from participating in online gam-
ing for a short period of time, such
as 24 hours (temporary exclusion
period).

Players can request for a tempo-
rary or permanent exclusion from
participating in online gaming
(temporary exclusion cannot be
valid for a period of less than one
month and in permanent exclu-
sion players can re-register after
their accounts have been closed
for one year), with OPAP deacti-
vating their accounts.

We inform self-excluded players
about treatment referral.

We maintain a record of players
who want temporary or perma-
nent exclusion from online partic-
ipation (players provide an explicit
consent to be registered in such
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records) and we do not allow play-
ers to register with a new account
or connect to the Gaming system,
in case they are listed on it.

+ We investigate all accounts
opened, in order to avoid the pos-
sibility that players who requested
for self-exclusion have opened a
new account.

+ Players can request to close their
electronic account whenever they
want.

+ We do not send marketing mate-
rial to players who are temporar-
ily or permanently self-excluded
from participating in online gam-
ing.

It must be noted that in 2017, there
were no cases of online breaches
and no cases of lost usernames or
passwords were reported.

Video Lottery Terminals (VLTs):
Due to the launch of VLTs, we have
included aspects related to the VLTs
element in the Responsible Gam-
ing framework for for OPAP S.A. in
conformity with the provisions of
the applicable legal and regulatory
framework in force and of the HGC's
decision no. 225/2/25.10.2016
Consequently, we:

+ Allow operation of PLAY Gaming
Halls in specific operating hours.

Require that VLTs are not visible
from the outside.

+ Prohibit installation of ATM ma-
chines inside or in front of PLAY
Gaming Halls.

+ Require that all PLAY Gaming Halls
follow specific requirements re-
garding signing and labeling stick-

ers.

A maximum and minimum bet per
spin is set at €2 and €0.1 respec-
tively.

Require the use of a strictly per-
sonal Individual Player Card,
which includes information about
the player's spending and fre-
quency, in order to set their play-
ing limits.

Strictly prohibit entry and stay to
individuals under the age of 21
years old or adults while escorting
minors or self-excluded persons
to PLAY Gaming Halls.

Prohibit employees, partners and
operators from playing VLT games
at their own premises.

Require from players to present
an identity document with a pho-
to and date of birth (e.g. identity
card, driver's license or any other
similar official document) every
time they are about to enter a
PLAY Gaming Hall or the dedicat-
ed VLTs area within an agency.

Integrate playing behavior control
mechanisms to VLTs, through set-
ting time and spending limits, as
well as warning messages to the
player reaching these limits.

Display pop-up screen messages
to encourage players to take a
break after playing for one hour.

Record extreme incidents and
problematic behaviors.

Include self-exclusion options (ei-
ther for a 6-month period or per-
manent) to prevent participation
in VLTs, which cannot be revoked
before a 6-month time period.

Include a day-stop option, which

prevents participation in VLTs for
the rest of the day.

« Do not allow entry to PLAY Gam-
ing Halls or participation in games
to individuals who show signs
that they are under the influence
of alcohol or other addictive sub-
stances or sleepiness and general-
ly when their physical and mental
condition cannot guarantee the
conduct of Responsible Gaming.

* Provide information about sup-
port and treatment to players and
their families in cases of excessive
participation.

+ Ensure the availability of informa-
tienal material with clear instruc-
tions on the rules governing the
games and information on the
winning chances for each game.

The above requirements are manda-
tory for all partners and operators
in PLAY Gaming Halls and agencies
with VLTs, along with their employ-
ees, and we continuously monitor
network's compliance with our Re-
sponsible Gaming framework and
proceed to proactive or remediating
actions, if deemed necessary. During
2017, we identified 178 violations
regarding Responsible Gaming re-
lated to PLAY games in PLAY Gaming
Halls and agencies with VLTs, which
led to a total of 159 actions, with no
relevant fines imposed by respective
authorities.

ACTIONS FOR NON-COMPLIANCE
RELATED TO PLAY GAMES

= .

Menetary fines (number)
. Written warnings (number)
Oral warnings (number)

. Announcements to Network
through OPAP portals (number)

In Store Communication: We com-
ply with all labeling legal require-
ments to inform the general public,
players and their relatives, as indica-
tively mentioned below:

= All our agencies and PLAY Gaming
Halls have clear labeling stickers,
which indicates that participating
in games is only allowed to play-
ers over 18 and 21 years old re-
spectively and encourage players
to play within their limits.

« All our agencies and PLAY Gam-
ing Halls distribute information
material regarding Responsible
Gaming and operate a Responsi-
ble Gaming informational point,

We informed 100% of our players

where people can ask questions
about Responsible Gaming.

All advertising material and com-
mercial advertisements for games
include relevant labeling with the
Responsible Gaming logo, the
regulator, the legal age limit, the
KETHEA - ALFA helpline number
(1114), as well as the adverse con-
sequences that may occur due
to irresponsible participation to
games of chance,

All relevant game guides are ac-
cessible by players and include
Responsible Gaming messages,
as well as information on game
odds, age restrictions, the regula-
tor, prohibition of selling on credit
and the dedicated helpline.

All our above-the-line campaigns
(including TV and radio spots, as
well as print campaigns) carry the
HGC's disclaimer.

Extensive information on Respon-
sible Gaming is available through
our corporate website, our dedi-
cated Responsible Gaming section
and in every game's website,
Posters are located in all our
agencies and PLAY Gaming Halls
to inform players about the basic
rules of Responsible Gaming.

A Responsible Gaming informa-
tive brochure distributed through
our network to addresses issues
such as:

Players that might face problems.

Identify problematic behaviors
(self-assessment questionnaire).

What factors lead to excessive
playing.
How you can help a player regain

about Responsible Gaming

control.

- Basic rules for compliance with
Responsible Gaming.

Relationship of young people with
games of chance.

- Treatment referral program.

Player Self-Check: We have devel-
oped a self-assessment question-
naire, based on the Canadian Prob-
lem Gambling Index, in order to help
players identify if they face an issue
with excessive play. An interactive
version of the questionnaire is also
available at https://www.opapcsr.
grien/protecting-our-players/, fea-
turing nine easily understandable
questions, as well as characters and
animations. Upon completing the
questionnaire, the player can see
the total score based on how correct
answers are to the questions asked,
which indicates the level of control
during gaming.
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Website Information: We have
created a dedicated section on Re-
sponsible Gaming in our Corporate
Responsibility website (https:/fwww.
opapcsr.grien/strategic-approach/),
which provides Responsible Gam-
ing information to the general pub-
lic. Similarly, Responsible Gaming
messages and relevant information
have been incorporated in all com-
pany websites, which also refer to
our dedicated Responsible Gaming
section.

Mobile Application: We have in-
cluded a dedicated Responsible
Gaming section in our OPAPP mobile
application, which informs players
about the Responsible Gaming prin-
ciples and the KETHEA - ALFA help-
line number (1114).

RESPONSIBLE GAMING AWARENESS

4,667 100 4,599 100
2014 2015

& GOOD PRACTICE

TREATMENT
REFERRAL PLAYER
HELP-LINE

Players who consider themselves
addicted or in risk of becoming ad-
dicted with gaming (also for their
family members or friends), can
contact the dedicated Help-line 1114
by KETHEA-ALFA, which was estab-
lished in cooperation with OPAP in
2011, at a cost of a single local rate
unit, while support information and
services are also available via email
at 1114a@kethea-alfa.gr. The line is

452f 100 4367 100
2016 2017

supported by OPAP, operates Mon-
day-Friday from 09:00-21:00 and is
staffed by dedicated professionals.
Within 2017, there were 1,262 calls
made to the help line, compared to
1,392 calls in 2016.

We receive KETHEA's monthly re-
ports with statistical data about the
help-line's operation, which are ana-
lyzed internally to record data such
as callers’ demographic characteris-
tics, their playing habits, as well as
their behavior in terms of playing
frequency and spending amounts.

) Agencies distributing informative leaflets

(number)

Agents subjected to awareness raising

campaigns (%)

2. Draw Credibility & Data Security

(3 YOUR OPINION

DISTRIBUTING
WINNINGS

According to a 2017 survey conduct-
ed, 70% believe OPAP ‘ensures that
the winners receive their profits’,

ENSURING CREDIBILITY
AND TRANSPARENCY OF
DRAW PROCESSES

The credibility of our draw processes
is the cornerstone of our reliability

CAMPAIGNS

and the single most important driv-
er of trust in our relationship with
our players. We therefore place a
proportionate importance on these
processes in order to ensure that
our draw processes are and are per-
ceived as being indisputably credible
and objective by all our customers.
For our operations, our top priority
is to tackle credibility issues even
further, injecting our game mecha-
nism transparency and Responsible
Gaming philosophy inte all touch-
points and agents.

Type of campaign Description

& GOOD PRACTICE

ENHANCING
TRANSPARENCY

Operating upon our commitment to
remain transparent throughout our
business and games, we launched in
2017:

Achievements in 2017

Winners Awareness campaign Qur first ever mass TV Winners Awareness campaign aimed 7 weekly campaign waves
to inform our customers on a weekly basis on both total OPAP
and per game winnings [for Numerical Games, PAME STOIXIMA,
LAIKO Passive Lottery and SCRATCH)

Credibility Campaign

Our ‘mathetonopap.gr’ initiative featured an interactive web plat- + 4,858 sessions hosted
form with over 100 answers to frequently asked questions about
OPAP (e.q. history, Corporate Responsibility, Responsible Gaming

+ 2,735 unique users regis-
tered

practices, game mechanics and payout] to inform employees and
agents aboul our mechanisms to ensure transparency across
operations and funclions, as well as tackle misconceptions and
misinformation about our games
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Draw credibility in mechanical
lottery machines: Regarding draw
credibility in games that run through
mechanical lottery machines, the fol-
lowing have been established:

+ An independent five-member Draw
Committee (appointed by the Min-
istry of Culture and Sports) to check
and ensure the reliability of draws in
LOTTO, PROTO and TZOKER.

+ Aspecific Draw Regulation (Joint Min-
isterial Decision no. 7905/27.02.2009
GG B' 430/10.03.2009), which de-
scribes in detail all procedures that
must be followed during the draws,
as well as all the necessary correc-
tive actions to apply in case of mal-
function.

Additional procedures to further
ensure the uninterrupted operation
of all mechanical lottery machines
used for draws.

All draws are open to the public and
are broadcasted live from a nation-
wide TV station.

Draw credibility in random number
generators: We have systematically
followed a number of key practices to
ensure draw credibility in games that
utilize random number generators:

* Independent integrated secure
cryptographic systems generating
random numbers in SUPER 3, EXTRA
5 and KINO games, which are certi-
fied on a regular basis by academic,
educational or research institutions
in Greece and abroad.

+ Aspecific Draw Regulation (Joint Min-
isterial Decision no. 7905/27.02.2008
GG B' 430/10.03.2009), which de-
scribes all procedures to record
numbers from every electronic draw
after they are generated.

+ Anindependent 15 member control
Committee (appointed by the Min-
istry of Culture and Sports, Law no.
2843/2000) to ensure reliability of
draws.

+ Electronic draws systems are lo-
cated in secure areas, protected by
special security and access control
systems.

+ Asingle way communication process
between the Random Number Gen-
erator (RNG) system (created and
maintained by Patras University's
Computer Technology Institute and
Publication) and our own central
system which accepts betting from
all customers, in order to ensure
the RNG system does not monitor
the numbers chosen by players. The
file with all participations closes and
locks via a hash key when finalized
and the systemn creates a different
hash key to lock drawn numbers,
which ensures the process's credibil-
ity and transparency.

It must be noted that in 2017, there

were no legal actions on behalf of play-

ers regarding credibility of draws.

ENSURING SECURITY AND
PRIVACY OF
PERSONAL DATA

We implement several security con-
trols to prevent security breaches,
such as illegal data retrieval and
storage and accidental or intentional
destruction of data to ensure confi-
dentiality, integrity and availability of
our games' operation and customer
service provision.

Data security (online and offline):

Due to the criticality of our opera-
tions, we apply a wide set of controls

and practices to ensure data security,
which specifically include:

» Both administrative and techni-
cal controls to protect intellectual
property stored on electronic and
computing devices.

+ Top Management meetings for se-
curity at least semiannually to iden-
tify significant information security
trends and changes and propose
necessary changes or ad-hoc meet-
ings to review serious information
security incidents and recommend
mitigation actions.

+ Information Security Management
System to safeguard data confiden-
tiality, integrity and availability.

» Implementation of security-by-de-
sign to effectively ensure protec-
tion of data at rest, in use or in
transit, based on a combination
of technologies, such as firewalls,
Intrusion Detection and Prevention
Systems and Security Information
and Event Management Systems.

* Regular risks assessments to iden-
tify and prioritize information se-
curity wvulnerabilities and define
appropriate risk treatment plans.

+ Internationally recognized and ap-
propriately tested cryptography
systems and hardware encryption
devices for classified information
according to corporate standards.

« Data Center physical and environ-
mental security protection, with ap-
propriate temperature and humid-
ity conditions, protection against
earthquakes and lightning strikes,
fire detection and suppression, as
well as a CCTV system.

+ Access controls for all building facil-
ities, which enforce restrictions on

higher risk areas containing sensi-
tive or critical information.

An independent ‘Audit Committee
dealing with winners proclamation
and objection trials for all games
of OPAP S.A' with 15 regular and
15 alternate members (public ser-
vants) to monitor and verify the
integrity and credibility of trans-
actions for all OPAP's games pro-
cessed by the Central System, de-
clare winning tickets and evaluate
any potential objections (not appli-
cable for online betting, as there is
no regulatory obligation).

Regular security awareness and
training sessions on ISMS, latest
cyber threats and good practic-
es, either through Induction class
courses or our e-learning platform.

& GOOD PRACTICE

REPORT AN
INFORMATION
SECURITY WEAKNESS
AND INCIDENT

Allemployees are obliged to promptly
report any potential infarmation se-
curity incident (defined as observed
or suspected unauthorized action or
misuse of information assets, securi-
ty vulnerability or threat) to the Secu-
rity Incident Handling Team through
email or phone, either by name or
anonymously.

Within 2017, all security operations
were performed successfully against
our performance indicators regard-
ing Service Downtimes, Security Test-

ing, Security Incident Service Level
Agreements and Security Awareness.

Data privacy: The issue of personal
data privacy is particularly important
for serving the users of our products
and services, as we carry out millions
of transactions - payments each year.
For this reason, we:

« Created a Data Protection Office
and appointed a Data Protection
Officer, in response to entry into
force of the General Data Protec-
tion Regulation (GDPR).

+ Completed the Readiness Assess-
ment for GDPR, which allowed us
to work towards implementing the
required future measures to fully
comply with the new Data Protec-
tion Framework.

» Equip our agencies with terminals
securely connected to our data
processing center.

* Ensure that all critical processes
occur via the central system.

* Issue a winning certificate, upon
player request, according to HGC's
Decision no. 129/2/07.11.2014
as currently in force and to the
Games  Organization, Opera-
tion and Conduct General Reg-
ulation (Ministerial Decision no.
2167/22.01.2009, GG B' 78) as cur-
rently in force. The winning certifi-
cate serves as a tax document for
the player.

« Record a set of technical data,
such as IP addresses and brows-
ers used by our visitors, for sta-
tistical purposes and improve the
level of services provided.

We conducted awareness
sessions for 100% of our
employees on Information
Security

+ Clearly communicate to our play-
ers the purposes for which we col-
lect and exclusively process their
personal data.

+ Do not disclose personal data to
any third party, unless otherwise
compelled by law, except for our
business partners who act on our
behalf and under our instructions.

+ Apply all necessary measures to
protect player's personal data in
the context of high winnings pay-
ment and issuance of winning cer-
tificates.

+ Use gaming information systems
which ensure protection of data
stored in terminal machines and
central database.

+ Comply with the Laws no.
2472/1997 and no. 2774/1999, as
well as the Hellenic Data Protec-
tion Authority's Decisions, regard-
ing our Data Collection and Man-
agement Policy.

As a result of our practices regard-
ing privacy issues or loss of personal
data, in 2017 there were:

+ No formal complaints received
and no cases of non-compliance
with laws and regulations or other
legal actions.

+ No relevant fines or other
non-monetary sanctions imposed
by respective authorities.
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We conducted
over 80 regular
and ad-hoc

research studies
t0 43,000
customers

OPAP.GR

3. Customer Satisfaction

MANAGING SYSTEMAT-
ICALLY OUR CUSTOMER
CENTRIC APPROACH

Customers have always been the
center of our attention, as they are
our motivation for everything we de-
sign and implement. As part of our
efforts to systematically manage and
engage with our customers, we have
designed the following framework,
which consists of comprehensive,
tangible and easier to address areas.

CUSTOMER APPROACH

Customer Understanding: Under-
standing our customers is the key
to effectively respond to their needs
and create opportunities for the fu-
ture. Aiming to develop better cus-
tomer insights:

* Our Customer Experience Team
mapped all our customer facing
touch-points with the correspond-
ing interactions and developed
satisfaction measuring mecha-
nisms, which include the following
two automated surveys at the mo-
ment:

- Agents’ satisfaction from Contact

EMBEDDING

CUSTOMER
OBSESSION

Center service.

- Customers' (Players)) satisfaction
from Contact Center service.

*+ We reached 43,000 customers
through over 80 regular and ad-
hoc research studies and 260
focus groups, in order to under-
stand who they are, their driv-
ers and barriers, monitor which
games they play, as well as the
reasons for their satisfaction or
dissatisfaction. This led to key
learnings to:

- Drive directional insights about
our brand, as well as our new
Online, PLAY, Virtual Sports and
SSBTs propositions.

- Redesign the Customer & Agent
Satisfaction studies to elaborate
further on key pillars which influ-
ence their experience, upon which
we create specific action plans.

- Initiate formulation of five Stra-
tegic Customer Segments to fa-
cilitate cross-departmental pri-
oritization of commercial and
communication activities, as well
as enrich our customer under-
standing with more variables (de-
mographic, behavioral and attitu-
dinal).

- Established playability segmenta-
tion for PLAY customers to enable
better understanding of our cus-
tomer base and playability habits,
better monitor overall and ven-
ue-specific performance, provide
actionable insights and allow tar-
geted and prioritized one-to-one
communication with our players.

Internal Focus on Customer: We
seek to create visible leadership,
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encourage employee understanding
of our customers and share costum-
er focus examples, in order to moti-
vate all OPAP team members. As a
result, we:

» Have evolved and enhanced our
existing Contact Center with the
Voice of the Customer Team, as
well as with new responsibilities,
and created a Customer Experi-
ence Team, which aims to trans-
form OPAP into a customer-cen-
tric company, better understand
our customers and contribute to-
wards achieving our 2020 Vision.

+ Organized various initiatives to
introduce and induce customer
centricity to all our employees,
through diffusion of results and
information about our customers,
such as:

- The monthly questionnaire ‘Voice
of the Customer Quiz' with infor-
mation about customers' playing
habits and various prizes to win-
ners, with approximately 250 em-
ployees participating each month.

- ‘Did you know’ signage in compa-
ny screens and the internal social
media tool (Yammer), featuring
information about customers
from market researches or actual
data on a weekly basis.

- The simplified infographic ‘Voice
of the Customer Report’ with key
Customer Experience related per-
formance indicators.

- Customer personas cut-outs in-
stalled in every company meeting
room.

- ‘Know Your Customer’ activations
with  employees participating
as observers in customer focus

groups to gain a better under-
standing of our customers’ way
of thinking, as well as visits to our
Contact Center to experience the
service offered to agents and cus-
tomers and listen to live calls, with
over 300 participating employees,

Continuous Improvement: We aim
to continuously improve the quality
of our customer insights, in order to
retain our excellent customer expe-
rience. We therefore:

+ Included Customer Satisfaction
Score in our key performance in-
dicators for 2018.

+ Introduced a Customer Centricity
metric in the annual Employee
Survey, which reached 82% in
2017.

+ Further expanded our OPAPP of-
ficial mobile application footprint,
which reached 1.5 million total
downloads since its launch, with
460,000 new downloads during
2017. In addition, there were over
34 million scanned tickets from
users to find out whether their
slip won.

+ Strengthened our presence in
all Social Media, reaching a total
of over 315000 followers and
350,000 Greek engaged users.

SATISFYING OUR
CUSTOMERS' NEEDS
AND EXPECTATIONS

We strive to offer responsible and
quality products and services, in or-
der to cultivate a reciprocal, sincere
and trustful relationship with our
customers.

&% GOOD PRACTICE

QUALITY
MANAGEMENT
SYSTEM

OPAP S.A. implements a certified
Quality Management System ac-
cording to ISO9001, in order to en-
sure that processes are managed in
a systematic way. The scope of the
system includes all activities (design,
development, administration, oper-
ation and management of gaming
products and services), and allow
us to remain committed towards
achieving our 8 Strategic Priorities.

"

v

UKAS
MANALIMENT
SrTine

001

96.2% of the complaints
were resolved

CONTINUOUSLY
MONITORING OUR
CUSTOMER RELATED
PERFORMANCE

As part of our actions to improve our
customer service, we:

+ Have created our Contact Center
Team as part of Customer Expe-
rience Team to support all our
customers and retail channels
(e.g. agencies, PLAY Gaming Halls,
Hellenic Lotteries distribution net-
work, Tora's products) through a
central Contact Center, aiming to
deliver a world-class customer
service.

+ Conduct monthly market re-
searches to measure our part-
ners' and customers’ satisfaction
from our Contact Center.

PARTNER AND CUSTOMER SUPPORT

Performed over 250,000 out-
bound calls during 2017 to in-
form and support our partners on
various issues, such as the new
Commercial Policy, VLTs, Virtual
Sports, S5BTs and instruction to
set up and prepare Apollo termi-
nals.

Launched the Post Contact Sat-
isfaction Survey for anonymous
and registered customers to track
their satisfaction from the service
provided and collect their respec-
tive feedback.

Successfully in-housed former
Tora Call Center and utilized
human and systems resources,
as well as successful customer
service practices (e.g. track and
monitor customers’ satisfaction)
to improve customer service per-
formance.

Introduced VLTs Back Office pro-

cess automations and managed
to reduce handling time by 32%.

Conducted ‘Contact Center Visits'
for our employees within the con-
text of the Voice of the Custom-
er’ activations, during which they
listened to live customer calls or
even talk to the Contact Center
agents who answer those calls,
which allowed them to gain addi-
tional information regarding our
customers and partners, as well
as induce them into Contact Cen-
ter basic principles.

Organized the ‘National Custom-
er Service Week’ celebration with
various actions to facilitate orga-
nization-wide information diffu-
sion about our Contact Center
and customers, as well as their
needs.

Partners Customers

Total contacts (inbound, outbound, VLTs back office) (number)

Abandoned Call Rate (%)

First Contact Resolution (%)

*Slarting from September 2017, when we lounched the Post Contact Satisfaction Survey,

950,159 126,914

77 72
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We reached 83% in our Post Call
Satisfaction Index for partners

To indicate the extent of our inter-
action with customers in 2017, we
received:

33,199 complaints, out of which
98.9% were resolved.

14,832 complaints related to
advertising and marketing com-
munications or product and ser-
vice infermation (e.g. labeling) or
product and service use (e.g. VLTs

malfunctions, misprinted slips,
digital content, errors in termi-
nals).

8,297 complaints related to the
quality of our products and ser-
vices, mainly PAME STOIXIMA bet-
ting odds and misprinted game
slips.

1,785 complaints related to the
reliability of our products and ser-

INFORMATION AND COMPLAINTS RELATED CONTACTS

vices, mainly KINO and TZOKER
draws and PAME STOIXIMA re-
sults.

140 complaints about the health
and safety impacts of products
and services, the majority of
which were related to the smok-
ing policy within our agencies and
other Points of Sale.

COMPLAINTS

99 96 98.9 B4

2015 2016 2017
Games (number] NR 7,611 16,028
Horse Races [number] NR 2,835 1,703 2015 2016 2017
Live sports (number) NR 2,565 2,211 . Complaints resolved (%) Complaints resolved within 1 working day (%)
Credit control [number) NR 2,886 4514
Tax winnings verifications (number) NR 1,474 1,626
Tora Direct [number] NR 1,048 3323 O
POS operational issues [number] NR 159 1,675 pf\q B 8%

NR: Not Reporied

WAS REACHED IN OUR POST CALL
SATISFACTION INDEX FOR CUSTOMERS
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Achievements 2017
and Objectives 2018

Achieve First Contact Resolution of 2018
77% from partners

We said Progress We will By Achieve First Contact Resolution of 68% 100%

Obtain the 4th Level WLA certification regarding Re- 25% Obtain 4th Level WLA certification 2018

sponsible Gaming for OPAP (by 2018) regarding Responsible Gaming for Achieve First Contact Resolutionof 2018
OPAP 70% from customers
Obtain the 4th Level WLA certification regarding Re-  25% Obtain the Level WLA certification 2018 Achieve Abandoned Call Rate (ACR) of 5% 0% Achieve Abandoned Call Rate 2018
sponsible Gaming for Hellenic Lotteries (by 2018) regarding Responsible Gaming for (ACR) of 5%
Hellenic Lotteries
Increase Service Level (calls answered in 30”) at 80% 0% Increase Service Level (calls an- 2018
Intensify our efforts and work clos- 2018 swered in 30") at 80%
er with the authorities to address
the ongoing problem of illegal Increase Customer Satisfaction Index at 85% 0%
gaming activity
Form a Customer Experience Team, in order to fur-  100% Launch new satisfaction surveysto 2018
Participate in the KCOOS+ project 2018 ther improve customer experience gain additional customer insights
through our GLMS membership
Develop and launch additional sur- 2018
Launch the new Pamestoixima.gr 2018 veys to cover the majority of our
platform touch-point mapping
Design and launch an e-learning training course for 100% Refresh the e-learning training 2018 Launch a unified custormer segmentation approach 100% Enable proper one to one commu- 2018
employees and agents on Responsible Gaming courses on Responsible Gaming nication and data handling opt-in
for employees and agents for over 60% of registered custom-
ers
Assess our Responsible Gaming strategy by an exter- 100% Audit the alignment of our Re- 2018
nal partner sponsible Gaming practices with Launch initiatives for all employees to participate  100% Launch the ‘Adopt a shop’ program 2018
European Responsible Gaming in focus groups and research presentations and for all employees
Standards prompt them to a more customer-centric approach
in their everyday work
Incorporate Responsible Gaming into our Induction  100% Revise Responsible Gaming con- 2018
program tent in our Induction program Design and launch initiatives to strengthen customer ~ 100% Achieve at least 27% overall cus- 2018
engagement tomer satisfaction
Run an awareness raising campaign to communicate 100%
the basic rules of Responsible Gaming Achieve 62% of population to per- 2018 3
ceive OPAP as an entertainment S
m
Continue our educational intervention program  100% Continue our educational inter- 2018 company g
“Youth Power’ vention program Youth Power’ §
Inform the general public on our 2018 =
Complete all necessary actions re- 2018 games and procedures .'(|'_II'_OU.gh c
garding enforcement of the new the ‘mathetonopap.gr’ initiative =
General Data Protection Regula- an_d a winners awareness cam- in
tion (GDPR) rules paign
Achieve Post Contact Satisfaction 2018 Implement our ‘60 years’ Anniver- 2018
Index of 85% from partners sary Program
Achieve Post Contact Satisfaction 2018 Implement our World Cup cam- 2018

Index of 70% from customers

paign
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3. Supportin
our societ
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2. Responsible Procurement

3. Environmental Impact

€2].4 33% 7%

million in societal of our suppliers recycling of paper,
support operate in Greece toners and light bulbs
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1. Responsible Donations & Sponsoring

CONTRIBUTING
[0 YOUR OPINION {9 YOUR OPINION RESPONSIBLY TO OUR

SOCIETY'S NEEDS

OUR RATIONALE

SOCIETY SUPPORT FAIR PLAY

As one of the most successful com-
panies in Greece, we are committed
to create value for our stakeholders

S39VSSIN

h and responsible operation, a
and reduce our potential impact on clim

According to a 2017 survey conduct-
ed, OPAP is the most recognized
company in Greece in terms of Social
Support activities, with over 50% of

According to a 2017 survey conduct-
ed, 54% of the public believe OPAP
‘supports and promotes sports fair
play".

and continuously contribute to our
society. Our ability to support soci-
ety and vulnerable groups routes
directly from our financial success

the public responding positively. and indirectly from our players

themselves, which make these activ-
ities feasible. Within the context of
OPAP's integrated societal support
strategy, we focus on large-scale
initiatives in three main areas, name-
ly Health, Sports and Employment.
At the same time, we do not neglect
to support Sensitive Social Groups &
Communities, responding to stand
alone needs of our society.

SOCIETAL SUPPORT STRATEGY

OUR OBJECTIVE

We aim to utilize our business success and invest time, experience and
resources to bring back hope to Greece's youth and secure a better fu-
ture for them

3 FOCUS PILLARS

OUR PRIORITIES

+ Contributing responsibly to our Society’s needs
Cultivating the importance of volunteer contribution amongst our

Reducing air pollutants
Manitoring water consumption
Assessing our potential impact on biodiversity

employees -
» Caring about the potential impact of our operations AT i
+ Selecting responsibly suppliers we cooperate with E \ / 3
= Supporting our suppliers to become more effective - =_°o|
= Influencing positively our supply chain e E
* Following and strictly adhering to legislation HEALTH Jruitio EMP[UYMENT e
* Managing systematically our environmental impact ; —_— E
* Reducing our environmental footprint : i : o
S t i ; S t

* Managing the use of raw materials in our operations tl:lz':voerlllggin g e e t::;:;u:r:ﬁ 3
+ Recycling or efficiently disposing materials of the Greek society e rts of the Greek society

-

-
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We supported 398 activities
through our societal support

program, investing €27.4 million

Overall, the extensive societal sup-
port program deployed over the last
years emphasizes on creating an
actual, positive result for the wider
society, by materializing 398 activi-
ties in 2017 and 282 in 2016, with a
total investment of €27.4 million and
€28.5 million respectively.

In parallel, to ensure that donations

and sponsorships are responsibly

utilized as per the requirement for
which they were requested and ap-
proved:

+ Their recipients are required to
attach and submit all necessary
documentation before receiving
funds.

+ In case of construction projects,

SOCIETAL SUPPORT PROGRAM-INVESTMENTS

2013 2014

. Health (million €)

. Sports (million €)

Employment (million €)

2015 2016

. Sensitive Social Groups & Community

Support (million €)

we perform on-site inspections
and additionally ask for photo-
graphs and other related docu-
mentation to ensure that these
projects have been utilized as
planned.

In case of sponsorships, an in-
dependent contractor conducts
monitoring visits with all potential
findings being reported.

2017

. Responsible Gaming (million €)

We imposed over €305,000 in

penalties for incidents of

violence in sport stadiums, which

were reinvested to enhance
safety measures

& GOOD PRACTICE

RESPONSIBLE
SPONSORING

Recognizing the importance of our
sponsoring practices both at local
and national level, we have includ-
ed several responsibility practices
in our contracts, which consist of

principal contracts and individual
contracts:

A clause to invest approximately
20% of each contract value to sup-
port young people.

A clause against violence (since
2010) to enhance the pivotal com-
ponent of safety and security in
stadiums (e.g. installation of cam-
eras and turnstiles), with relevant
clauses being included in most
new sponsorships contracts with-
in 2017.

We cooperate with an indepen-
dent auditing company to monitor
expenditures in all contracts.

We recursively monitor expendi-
tures in centrally managed con-
tracts.
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EMPLOYMENT:

@ DID YOU KNOW...

IMPORTANCE
OF SMEs

Micro, small and medium-sized en-
terprises (SMEs) are the true engine
of economic growth being the back-
bone of Greek economy. SMEs play a
primary role in economic prosperity,
job creation and fostering entrepre-
neurial spirit and innovation, as they:

Constitute 99.9% of Greek compa-
nies (over 704,000).

Employ 87.3% of total employees
in Greece (with the average in 28
European Union countries being
66.8%).

Generate 75.1% of Greek GDP
{with the average in 28 European
Union countries being 57.4%).

However, SMEs have suffered great-
ly in the past decade, since their con-
tribution to the country’s GDP and
work positions in 2015 decreased
by 35% and 22% compared to the
respective numbers in 2008. It is
therefore particularly important to
support SMEs and tackle the corre-
sponding challenges they face, such
as inadequate funding, introvert
business practices and insufficient
use of information technology and
new technologies in general.

Source: SMEs Performance Review,

2016 SBA Factsheet, European Com-
mission

& GOOD PRACTICE

‘OPAP FORWARD’
PROGRAM

Driven by our objective to support
entrepreneurship and enhance our
overall positive impact on the Greek
economy, we implemented the
unique 'OPAP Forward' program in
the area of employment, which aims
to support developing SMEs.

Having as our driving force to stimu-
late employmentand create a strong
business network, we collaborated
with the NGO ‘Endeavor’ to facilitate
SMEs in unleashing their full poten-
tial, by providing:

Expert advice and strategic guid-
ance from over 70 successful en-
trepreneurs and top executives.

Extensive training by experi-
enced consultants and business
executives in key functions of
business operations such as
business strategy, financial man-
agement, human resources man-
agement, marketing, sales and
communication.

Access to a network of investors
and financing options in collabo-
ration with the Mational Bank of
Greece.

Support to design a strategic plan
and expand their operations and
activities in foreign markets,

Numerous networking opportu-
nities among participating com-

panies and other entrepreneurs,
through exclusive events such as
workshops.

During the program's first phase,
20 growing SMEs in various sectors
(such as retail, shipping services,
food processing, technology, phar-
maceuticals) received support, guid-
ance and valuable knowledge on
successful practices, through:

120 meetings with the mentors.

90 consulting sessions with se-
nior market executives, includ-
ing OPAP's Executive Committee
Members.

40 consultations with large for-
eign companies.

18 training seminars, including a
seminar to 6 family-owned com-
panies.

The program results are significant
given that the 20 companies achieved
tangible and evident results, such as:

Created 111 new direct job posi-
tions.

Support over 2,000 new indirect
job positions throughout their val-
ue chain.

Increased their total turnover by
20% (approximately €25 million).

HEALTH:

& GOOD PRACTICE

RENOVATION
OF HOSPITALS

Continuing our contribution in the
Health sector, we are consistently
implementing a renovation program
at the Children's Hospitals ‘Aghia So-
phia’ and 'Panagioti & Aglaias Kyriak-
ou' since 2014, focusing on:
Upgrading the Hospital Nursing
Units and Outpatient Clinics.

Creating a pleasant therapeu-
tic environment using creativity
and imagination to accelerate
children's therapy via proper de-
sign, chromatic treatment and
renovation of hospital premises,
waiting and examination rooms.

Improving the working conditions
for the medical and nursing staff.

As part of our efforts to upgrade
medical infrastructure for our
children, we launched the innovative
mobile application ‘OPAP Contri-
bution Squad' as part of our Grand
Sponsorship of the Athens Mara-
thon.

Over 200,000 people downloaded
and used the mobile application to
participate in seven challenges and
virtually contribute to the Hospitals’
renovation for the fourth consec-
utive year, through various recre-
ational challenges. OPAP gathered
and automatically converted the
entire users' virtual contributions
into financial support to renovate

the two Hospitals, with the overall
amount exceeding €3.6 million.

Through this program, we managed
to achieve remarkable results for the
Hospitals.

So far we have::

Renovated already approximately
46% of both Hospitals' facilities,
leading to improved hospitaliza-
tion conditions for over 150,000
children.

- Delivered 13 hospital units with
a total area of 7,480 m2 and 280
beds, all equipped with appropri-
ate sanitation areas, new medical
and hotel equipment and modern
electrical and mechanical equip-
ment,

Renovated the two 9-floor stair-
cases, the central entrance of the
1st floor and the surgical hallway
of the 2nd floor at ‘Aghia Sophia’
Hospital, as well as the central
entrances of ground floor and 1st
floor, the central staircases and
the waiting rooms at ‘Panagioti &
Aglaias Kyriakou’' Hospital.
Replaced the main elevator at
‘Panagioti & Aglaias Kyriakou' Hos-
pital.

Repaired and partially replaced
hotel and office equipment in all
renovated spaces at both Hospi-
tals.
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SPORTS:

& GOOD PRACTICE

SPORTS
ACADEMIES

Having set as a priority to build
solid foundations and create value
for future generations, we continued
the ‘Sports Academies’ program for
the third year, to instill the values of
fair play and team work in children.
Through this innovative program,
we:

Supported 128 amateur acade-
mies in 51 prefectures, selected
through a transparent and inno-
vative online procedure,

Standing next to 12,000 young
athletes.

Provided ongoing consultation
and training to 700 academy
coaches by continuously enhanc-
ing their technical knowledge,
through workshops and training
sessions.

Supported 20,000 parents on psy-
chological, pediatric and nutrition-
al issues.

The program included:

A dedicated website
(http://sportsacademies.opap.gr)
to provide information and sup-
port from experts.

A specialized scientific team of
pediatricians, psychologists and
nutritionists to offer scientific
support, directions and advices,
both through speeches in the
academies as well as the pro-
gram’s website.

OPAP INTEGRATED REPORT 2017 OPAP.GR
We made a difference to over
1.3 million people through our
societal support program
SENSITIVE SOCIAL GROUPS

A team of coaches to organize
workshops, visit the academies
and participate in trainings, based
on UEFA international standards.

An  Ambassador Team which
served as role models, participate
in OPAP football festivals and
advice children.

Insurance coverage for all children
during trainings and games.

High quality sports gear for all
children.

Throughout implementation, we
have accomplished solid results
towards our effort to upgrade the
athletic education standards, such

20 Sports Academies Festivals
organized all over Greece (such as
in Heraklion, Patra, Argos, Thessa-
loniki, Peristeri, loannina, Xanthi,
Volos and Kallithea).

Over 20,000 children have partici-
pated and supported through the
program's educational initiatives,
experiential activities and sports
festivals.

475 hours of coaching and 3,000
trainings hours for parents,
children and coaches.

Approximately 6,000 children
between 7 to 12 years old in-
formed on healthier nutrition.

Over 25,000 parents informed
and supported on issues related
to children psychology, nutrition
and first aid.

8,000 balls, 125 sets of training
equipment, 15,100 pairs of shin
guard and 3,000 child-size identi-
fication markings (badges) distrib-
uted to the participating acade-

mies.

Qver 10,000 children participated
in the several experiential activi-
ties and sports events organized
within the context of our partic-
ipation in the European week of
Sport #Be Active for the third con-
secutive year, an European Com-
mission's initiative to promote
sport and physical activity across
Europe, by the Ministry of Culture
and Sports, General Secretariat of
Sports.

As part of our overall societal sup-
port program in 2017, we supported
over 285 activities within the Sports
Sector, such as:

The Hellenic Paralympic Commit-
tee (continuously supporting since
2011).

The National Athletic Federa-
tion of Persons with Disabilities
(450 athletes participating in the
Hellenic Athletics Championship
2017,

The Greek National Football Team.

The Hellenic Athletics Federation
(SEGAS) for the Athens Authen-
tic Marathon (continuous Grand
Sponsor since 2011) and the Na-
tional Athletics Team.

The Hellenic Wheelchair Basket-
ball Federation (12 teams and
222 athletes participating in the
National Championship of Wheel-
chair Basketball), as well as the
National Wheelchair Basketball
Team.

& COMMUNITY SUPPORT:

Along with focusing on the three
main strategic CSR pillars (Health,
Sports and Employment), we con-
tinue in parallel our long-standing
support of Sensitive Social Groups
& Community and collaborate with
numerous foundations and charita-
ble organizations, aiming to provide
hope and relief to our suffering fel-
low citizens.

& GOOD PRACTICE

WISHING
ORNAMENTS

Continuing our initiatives to support
activities of charitable organizations
for children in need and contribute
to the fundamental improvement
in quality of life for underprivileged
children, we implemented our
‘Wishing Ornaments’ initiative for
the fourth consecutive year. More
specifically, 5,112 children's Christ-
mas wishes came true through the
unequivocal contribution of our
employees and agents, as well as
thousands of people from all over
Greece, who embraced our call to
support this important initiative.

In parallel, we launched the mo-
bile application 'OPAP Contribu-
tion Squad' and invited citizens to
become part of a bigger effort by
simply gathering points through
various Christmas games, which
were collected and converted into
infrastructure activities for 'SOS Chil-
dren’s Villages', ‘Hatzikyriakio Child-
care Institution’ and ‘Love Center of

Elefsina’.

To create a better future for the
younger generations, we have ma-
terialized 14,786 children Christmas
wishes and implemented 26 infra-
structure activities since 2014, with
4 new construction and repair activ-
ities during 2017 in the abovemen-
tioned organizations' premises.

As part of our overall societal sup-
port program in 2017, we supported
over 22 activities for Sensitive Social
Groups and Community, such as:

+ Support to the NGOs ‘Estia’ (Spe-
cial Vocational Training Center
for the Mentally Handicapped),
‘SOS  Children’s Villages' and
Theotokos' (Foundation for the
Protection and Rehabilitation of
Children and Young People with
Mental Disorders), through or-
ganizing an Easter bazaar in our
headquarters and inviting our em-
ployees to purchase their Easter
presents from various handmade
children's creations.

The charitable fashion show
organized for 'Madame Shou
Shou' (one of the 20 SMEs par-
ticipating in the OPAP Business
Growth program's first phase)
to support ELEPAP's innovative
Swimming Therapy program for
children with neurodevelopmen-
tal problems (Hellenic Association
for the Rehabilitation for The Dis-
abled).

The NGO ‘Ark of the World’, of-
fering €1 for each call received
during the National Customer Ser-
vice Week.

The residents of Western Atti-
ca affected by the devastating
floods in November 2017, imme-
diately distributing restoration
and clean-up equipment for their
houses and shops such as rain
boots, raincoats, shovels and met-
al brooms, in collaboration with
the Red Cross Samaritans and
Paramedics.
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CULTIVATING THE
IMPORTANCE OF
VOLUNTEER
CONTRIBUTION AMONGST
OUR EMPLOYEES

We believe in communicating the im-
portance of volunteer contribution
and cultivating the spirit of volun-
teering within our employees, in or-
der to utilize their important skills in

creating lasting benefits for society,
as well as integrating the concept of
responsibility in their way of thinking
and behaving. As our engagement
with our communities continues to
grow, it is our responsibility to turn
our employees into enthusiastic con-
tributors of initiatives and programs
supported by OPAP, responding to
the need for the wider well-being.
We consequently promoted a series
of volunteering events and facilitat-
ed employees' participation within
2017, with over 85.6% of our employ-

EMPLOYEE PARTICIPATION IN SOCIETAL SUPPORT ACTIVITIES

700
. I
2016

. Employee volunteers participation (%)

‘Employee volunteering data do not include Neurosoft S A

1,033
= I
2017

@ Employee volunteers (number)

ees (approximately 1,030 employees)

participating in activities, such as the:

+ Voluntary blood donations.

+ ‘Wishing Ornaments’ initiative.

+ 35th Athens Marathon.

+ Distribution of equipment to assist
flood-impacted areas in Western
Attica.

+ \Visits to Children's Hospitals ‘Aghia
Sophia' and ‘Panagioti & Aglaias
Kyriakou' and SOS Children's Vil-
lages.

We gathered 705 blood units
through our employees’
voluntary blood donation
programs in the last four years

& GOOD PRACTICE

VOLUNTARY
BLOOD DONATION

In 2017, we gathered 217 blood units
from 3 voluntary blood donations to
support the needs of employees,
their families, as well as society in
general, with 36.4% of gathered
blood units utilized for community
members’ needs.

CARING ABOUT THE
POTENTIAL IMPACT
OF OUR OPERATIONS

Being directly related to our opera-
tional activities, local communities
constitute one of our most import-
ant stakeholders, and therefore our
obligation remains to support the
development of society and local
communities through our core oper-
ations, as well as respecting citizens'
well-being, within our sphere of in-
fluence. The results of our commit-
ment are indicated by the fact that in
2017 there were:

+ No operations with significant
actual and potential negative im-
pacts on local communities and
our society in general.

+ No cases of human rights inci-
dents affecting local community

VOLUNTARY BLOOD DONATION

182
155 151
. ! I : I :
(— —
2014

2015 2016 2017

217

. Voluntary blood donation programs (number) . Blood units collected (number)

people.

* No cases of disputes with local
communities.

* No complaints or legal actions
related to our society impacts.

* No relevant fines or other sanc-
tions imposed by the respective
authorities.
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2. Responsible Procurement

SELECTING RESPONSIBLY

SUPPLIERS
WE COOPERATE WITH

We fully acknowledge that our sup-
pliers’ activities and actions can
influence our own responsible
operation and therefore aim to build
a sustainable supply chain follow-
ing the principles of transparency,
objectivity and equal opportunities
in our interaction with suppliers and
our pl’DCHr’EI‘I‘I'El"If processes.

SUPPORTING OUR
SUPPLIERS TO BECOME
MORE EFFECTIVE

We aim to develop local markets
through collaboration with local
suppliers for our purchases and pur-
chasing locally produced products
and supplies, as a means to utilize
our outreach and size to the wider
benefit of the market we operate in.
In order to enhance national and lo-
cal development, in 2017 we:

+ Collaborated with 1,848 suppliers
throughout Greece and abroad
for OPAP S.A. OPAP Services S.A.
and Hellenic Lotteries S.A., with
approximately 93% of them being
local suppliers (1,718 local suppli-
ers), compared to 95% in 2016.

+ Spend 72% of our total procure-
ment budget to local suppliers,
compared to 86% in 2016.

At the same time, we aim to treat our
suppliers fairly and adjust our pay-
ment terms and bank guarantees
to market conditions, by taking into
consideration the current financial
situation in the Greek market, with
an average actual payment time of
30 days in 2017, as in 2016.

ALLOCATION OF PURCHASES PER
REGION

.Lacal . Abroad

* Purchases refer to suppliers of OPAP S.A, OPAP
Services 5.A, and Hellenic Lotteries S.A

INFLUENCING POSITIVELY
OUR SUPPLY CHAIN

Being one of the largest companies
in Greece, our size has created the
moral obligation to systematically
disseminate, deploy and promote
the principles of Corporate Respon-
sibility throughout our supply chain.

As suppliers are expected to oper-
ate according to the respective leg-
islative provisions, we have included
a clause in all formal tenders and
agreements with our significant
suppliers with an annual spending
of over €50,000, which specifically
states the requirement to comply
with Labor, Environmental and Oc-
cupational Health and Safety laws
and regulations, as well as hold all

licenses required for lawful opera-
tion, all of which have to be provided
upon reasonable notice.

Following the launch of our Procure-
ment Policy, we maintain a registry
of our active suppliers with updated
financial and business dataon an an-
nual basis, where they are required
to state potential certifications ac-
cording to I1SO 9001, ISO 14001, ISO
27001, SA 8000, OHSAS 18001 and/
or other standards, with certified
suppliers being generally preferred
in tenders of over €50,000.

Becoming more conscious of the
environmental and social impact
of products acquired, we utilize the
registry information mainly regard-
ing suppliers providing products
and services with increased environ-
mental and societal impact, such as
cleaning and security services,

Starting in 2017, we have adopted a
systematic approach for our annual
Supplier Evaluation Process, which
includes:

+ Quality evaluation for all our sig-

We allocated

12%.c

procurement spending
to local suppliers

100% of new suppliers

undersigned that they comply

with environmental, labor,
human rights or society
legislative provisions

nificant suppliers, based on the
total turnover value and their
strategic importance (e.g. criticali-
ty of the goods or services).

+ Environment and Health & Safety
Evaluation for our significant sup-
pliers who are relevant based on
the scope of our respective man-
agement system (e.g. ISO 14001,
OHSAS18001) and engage in
goods or services with significant
environmental impact or health
and safety considerations.

In parallel, we also perform ad-hoc
supplier evaluations in cases of spe-
cific business requirements (e.g. as
part of an upcoming large tender or
contract renewal) or utilizing specific

criteria (e.g. suppliers with no direct
economic relationship with OPAP or
potential suppliers).

Materializing our supply chain ap-
proach into practice within 2017:

+ 100% of new suppliers under-
signed that they comply with re-
spective environmental, labor,
human rights or society legislative
provisions (without however con-
ducting formal audits to new sup-
pliers regarding the above issues).

« 23 suppliers were assessed for
environmental impacts and 21
suppliers for labor practices,
human rights or society im-

SUPPLIER EVALUATION AND CRITERIA

Type of Evaluation

Criteria

pacts (approximately 17.3% and
15.8% respectively of significant
suppliers with an annual spend-
ing of equal or over €100,000 who
had potential negative impacts
in the respective areas), without
however taking any further ac-
tions, as all suppliers passed the
respective threshold and were de-
fined as being compliant.

There were no cases of suppliers
with whom our collaboration was
terminated (or not initiated) due
to actual or potential compliance
issues (e.g. for corruption inci-
dents, anti-competitive behaviour
and responsible communication)
or unsatisfactory environmental
or health and safety performance.

Quality Evaluation

Delivery quantity

Required quality

Time accuracy

Support and communication
Know-how

Mumber of awards/offers
Cooperation and flexibility
Invoicing Accuracy

Environment Evaluation

Envirenmental policy
Environmental compliance

Periodical environmental impact assessment

Measures and programs to mitigate environmental impact

Envirenmental violations and fines

Health & Safety Evaluation

Health and safety compliance

Occupational health and safety in corporate policies

Internal or external health and safety assessments
Top Management commitment to improve work environment

Health and safety violations and fines
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3. Environmental Impact

FOLLOWING AND
STRICTLY ADHERING TO
LEGISLATION

As a growing business, we are
conscious of global environmen-
tal issues and work systematically
towards minimizing our potential
negative impact throughout our
operations, by complying with cur-
rent environmental legislation and
relevant provisions, as well as con-
ducting all necessary environmental
irnpact assessments.

As a result of the practices we follow,
in 2017 there were:

+ No environmental incidents of any
kind.

+ No complaints or accusations of
violating any environmental legis-
lation.

+ No written notices by the respec-
tive authorities or legal actions re-
garding environmental issues.

+ No relevant fines or other sanc-
tions imposed, during the sched-
uled and ad-hoc audits conducted
by the respective authorities.

MANAGING
SYSTEMATICALLY OUR
ENVIRONMENTAL IMPACT

& GOOD PRACTICE

ENVIRONMENTAL
MANAGEMENT
SYSTEM

As part of our certified Environmen-
tal Management System according
to 15014001:2015, we apply ap-
propriate practices to manage our
operations in a way that prevents
environmental pollution, regarding
both our own operations, as well
as our main suppliers’ operations,
through specific provisions in RFPs,
awards and contracts..

Through the use of this system, we
systematically identify and evaluate
the environmental impact of our
activities, structured around 5 steps:
Identification of environmental
aspects.
Description of environmental
impact.
Evaluation of  environmental
impact.
Review of environmental aspects
evaluation.
Implementation of measures
and monitoring of actions and
performance.

As a result of implementing the
above procedure in 2017, we identi-
fied the following environmental as-
pects as being most important:
- Paper consumption.
Energy Consumption.
Life-cycle management of haz-
ardous materials (e.g. electrical
equipment, toners, light bulbs).

IS0 14001

BUREAU VERITAS
Cernfication

REDUCING QUR
ENVIRONMENTAL
FOOTPRINT

Recognizing the importance and
risks associated with climate change,
we seek to reduce our energy con-
sumption and improve overall
energy efficiency.

To achieve this objective, we identify
the sources we can apply targeted
initiatives to reduce our environ-
mental footprint and quantify direct
and indirect greenhouse gas emis-
sions sources from our operations,
which primarily results from elec-
tricity consumption in our buildings
and secondarily from fuel consump-
tion for vehicle fleet and heating, as
shown in the table:

We had 0 environmental
incidents of any

kind.

ENERGY CONSUMPTION

Source Consumption Consumption Consumption Consumption Consumption

2013 2014 2015 2016 2017

Scopel

Diesel for

vehicle fleet (It) NR NR MR 361,145
Gasoline for

vehicle fleet (ity " e B aeeiet

Diesel - Heating (It) 24,000 22,748 46,000 20,400 35,357
MNatural Gas (m?) 20,752.6 13,369 4,284.6 0

Electricity (KWh)* 6,417,357

6,384,272 4,960,391

5,054,382 3,955,805

*Electricity consumption for 2015-2017 refers to all our buildings in Athens and Thessaloniki.
Sources of conversion factors: GHG Protocol GHG emissions from transport or mobile sources Calculation Tool v2.& May 2015 [Diesel, Gasoline], GHG Protocol GHG
emissions from stationary combustion Calculation Tool v4.1 May 2015 [Diesel - Heatingl, IEA - CO2 Emissions from Fuel Combustion 2016 edition 1 [Electricity]

NR: Not Reported

To drive improvement on our
climate change impact, we contin-
ued to engage into actions and pro-
grams aiming to further improve our
environmental performance within
2017, mainly through the following
initiatives:

+ Acquired 67 new Euro 6 cars for
our vehicle fleet, which is approxi-
mately 23% of total fleet.

+ Implemented a systematic, orga-
nization-wide environmental an-
nual awareness and training pro-
gram, during which we:

Trained 1,149 employees on en-
vironmental issues through 20
Corporate Induction Program ses-
sions for new hired and current
employees.

Included 7 articles on our corpo-
rate newsletter.

Posted information posts about
environmental protection on our
corporate intranet and internal
portal Yammer.

Launched the Think green' em-
ployee engagement campaign
with instructions on environmen-

tal protection, which was effec-
tively communicated to all em-
ployees.

Organized 3  environmental
awareness open discussions to
inform 26 employees about our
environmental practices and ini-
tiatives.
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We recycled 97% of paper,
toners and light bulbs disposed
ELECTRICITY CONSUMPTION AND CO, EMISSIONS RECYCLING OR Continuous efforts are taken to re-
duce solid waste which inevitably
6,417 6,384 6,295 EFFICIENTLY DISPOSING emanates from operations, which
6,082 MATERIALS include the following types of mate-

2013 2014

@ Electricity Consumption (MWh)

4,960 e,
4,705 4,667
3,956 3,883
3,701
I 3,337 3,526
2015 2016 2017

Average electricity consumption (KWh/ employee) . Total CO, Emissions (tn)

*Electricity consumption for 2015-2017 refers to all our buildings in Athens and Thessaloniki.

The increased environmental foot-
print for 2017 is the result of includ-
ing our transportation impact (i.e.
fuel consumption for vehicle fleet)
compared to previous years. In ab-
solute terms, CO2 emissions from
fuel consumption for heating and
electricity reduced by 17.7% com-
pared to 2016.

MANAGING THE USE OF
RAW MATERIALS IN OUR
OPERATIONS

We believe that utilizing natural re-
sources as efficiently as possible and
reduce resulting waste is the respon-
sible approach required to protect
our valuable natural resources, with
our impact on natural resources

arising mainly from our office opera-
tions and products we provide to our
customers. Consequently, we:

+ Monitor use of materials.
+ Reduce use of materials.
+ Reuse materials.

+ Recycle materials through
licensed sub-contractors.

* Properly dispose hazardous mate-
rials.

MATERIALS RECYCLING

rials:

Material Recycling 2013 Recycling 2014 Recycling 2015 Recycling 2016 Recycling 2017
(kgr) (kgr) (kgr) (kgr) (kgr)

Paper 46,340 2410 47,895 11,503* 35,081*

Canridges 102 (units) 310 (units) 292 (units) 341 units

toners

Light bulbs - 27 (crates) 2,320 (units) 222 (units) 440 units

IT hardware 2.159 (units) 15 (units) 2,587 (units) 1,255 (units) 1,573 units

and equipment

(computers,

printers etc.)

Furniture - 678 (units) 941 units 14 units

Domestic - 120 46 a0

batteries

Plastic - - 40

Aluminum - - 15

*Includes cardboard recycled after use.

Our achievements related to envi-
ronmental awareness and protec-
tion, as well as reduction of materi-
als used during 2017 include:

+ Recycling programs to collect and
forward for recycling paper, car-
tridges - toners, light bulbs, do-
mestic batteries, aluminum and
plastic caps from beverages and
bottled water through dedicated
bins placed in our facilities, as well
as marked bins to collect organ-
ic waste (e.g. food residues) and

soiled food packaging.

+ All potential hazardous waste (j.e.
toners, electrical equipment, light
bulbs and domestic batteries) is
appropriately discharged through
licensed contractors.

+ Collaboration with a new licensed
recycling partner to directly deliv-
er our recyclable waste to special-
ized recycling management facili-
ties, instead of municipal recycling
bins.

+ Addition of dedicated bins for alu-
minum at Kitchenettes and office
areas, and special bins placed at
dedicated areas for selection and
shorting before collection by li-
censed contractor

+ Dedicated labels placed to inform
employees to separate waste gen-
erated.

* Approximately the same quantity
of paper purchased, as in 2016
(15.2 tons in 2017, compared to
15 tons in 2016).
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We trained 96% of our
employees on environmental
protection issues

+ All old light bulbs sent for recy-
cling (440 units) replaced by econ-
omy bulbs.

+ All used cartridges-toners (251
units) forwarded for recycling.

+ Completely removed plastic cups
used in our dining areas and dis-
tributed glass cups in our offices,

+ 10 hours of training to 24 cleaners
and one supervisor to properly
use the special waste bins.

+ 42 employees’ children between
8-12 years old briefed on ocean
and plastic pollution and certified
as ‘Environment Protectors', as
part of the ‘A day at the office with
our children’ initiative (see section
4.1).

+ At the moment, do not use recy-
cled or FSC certified paper or any
other recycled materials.

REDUCING AIR
POLLUTANTS

Refrigerants: Being aware that
ozone depleting substances have
a detrimental effect on the ozone
layer and damage our protection
against excessive levels of solar radi-
ation, we only used R407 and R410in
our air-conditioning systems, which
correspond to zero Ozone Deplet-
ing Potential (R-11 equivalent) and
therefore, do not harm the ozone
layer.

Air pollutants: Operating in a
non-energy intensive industry, our
impact related to other greenhouse
gas emissions (besides CO,, which
is described above) is limited. How-

ever, we recognize the importance
of this issue at a global scale and
monitor our respective impact, with
zero over the limit cases in pollut-
ants such as carbon monoxide and
volatile organic compounds (VOCs),
sulphur and nitrogen oxides gener-
ated due to our operations during
the relevant inspections within 2017.

MONITORING WATER
CONSUMPTION

Water shortage in many regions and
countries around the world is an is-
sue which requires urgent action,
as the demand for this precious re-
source has been intensified. Being
conscious of the increasing pressure
to contribute towards alleviating
water scarcity, our responsible ap-
proach has lead us to:

+ Consume water exclusively with-
drawn through the public water
supply networks; therefore, we do
not affect other water sources.

+ Install water gauges in key ar-
eas of our facilities (buildings,
gardens) to monitor and reduce
water consumption.

+ Ensure that there are no signifi-
cant water leakages or discharg-
es and no spills of other liquids,
with no significant water leakages
or discharges and no significant
spills of chemicals or fuels oc-
curred during 2017.

39,081 kg

of paper recycled

ARy

Reduced electricity
consumption

96%

of our employees
were trained on
environmental
protection issues

ZERC

plastic cups are used
in our offices and
dining areas

We reduced our water
consumption by 17.4%

WATER CONSUMPTION

11,579.2

@ water consumption (m?)

10,408
7,647
I 1 3.2

2013 2014

2015

. Average water consumption (m*/employee)

“Water consumption refers to our buildings in Athens and Thessaloniki

ASSESSING OUR
POTENTIAL IMPACT ON
BIODIVERSITY

We are aware of the alarming rate
of biodiversity lost over the past de-

cades due to unsustainable human
activities and its repercussions for
our existence, as our lives largely
depend on the variety of species
and ecosystems around the planet.
As we take this important environ-
mental issue into consideration, all
our offices and buildings are located

9,501

7,840
1.4 7

2016 2017

within urban environment without
any adjacent protected areas or ar-
eas of high biodiversity value outside
protected areas and, therefore, are
not subject to any specific biodiver-
sity protection regulations and safe-
guarding measures.
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Achievements 2017
and Objectives 2018

Train at least 20% of employees on environmental 100%
issues
Introduce the ‘Zero Paper' initia- 2018
tive
Recycle at least 70% of paper purchasedin our office 100%
Forward 100% of discharged domestic and industri- 100% Forward 100% of discharged do- 2018
al batteries to licensed sub-contractors for recycling mestic and industrial batteries
to licensed sub-contractors for
recycling
Forward 100% of discharged toners and cartridges 100% Forward 100% of discharged 2018
to licensed sub-contractors for recycling toners and cartridges to licensed
sub-contractors for recycling
Conduct the annual environmental evaluation to 100% Conduct the annual environmen- 2018
100% of suppliers with an annual spending of over tal evaluation to 100% of suppli-
€50,000 and potential negative environmental im- ers with an annual spending of
pacts over €50,000 and potential nega-
tive environmental impacts
Ensure energy management law 2018

compliance, through a certified
Management System

We said Progress We will By
Complete the renovation of the two sixth-floor uni- 100% Complete the renovation of the 2018
versity nursing units at the Children’s Hospital ‘Aghia ground floor Daily Care Unit
Sophia’ (DCU) and the Central Sterile Ser-
vice Department at the Children's
Hospital ‘Aghia Sophia’
Complete the renovation of the fourth-floor nursing 100% Complete the renovation of the 2018
unit at the Children's Hospital ‘Aghia Sophia’ first-floor (Wing A) 2nd Paediat-
ric Nursing Unit of the Children's
Hospital ‘Panagioti & Aglaias
Kyriakou'
Implement the ‘Wishing Ornaments’ initiative 100% Implement the "Wishing Orna- 2018
ments’ initiative
Implement 7 construction activities to the facilities 100%
of 'SOS Children’s Villages' and Together for Chil-
dren’ organizations
Launch our new societal support 2018
program to address local commu-
nities’ needs
Organize 10 Sports Academies Festivals across 100% Organize 10 Sports Academies 2018
Greece Festivals across Greece
Recruit 125 new Academies in the ‘Sports Acade- 100%
mies’' program
Launch and recruit 20 SMEs in the OPAP Forward 100% Extend our "OPAP Forward" pro- 2018
program gram for 21 additional companies
Develop a Supplier Code of Conduct with the re- 75% Launch and communicate our 2018
quirements from our suppliers Supplier Code of Conduct
Inform 100% of employees on environmental pro- 100%

tection through awareness initiatives
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4. Developing
our people
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OUR RATIONALE

Our People are at the heart of everything we do, bringing value and contributing
to the success of our long-term stralegic objectives, which lead us lowards our
2020 Vision.

Our People Strategy focuses on attracting talents to the Group as well as further
developing and engaging our People through cantinuous training and devel-
opment, internal career opportunities, two-way communication and internal
activations in @ modern workplace environment with key benefits.

OUR PRIORITIES
« Creating employment opportunities

~+ Maintaining a high level of employee engagement

* Identifying the right potential candidates

« Offering additional benefits to our People

* Fostering work-life balance for our People

* Ensuring Health and Safety in our work environment

* Promoting effective internal communication to further engage our People
* Visibly committing ourselves to being fair

* Not Tolerating child, forced and abusive labor under any circumstances

« Respecting the right of our employees to participate in employee unions

* Enhancing Opapacademy

* Promoting internal career opportunities for our People

1. Attract & Engage

CREATING EMPLOYMENT
OPPORTUNITIES

Achieving our strategic objectives
and maintaining our growth is close-
ly related to creating an engaging
work environment. As a successfully
growing company, we are proud to
be one of the major employers in
Greece with 1,206 employees and

HUMAN RESOURCES

2014 2015

1,208
973
831
650
196 194 191
56 6.9 4.7
2013 2016

to have increased the number of
our employees during 2017, which
is particularly important considering
the economic challenges our soci-
ety faces. In addition to direct em-
ployment, we further leverage the
creation of work positions all over

268
21

2017

. Employees (Actual numbers) Turnover (%) Mew hires (Actual numbers)

Our commitment towards creating
a positive work environment has led
us to achieve:
+ No variations in employment
numbers due to seasonality.
+ An average employee age
of 39 years.
+ Alow average turnover rate
of 2.1% (with a lower by 0.3%
turnover rate for women employ-
ees compared to men).

Yata refer to 3

* 5employees who left before com-
pleting 12 months of employment
(0.4% of total workforce).

« An average employment tenure of
5 years.

« 50 external partners working with
OPAP during 2017.

Greece, with approximately 38,300
positions indirectly generated by our
operations.

1
I

1.206

Direct employees while
We support approx-
imately 38,300 work

positions all over the
country
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EMPLOYEE
DISTRIBUTION

HIERARCHY

Employees (number)

EMPLOYMENT TYPE

Employees (number)

AGE

Employees (number)

NEW HIRES

Employees (number)

TURNOVER

Employees (number)

TURNOVER

Employees (%)

GENDER

Employees (%)

CATEGORIES

Employees (%)

WORKPLACE

Employees (%)

EDUCATION LEVEL

Employees (%)

EMPLOYMENT TENURE

Employees (%)

CEOQ/ AREA MANAGERS /
GENERAL MANAGERS/ DEPARTMENT HEADS/

DIRECTORS

PERMANENT  TEMPORARY
1.166 (96.7%) 40 (3.3%) (17 women)

30-50
996

FEMALE 5 AGE <30

122

FEMALE

1

RESIGNATION

FEMALE
524

HANDICAPED
8

ATHENS
1.123

HIGH SCHOOL
466

< 5 YEARS

MANAGERS
60 148

5-10 YEARS
65 11

EMPLOYEES TOTAL
998 1.206

FULL-TIME PART-TIME

=50
102

AGE 30-50 AGE >50

AGE 30-50
20

REDUNDANCIES
1.3 0.7

MALE
682

FOREIGNERS
35

THESSALONIKI
83

TEI/UNIVERSITY
740

> 10 YEARS
24

OPAP.GR

1.172 (97.2%) 34 (2.8%) (19 women)

The effectiveness of our efforts
to build positive employee re-
lations was verified by the high

score of employees’ engagement.

In 2017 we launched the Employee
Survey “Your voice matters” to cap-
ture our People’s opinion on issues
such as management, organisation,
collaboration, compensation and
working environment, which was
completed by 83% of eligible em-
ployees.

The high score of employees’ en-
gagement (76%) in our annual em-
ployee survey confirms the positive
impact of developing positive em-
ployee relations, as well as create
and enhance a positive work envi-
ronment, as indicated by the areas
with the highest scores, such as
Social Responsibility, Environment,
Customer Focus, Trust in Top Man-
agement, Confidence in the Compa-
ny's Direction, Employee Pride and
Engagement.

Being committed to further strength-
en our employees’ engagement, we
conducted dedicated focus groups
with over 150 participants to identify
specific actions which resulted to our
2017-2018 Action Plan shared with
all our People.

DENTIFYING THE RIGHT

POTENTIAL CANDIDATES

An important step to secure our
future growth is to attract, inspire
and retain high potential, talented
professionals. During 2017, we in-
terviewed over 1,200 candidates,
informing then about our perfor-
mance-oriented mindset and under-
standing their professional aspira-
tions, during several initiatives and
events. Indicatively:

« The AUEB Career Fair.

* The ALBA Career Forum.

* The Deree Career Days.

« The Kariera Career Days.

* The UNIPI Career Days.

Furthermore, through our OPAP In-
ternship Program we collaborated
with many educational institutions
to offer undergraduate students the
opportunity to learn and gain profes-
sional experience to via internship
programs for up to 6 months in vari-
ous teams and specialties (e.g. Mar-
keting, HR, Network Development,
Retail Marketing, Sales, Finance, Le-
gal) within our Group.

In 2017, we offered internship op-
portunities to 60 students, which
helped those, who were offered
positions within the Group develop
valuable skills and advance their
personal and professional develop-
ment, development. 9 interns were
offered positions within the Group
upon completion of their internship.
OPAP Internship Program was quite
successful as  97.2% of Managers
stated they would recommend the
intern for a future collaboration and
97% of the interns would suggest the
Program to a fellow student.

J

Finally, we conducted over 1,163
structured interviews throughout
our intensive recruitment process
and responded to all 14,000 appli-
cants who sent us their Curricula
Vitae.

The total amount of private Medical
and Life insurance plan insurance
investment exceeded €909,000 in
2017, compared to €704,000 in 2016.
Moreover, in 2017 we issued 3
new policies (Parking, International
Assignees and Credit Cards) offering
additional benefits to our employ-
ees,

We offer to our People a range of
benefits, which include a Medical
and Life Insurance plan, which cov-
ers 96.5% of all our active employees
(employees with permanent employ-
ment contracts and temporary em-
ployment contracts for over 1 year
of OPAP S.A., OPAP Services S.A.,
Hellenic Lotteries S.A., Horse Races
S.A., Tora Direct S.A. and Tora Wal-
let S.A.), with an annual checkup of-
fered through the health insurance
scheme, which also includes digital
mammography.

Within the framework of continu-
ously improving our benefits, we
cooperated with a leading insurance
company to offer additional services
to our People

374034 ¥N0 SNId0T3AI0
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Additionally, we offer:

Benefits relevant to business
needs (i.e. mobile phones, lap-
tops, corporate cars, gas cards).

Numerous internal and external
parking spots for our employees
in headquarters, as well as park-
ing spots for all employees in
Thessaloniki.

+ Participation in the OPAP Employ-

ee Assistance Program.

We appreciate our People's’ dedica-
tion to OPAP and we believe their
personal life and their families mat-
ter, in order to achieve and ensure
higher levels of employee engage-
ment. Reflecting on this, we system-
atically work to ensure that all em-
ployees are able to achieve work-life
balance and therefore:

Define clear daily working hours
and time schedules for all employ-
ees.

Comply with relevant legislation
defining intervals between end of
a shift and commencement of the
next shift for applicable employ-
ees,

Comply with the legislation on the
annual overtime per employee
being 120 hours.

Do not tolerate employees work-

ing overtime, under the threat of
any sanction (e.g. salary reduction
or dismissal).

Compensate and reward employ-
ees for their overwork (i.e. the first
hour after the completion of the
legal time schedule) and overtime
(i.e. the first and second hour after
overwork).

Ensure that employees receive
and utilise their entitled leaves
(such as paid leaves).

Grant special leaves to eligible
employees when required (e.g.
parental leave to new parents,
breast feeding and child care
leave to employees, leave for sin-
gle parent families, student leave).

Materializing these policies into
practice, within 2017:

No employees exceeded the an-
nual maximum overtime limit and
all overtimes were fully paid.

21 out of the 48 female employees
who received their parental leave
returned to the company, while
the rest were still on maternity
leave as of 31/12/2017, with 11 fe-
male employees still employed 12
months after their return to work.

3 female employees were granted
reduced working hours because
of parenthood.

19 employees (14 female and
5 male) were granted student
leaves as part of their undergrad-
uate or postgraduate studies,

increase in the
number of employees

We trained 100% of our employ-
ees on emergency and evacua-

tion procedures

We believe that ensuring the health
and safety of our People is of outmost
importance, as it is a non-negotiable
prerequisite for a successful oper-
ation. We focus on following health
and safety regulations which ensure
suitable work conditions, through a
number of systemically implemented
practices, as we:

+ Have developed an Occupation-
al Health & Safety Policy to illus-
trate our commitment to shape a
preventive culture for health and
safety at work, which has been
communicated to all employees
and outlines our activities to con-
tinuously improve our workplace.

+ Implement a Health and Safety
Management System based on the
OHSAS 18001:2007 standard for
Occupational Health and Safety.

+ Perform audits on health and
safety practices, within the scope
of our Integrated Management
System.

+ Have systemically identified occu-
pational and work conditions risks
in written Occupational Risk As-
sessment Studies, for both OPAP
S.A. and OPAP Services S.A.

+ Have established a Security Op-
erations Center to monitor secu-
rity and facilitates communica-
tion during emergency events 24
hours a day, 7 days a week.

* Occupy one doctor for immediate
response to emergency cases.

1

Have communicated detailed in-
structions for emergency evacu-
ations, fire incidents and earth-
quakes to all employees.

Have clearly defined and posted
our buildings' evacuation routes
and designated assembly areas.

Conduct regular company-wide
evacuation exercises, with two ex-
ercises conducted in our premises
in Athens and Thessaloniki during
2017, where all employees partici-
pated.

Have defined and properly trained
a Fire Chief and Fire Teams for
each building to respond to fire
incidents and building evacuation.

Upgraded our Building Manage-
ment System (BMS) to improve
and effectively monitor our cool-
ing, heating and ventilation sys-
tems, as well as ensure prompt
response to potential failures.

Regularly service and upgrade to
improve our mechanical, electrical
and plumbing installations, in or-
der to have:

The recommended quality of the
internal air, regarding tempera-
ture and humidity.

Proper and constant lighting in
our offices,

Ready and secure fire safety sys-
tem.

Restaurant compliant with HACCP

demands.

Brief all contractors before com-
mencing their assigned activities
within our premises on health and
safety hazards and risks, required
safety equipment and response
plans in cases of emergency and
require that they brief their em-
ployees accordingly.

Provide the recommended Per-
sonal Protective Equipment to our
technical employees and require
that all contractors provide the
respective equipment to their em-
ployees.

Monitor the health and safety
practices of contractors’' employ-
ees working in our premises, as
well as the safe completion of
their activities.

Review our contractors’ health
and safety performance at the fi-
nal stage of their activities.

Check all incoming and outgoing
baggage, parcels and correspon-
dence envelopes.

Have created a modern, pleasant
and safe working environment in
our privately-owned headquar-
ters, through:

Over 1,200 state-of-the-art and
ergonomic working stations, in
order to extensively utilise natural
lighting and air ventilation.

New spaces to test company's ap-
plications, gaming machines and
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We have created over 1,200

state-of-the-art and ergonomic

working stations.

terminals.

- An open basketball/football court

- Specially configured relaxation ar-
eas and external smoking spaces.

- Additional green areas.

- A 'Hall of Fame’ gym with cardio
and muscular endurance equip-

for sports activities, as well as a
ping pong area.

As aresult of the above practice
to maintain a safe work envi-
ronment, it must be noted that:

ment, where qualified gym in- + There is no identification of high

structors monitor and enhance
employees’ physical condition and
well-being.

~ An ‘OPAP sky' roof garden.

Employees Lossesin Losses in col- Accidents

trainedon  employees laborators’
Health & employees
Safety issues

2013 NR NR

1
2014 NR 0 0
2015 0O 0 0
2016 0O 0 0
2017 50 0 0

incidence or risk of disease asso-
ciated with the employees’ work
an outcome confirmed by the
fact that no occupational diseases
among our employees occurred.

from-to work

work =<1day
NR 9 NR

NR 4 MR

NR 4 MR

2 8 6

7 =) 4

Accidents at Accidents

+ No serious accidents involving

OPAP employees occurred, of
both genders.

No incidents involving a female
employee occurred

No legal actions regarding health
and safety issues occurred and no
fines or sanctions were imposed
by the respective authorities.

Accidents  Employees

with absence with absence involved in

>3 days accidents

0.6
0.5
0.9
0.8

- S T T
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The main driver of our commitment
towards our People is the desire to
have engaged and motivated em-
ployees who can utilise their profes-
sional passion and sense of belong-
ing within a fast-paced industry.

Aswe aim every employee towork to
his/her full capability, we recognize
the importance of two-way commu-
nication to foster an open dialogue
culture and utilized the following
main touch-points to maintain an
on-going and effective communica-
tion in 2017:

+ The Core Values Engagement Team,
which was established in 2016, has
ensured the diffusion and integra-
tion of our Core Values, through a
series of initiatives led by our Inter-
nal Communications Team:

- The ‘Effective meetings: Be like Gi-
annis!’ initiative to inform all our
People on effective management
of meetings.

- The ‘Happy Fridays’ initiative with
special events on one Friday of
every month for our People to li-
aise with each other and celebrate
achievements.

‘A day at the office with our chil-
dren’ initiative for employees to
bring their children at work and
induce them into our workplace
and experience our Core Values
through a series of activities, such
as office tours, interactive games
and mini presentations.

Distribution of OPAP branded
agendas and glass cups, as well as
corporate employee cards brand-
ed with our core values to all our
employees.

- The ‘Lunch with chiefs’ and ‘Break-

fast with the CEQ' initiatives to
strengthen communication and
share information and ideas, as
well as increase Top Management
visibility, with the participation of
223 employees.

* Regular posts in the corporate in-

tranet OPAPopen to inform about
corporate news, important initia-
tives, benefits and policies, as well
as internal events.

+ 250 mass email announcements to

regularly communicate policies,
organisational updates, important
corporate information, achieve-
ments and contests to all employ-
ees.

We conducted 15 internal
communication activities
regarding Corporate
Responsibility issues.

11 monthly newsletters to share
and highlight company’s achieve-
ments, initiatives and new devel-
opments in line with our strategic
priorities.

Over 250 posts and over 900
members in our internal social
platform Yammer to promote
and enhance collaboration, share
company updates and celebrate
achievements.

Over 150 content feeds in Digital
Signage TVs with short video mes-
sages and photos to internally
promote key messages.

Signage in our premises to inform

and raise awareness regarding
projects, such as Health and Safe-
ty, recycling and energy-saving
initiatives.

Internal social events, such as a
Christmas corporate event, em-
ployees’ children party and events
at the horse races for our employ-
ees and their families.

Over 25 internal events for prod-
uct launches, new initiatives,
updates, sponsorships events,
culture-building activations and
corporate achievements.

Various athletic events on the oc-
casion of the European Week of
Sport #Be Active (i.e. 3on3 Bas-
ketball Tournament, Wellness ses-
sions, Walk to the Roof challenge,
Gym Basic5 Program), for which

we were awarded for our employ-
ees' active pa r'ticipation to events
that promote physical activity and
sports (see section D.1).

* Awareness campaign on the occa-

sion of the World Breast Cancer
Prevention Day, during which we
informed approximately 60 em-
ployees on the importance of reg-
ular proactive examination and
early diagnosis, in collaboration
with REA Hospital's Breast Clinic
and ‘Alma Zois’, Hellenic Associa-
tion of Women with Breast Can-
cer.

Corporate giveaways to inform
about new product launches, key
initiatives and celebrate achieve-
ments.

* Regular posts on our social media

accounts (i.e. Linkedin, Facebook
and Instagram) to share our in-
ternal engagement initiatives and
employees' success stories.

+ Active employee participation in

Customer Focus Groups and Con-
tact Center visits to allow closer
connection with our customers
(see section 2.3).

* Participation in various Human Re-

sources conferences and awards.

In parallel, we strive to promote in-

ternal communication on Corpo-
rate Responsibility, influencing
employees' behavior and there-
fore positively affecting our stake-

holders in the long-term.

In 2017, we conducted 15 internal
communication activities regard-
ing Corporate Responsibility issues
and we have regularly informed all
employees regarding the respective
issues.
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2. Equality & Fairness

We have integrated fairness within
our core values, as we believe it rep-
resents a fundamental requirement
in establishing a positive work envi-
ronment which facilitates a perfor-
mance driven culture. Consequently,
we have developed a policy not to
discriminate due to race, gender,
marital status, political beliefs, reli-
gion, origin, sexual orientation, age
and disabilities, regarding work is-
sues, such as recruitment and selec-
tion, salaries, promotions and career
development.

Our commitment relies upon the
principle of equal treatment of our
employees, which allows their de-
velopment and professional ad-
vancement to solely depend on their
actual performance, their abilities to
deliver and OPAP's business, rather
than prejudgement and prejudice.

As a result of these principles and
practices, we managed to achieve

26,3

noteworthy results such as:

* No complaints or grievances re-
garding labor practices or discrim-
ination incidents or unfair treat-
ment or human rights violation.

+ 185 labor disputes for OPAP S.A.
and 8 labor disputes for OPAP Ser-
vices S.A. with former employees
regarding non severe labor issues.

+ No legal actions regarding human
rights issues and no fines or sanc-
tions regarding human rights
issues or labor practices were
imposed by the respective author-
ities.

+ Establishing a minimum salary,
which in all cases was higher than
the legal basic salary (or the high-

er collective agreement salary), as
defined by local legislation.

434

32
244 274 26,1

18,8

| 143

p—

2016 2017

» An almost equal ratio of salary for
men and women within similar hi-
erarchical level/area of activity/job
family, with statistically insignifi-
cant variations, materializing the
fact that salaries do not depend
on the employees’ gender.

+ A lower by 0.5% and 0.3% percent-
age of women employees with
temporary and part time employ-
ment contracts respectively com-
pared to men.

« A high percentage of Greeks in
management and top manage-
ment positions, being 92.8% and
42.8% (compared to 98.4% and
43.8% in 2016) respectively, while
the percentage of Greeks in the
BoD is 23%, compared to 36% in
2016.

. Women in total workforce (%)

Waornen in all management positions (%)

@ Women in department management positions (%)

. Waornen in directort positions (%)

Women in top management positions (%)

We fully and strictly follow the inter-
nationally recognized human rights,
as described within the UN Universal
Declaration of Human Rights and
the ten Principles of the UN Global
Compact.

Through our policies, which have
been internally communicated and
practically implemented, we commit
ourselves not to encourage or even
tolerate any coercive or abusive la-
bor in any of our premises, while are
committed to employ individuals,
only if they are above the legal work
age limit (as defined by the Greek
legislation). As a result of our com-
mitments, in 2017:

* 4 operations were subject to hu-
man rights reviews (100% of total
operations).

No operations were identified as
having significant risk for inci-
dents of child labor or forced and
abusive labor.

Adhering to internationally rec-
ognised principles of human rights,
we respect the right of employees to
participate in employee unions and
discuss topics of reciprocal interest
through representatives, as well as

express openly and freely their opin-
ion, either individually or in groups.
In practice:

« We have approximately 25.6% of
our employees participating in
Employee Unions.

+ All our employees are covered by
the Greek National Collective Bar-
gaining Agreement.

« We have not identified any opera-
tions in which the right to exercise
freedom of association and collec-
tive bargaining may be at signifi-
cant risk.

+ 20 of our employees (approxi-
mately 1.7% of our total work-
force) participated in two National
General Strikes within 2017, orga-
nized by the General Confedera-
tion of Greek Workers (GSEE), due
to governmental policies regard-
ing the National Insurance System
and employment-related legisla-
tion.

» The total amount of time lost due
to strikes was 24 mandays, while
the percentage of working time
lost was 0.008%.

We follow, as a minimum, the rele-
vant regulatory requirements re-
garding operational changes.
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3. Training & Development

Induction Training: In order to in-
form and educate our employees
on issues related to our Group's
Teams, Products, Strategic Priori-
ties, Core Principles and Values, we
have designed and implement an
extensive Induction Program. All
newly hired employees, within the
first month of their employment,
participate in the Induction Pro-
gram, which specifically addresses
the following:

+ Company overview and history.

+ Vision and Values.

+ Company strategic priorities.
Product knowledge.

+ Code of Conduct.

+ Health and Safety.

+ Awareness programs on Respon-
sible Gaming, Information Secu-
rity and Integrated Management
Systems.

+ Teams mapping and team activi-
ties.

+ Field visits, including two-day vis-
its to OPAP agencies and PLAY
Gaming Halls.

The Induction process was success-
fully completed for 96% newly hired
employees in 2017 and we expanded
the Program to include all employ-
ees regardless of their employment
tenure, as part of our efforts to man-
age cultural change and diffusion of
team spirit.

Orientation Training: The integra-
tion of new hired employees con-
tinues with an Orientation Training,
which was conducted only at Depart-
mental level within 2017, with direct
supervisors informing employees
about their department's operation,
through:

Meetings with the department's
employees.

* On-site visit.

« Information on technical issues.

Familiarisation with the depart-
ment's systems and procedures.

* Information on Health and Safety
issues.

Trainings: We conduct the majori-
ty of our training courses in-house,
mainly in two training centers with
100 and 40 seats located in our
headquarters in Athens and our
building in Thessaloniki respectively,
which utilize state-of-the-art training
and educational facilities.

Within 2017, we implemented a

broad range of training programs

emphasizing on:

= Soft skills (e.g. Management, Lead-
ership, Negotiation, Time Manage-
ment, Presentation Skills, Inter-
viewing Skills).

« Technical skills (e.g. Finance for
non-Financials, General Data Pro-
tection Regulation - GDPR, OHSAS
18001, Accounting, Procurement).

+ Certificates (e.g. Red Hat, PMP,
IFRS).

Furthermore, it is worth mentioning
that within 2017:

* No variation between the average
hours of training between men
and women employees exists.

* We trained 2.5% of our employ-
ees on Corporate Responsibility
issues.

+ We trained 93.4% of our employ-
ees to develop long-term compe-
tencies, rather than their current
responsibilities, on skills such as
Management and PMP through
external training providers.

* here were no trainings conducted
on human rights issues.

+ The total cost of training cours-
es was €240,700, compared to
93,400 in 2016.
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We achieved 90% satisfaction for

training courses delievered

PLOYEE TRAINING

2,967

2015

& GOOD PRACTICE

OPAPACADEMY

)

5,734

2016

5.9

27,478

143 1,138

2017

. Training courses (number)
| Employees trained (number)
. Hours of training (hours)

. Average training (hours per employee)

100% of our employees partici-

pated in performance evaluation

process

PROMOTING INTERNAL

B poLicy

BUSINESS PRIORI-
TIES AND INDIVID-
UAL DEVELOPMENT
PLANS

In order to ensure that advance-
ment is based on performance and
corporate objectives are dissemi-
nated into individual targets, we uti-
lize a Performance Appraisal system
based on:

+ Specific Criteria.
* Job Performance.
* Professional Competencies.

* Knowledge about OPAP's targets
and objectives.

R OPPORTUNITIES

Through taking into consideration
our People's current skills, abilities
and areas of improvement, we:

* Plan required actions to achieve
desired results.

» Decide on our employees develop-
mental needs and facilitate them
achieving their professional ob-
jectives and advance their career
prospects.

« Consider our employees’ collective
development plans for drafting
our Annual Training Plan.

As a result, within 2017 all of our
employees and managers were as-
sessed and had an Individual Devel-
opment Plan within the context of
our Performance Appraisal system.

Internal Career Opportunities: In
order to achieve our People’s per-
sonal goals and development plans,
all job postings are communicated
through our corporate Intranet, en-
abling interested and suitable Peo-
ple to submit their application.

Within 2017, we published 13 inter-
nal job postings on our corporate
intranet and managed to cover 20%
of permanent job openings by inter-
nal candidates, compared to 9% in
2016.

Job Rotation: OPAP promotes job
rotation for its People, in order to
keep them motivated and facilitate
the acquisition of additional knowl-
edge and experience.

However within 2017, there were no
cases of employees being allocated

to other job position within the or-
ganization.

Job Descriptions: In order to in-
crease individual and organisational
effectiveness through clarity in roles
and responsibilities, we accompany
all job positions with suitable job
descriptions.

74034 ¥N0 9NId0T3AI0
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Achievements 2017
and Objectives 2018

We said Progress We will By
Implement an Induction Training program for all
newly hired employees and current
Train all employees on Induction program
Launch a new e-learning platform
for all employees
Launch a new Performance Appraisal Scheme for all Develop a high-performing team, 2018
employees through our new performance
management, development and
reward schemes
Launch of 2017 Employee Survey Achieve higher employee 2018
engagement in our annual Em-
ployee Survey
Conduct at least 2 evacuation exercises Conduct at least 2 evacuation ex- 2018
at our premises ercises at our premises
Increase Top Management visibility via different Further strengthen Top Manage- 2018
events with Top Management ment visibility
Launch and implement Core Values activities Embed our Cores Values in ev- 2018
eryday life and promote work-life
balance
Develop new HR policies and procedures Leverage new technologies for 2018
human resources management,
through new modules in our Peo-
ple Online platform
Generate Individual Development Plan for all em- Generate and implement Individ- 2018

ployees

ual Development Plans for all our
People

Participate in human resources conferences and
awards, as well as employee surveys
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OUR RATIONALE

creation of more we
everything we do, is

games and the
ible

OUR PRIORITIES

e undertake
d their empl d develop
nd reqgular communication

= Establishing an extensive distribution network

Investing consistently in our sales network
Training both our agents and their employees
Communicating continuously with our network and helping our net-

work partners to develop their capabilities
* Complying with the principles of responsible operation

Deploying responsibility practices throughout our network
Manitoring closely our network’s performance regarding
Responsible Gaming practices

Contributing in fighting against money laundering

1. Investment & Transformation

ESTABLISHING
AN EXTENSIVE
DISTRIBUTION
NETWORK

Our distribution network is one of
the largest exclusive commercial
networks in Greece, as we offer our
games and services through 4,367
dedicated and branded agencies
throughout the country,while a fur-
ther - 8,097 Points of Sale and street
vendors are utilized to distribute
SCRATCH tickets and passive lotter-
ies. In addition, our network also in-
cludes 278 PLAY Gaming Halls with
approximately 6,900 VLTs all over
Greece, reaching 100,000 players in
2017, just within the first year of op-
erations.

We are also offering our products
through 202 POS in Cyprus.

The geographical distribution of our
agencies is presented in the follow-
ing table:

GEOGRAPHICAL DISTRIBUTION
OF NETWORK

& GOOD PRACTICE

1 YEAR PLAY:
AROUND GREECE
IN 365 DAYS

On the 11th of January 2017, we
commenced our fascinating expan-
sion journey within Greece, with 4
PLAY Gaming Halls located in Attica,
as part of our quest to implement
one of the most demanding roll-out
projects in the global retail market.

After just one year, the first PLAY...
"Game Cycle” came to its end, with
278 PLAY Gaming Halls in every cor-
ner of the country.

With the dynamic expansion of our
network, the PLAY “wheel” spun
around Greece, spreading the word
of the new PLAY era to thousands of

Points of Sale
and street
Number vendors PLAY Gaming

Region of agencies (number) Halls (number)
Attica 1,725 3,549 112
Epirus 134 201 11
Thessaly 281 414 19
Thrace 94 201 6
lonian Islands 64 170 3
Crete 195 405 10
Central Greece & Evia 281 364 14
Macedonia 988 1,676 64
Aegean Islands 202 459 12
Peloponnese 403 658 27

*Data refer to 31/12/2017

new players, who enjoy a brand new
experience in our newly established
network of Gaming Halls.

With the customer remaining at the
center of our attention, we further
invest in creating a 360° PLAY expe-
rience, which has a distinct “image,
sound, taste and touch”, in order to
establish every PLAY Gaming Halls as
a unigue entertainment destination.

INVESTING
CONSISTENTLY
IN OUR SALES
NETWORK

As part of our commitment to con-
tinuously invest and develop our
network, we daily moniter each
agent's performance and provide
suggestions for actions and initia-

THE LARGE
COMMERCIAL
NETWORK IN

4,367

Agencies

8097 ©

more Points of Sale
‘and street vendors for
'SCRATCH tickets and
Passive Lotteries
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tives to enhance our offering and
achieve our common goals.

Furthermore, we propose new loca-
tions for development to our agents
and indicate investment opportuni-
ties to establish a new agency, uring
which we:

discuss investment opportunities
with our agents.

select the right location and the
proper store to accommodate all
our products.

take into account our corporate
identity rules and local restric-
tions.

create a modern agency from
scratch.

-

We have implemented various ini-
tiatives to upgrade our network's
image, improve its functionality and
enhance its infrastructure, in our
attempt to highlight our improved
game portfolio and generate in-
creased player traffic.

More specifically within 2017, there
were 463 actions regarding network
development, which included:

+ 272 relocations.

+ 55 expansions.

+ 381 agency transfers.

* 37 resigns and new contracts.

+ 80 combined agency transfers

and relocations.

As a result, we recorded an increase
of 89% and 113% in the agencies' us-
able area for agency relocations and
combined agency transfers and relo-
cations respectively and an average
increase of 29% in their turnover.

& GOOD PRACTICE

REX TEAM

We strive to improve the way our
agencies operate, in order to suc-
cessfully achieve our 2020 Vision'.
Since 2015, we have established
the Retail Excellence Team to work
together with our agents, in close
collaboration with our Sales Repre-
sentatives, in arder to improve our
agencies' operations in five key ar-
eas:

Actions per game to increase their

sales.

Content distribution to enhance

customer experience.

Agency management (e.g. train-

ing on new products and services,

new processes).

Agency image.

Financial aspects (e.g. sales, com-
missions, cost En':]\."ll]g‘.s'].

The efficient collaboration with the
Retail Excellence Team has already
proven positive impact on the agen-
cies' remodeling and upgrade, as
well as to their turnover, through
various focus areas which include:

Sales training for agents and their
employees,

Support agency improvements, in
order to align with the corporate
image

Proper and efficient products’ pro-

95.8% of agents were more than
satisfied with their cooperation.

motion and availability of the rele-
vant promotional material.

Feedback to OPAP and strengthen
trust relationships.

It must be noted that the amount of
investments made by the 127 agen-
cies participated in the program in
2017 reached €2.3 million, while par-
ticipants experienced an 8% higher
target achievement compared to the
rest network.

These positive and tangible benefits
are reflected on our agents' evalua-
tion of their collaboration with the
Retail Excellence Team, as evident
from a dedicated survey conducted
to a sample of 24 agents with a 100%
participation rate in 2017:

95.8% were more than satisfied
with their cooperation.

95.8% believe that customer ex-
perience in the agencies has im-
proved.

95.8% would recommend the co-

operation with the Retail Excel
lence Team to another colleague.

2. Support & Development

(3 YOUR OPINION

COLLABORATION
WITH OPAP

According to a 2017 survey conduct-
ed, 80% of agents are satisfied from
their collaboration with OPAP.

COMMUNICATING
CONTINUOUSLY WITH
OUR NETWORK

We recognize the importance of
proper and extensive communica-
tion with our network to offer our
products and services to our cus-
tomers, as well as understand their
interests, in order to continuously
improve and provide better prod-
ucts and services. Therefore, we uti-
lized and materialized a number of

channels and initiatives to maintain
an on-going and effective commu-

nication with our agents and PLAY
Gaming Hall operators in 2017:

* 30,000 one-to-one meetings of
Sales Representatives with agents
in their agencies, with 80% of
agents participated.

= 17 Personal Advisors for agencies
and PLAY Gaming Halls to provide
personalized and effective partner
support and service, as well as en-
sure their efficient operations.

* 2 B2B portals 'OPAPNET and "OPA-
PNET | PLAY".

* 12 combined working groups
between OPAP employees and
agents (with 15 agents in each
group) to discuss strategically im-
portant issues and align future ac-
tions (e.g. product improvements,
network strategy, upgrade of tech-
nological equipment).

* 5 large-scale events in 4 cities be-
tween executives and over 3,000
agents to communicate common
objectives and discuss our net-
work investments.

*+ 109 gatherings through road-

shows with agents in 48 cities to
exchange views and present our
actions, activities and results, with
94% of participants rating our ini-
tiative as ‘Excellent’.

& GOOD PRACTICE

OPAPNET AND
OPAPNET | PLAY
PORTALS

Following our efforts to establish a
line of direct communication with
our network partners, we have
launched the 'OPAPNET' and 'OPA-
PMNET | PLAY" portals for our agents
and PLAY Gaming Hall operators re-
spectively. In 2017 we implemented
several improvements and added
new functionalities into our OPAP-
NET portal to increase the level of
support for our network's day-to-day
activities, which included:

- New upgraded platform to increase
stability and responsiveness.

- Monthly releases/updates to in-
form agents about new features.

- A monthly report 'Payment Update’
with the minimum amount due to
be paid.

- New landing page layout with ad-
vanced privacy and communica-
tion features, fully compliant with
HGC.

- New personalized credentials for
each user to have access to rele-
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vant information depending on
their position within the agency,
as well as same accounts with
OPAP Retail Academy.

- New Contact Card functionality to
allow instant messaging to Account
Manager and/or Personal Advisor
through a pop-up in every OPAPNET
page.

- New 'My Documents’ section to
upload all settlements and other im-
portant documents.

- New 'Change Credit Limits' section
to allow agents transfer credit from
one platform to another.

The importance of these portals to
provide timely and accurate infor-

OPAPNET 2017 AT A GLANCE

Our main means of communication with our network: OPAP Stores and PLAY Stores

T;'-":fopopnet

- o B o Bruo

w0

mation regarding our partners’ op-
erations is indicated by the number
of communication activities and the
high levels of our partners’ engage-
ment through these portals in 2017:

10 Swd pog e

papnet ‘ play@

USER LOGINS (annual basis)

=1 222
4416 4,629

Users Logged In

Stores Logged In

()
Sl

USER LOGINS (annual basis)

=]
218

Stores Logged In

Q
992

2,183

Users Logged In

COMMUNICATION TOOLS (annual basis)

= @
1,148 5,665

Announcements Messages

COMMUNICATION TOOLS (annual basis)

A C
208 56/

Announcements Messages

ENGAGEMENT

Average Session

Total Annual logins

ENGAGEMENT

S A 2

g 1ML T

Average Session

]
204,748

Total Annual logins

TRAINING BOTH OUR
AGENTS AND THEIR
EMPLOYEES

We provide various training pro-
grams to our agents through our
sales training team, either at our
premises or in broader areas of their
agencies, depending on our training
plan, in order to ensure their smooth
operation.

It must be noted that, if deemed
necessary, employees from agencies
and Hellenic Lotteries sales channels
can participate in the training pro-
grams, such as:

* Games rules.

* Responsible Gaming.

* Standard operational procedures
and policies.

Within this context, we materialized

several initiatives to train our agents,

such as:

« Agent roadshows in 48 cities, host-
ing a series of top executive meet-

ings to talk with over 3,000 agents
in an effort to increase brand

NETWORK TRAINING

Classroom 0 On-the-job
training (hours) training (hours)

awareness and product knowl-
edge.

* An e-learning training platform
launched in 2017 to further en-
hance the wide range of training
programs for our sales network.

« Extensive 3-day training seminars
for PLAY Gaming Hall operators
and their employees, as well as
one-day seminars for current
agents, with a maximum number
of 15-20 participants, in order to
ensure the best possible experi-
ence.

« Three training venues in Athens,
Markopoulo and Thessaloniki, as
well as two venues for training in
Horse Races. Horse Races, with 3
additional training rooms in our
training venues.

« Use of 5 temporary fully equipped
training venues in Patra, Larissa,
loannina, Heraklion and Komotini,
as well as hotels’ training venues
in Rhodes, Kos and Xanthi to re-
spond to ad-hoc training needs.

* On average, 3-5 days of on-the-job
training within the first days of
each PLAY Gaming Hall's estab-
lishment.

6000

We trained over
6,000 sales
network partners

38%

satisfaction rate

is achieved from
classroom training
sessions conducted
to our sales network
partners

JINYTO VIV

PLAY STORE TRAINING

22,000

21.000
20.000
5.400
3.400
1.300 320
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(number) (days) 2

“Training hours refer 1o franings 1o agendies and PLAY Gameng Halls inchucfing thew emphayoesy. as well
a% indirect channaks (L& Helleniz Lottenies’ wholesalers, distribistors and new strest vendors) and OPAP

Trontisnmes [NDED berrwint Rianamars ©rotaet Canter asants s Halle e | aifarins Sxlas Be e s

7,700

:
o
1,800 2

250

NOILYWHOLNI LY0d3y



150

OPAP.GR

& GOOD PRACTICE

OPAP RETAIL
ACADEMY

Indicating our commitment to in-
vest in our network's proper train-
ing and provide better services to
our customers, we launched our
training platform OPAP Retail Acad
emy during 2017, through which our
agents, their employees and sales
teams are able to receive personal-
ized training for all our games and
services. Besides training programs,
the platform also offers features
such as:

- Knowledge tests,

- Training evaluations.

- Internal forum with direct two-way
communication between instruc-
tors and trainees.

- Option to reserve a place for class-
room trainings and seminars.

Indicating our agents' satisfaction

from the 6,000 evaluation question-

naires from all courses:

- 91% believe that it helped them
learn more about the games.

- 96.1% found the training material
useful.

90.8% were satisfied with their par

ticipation.

wvould use the training for their
employees.

RETAIL ACADEMY TRAINING

3,563

1,832
1,633 1,652

1,157

2017

. Agents trained on Responsible Gaming (number)
Agents trained on Virtual Sports (number)
Agents trained on PAME STOIXIMA (number)

. Agents trained on PAME STOIXIMA live betting on Apacllo terminals (number)
Agents trained on JOKER (number)

. Agents trained on SSBTs (number)

HELPING OUR

NETWORK PARTNERS
TO DEVELOP THEIR

CAPABILITIES

We are committed to maintain a
sales network up-to-date with our
offering and bring our product and

Initiative

New product and services network roll out

S5BTs

Description

Self-service gaming terminals for
easier, faster and simpler
pre-game and live betting in a
wide range of sport events and
Virtual Sports, as well as the
ability to cash-out

16% increase in agencies' turn-
over with the introduction of
Virtual Sports

service portfolio to a wider custom-  eration and systematically support
er base, as well as contribute to our  them through various initiatives.
network’s smooth and successful op-

Result

1,355 S55BTs installed in over 670 agencies

Virtual Sports

Betting on virtual football match-
es

* The fastest OPAP's game introduction, with equipment
installed in approximately 4,500 agencies and training of
over 10,000 agents and agents’ employees in just few
months

+ Available in all agencies since May 2017

+ Attracted over 22,000 new players

+ €408 million additional turnover for OPAP

+ €346 million distributed to winners

+ 16% increase in agencies' turnover

+ €9 million additional commissions to agencies

WLTs Gaming machine for betting on 10,007 VLTs operational in 278 PLAY Gaming Halls and
the outcome of a video game 1,071 agencies
Payment terminals Debit and prepaid cards POS Available in over

(point of sale) payment terminals,
without any bank commission for
the agents

3,300 agencies

Apollo terminals
and Digital Signage
players

« Installation of ergonomically
designed, stylish, easy to use and
latest computing hardware,
fing all games in one

minal

« Central management and visual
sistency of content displayed

* Installed in all agencies

+ Trainings conducted in agencies located in 9 cities
(Athens, Thessaloniki, Larisa, Patra, Heraklion, loannina,
Komotini, Rhodes, Kos)

* Supportive material in OPAP Retail Academy

‘Bill Payments’ service

Offering  approximately 100
utility payment options through
our retail network, following
acquisition of Tora Wallet's
eMoney Institution license from
Bank of Greece

* Initiated an agent certification program
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Initiative

Special deals with vendors for
high quality products and

services

Description

Conclude agreements for our network with:

* A leading retail company to purchase modern technologi-
cal equipment and devices (such as Tvs, monitors and
desktop computers) in lower prices and favorable payment
options

* Two telecommunication companies for sports program
packages in competitive prices, along with OPAP's partici-
pation in the subscription costs

*+ One telecommunication company for preferential
charges in fixed-line, mobile and Internet contracts

= A leading insurance company for insurance coverage for
the agencies and their equipment

* An energy company with lower prices for electricity in
agencies

Result

Over €14.5 million
savings

Merchandising support from
our Merchandising Team

» Optimize our sales network's image and support their
operations and business development, through:

« Monthly visits to agencies for all product and service
portfolio

» Monthly visits to Hellenic Lotteries’ Points of Sale

+ Ad-hoc visits for games or program launches

Over 108,000 visits
to sales network
(including over
27,000 ad-hoc visits),
compared to over
70,000 in 2016

Automatic supply of
SCRATCH tickets

Mechanism to automatically supply SCRATCH tickets to our
agencies, in case their inventory drops below a predefined
threshold, which generates the required amount and
automatically sends the order to the agency with a courier
service

= 3,400 participated
agencies

» 80% of agents
indicated it clearly
improved the right
inventories

+ 67% believed it
simplified their work

» 15% increase in
SCRATCH ticket sales

Initiative Description

Result

MNérpos Maxaipas
OpYIOs l\prmou&

’Pg\ N, _nas

Managing Agents can scan unsold LAIKO s« Extensive internal and external training (e.g. Account Manag-
unsold LAIKO  Lottery tickets and submit their  ers, Call Center, OPAPNET portal, e-trainings with presentations,
Lottery tickets number electronically, in order to  guides and videos)

avoid ending up and charged
with many unsold tickets

* 3,500 agencies regularly purchasing LAIKO Lottery tickets

« Over €200,000 turnover per draw per week for agencies which
previously had very limited sales of LAIKO Lottery tickets

« Continuous increase in weekly average sales per agency,
starting with less than €100 and reached €334 by the year's

end

OPAPLeague Motivational  programs 10 435 j0ents participated in a lottery draw for 55 prizes

encourage commitment and

incentive i L |
S~ -adt . e

schemes increase productivity, as well as

rewarding our agents for

reaching noteworthy objectives

and achievements through the

‘Agent of the Year' initiative
Repeated Repeated visits all over Greece 500 days of repeated visits
visits to continuously support our

PLAY store network

VLTS PARTNERS® SUPPORT AND SERVICE

2017

Total calls (number) 104,281
Technical tickets (number) 56,512
Average time to resolve technical tickets (days)

Without on-site visit (hours) 3

With on-site visit (hours) 17
First Call Resolution (%) >77
First Ticket Resolution (%) >65
Service Level (calls answered in 30") (%) 80
Abandoned Call Rate (%) =<5
Customer Satisfaction Rate (%) >85

& GOOD PRACTICE

HEALTH PROGRAM

Specifically for agents selling LAIKO

Lottery tickels and participating in the

SCRATCH tickets' automatic supply mech-

anism, we created and offer the Hellenic

Lotteries Health Card, which provides

one-year free medical coverage and ex-

clusive benefits to our agents, including

- Medical visits to 20 affiliated Medical In-
stitutions

- Annual check-up in 138 affiliated Diag-
nostic Centers and Polyclinics

- Annual ophthalmic and dental check, as
well as tooth cleaning in 2,234 private
doctors
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3. Compliance & Responsibility

COMPLYING WITH THE
PRINCIPLES

OF RESPONSIBLE
OPERATION

Our agents are obliged to comply
with ‘The protection of the Greek
society from addiction to games of
chance, the protection of minors
and the protection of the consumer'.
Non-compliance with the principles
and rules of responsible operation
constitutes a reason to impose pen-
alties (ranging from warning, to ter-
mination of agency's agreement).

We inform our agents and PLAY
Gaming Hall operators about their
responsible operation and make
sure that they comply with OPAP's
principles and rules, with all of them
been informed on the principles and
rules of responsible operation. Fur-
thermore, OPAP Agents Policy on
Responsible Gaming is available to
all agents through the Agents' portal
and we have distributed the Hellenic
Lotteries Points of Sale Network Pol-
icy on Responsible Gaming to all dis-
tributors of Instant Win games and
Passive Lotteries tickets. Additional-
ly, within 2017, we:

+ Trained 3,861 agents and agent's
employees (including all 506 new
agents and their employees),
1,800 PLAY Gaming Hall opera-
tors and their employees and 65
Points of Sale (wholesalers and
distributors to cascade training to
Point of Sale such as kiosks, mini
markets and supermarkets) on re-
sponsible operation.

+ Developed and launched an
e-learning training course on Re-
sponsible Gaming for our agents,
with over 3,000 agents and agents’
employees trained.

+ Developed a dedicated Responsi-

ble Gaming module for agent's
VLTs training, with over 1,635

agents, store operators and em-
ployees in agencies with installed
VLTs trained.

« Trained 446 wholesalers, distrib-
utors and street vendors on Re-
sponsible Gaming policies.

« Communicated Responsible Gam-
ing messages to all agents, whole-
salers and street vendors.

* Uploaded announcements on the
Agents' portal, a dedicated on-
line platform about Responsible
Gaming for our agents and their
employees.

& GOOD PRACTICE

ASSISTING
PLAYERS WITH
PROBLEMATIC
BEHAVIOR

According to the Responsible Gam-
ing Policy, agents, PLAY Gaming Hall
venue managers and their employ-
ees are not allowed to:

- Lend money to players.

- Accept alternative forms of pay-
ment or credit.

- Underestimate the problem and
take no action when recognize
signs of players’ problematic be-
havior.

- Accept playing on behalf of a play-
er.

Through OPAP's Responsible Gam-

ing Training Program, agents, PLAY
stores venue managers and their
employees are able to identify a
player's problematic behavior, as
well as provide advice to mitigate
the consequences of excessive play-
ing and respective treatment referral
providers.

Our efforts towards improving even
further the credibility of our games
portfolio and consequently protect-
ing our players, inevitably passes
through our agents.

Therefore, the gradual improvement
in our agents' satisfaction related
to credibility activation (measured
through monthly surveys) through-
out time is a cornerstone of our ef-
forts, as well as our agents' satisfac-
tion with Responsible Gaming and
Social Support activities, which end
of 2017 was 83%.

It is therefore our intention to main-
tain and even strengthen our efforts
in both Responsible Gaming and So-
cial Support activities in the future.

100% &

of our agents and
PLAY store operators

are informed and

' 83% of them are
trained on principles
and rules of responsi-
ble operation

100% of our agents have signed
and formally committed to our

Responsible Gaming Policy

® DID YOU KNOW

come irritable and aggressive.

- Feel bad and become aggressive
when losing.

sion percentage for all our lega-
cy games based on Net Gaming
Revenue (NGR). The Contract and
Commercial Policy refer to all im-

SYMPTOMS portant issues in terms of cooper- z
OF EXCESSIVE - Reach_ a point where they. face fi- tation %jetween OPAP and agents, E
nancial problems and are in debt. including: a
w
PLAYING + Credit Policy Issues.
- Commit illegal actions in order to  « Promotional Material Placement.
continue playing. , . ;
Players who might face issues due to Hs + Financial Cooperation and Inter-
excessive gaming, show symptoms nal Organization.
of at least 5 of the following 11 be- + Responsible Gaming Issues.
haviors, according to DSM - IV (Diag- DEPLOYING
nostic Statistical Manual of Mental
Disorders of the American Psychiat- RESPONSIBILITY MONITORING CLOSELY E
e SsaIRtoy PRACTICES THROUGHOUT = OUR NETWORK'S 2
- Constantly think about games and z
find difficult to abstain from play- OUR NETWORK PERFORMANCE m
ing. REGARDING RESPONSI-
Expanding our responsibility practic- B[ E GAMING PRACTICES
- Continue to play when losing, ex- s, ln.to ?ur splllwere of lnﬂ_uence:,tre
i —— require from all our agencies neither
¥ B to employ any person below the le- @ DID YOU KNOW
gal work age limit, nor to tolerate or
- Borrow money that they cannot af-  disregard potential physical or other ENTRANCE
ford to pay back. illegal harassment of any kind, or u
forced and coercive labor in any of IN AGENCIES g
their facilities. Additionally, we have: Q

- Have repeatedly tried to quit or re-
duce playing but with no success.

- Playing is a way to avoid their per-
sonal everyday problems.

- Believe that playing is an easy way
to earn money.

- Risk losing their job or/and being
isolated from their families.

- When in the process of playing less
or when trying to quit, they be-

» Launched two dedicated sections
regarding Responsible Gaming
and Corporate Responsibility in
the OPAPNET portal.

* Developed merchandising guide-
lines regarding Responsible Gam-
ing materials and monitored their
proper implementation.

« Signed the new Contract and
Commercial Policy with over 3,900
agents, which formulates a new
cooperation framework with com-
mercial and operational chang-
es, as well as a new Commission
Scheme with a single commis-

According to a survey conducted
in 2017, 58% of the public are not
aware that entrance in OPAP agen-
cies is not allowed to adults who ac-

company minors.

This confirms our commitment to
further educate the public around
Responsible Gaming, including agen-
cies, and especially the middle-older
ages.
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Indicating our commitment to en-
sure proper compliance with the
Responsible Gaming rules and prin-
ciples, we monitor our agencies'
compliance with the basic rules of
Responsible Gaming through on-site
inspection visits, which include the
following aspects:

+ Minors' entry within agencies.
* Minors' participation to the games
of chance.

+ Presence of Responsible Gaming
mandatory materials.

In case an agent is identified as being
non-compliant with its obligations in
the above areas, OPAP reserves the
right to suspend its license and ter-
minate their agreement.

During 2017, we performed 4,944
visits to our network (approximately
70% of our network), where 483 cas-
es of non-compliance on behalf of
our agents regarding their responsi-
ble operation were reported, which
led to a total of 437 actions from
OPAP, including monetary fines.

ACTIONS FOR
NON-COMPLIANCE
ON BEHALF OF AGENTS

. Oral warnings (number)
- Intensified monitoring (number)
. Warning letters to agents (number)

Monetary fines (number)

AEN EINAI
OAATA
NAIXNIAIA,
TIAIXNIAL

& GOOD PRACTICE

MINORS
PROTECTION

According to OPAP's Responsible
Gaming Policy, all OPAP agents, PLAY
Gaming Hall venue managers and
their employees are not allowed to:

Permit entry and stay at agencies
to minors or adults while accom-
panying minors.

Process games tickets and slips
for minors.

Pay winnings to minors.

At the same time, they are obliged to
require an ID card (or an equivalent
document, such as passport or res-
idence permit, clearly showing the
date of birth), in case of any doubt,
in order to prohibit participation in
games of chance to minors.

If the individual is identified to be
a minor, agents, PLAY Gaming Hall
venue managers and their employ-
ees must:
Explicitly prohibit the minor's
participation in OPAP's games of
chance.

- Request minors to leave, in case
they enter the agency.

We communicated our

anti-money laundering principles

and guidelines to 100% of our
agents

Point out the adverse conse-
quences that may arise from their
participation in games of chance.

- Immediately notify OPAP S.A. of
such incident.

CONTRIBUTING IN
FIGHTING AGAINST
MONEY LAUNDERING

& GOOD PRACTICE

TACKLING MONEY

LAUNDERING AND
TERRORISM
FINANCING

We comply with the Hellenic Gam-
ing Commission’s Decision no.
129/2/2014, as currently in force,
which introduced measures to pre-
vent money laundering and terrorist
financing in the gaming sector.

The provisions applicable to the pay-
ment of winnings explicitly state that
payments of gross profits before tax-
es over €1,500 per playslip, are only
made through credit or payment in-
stitutions established and operating
legally in Greece or in the European
Union or in the European Economic
Area and players are required to ver-
ify their identity by demonstrating

their ID card or a valid passport or
other document. Payments for gross
profits before taxes between €200
and €1,500 per playslip, can be paid
either through credit or payment
institutions or with cash through an
OPAP agent. ANY CHANGES HERE?

OPAP has developed the Palicy on
the 'Prevention of the use of gaming
products for the purpose of money
laundering and terrorism financing'
(Anti Money Laundering - AML Pol-
icy) for OPAP S.A. and Hellenic Lot-
teries S.A., which is mandatory for all
employees, agents and salesmen of
OPAP products.

The Policy describes a set of prin-
ciples and procedures to minimize
the risk of using OPAP's products
for money laundering and terrorism
financing, structured around the fol-
lowing areas:

- Introduction: Purpose, Regulatory
and Statutory Framework, Compli-
ance with the Policy, Policy Gover-
nance, Annual Evaluation of AML
Policy, Internal Notifications of the
Policy

AML Compliance Officer: Appoint-
ment, Duties, Reporting, Indepen-
dency and Accessibility

- Internal Procedures: Risk Based
Approach, Know your Customer
(KYC), Payments of Profit

- Monitoring and Reporting: Gener-

al, Suspicious or Unusual Transac-
tions, Monitoring

- Reporting of Suspicious or Un-
usual Transactions: Dispatch of
Reports to the Hellenic Financial
Intelligence Unit (HFIU), Reparted
Players, Reported Cases, Internal
Reporting, Protection of Reporting
Persons

Record Keeping
- Audits

Employee & OPAP's MNetwork
Training

As mandated by the Policy, the
AML Compliance Officer, who is ap-
pointed by the Board of Directors
and notified to the Hellenic Gam-
ing Commission, is responsible to
continuously assess the risks from
existing and new players, as well as
existing or new services, and submit
recommendations to the Board of
Directors, in order to effectively miti-
gate those risks.

The Board of Directors also receives
and assesses a semi-annual Report
with the audits conducted, the num-
ber of reports for Suspicious and
Unusual Transactions submitted,
the number and content of the re-
spective trainings implemented, as
well as measures taken to prevent
money laundering and terrorism fi-
nancing.
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100% of our agents are informed

on anti-money laundering
practices.

AML/CTF Audits

We conduct regular audits of infor-
mation through our systems and
on-site visits to our departments
and network, in order to ensure
their compliance with the Policy and
the requirements of the regulatory
framework.

During these audits, we review the
following:

+ Compliance with procedures to
collect, update and maintain play-
ers' data.

+ Proper implementation of the
Know your Customer (KYC) proce-
dure for new and existing players.

+ Compliance with procedures to
identify and report suspicious
transactions.

+ Proper record keeping.

+ Review of player behavior in order
to provide winning certificates to
players.

Furthermore, we have introduced a
digital platform (www.winningscer-
tificates.gr), which significantly im-
proved the efficiency of the issuing
process for the winnings certificates,
as we:

+ Require from players to register
and verify their e-mail address be-
fore they submit their requests for
the winnings certificates,

* Require from players to provide the
necessary verification documents

to the platform (e.g. proof of VAT
identification information  and
number).

+ Do not approve the request for
winnings certificate and inform
the player in case we cannot link
winnings to a player's VAT num-
ber.

+ Verify the personal data submit-
ted and check any documents at-
tached by players.

+ Apply Player Due Diligence for all
players who request a winnings
certificate, through which we
check players' identification data
against a list compiled by the AML
Office.

+ Apply a specific validation process
and AML rules for all payment
lists.

+ Inform players in case their win-
nings certificates are suspended
from our Winnings Certifications
Team and/or AML Office audits/
checks.

As a result of the above mentioned
practices, within 2017 we:

» Performed AML audits to 7,496 re-
quests for winnings certificates,

+ |dentified 45 violations of proce-
dures for which 29 written warn-
ings and 7 monetary fines were
imposed, while in 9 cases no ac-
tions were taken, due to termi-

nation of agreements with the re-
spective agents for other reasons.

+* Reported 68 individuals to the HFIU
for suspicious or unusual transac-
tions.

+ Did not receive any legal actions re-
garding incidents of money laun-
dering and terrorism financing
and no sanctions or fines were im-
posed by respective authorities.

* There were no legal actions regard-
ing incidents of money laundering
and terrorism financing and no
sanctions or fines were imposed
by respective authorities.

T

The overall agent satisfaction

from our comprehensive support

program reached 86%

AML/CTF Trainings

We provide training courses on AML/
CTF issues for our employees and
agents on the following categories:

* In-house training and presenta-
tions to agents by the AML Com-
pliance Officer.

* Hands-on training.

* Regular communication and re-
minders on the AML Policy.

Additionally, we inform and notify
our employees and agents in case
there are changes in the regulatory
framework and issue written instruc-
tions regarding handling of certain
cases.

As a result, within 2017:

= The AML Compliance Office em-
ployees participated in one rele-
vant training course.

« Informed and trained employees
responsible to process winnings

certificates on the relevant AML
procedures, as well as provided
lists with answers on potential
questions throughout the pro-
cess, in response to the launch of
the Winnings Certificates Digital
Platform.

+ Conducted one AML training course
to our employees.

+ Communicated messages to the
entire retail network to inform
them about their key obligations
under the AML Regulation and our
relevant AML Policy.
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We said Progress

We will

By

Introduce and establish new Con- 100%
tract & Commercial Policy

Complete our technology transformation project
(with installation of over 9,000 new Apollo terminals
and over 12,000 Digital Signage players in the net-
work)

2018

Introduce and establish new Com- 100%
mission scheme

Continue VLTs and Self Service Betting Terminals
rollout installing over 7,000 machines for each one
in OPAP agencies

2018

Launch an e-learning training plat- 100%
form for our sales network

Certify over one third of our network for TORA ser-
vices

2018

Implement the rollout of all new 100%
products and services in our net-
waork

Support the Go to Market of new product launches
in our network and launch PAME STOIXIMA online,
assuring 50% of new customer registrations come
from the retail network

2018

Accelerate our network's transfor-  100%
mation and introduce new agency
design

Launch an agents’ benefits program with central
agreements and certified partnerships to support
agents in OPEX reduction, store construction and
other services

2018

Introduce Retail Excellence (REX) 2020 strategy to the
network aiming to deliver the optimal customer ex-
perience. Develop more than 400 new OPAP stores
according to the REX 2020 standards.

2018

Launch a new over-the-counter (OTC) platform

2018

Install additional S5BTs in our agencies network,
reaching at least 4,000 by end of the year.

2018

Launch of Tora Wallet services, including pre-paid 2018
card and IBAN account

Introduce an agents’ and agency employees 2-level 2018
training and certification program to have over 600
agencies with certified personnel

Initiate a new Protypo agency 2018
Develop new organizational structure of front liners 2018
to achieve better support and agents management

Continue performance management with perfor- 2018
mance bonus schemes in 2018

Launch a Network Performance Management Pro- 2018
gram for Gaming Halls

Enrich existing product offerings in KINO, VLTs and 2018
Virtuals

Launch 50 new PLAY Games 2018
Launch an advanced training program for PLAY 2018
Gaming Halls operators and employees

Introduce a Personal Assistance and Partner Support 2018
Program for PLAY Gaming Halls

Introduce paperless registration process for players 2018

in PLAY Gaming Halls

Migrate INTRALOT Lottery and Hellenic Lotteries
games to new terminal

2018

Launch new versions of LAIKO and ETHNIKO Lotter-
ies

2018

Review the operating model for horse racing

2018
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6. Achieving
Financial

IN THIS SECTION

1. Financial Results
2. Economic Value Generated

&
£1,456

Million GGR

Results

€306.5

Million EBITDA

€96.3

Million utilized
in investments

:
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OUR RATIONALE

We seek to align our continuous support to society with healthy and
sustainable financial results, in order to facilitate a long-term sustain-
strategy in a
: ment commu-
ralue for all stakeholder groups, contribute to the
ent and economic sustainability ile at the same

engthening our presence in the gaming industry.

OUR OBJECTIVE

We aim to maintain our leading position in the gaming industry, while
achieving positive financial results and contribute to the country’s de-
velopment.

OUR PRIORITIES

Achieving healthy and sustainable financial performance
Transparently disclosing significant transactions

Providing equal and coherent updates to all the investment community
Distributing significant economic value generated to our stakeholders

1. Financial Results

ACHIEVING HEALTHY
AND SUSTAINABLE
FINANCIAL RESULTS

The economic development for
OPAP is one of our primary targets
since it contributes directly and in-
directly to the country’s economic
development.

The graphs in the following page
present key consolidated financial
figures for the last five years, while
additional financial information can
be found in our Annual Financial
Statements in section D-3 at the end
of this Report.

Fx STATEMENT

SOLID FINANCIAL
RESULTS

Despite the macroeconomic envi-
ronment's uncertainty, OPAP's finan-
cial results remain on track for 2017.
In particular:

- Gross Gaming Revenue (GGR) in-
creased by 4.1% at €1,455.5 mil-
lion (FY 2016: €1,397.6m),, as are-
sult of substantial betting growth
and increasing VLTs contribution.

EBITDA marginally decreased to
€306.5 million (FY 2016: €307.5
million), despite the concurrent
implementation of several large
scale projects. After adjusting for
one-off costs, EBITDA marked a
2% year-on-year increase.

Net Profit stood at €126.2 million
(FY 2016: €170.2 million) with a
25.9% year-on-year decrease,
while adjusted for non-recurring
one-off items, Net Profit in FY
2017 reached €133 million.

Strong financial position, with Net
Debt at €436.2 million.

Dividend for the year stood at
€0.40 per share, compared to
€0.72 per share last year.

WE ACHIEVED

€306.5M

EBITDA

€126.2M

Net Profits

€246.1M

Cash position
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AMOUNTS WAGERED €M

3,711 4,259 4,257 4,230 4,423

2013 2014 2015 2016 2017

“Excluding VLTs

REVENUE [GGR] PER CATEGORY & PRIZE PAYOUT (%]

67.1% 67.6% 67.1% 67.0% 68.4%

& n = = u
i g Total: €1,456
Total: €1,378 Total: €1,400 Total: €1,398 4
o Mmoo w

420 456 412 397 421

2013 2014 2015 2016 2017

@ Lottery Betting ' Instant & Passives @ wts I prize Layout

*Payout excluding VLTs

We achieved €1,455.5 million
Revenue (GGR)

EBITDA (EM] & EBITDA MARGIN (%] e
2%
25%
|
|
21%
|
18%

347
2013 2014 2015 2017
Amounis in million euros
NET PROFIT [EM] & NET PROFIT MARGIN (%)
¢
15%
14%
] |
12% 12%
]
195
2013 2014 2015 2016 2017

Amounts in million euros
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AN EVALUATION
OF THE FY 2017
FINANCIAL RESULTS

2017 was a particularly busy year in terms of the overall level of
change that OPAP underwent. Beginning with the new partnership
agreement we signed with our agents in Q1, we managed to suc-
cessfully implement a number of new initiatives that will each act
as solid foundations for the company's long-term benefit and en-
sure the delivery of our 2020 Vision.

Our solid Q4 performance also provides strong evidence towards
an expectation of a return to meaningful revenue growth in 2018
and beyond. In line with Q3 trends, we saw notable increases from
Betting products, including Virtuals and SBBTSs, as well as a steadily
growing contribution from VLTs.

Despite the macroeconomic challenges in Greece that continue to
affect the disposable income, our focus remains on expanding our
customer base, investing in our network and consistently offering
an entertaining gaming experience.

During 2017, we also increased our commitment to society both
within the area of Responsible Gaming and via our award-winning,
societal support program.

Looking ahead to 2018, and while we will continue with our import-
ant technology and product roll-outs, notably VLTs and SSBTs, we
will also be launching our new sportsbetting platforms - both OTC
and online. Along with our customers, we are looking forward to
the highlight of the football calendar, the 2018 World Cup in Russia.

Finally 1 would like to thank every member of the OPAP team, our
partners, supporters and suppliers, for their hard work and sup-
port in the successful delivery of our 2017 results.

DETET Cope
Chief Executive Officer

OPAP.GR

We achieved 68.4% prize payouts

(excluding VLTs)

CASH FLOWS (THOUSAND €]

2013 2014 2016 2017
Net cash flows from operating 273,874 284,505 198,436 94,301 244,925
activities
Net cash flows used in investing -130,181 32,850 -39,067 -52,315 123769
activities >/
Net cash flows used in financing -269,239 -261,998 -155,093 -70,158 -148,578

activities

TRANSPARENTLY
DISCLOSING
SIGNIFICANT
TRANSACTIONS

As part of being transparent in our
financial reporting process, we dis-
close significant transactions within
OPAP Group of Companies and the
related parties (as defined by IAS
24). The expenses and income un-
dertaken in 2017, as well as the bal-
ances of payables and receivables
at 31.12.2017 for the Group and the
Company, which arise from transac-
tions between related parties, are
presented in the following tables:

COMPANY'S TRANSACTIONS WITH RELATED PARTIES
[ELIMINATED FOR CONSOLIDATION PURPOSES)]

[AMOUNTS IN THOUSANDS EURO)

Company Expenses Income Payables  Receivables
OPAP SERVICES S.A. 4,541 114 3,730 18,027
OPAP SPORTS LTD E 500 =
OPAP CYPRUS LTD 29,244 - 7.075
OPAP INVESTMENT LTD = 802
HELLENIC LOTTERIES S.A. 6,335 3 2,890
HORSE RACES S.A. 2 464 - 347
TORA DIRECT 5.A. 238 4 136 3,532
TORAWALLET S.A. 93 9 93 82
NEUROSOFT 3,090 1,481

GROUP'S COMPANIES TRANSACTIONS WITH RELATED COMPANIES
[NOT ELIMINATED FOR CONSOLIDATION PURPOSES]

Company Expenses Income

Assets’ Payables Receivables
Purchase

(Amounts in thousands euro)

Related 6,795 -
companies

476 600
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TRANSACTION AND BALANCES WITH BOARD OF DIRECTORS MEMBERS
AND MANAGEMENT PERSONMNEL

(Amounts in thousands euro) GROUP COMPANY
Category Description 01.01-31.12.2017 01.01-31.12.2017
Salaries 9,277 7,507
MANAGEMENT PERSONNEL g B2l 22d

compensations

Cost of social insurance 969 632

{Amounts in thousands euro) GROUP COMPANY
Category Description 01.01-31.12.2017 01.01-31.12.2017
Salaries 805 347
BOARD OF DIRECTORS
Cost of social insurance 76 62

(Amounts in thousands euro) GROUP COMPANY
Liabilities from BoD compensation & remuneration 01.01-31.12.2017 01.01-31.12.2017
450 342

BoD and key management personnel

It must be noted that:

From the abovementioned trans-
actions, transactions and balanc-
es with the subsidiaries have been
eliminated from the consolidated
financial statements of Group.

ceived from the Greek State within
2017.

Since November 2017, OPAP S.A.
is subject to tax audit for the fiscal
year 2012, with no significant find-
ings identified so far, although the

* There were no legal actions

against OPAP regarding economic
activities (e.g. stock market, finan-
cial reporting) and no fines or oth-
er sanctions were imposed by the
respective authorities.

We issued a common

bond loan of €200 mil-
lion for OPAP S.A., with
200,000 common, bear-
er bonds with a nom-
inal value of €1,000
each being placed and
traded in the Athens
Exchange. The bond
issuance turned to be
of a great success, as
there was 2.1 times

SHARE PRICE AND VOLUME

oversubscription with
total demand from in-
vestors reaching € 421
million euros, with a
3.5% yield. The success-
ful bond issuance is a
milestone for the do-
mestic financial mar-
ket, as it proved by far
larger compared to any
previous corporate is-
suances. Moreover, it

highlights the inves-
tors’ confidence to the
company, constituting
an important landmark
for the Greek corpo-
rate bond market, a
loud vote of confidence
in the Greek capital
markets and, conse-
quently, in the Greek
entrepreneurship and
economy.
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No financial assistance was re- tax audit is still on-going.

Price

PROVIDING EQUAL holders, with the Investor Relations ten international investor events x

Team being responsible to manage and roadshows related to either x

AND TRANSPARENT the interaction and communication Gaming, Emerging Markets and/ 7.00 r;"

UPDATES TO ALL THE with shareholders and investors via or Greece - South Eastern Europe. 2
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2. Economic Value Generated

DISTRIBUTING
SIGNIFICANT
ECONOMIC VALUE
GENERATED TO OUR
STAKEHOLDERS

We seek to create economic value
not only for our shareholders, but
also for our other stakeholders, as
it is particularly important during
the current challenging economic
situation. We are committed to util-
ising the positive value generated
by our business to benefit different
stakeholders impacted by our op-
erations. Therefore, our turnover

ensure that we return significant
financial resources back to society,
towards our players (through pay-
out to lottery and betting winners),
our network (through a commis-
sion-based agents' agreement), our
shareholders (through dividends),
our suppliers (through purchases),
our employees (through wages,
benefits and insurance payments),
providers of capital (through interest
paid for loans), the Hellenic Repub-
lic (through its participation in GGR,
corporate taxes and other taxes
and duties) and investments. Within
2017, OPAP Group:

+ Paid out over €2,967 million to
players.

ECONOMIC VALUE DISTRIBUTION [IN € MI

Players

{in € m)

Investments EE“N“MIG Shareholders

VALUE
DISTRIBUTION

Hellenic
Republic**

€ 643

*Amount refers to wages, benefits and Insurance payments.

=*Amaount refers to the Hellenic Republic’s participation in GGR, corporate taxes and other taxes and duties,
excl, investments

Rkew

Distributed over €370 million to its
network.

Distributed over €445 million to its
shareholders.

Paid over €249 million to suppliers
(excluding investments)
Distributed over €62.7 million for
employees.

Paid over €22 million to providers
of capital.

Paid over €640 million to the Hel-
lenic Republic, out of which €460
million were GGR contribution
and €30 million were corporate
taxes.

Utilized over €96.3 million in in-
vestments.

AMOUNTS
WAGERED

£4,423
MILLION

We are one of the largest
contributors to the national
economy, with €643 million

It must be noted that the overall in-
vestments do not include the value
of pro-bono infrastructure invest-
ments, which amounted to approx-
imately €4 million and include the
renovation project of the Children’s
Hospitals ‘Aghia Sophia’ and ‘Pa-
nagioti & Aglaias Kyriakou’, the con-
struction, repair and maintenance
activities to facilities and technolog-
ical equipment of the organizations
supported within the context of our
‘Wishing Ornaments’ initiatives (see
section 3.1), as well as other similar
small-scaled initiatives.

DIVIDEND DISTRIBUTION

B poLicy

RETURN OF
UNDISTRIBUTED
WINNINGS TO THE
HELLENIC REPUBLIC

An important parameter that illus-
trates our commitment to create
economic value for our stakehold-
ers as well as our transparency
practices, is our obligation to return
undistributed winnings of players
(amounts from winning tickets that
were never collected), along with
the rounding up of winnings in every
winning category, back to the Hellen-
ic Republic.

Specifically, the undistributed win-

Avg 1?years dmdendyleld 10%

nings for 2017 (as registered in the
financial statements on 31/12/2017)
were €14.0 million, compared to
€14.8 million in 2016.

Our dividend policy remained
aligned with our principle to distrib-
ute the bulk of our Free Cash Flow
excluding any investments. It must
be noted that:

+ The total remaining gross divi-
dend per share (DPS) paid for the
fiscal year 2016 was €0.60, while
the interim gross dividend paid
per share for the fiscal year 2017
was €0.10.

+ Besides these dividends, we also
distributed within 2017 a total
gross past years' undistributed
earnings’ dividend of €0.70 per
share.

+ Earnings per share (EPS) were ap-
proximately €0.40, compared to
approximately €0.53 in 2016.

| Total dividend paid since listing €18.74 vs. PO price of €55

o I

1.40
1.03 11 1.10
043 0.0
LT EE
-.. 072 057 025 ----

p!rshare 060 067 073

@ interim Dividend (€}

158 174 220 175 154 072 057 025 070 040 129 1.0

Remaining Dividend (€) () Special Dividend (€)
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E. Information
about the Report

IN THIS SECTION

1. About this Report

2. Global Compact, ISO26000
and GRI

3. Financial Statements

4. Glossary

5. Feedback Form
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1. About this Report

WELCOME TO THE 2ND INTEGRATED REPORT OF OPAP.

Within this Report, we display the
approaches we have followed and
the results we have achieved to
support sustainable development
and responsible operation.
Principles of the Report: The Report
follows:

* For the structure and content
related to non-financial informa-
tion, the guidelines ‘Sustainability
Reporting Guidelines' (publication
G4, 2013) of the Global Reporting
Initiative (GRI).

* For the presentation of quantita-
tive data, the EFQM's RADAR Card.

Scope of the Report: The Integrat-

ed Report:

+ Refers to the period 1/1/2017-
31/12/2017 (unless is indicated
otherwise in certain points).

» Refers to all activities of OPAP
Group of Companies operating in
Greece, namely OPAP 5.A. and all
its subsidiaries (Hellenic Lotteries
S.A., OPAP Services S.A., Tora Di-
rect 5.A., Horse Races S.A., Tora
Wallet S.A. and Neurosoft S.A.,
which is not included in chapter 4:
‘Developing our People’), with the
exception of OPAP Cyprus LTD,
OPAP Sports LTD, OPAP Interna-
tional LTD and OPAP Investment
LTD, which are only included in
chapter 6: ‘Achieving Financial Re-
sults’,

* Addresses all our operations (de-
sign, development, organization,
operation, handling and man-
agement for Numerical Lotteries,
Sports Betting games, Horserac-
ing Mutual betting, Passive Lotter-
ies, Instant Win games and VLTs,
as well as support services).

Restrictions of the Report: We rec-

ognize limitations in the Report (lim-

itations we intend to handle in future

publications), such as:

+ Setting quantitative targets, in all
programs described within this
Report.

+ Expanding our quantitative mea-
surement system.

+ Following external assurance of
the Report principles and content.

Data of Report: Aligned with our ef-
fort to display more quantitative
results, the Report:

+ Contains, as a norm, quantitative
results for the last five years.

+ Contains, as a norm, quantitative
data from direct measurements,
with exceptions of estimations
and any restatements of data pre-
sented in the previous 2016 Inte-
grated Report clearly indicated.

+ Data presented, have been col-
lected internally by respective ac-
countable departments.

Level of Report: The Report is
prepared in terms of non-finan-
cial data and self-declared to be in
accordance with the ‘Sustainability
Reporting Guidelines’ (version G4,
2013) of Global Reporting Initiative
(GRI), at ‘Core’ level.

Development of Report:

The Report has been developed in
collaboration with STREAM Manage-

ment stream

(www.stream-eu.com)

Feedback: Kindly forward your com-
ments, thoughts, remarks or propos-
als regarding this Report to:

Mrs Georgia Lassanianou

Corporate  Social  Responsibility
Team Director

OPAP S.A.

112, Leoforos Athinon, 10442, Ath-
ens, Attica

E-mail: g.lassanianou@opap.gr

Main symbols: For convenient read-
ing of this Report, please pay atten-
tion to the following symbols, which
are widely used:

& GOOD PRACTICE

INDICATES EXAMPLES
OF GOOD PRACTICES
IMPLEMENTED BY OPAP.

B poLicy

INDICATES SECTIONS
FROM FORMAL
CORPORATE POLICIES

® DID YOU KNOW

INDICATES
INFORMATION OF
PARTICULAR INTEREST.

@ ISSUE OF
= CONSIDERATION.

INDICATES ISSUES OF
PUBLIC INTEREST.

(3 YOUR OPINION

INDICATES FINDINGS
FROM REPUTATION
SURVEYS

Az STATEMENT
INDICATES STATEMENTS

FROM OPAP'S TOP
MANAGEMENT.

2. Global Compact, 15026000 and GRI

The correspondence between the
content of this Report and the Glob-
al Compact Principles, the 1S026000
International Guidelines and the
Global Reporting Initiative's (GRI G4
version 2013) General and Specific
Standard Disclosures is presented in
the respective tables,

GLOBAL COMPACT TABLE

« Coverage of Indicators is charac-
terized as Full (F), Partial (P) or Not
Applicable (NA).

* General Standard Disclosures of
GRI required for "Core' application
level are indicated in grey back-
ground.

« Material Aspects of GRI for the

organization (based on the Ma-
teriality Analysis conducted), are
indicated in grey background.
Boundaries of GRI indicators are
indicated on the Table.

No external assurance has been
conducted for the Material As-
pects.

Principle Report Section
Human Rights
1. Support and respect protection of internationally proclaimed human rights 3.2,42,53 F
2, Ensure not to be complicit in human rights abuses 3.2,42,53
Labour Standard
3. Recognize freedom of association and right to collective bargaining 4.2 F
4. Eliminate all forms of forced and compulsory labour 3.2,42,53 F
5. Abolish effectively child labour 3.2,42,53 F
6. Eliminate discrimination in respect to employment and occupation 4.2 F
Environment
7. Support a precautionary approach to environmental challenges 33 F
8. Promote greater environmental responsibility 33 F
9. Encourage development and diffusion of envirenmentally friendly technologies 33 F
Corruption
10. Work against all forms of corruption, including extertion and bribery 1.2,2.2,31,32,53 F

GLOBAL COMPACT TABLE

Aspect Report Section

1.5cope 13

2. Definitions 1.3

3. Understanding Social Responsibility 1.1-1.3

4. Principles of Social Responsibility 1.11.3

5. Recognizing Social Responsibility and Engaging Stakeholders 1.3

6. Guidance on Social Responsibility Core Subjects
a. Organizational Governance 1.1
b. Human Rights 3.2,42,53
¢. Labour practices 32,4253
d. Environment 33

e, Fair operating practices

f. Consumer issues

g. Community invelvement and development

1.1,1.2,21,22,21,3.2,42,43,53

21-2.3,51-5.3
21

7. Guidance on Integrating SR throughout the Organization

a. Enhancing Credibility

b. Communication

1.1-1.3,2.1-2.3,3.1-3.3,4.1-4.3,5.1-5.3,6.1-6.2

1.3, 2.1-2.3, 3.1, 441

B T T T T

-
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GENERAL STANDARD DISCLOSURES TABLE

General Standard Dis

G4-24

A 12 2.1-23,3.1,3.3,4.1,53,6.1,62

D EA
D.3

D1 EA
DA

DA

D.1, D3
4.1,5.1,6.1
41

42

D5 32
DA

33
21,22,3.1,42,53
D

D.1,6.1,E1,E3
13

13,E2

1.3,E2

13.E2

1.3,E1

DA

13
13
1.3
1.3

E1
EJ
E1
E1
E2
E1,E3

1.1
13
1.1-1.3
11
11
11
1.1-13
1113
1.2
11

D.1,1.1,2.1,42
11

M M M WM M MM MMM WM MW

m 7| M MW TN m M| Mo M M M M M M

T W U U O M M M T M

-

Boundary Aaterial Aspects

Yes (company)

Yes (company)

NEsicempany)

Yes (company)

Yes (company)

Yes (company)

SPECIFIC STANDARD DISCLOSURES TABLE

A and Indicators

‘Economic Performance
G4-DMA

G4-EC1

G4-EC4

‘Market Presence
G4-DMA

G4-EC5

G4-ECE

Indirect Economic Impacts
G4-DMA

G4-ECT

G4-ECB

G4-DMA

G4-EC9

Materials
G4-DMA
G4-EN1
G4-EN2
Energy
G4-DMA
G4-EN3
G4-EN4
G4-ENS
‘Water
G4-DMA
G4-ENB
G4-EN9
Biodiversity
G4-DMA
G4-EN11
G4-EN12
G4-DMA
G4-EN1S
G4-EN16
G4-EN20
G4-EN21
Effluents and Waste
G4-DMA
G4-EN22
G4-EN23
G4-EN24
G4-EN25
G4-EN26
Compliance
G4-DMA
G4-EN29
Transport
G4-DMA
G4-EN30
Supplier Environmental Assessment
G4-DMA
G4-EN32

Report Section

6.1,6.2
6.1, 6.2

6.1

41,42
4.2
1.1, 41

3.1,3.2,41,51,52
31,62
2.1,3.1,3.2,4.1,5,52

3.2
3.2

33
33
33

33
33
33
33

33
33
33

33
33
33

33
33
33
33
33

33
33
33
33
33
33

33
33

33
33

3.2
32

- v M ™M

-

T M w9 M

M W M W M M

erage/ Omission

Yes {company)

Yes [company)

Yes (company)

Yes (company, suppliers)

Yes (company)

Yes (company)

Yes (company)

Yes (company)

Yes (company)

Yes (company)
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and Indic 5 Report Section Coverage/ Omission Boundary of Material Aspects DMA and Indicators Report Section Coverage/ Omission  Boundary of Material Aspects
G4-EN33 32 P Assessment
Environmental Grievance Mechanisms G4-DMA 42 F
G4-DMA 33 F G4-HR9 42 F
G4-EM34 33 F Supplier Human Rights Assessment
G4-DMA 32 F
Em men | Yes (company) G4-HR11 32 P
G4-DMA, 4.1 F Human Rights Grievance Mechanisms
G4-LA1 4.1 F G4-DMA 4.2 F
G4-LAZ 4.1 P G4-HR12 4.2 F
Ga-LA3 a1 P
Labor/Management Relations Lo nunities Yes (company) T
G4-DMA 4.2 F 1.3,2,31 F E
G4-LAd 42 F 21,31 P &
Occupational Health and Safety 3.1 F e
G4-DMA 4.1 F ‘Yes (company)
G4-LA6 4.1 P 1.2,3.1,53 F
4.1 P 12 P
Yes (company) 12 F
4.3 F | Yes (company)
43 P 11 F
43 P ) 1.1 F x
) 43 F Yes (company) ;
Yes (company) 1.2 F E
41,42 F 1.2 F .
4.1 F Yes (company)
'Equal Remuneration for Women and Men Yes (company) 12,21,22,31-33,4.1,42,53,61 F
G4-DMA 4.2 F 1.2,21,22,3.1,33,4.1,42,53,6.1 F
G4-LA13 4.2 F Supplier Assessment for Impacts on Society
Supplier Assessment for Labor Practices Yes (company, suppliers) G4-DMA 3.2 F
G4-DMA 3.2 F G4-509 32 F
G4-LA14 3.2 F G4-5010 3.2 P
G4-LA1S 32 P Grievance Mechanisms for Impacts on |
res echa n S| i) Yes (company) Society g
G4-DMA 42 F G4-DMA 31 F 2
G4-LA16 4.2 F G4-5011 31 F
Investment Customer Health and Safety
42,43 F G4-DMA 21,53 F
43 F G4-PR2 23 P
I Yes (company) Product and Service u"""‘ Yes (company, customers, network)
42 F G4-DMA 21 F
42 F G4-PR3 2.1 F z
Yes (company) G4-PR4 21 F %
2.1-23 F =
32,42 F | Yes (company, customers, network) n
32,42 F 2.1 F
i Yes (company, network) 24 F
3.2,4.2,53 F Yes ([company, customers)
3.2,42,53 F 21,22 F
' Yes (company, network) 21,22 F
3.2,42,53 F =
G4-HR6 3.2,4.2,53 F
Indigenous Rights
G4-DMA 2 NA

G4-HRB - NA
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3. Financial Statements

Additional financial information can be found at http://investors.opap.gr/.

INDEPENDENT AUDITOR'S REPORT (TRANSLATED FROM THE ORIGINAL

IN GREEK]

To the Shareholders of
GREEK ORGANIZATION OF FOOT-
BALL PROGMNOSTICS S.A.

Report on the Audit of the Sepa-
rate and Consolidated Financial
Statements

Opinion: We have audited the Sep-
arate and Consolidated Financial
Statements of GREEK ORGANIZA-
TION OF FOOTBALL PROGMNOSTICS
S.A. (the “Company”) which com-
prise the Separate and Consolidated
Statement of Financial Position as
at 31 December 2017, the Separate
and Consolidated Statements of
Profit or Loss and Comprehensive
Income, Changes in Equity and Cash
Flows for the year then ended, and
notes, comprising a summary of sig-
nificant accounting policies and oth-
er explanatory information.

In our opinion, the Separate and
Consolidated Financial Statements
present fairly, in all material respects,
the financial position of GREEK OR-
GANIZATION OF FOOTBALL PROG-
NOSTICS S.A. as at 31 December
2017 and its financial performance
and its cash flows for the year then
ended, in accordance with Interna-
tional Financial Reporting Standards
as adopted by the European Union
and comply with the regulatory re-
quirements of C.L. 2190/1920.

Basis for Opinion: We conducted
our audit in accordance with In-
ternational Standards on Auditing
(ISA), which have been incorporated
in Greek legislation. Our responsi-
bilities under those standards are
further described in the Auditors’
Responsibilities for the Audit of the
Separate and Consolidated Financial
Statements section of our report. We
are independent of the Company in
accordance with the International
Ethics Standards Board for Accoun-
tants' Code of Ethics for Professional
Accountants and the ethical require-
ments that are relevant to our audit
of the separate and consolidated
financial statements in Greece and
we have fulfilled our other ethical
responsibilities in accordance with
the requirements of the applicable
legislation and the aforementioned
Code of Ethics. We believe that the
audit evidence we have obtained is
sufficient and appropriate to provide
a basis for our opinion.

Key Audit Matters: Key audit mat-
ters are those matters, that, in our
professional judgment, were of most
significance in our audit of the Sep-
arate and Consoclidated Financial
Statements of the current period.
These matters and the relevant sig-
nificant assessed risks of material
misstatement were addressed in the
context of our audit of the Separate
and Consolidated Financial State-

ments as a whole, and in forming
our opinion thereon, and we do not
provide a separate opinion on these
matters.

Additional financial
information

can be found at
http://investors.opap.gr/.

1. Revenue Recognition - Gross Gaming Revenue

Refer to significant accounting policies note 8.4 Revenue Recognition

Key audit matter

The revenue streams of the Group and the Compa-
ny are computed on highly complex IT systems, with
a number of different bases for calculating revenue,
which are largely based on automated processes in
regulated environments. There is a huge number of
transactions each year, all requiring a correct IT out-
came which is dependent mainly on the service orga-
nizations which have developed specific IT platforms
for this purpose. There is a risk that each system is not
configured correctly from the outset such that reve-
nue is calculated incorrectly, that the systems do not
interface correctly from the customer facing systems
through to the financial information systems and that
unauthorized changes are made to any of these sys-
tems. Revenues are the basis for the calculations of
commission expenses and various liabilities related to
games.

Due to the quantum of the revenue from each stream
and associated systems and processes, the recognition
of revenue for the games was deemed a key audit mat-
ter.

2. Impairment on Intangible assets and goodwill

Refer to significant accounting policies note 8.8 Impairment of non financial assets and 12.1 Intangible assets and

12.4 Goodwill

Key audit matter

The Group has intangible assets EUR 1 163 867 thou-
sand and Goodwill of EUR 54 676 thousand. The Com-
pany has intangible assets of EUR 1 001 442,

At the end of each reporting period, the Group and
the Company assess whether there is any indication
that an asset may be impaired. If any such indication
exists, the Group and the Company perform an impair-
ment test in order to estimate the asset's recoverable
amount. If the asset's recoverable amount is less than
its carrying amount, the asset is written down with the
difference recorded to the income statement. In addi-
tion, irrespective of whether there is any indication of
impairment, the Company and the Group perform an
impairment test for intangible assets that are not yet
available for use, as well as for goodwill.

The impairment test is a complex process requiring
significant management judgment and is based on key
assumptions about future profitability and cash flows,
selecting appropriate the discount and long-term
growth rates.

How the matter was addressed in our audit

Our audit procedures in relation to this matter includ-
ed, amongst others the receipt and review of ISAE 3402
Reports on the description, design and operating ef-
fectiveness of controls at the service organizations and
the performance of complementary controls at the
Group and Company. Furthermare, IT audit specialists
assisted the Group audit team in assessing the effec-
tiveness of the controls in place in relation to the IT
systems and additionally performing audit procedures
to test the accuracy of the revenue processed by these
systems. We also performed substantive analytical
procedures over the significant revenue streams and
we tested the year end income cut off on a sample ba-
sis.

How the matter was addressed in our audit

Our audit procedures in relation to the impairment as-
sessment of intangible assets and goodwill included,
amongst others, the agreement of the future cash flows
assumptions to Board-approved forecasts, the assess-
ment of management’s historical budgeting accuracy
and the challenge of short-term growth rates used in
the forecasts by reference to current performance and
plans. We used our internal valuation specialists to in-
dependently calculate appropriate discount rates for
comparison with those used by management. We car-
ried out sensitivity analysis on management's assump-
tions to challenge the key assumptions, as well as to re-
flect reasonably possible alternative future scenarios.
In addition we assessed the adequacy of the relevant
disclosures in the financial statements.
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3. Impairment of investments in Subsidiaries

Refer to notes 8.8 Impairment of non-financial assets and 12.5 Investment in Subsidiaries

Key audit matter

At 31 December 2017, the Company had investments
in subsidiaries of EUR 281 945 thousand, which are ac-
counted for at cost less impairment.

Ifthere is any indication that an asset may be impaired,
the Company performs an impairment test in order to
estimate the asset's recoverable amount. If the asset's
recoverable amount is less than its carrying amount,
the asset is written down with the difference recorded
to the income statement.

The impairment test is a complex process requiring
significant management judgment and is based on key
assumptions about future profitability and cash flows,
taking into account the environment in which the Com-
pany's investments operate which are effected from
the regulatory framework, selecting appropriate dis-
count and long-term growth rates.

Due to the subjectivity involved in the key assumptions
used by management in the impairment review, and
the inherent uncertainty of those assumptions, and the
significant balance of the investment in subsidiaries in
the Company's financial statements, the impairment
of investments in subsidiaries was considered as a key
audit matter.

How the matter was addressed in our audit

Our audit procedures in relation to the impairment of
investment in subsidiaries included, amongst others,
the examination of whether there are indications of
impairment for each investment in subsidiary. In the
cases where an indication of impairment was required,
when calculating the recoverable amount of the in-
vestments in subsidiaries, we tested the model used
by the management for the calculation of the value in
use and we agreed the future cash flows of the subsid-
iaries to Board-approved forecasts. We assessed man-
agement’s historical budgeting accuracy and the chal-
lenge of short-term growth rates used in the forecasts
of the Company by reference to current performance
and plans. We used our internal valuation specialists
to independently calculate appropriate discount rates
for comparison with those used by management and
compare with market. We carried out sensitivity analy-
sis on management's assumptions to challenge the key
assumptions, as well as to reflect reasonably possible
alternative future scenarios. In addition we assessed
the adequacy of the relevant disclosures in the finan-
cial statements.

Other Information: Management
is responsible for the other infor-
mation. The other information
comprises the information includ-
ed in the Board of Directors’ Re-
port, for which reference is made
in the “Report on Other Legal and
Regulatory Requirements” and the
Declarations of the Members of the
Board of Directors included in the
Annual Report as required by the L.
3556/2007 but does not include the
Separate and Consolidated Finan-
cial Statements and our Auditors’
Report thereon.

Our opinion on the Separate and
Consolidated Financial Statements
does not cover the other informa-
tion and we do not express any
form of assurance conclusion there-
on.

In connection with our audit of the
Separate and Consolidated Finan-

cial Statements, our responsibility
is to read the other information
and, in doing so, consider whether
the other information is materially
inconsistent with the Separate and
Consolidated Financial Statements
or our knowledge obtained in the
audit, or otherwise appears to be
materially misstated. If, based on
the work we have performed, we
conclude that there is a material
misstatement of this other informa-
tion, we are required to report that
fact. We have nothing to report in
this regard.

Responsibilities of Management
and Those Charged with Gover-
nance for the Separate and Con-
solidated Financial Statements

Management is responsible for the
preparation and fair presentation
of these Separate and Consolidat-
ed Financial Statements in accor-
dance with International Financial

Reporting Standards as adopted
by the European Union and the rel-
ative regulatory requirements of
C.L. 219011920 and for such inter-
nal control as Management deter-
mines is necessary to enable the
preparation of separate and consol-
idated financial statements that are
free from material misstatement,
whether due to fraud or error.

In preparing the Separate and Con-
solidated Financial Statements,
management is responsible for
assessing the Company’s ability to
continue as a going concern, dis-
closing, as applicable, matters relat-
ed to going concern and using the
going concern basis of accounting
unless management either intends
to liquidate the Company or to
cease operations, or has no realistic
alternative but to do so.

Those charged with governance

are responsible for overseeing the
Company's financial reporting pro-
cess.

Auditors’ Responsibilities for the
Audit of the Separate and Consol-
idated Financial Statements

Our objectives are to obtain rea-
sonable assurance about whether
the Separate and Consolidated Fi-
nancial Statements as a whole are
free from material misstatement,
whether due to fraud or error, and
to issue an auditors’ report that in-
cludes our opinion. Reasonable as-
surance is a high level of assurance,
but is not a guarantee that an audit
conducted in accordance with ISAs
which have been incorporated in
Greek legislation will always detect
a material misstatement when it ex-
ists. Misstatements can arise from
fraud or error and are considered
material if, individually or in the ag-
gregate, they could reasonably be
expected to influence the economic
decisions of users taken on the ba-
sis of these Separate and Consoli-
dated Financial Statements.

As part of an audit in accordance
with I1SAs, which have been incor-
porated in Greek legislation, we
exercise professional judgment and
maintain professional skepticism
throughout the audit. We also:

« |dentify and assess the risks of
material misstatement of the
separate and consolidated finan-
cial statements, whether due to
fraud or error, design and per-
form audit procedures respon-
sive to those risks, and obtain au-
dit evidence that is sufficient and
appropriate to provide a basis for
our opinion. The risk of not de-
tecting a material misstatement
resulting from fraud is higher
than for one resulting from error,
as fraud may involve collusion,
forgery, intentional omissions,
misrepresentations, or the over-
ride of internal control.

« Obtain an understanding of inter-
nal control relevant to the audit
in order to design audit proce-
dures that are appropriate in the

circumstances, but not for the
purpose of expressing an opinion
on the effectiveness of the Com-
pany's internal control.

Evaluate the appropriateness of
accounting policies used and the
reasonableness of accounting es-
timates and related disclosures
made by Management.

Conclude on the appropriateness
of Management's use of the go-
ing concern basis of accounting
and, based on the audit evidence
obtained, whether a material un-
certainty exists related to events
or conditions that may cast sig-
nificant doubt on the Company's
ability to continue as a going con-
cern. If we conclude that a ma-
terial uncertainty exists, we are
required to draw attention in our
auditors’ report to the related dis-
closures in the Separate and Con-
solidated Financial Statements
or, if such disclosures are inad-
equate, to modify our opinion.
Our conclusions are based on the
audit evidence obtained up to the
date of our auditors’ report. How-
ever, future events or conditions
may cause the Company to cease
to continue as a going concern.

Evaluate the overall presentation,
structure and content of the Sep-
arate and Consolidated Financial
Statements, including the disclo-
sures, and whether the separate
and consolidated financial state-
ments represent the underlying
transactions and events in a man-
ner that achieves fair presenta-
tion.

Obtain sufficient appropriate au-
dit evidence regarding the finan-
cial information of the entities
or business activities included
in the Company's Consolidated
Financial Statements in order to
express an opinion on these Con-
solidated Financial Statements.
We are responsible for the di-
rection, supervision and perfor-
mance of the audit of these con-
solidated financial statements.
We remain solely responsible for
our audit opinion.

We communicate with those
charged with governance regarding,
among other matters, the planned
scape and timing of the audit and
significant audit findings, including
any significant deficiencies in inter-
nal control that we identify during
our audit.

We also provide those charged with
governance with a statement that
we have complied with relevant
ethical requirements regarding
independence, and communicate
with them all relationships and oth-
er matters that may reasonably be
thought to bear on our indepen-
dence, and where applicable, relat-
ed safeguards.

From the matters communicated
with those charged with gover-
nance, we determine those matters
that were of most significance in the
audit of the Separate and Consoli-
dated Financial Statements of the
current period and are therefore
the key audit matters. We describe
these matters in our auditors’ re-
port unless law or regulation pre-
cludes public disclosure about the
matter or when, in extremely rare
circumstances, we determine that
a matter should not be commu-
nicated in our report because the
adverse consequences of doing so
would reasonably be expected to
outweigh the public interest bene-
fits of such communication.

Report on Other Legal and Regu-
latory Requirements

1. Board of Directors’ Report

Management is responsible for the
preparation of the Board of Direc-
tors' Report [and the Corporate
Governance Statement that is in-
cluded in this report [for listed en-
tities]. Pursuant to the provisions of
paragraph 5 of Article 2 (part B) of
Law 4336/2015, we note that:

(a) The Board of Directors' Report
includes a Corporate Gover-
nance Statement which pro-
vides (or does not provide) the
information set by Article 43bb
of C.L. 2190/1920.
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{b) In our opinion, the Board of Direc-
tors' Report has been prepared
in accordance with the applica-
ble legal requirements of Article
43a and 107A and of paragraph
1 (cases c and d) of article 43bb
of C.L. 2190/1920 and its con-
tents correspond with the Sepa-
rate and Consolidated Financial
Statements for the year ended
31 December 2017.

(c) Based on the knowledge ac-
quired during our audit, relating
to the Company and its environ-
ment, we have not identified any
material misstatements in the
Board of Directors' Report.

2. Additional Report to the Audit
Committee

Our audit opinion on the Separate
and Consolidated Financial State-
ments is consistent with the Addi-

tional Report to the Audit Commit-
tee of the Company dated 27 March
2018, pursuant to the requirements
of article 11 of the Regulation
537/2014 of the European Union
(EV).

3. Provision of non-Audit Services
We have not provided to the Com-
pany and its subsidiaries any pro-
hibited non-audit services (NASs)
referred to in article 5 par. 1 of Reg-
ulation (EU) 537/2014. We also re-
mained independent of the audited
entity in conducting the audit.

The non-audit services that we have
provided to the Company and its
subsidiaries during the year ended
31 December 2017 are disclosed in
the Note 12.40 of the Separate and
Consolidated Financial Statements.

4. Appointment of Auditor
We were appointed for the first time

as Certified Auditors of the Company
based on the decision of the Annual
General Shareholders’ Meeting dat-
ed 11 May 2011. From then onwards
we were reappointed as Certified
Auditors of the Company based on
the decision of the Annual General
Shareholders' Meeting dated 22 May
2014 and our appointment has been
renewed uninterruptedly for a total
period of 4 years based on the an-
nual decisions of the General Share-
holders’ Meeting.

Athens, 27 March 2018
KPMG Certified Auditors AE
AM SOEL 114

Nikolaos Vouniseas, Certified
Auditor Accountant
AM SOEL 18701

1. STATEMENT OF FINANCIAL POSITION

AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED
(AMOUNTS IN THOUSANDS OF EURO)

GROUP COMPANY

31.12.2017 31.12.2016 31122007

Non - current assets

Intangible assets 1,163,867 1,216,858 1,001,442 1,041,090
Property, plant & equipment 109,298 67,583 86,994 45,196
Investment property 922 940 922 940
Goodwill 54,676 14,183 : =
Investments in subsidiaries - 281,945 280,604
Investments in associates = 12175 - -
Long - term receivables 2 13 2 13
Other non - current assets 22,553 40,225 21,263
Deferred tax asset 5,209 - -

Total non - current assets 330,29 1,411,530 1,389,107

Current assets

Cash and cash equivalents 246,102 273,523 94,270 65,433
Inventories 7.920 12,469 1,927 2,350
Trade receivables 127,829 80,634 54,360 33,667
Other current assets 58532 70,757 29,896 50,198
Total current assets 440,383 437,384 180,454 151,648
TOTAL ASSETS 1,796,910 1,767,675 1,591,984 1,540,755
EQUITY & LIABILITIES
Equity
Share capital 95,700 95,700 95,700
Reserves 33,034 3247 31,900
Treasury shares (9,039) (7.454) (7.454)

Retained earnings 595,075 914614

1,035,277

917,975

[

Equity attributable to owners of the Company 714,770 717,023 1,038,1

Total equity 758,167 1,072,231 7023 1,038,121

Non-current liabilities

Loans 513,098 263,000 467,342 208,000
Deferred tax liability - - 9,252 3,962
Employee benefit plans 3,084 1,507 2735 1,355
Prowvisions 31,187 34,049 29,773 32,673
Other non-current liabilities 9,354 6,699 7.590 5306
Total non-current liabilities 556,722 305,254 516,693 251,296

Current liabilities

Loans 169,171 118,689 169,17 118,689
Trade payables 173,860 149,283 77,005 65,100
Tax liabilities 89,771 55,495 78,409 43,960
Other current liabilities 49,218 66,722 33,683 23,590

Total current liabilities 482,020 390,189 358,268

Total liabilities
TOTAL EQUITY & LIABILITIES 1,796,910 1,767,675 /591,984 1,540,755
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2. INCOME STATEMENT 3. STATEMENT OF PROFIT OR LOSS AND OTHER COMPREHENSIVE INCOME
AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED
(AMOUNTS IN THOUSANDS OF EURO EXCEPT FOR PER SHARE AMOUNTS) (AMOUNTS IN THOUSANDS OF EURO EXCEPT FOR PER SHARE AMOUNTS)

Amounts wagered

Profit for the period 131,625

Income Statement is as follows:

Revenue {(GGR) 485514 : 5

GOGR contribution and other levies and duties (482,578) (416,874)
Net gaming revenue (NGR) 572,936 784,715

Agents' commission (369,924) (358,375) (302,659) (292,830)
Other NGR related commission (38,270) (26,273) (21,740) (9,912)
Other operating income 119,636 108,462 38,012 43,453 Loss from valuation of hedglng derivatives

Other operating cost

(84,586)

51 ms that may be reclassified to profit

or lo

Other comprehensivi ome net of tax

Total comprehe
Total c

Owners of the Company

Total comprehensive income net of tax 25, 171.913

-1
Finance costs. >
)
5
=
[z}
Profit before tax 193, 2 16 1 m
Income tax expense (61,613) (55.125)
Profit for the period 131,625 172,856 1 3
Pra ole to:
Owners of the Company
:
m
2
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4. STATEMENT OF CHANGES IN EQUITY
4.1. CONSOLIDATED STATEMENT OF CHANGES IN EQUITY

AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED
(AMOUNTS IN THOUSANDS OF EURO EXCEPT FOR PER SHARE AMOUNTS)

Total equity

Profit for the year

Total comprehensive
income

Transactions with owners of
the Company

(303,273)
s of 31 December 95,700 { 4) 4 7 36,954 1.072.231

1.072,231

- - - 126,188 126,188 5,467 131,655

Company

;t“cqulslltzlgr; ;:ll’treast.lryI shares - - (1.585) 2 (1.585) = (1.585)
ote

Reserves of subsidiaries (Note - 617 - (817) - - -
12.14)

(448,393)

with non controlling interests
(Nate 12.4)

2,675

758,168

4.2. SEPARATE STATEMENT OF CHANGES IN EQUITY

AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED
(AMOUNTS IN THOUSANDS OF EURO EXCEPT FOR PER SHARE AMOUNTS)

Total equity

1,162,282

171,913

Acquisition of treasury shares (Note
12.15)

1,038,121

1,038,121

Acquisition of treasury shares (Note
12.15)

as of 31 December 2017 95,700 31,900 {9.039) 598,462 717.023
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5. CASH FLOW STATEMENT

AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED
(AMOUNTS IN THOUSANDS OF EURO EXCEPT FOR PER SHARE AMOUNTS)

COMPANY

31.12.2017 31

Profit before tax 193,238 236916 180,687 233914
Adjustments for:
Depreciation & Amortization 89,142 58,286 66,631 36,684
Net finance costs 21,083 13,199 12,671 3,206
Employee benefit plans 1,516 3112 1.413 2,807
Provisions for bad debts 1,554 72 1,162 (149)
Other provisions (1,884) (11,788) (1,923) (11,692}
Impairment losses on tangible & intangible assets 2,742 29 - -
Exchange differences (19) 88 (19) 88
Impairment of investment in subsidiary = = 13,659 12,000
Reversal of impairment loss on remeasurement of associates - (350) - -
Share of (profit)/loss from assaciates 267 (600) - -
Profit from investing activities (47) (705) (28)
Other non-cash items - - 2,755

277,008
Changes in Working capital
Decrease / (increase) in inventories 5,155 789 423 (2,071)
Increase in receivables (63,274) (66,996) (43,714) (41,746)
Increase / (decrease) in payables (except banks) 14,994 22,060 20,857 (3,505)
Increase / (decrease) in taxes payable 33,861 (27.735) 34,650 {29,018}

Total 298,330 226,379 289,225

Interest paid (21,992) (15,140) (18,440) {11,469)
Income taxes paid (116,937) (25,665) (107,801)

MNet cash from operating activities 245120

Proceeds from sale of tangible & intangible assets 125 684 45 677
Acquisition of subsidiary, net of cash acquired (31,583) {695) - -
Loan repayments from third parties 1,564 < - -
Share capital increase in subsidiaries - = ﬁ5.000]. (145,000)
Loans granted to third parties - (12,700) - -
Loans granted to Group comparniies = = (3,600) =
Purchase of intangible assets (38,667) (18,596) (15,560) (5,821)
Purchase of property, plant and equipment & investment property (57,614) (24,269) (53,219) {20,640)
Dividends received - - 6,592 9,103

Interest received

Met cash used in investing activities

485
(161,196)

2406
(123,769)
FINANCING ACTIVITIES

3,261

(79,590)

Proceeds from loans & borrowings 350,000 276,689 350,000 221,689
Payments of loans & borrowings (46,041) (42,097) (26,018) (12,097)
Transaction costs related to loans & borrowings (4,726) - (4,726) -
Acquisition of treasury shares (1,585) (4,735) (1,585) (4,735)
Share capital increase expenses of subsidiaries (165) (599) - -
Return of share capital of subsidiary - (6.598) - -
Dividends paid (446,060) (292,819) (444,362) (292,819)

Net cash used in financing activities (148.578) (70.158) {136,691) (87.961)
Net Increase / (decrease) in cash and cash equivalents (27,421) {28172) 28,838 (165,682)

Cash and cash equivalents at the beginning of the year m 301,69

Cash and cash equivalents at the end of the year 246,102 273,523 94,270

6. OPERATING SEGMENTS

FOR MANAGEMENT INFORMATION PURPOSES AND DECISION MAKING, THE
GROUP IS STRUCTURED IN OPERATING SEGMENTS AS PRESENTED BELOW:

AS OF 31 DECEMBER 2017 AND FOR THE YEAR THEN ENDED

GROUP 01.01-31.1 7 Lotteries

Revenue (GGR) 817,989

GGR contribution and other (272,085)
levies and duties

Net gaming revenue (NGR)

Agents' commission (207,067)
Other NGR related commis- (1,107)
sion

Other operating income -

Other operating cost -

GROUP 01.01-31.12.2016

Lotteries

Revenue (GGR) 841,297

GGR contribution and other (281,637)
levies and duties

Net gaming revenue (NGR)

Agents' commission (212,850)
Other MGR related commis- (1,070)
sion

Other operating income 3

Other operating cost -

GEOGRAPHICAL SEGMENTS

421,058

Instant &

p

(145,395) 147,833)

275,663

111,083

(106,277)
(14,210) (14,894)
699 36

397,215

Instan
Pas

159,054

(137,323) 147,783)

259,892

111,21

(102,212) {41,911)
(10,539) (14,664)
796 50

147,936

158,916

(17.265)

40,285
(13,793)
(8,058)

82,905
(75.757)

Telecom-
munication

89,013
(81,019)

7.994

Cther

35,996
(15,974)

1,455,514
(482,578)

(369,924)
(38,270}

119,636

(466,743)

(358,375)
(26,273)

108,462

570,051

Group's operations are in Greece and Cyprus. Greece is the country of incorporation of the Company and of the
subsidiaries OPAP SERVICES S.A., HELLENIC LOTTERIES S.A., HORSE RACES S.A., TORA DIRECT S.A., TORA WALLET

S.A. and NEUROSOFT S.A..

For the period that ended on 31 December 2017

Amounts wagered

Revenue (GGR) and Other operating income
Net gaming revenue (NGR)

Segment Assets

Segment Liabilities

For the period that ended on 31 December 2016

Armounts wagered

Revenue (GGR) and Other operating income
Net gaming revenue (NGR)

Segment Assets

Segment Liabilities

Greece

4,170,505
1,529,206
903,165

1,943,580

1,053, 848

Greece

4,001,928

1,463,184
867,751
1,902, 581

Cyprus

252,397
84,464
69,771
301,295
29,601

Cyprus

228,047
76, 391
63,071

294, 847
27,400

Intercompany
Transactions

(38,520)

(447,965)
{44,706)

Intercompany
Transactions

(33, 548)
(429, 754)
(32, 820)

Total
4,422,902
1,575,150

972, 936
1,796,910
1,038,743

Total

4,229,974
1,506, 027
930, 822
1,767, 675
605, 443
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5. Feedback Form
1. TO WHICH STAKEHOLDER CATEGORY DO YOU BELONG?
4 Glossa [] Employees [] Suppliers [] Citizens
® y [] Network ] Players [] State
[] Shareholders [] Agents [] Media
[] Local Communities [] Organizations [ Industry Associations
[] Regulatory Bodies [] Other:
2. WHAT IS YOUR IMPRESSION, ABOUT THE FOLLOWING AREAS OF THIS REPORT?
i ; : Good Neutral Mediocre
Please pay attention to the following, frequently used terms: -
1. Internal Operation O O ] (| ]
Term Refars to %
2. Player Protection 0 0 0 0 0
‘Agent” The individuals associated axclusively with OPAP on activities related to gaming and han-
dle, through their agencies, the placement of the company’s games to the Greek market. 3. SDCiEW SUPPOF[’ D D |:| D D E
‘Carbon dioxide’, ‘CO_" The gaseous chemical compound derived from the combustion of fossil fuels (eil, gase-
! line, natural gas, etc.] and erganic compounds [woed, plastic, etc.l, which contributes to 4. People Development I:l D I:‘ D D ﬁ
the greenhouse effect. L
- ) ) 5. Network Enhancement O [l Il O |
‘Company’, ‘we’, ‘0PAP’ OPAP 5.A. and its subsidiaries Hellenic Lotteries 5.A., OPAP Services S.A,, Tora Direct
5.A., Horse Races S.A., Tora Wallet 5.A. and Neurosoft S.A. 4. Financial Results L__l D l:‘ l:‘ l:‘
‘Corporate Social Responsibility’ or ‘Corporate Re- The veluntary commitment of companies to include in their corporate practices econom-
sponsibility" ical, social and environmental criteria and activities, which are beyond the legislative
requirements and are related to their impact on stakeholders.
. o — . . 3. WHAT IS YOUR IMPRESSION, ABOUT THE FOLLOWING ELEMENTS OF THIS REPORT?
Environmental footprint’ The total greenhouse gas emissions arising directly [e.g. burning of fossil fuels for heat-
ingl or indirectly le.g. by the use of products] from a company.
‘Fixed odds betting’ The form of wagering against odds offered by a bookmaker. Area: Good Neutral Mediocre %
‘Global Compact’ The United Mations Global Campact, an initiative te encourage companies and organiza- Sections have the right balance D D l:‘ D D :
tions worldwide to adopt sustainable and socially responsible policies, as well as to report =
an their implementation, stating ten principles in the areas of human rights, laber, the " 1
envirenment and anti-corruption. Important IOPICS are covered D D D D D R
‘Group’, "OPAP Group’ The OPAP Group of Companies, which includes OPAP S A, [parent company] and its sub- Structure supports easy reading D D I:‘ I:‘ D
sidiaries Hellenic Lotteries 5.A., OPAP Cyprus LTD, OPAP Sports LTD, OPAP International
LTD, OPAP Services S.A., OPAP Investment LTD, Tora Direct 5.A., Horse Races S.A, Tora Texts are comprehensive D D D D D
Wallet 5.A. and Neurosoft 5.4,
‘Mutual betting’ The form of wagering in which all bets of a particular type are placed together in a pool Quantitative elements are complete O O O O O
and payoff odds are then calculated by sharing the pool among all winning bets, . i
Graphs included are comprehensive O O O O [it]
‘Player’ The end users of our products and services.
‘Sales network’ The Points of Sale of cur games. Layout is atlraclwe!pleasant D D D D D [
‘Report’ The Integrated Report 2017, g
‘Universal Declaration of Human Rights' The declaration adopted by the United Nations General Assembly im 1948 and consists of [' Are there any t'ODICS. which are no_t answered IOF not adequatew CCNEFEd! in this Report or do you have ques- 2
thirty articles, representing the global expression of rights to which all human beings are tions you would like to be answered in our next Report?
inherently entitled.
0.1, 217, '5.2°, etc. The chapter and section of this Report le.g. used in the GRI, Global Compact and
Stakeholder Tables). For example, the term '2.1° makes reference to Chapter 2 [Player
Protection], Section 1 [Responsible Gaming].
X ere an er co en osals you mi ve!:
5. Are ther oth mments/proposals you might have?
- =
Personal Data (optionally): z
Name: -
A 2 =
Organization: 2
Address:
Phone/Fax:
E-mail:

Please fill out the form electronically to the company’s website or send the form to:

OPAP S.A., ref Mrs. G. Lassanianou

112, Leoforos Athinon, 10442, Athens, Attica

e-mail: g.lassanianou@opap.gr

Al ~Fr - - r . thic
All information on thi

statistical analysis. Personal
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