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About Klarna



Ab »· K�a­�a

Klarna is a leading global provider of innovative payments and shopping services and we

continuously develop new products and services to elevate the entire shopping experience for

consumersē which in turn drives value for our retail partnersĒ At the core of everything we do is the

focus to give our consumers the choice and control of how to shop and manage their personal

Înances in a sustainable wayĒ Together our products and services enable consumers to choose

howē whereē and when to shopē payē and bank with Klarna based on their own needs and

preferencesĒ

Klarna was founded in 200Û in Swedenē and has been a fully licensed bank since 201Ýē active in 1Ý

marketsĒ

Klarna Holding AB ģpublĤĶs wholly owned subsidiary Klarna Bank AB ģpublĤ is an authorized bank

and is under the supervision of the Swedish Financial Supervisory Authority ģFinansinspektionenĤĒ

KlarnaĶs personal data protection ofÎcer is responsible for ensuring that all personal details are

handled in accordance with the General Data Protection Regulation ģGDPRĤĒ

In accordance with the Annual Accounts Act for Credit Institutions and Securities Companies

ģÅRKL 1ßßÛġ1ÛÛßĤ chapter Ýē 2Űē in conjunction with the Annual Accounts Act ģ1ßßÛġ1ÛÛ4Ĥ chapter Ýē

31 bŰ and chapter Üē 11Űē Klarna Holding AB ģpublĤ has decided to report the Environmentalē Social

and Governance report ģESGĤ separated from the annual reportĒ The ESG report references the

Înancial year 2020 and has been submitted to the auditors at the same time as the annual reportĒ
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K�a­�a B»±i�e±± M de�

Va�»e ª­ ª ±�·� � ·  c �±»�e­±

Klarna is committed to helping consumers shopē payē and bank easilyĒ Our continued investment in

Ïexible and innovative products under our trusted and engaging brand offers consumers

convenienceē inspiration and controlĒ Klarna offers consumers a range of Ïexible payment options

and the frictionless checkout experience saves consumersĶ purchase preferences and ensures

they always feel conÎdent in their purchase with KlarnaĶs BuyerĶs ProtectionĒ

The Klarna app powers the whole shopping experienceē empowering consumers to take control of

their personal Înances and shopping experienceĒ It provides consumers with an overview of their

Înances and spending insightsē purchase informationē wish list capabilityē deals and price drop

notiÎcationsē friendly reminder push notiÎcationsē 24ğÝ customer service through chatē the option

to snooze paymentsē delivery trackingē and return reportingĒ In some geographiesē the inĩapp

shopping feature makes it possible for app users to also use Klarna at retail partners who have not

integrated with KlarnaĶs powerful platformĒ Klarna is also increasingly available in physical stores

across markets and through the Klarna cardĒ Together our products and services build the ĵKlarna

everywhereĶ conceptē enabling consumers to choose howē whereē and when to shopē payē and bank

ĩ all through KlarnaĒ

Va�»e ª­ ª ±�·� � ·  ­e·a�� ªa­·�e­±
Klarna is a preferred growth partner for retailersē and the value proposition includes driving new

consumers from the Klarna consumer network to their websites to further increase salesĒ Klarna

also ensures that retailers can reduce working capital requirements by providing simpleē safeē and

costĩeffective payment solutions and consumer credit products across all eĩcommerce platforms

as well as in physical storesĒ Klarnaļs offering includes marketingē technologyē credit risk handlingē

customer servicesē and administrationĒ With Klarnaē retail partners receive easy integration with

global access and onboarding to a fast and frictionĩfree checkout solution where they are paid up

frontē meaning they can focus on what they do bestĒ Klarna assumes all the risk for both the

consumer and the retailerĒ

Ma��·a����g  »­ h�gh �eÄe�  f ·­»±·

Our success to date is the result of the high degree of trust we have built with consumersē retailersē

and partners in all marketsĒ This trust is critical in the Înancial sector and when handling personal

dataĒ Maintaining that trust requires we operate with the highest ethical standards and strive to do

whatĵs right every dayĒ Such standards are necessary across all parts of the business ĩ from the

handling of sensitive personal data to a robust corporate governance framework and ensuring all

employees are treated with respect in a secure and welcoming working environmentĒ In this reportē

we focus on the pillars of good governanceē antiĩcorruptionē sustainability and social impact which

are all directly relevant to the integrity of Klarna business operations each dayĒ

F»·»­e deÄe� ª�e�·

In 2021ē we will launch a refreshed ESG strategy to bring together our environmental and social

impact ambitions and embed them in everything we doĒ The three pillars of our new strategy areĔ

● Sustainability ĩ advocating for planet health and reducing our footprintĒ
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● Financial wellness ĩ promoting responsible spending and lendingĒ

● Diversity and inclusion ĩ  ensuring a diverse and inclusive workplace and brandĒ

In line with these ambitionsē this year we have changed our methodology in relation to

environmental reportingē adopting a more stringentē tougher approach in line with current best

practiceĒ By expanding the scope of the relevant parameters and using a wider breadth of data to

assess our impactē we are conÎdent that this report represents a transparentē relevant and fair

depiction of our efforts to become more sustainable in everything we do at Klarnaē as well as of the

challenges that lie aheadĒ By adopting an increasingly robust approachē advised by experts in the

Îeldē we aim to hold ourselves accountable to constant improvementē and to cement our

commitment to our continued sustainable developmentē as well as that of the society we are a part

ofĒ As suchē in 2021 Klarna pledged 1š of the ŀ1 billion USD that was raised in an equity funding

round to be dedicated solely to our newly created initiative that focuses on key sustainability

challenges around the worldĒ

Lega� ±·­»c·»­e
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Governance



G Äe­�a�ce

Good corporate governance means ensuring that companies are run sustainablyē responsibly and

as efÎciently as possibleĒ Maintaining the conÎdence and trust of all our stakeholders is vitally

important for KlarnaĒ

C ­ª ­a·e G Äe­�a�ce S·­»c·»­e
The corporate governance structure distributes rights and responsibilities between the

shareholdersē the Board and the CEO according to applicable lawsē rules and processesĒ Well

deÎned reporting lines and distribution of distinct responsibilities are essentialĒ High ethical and

professional standards and a sound risk culture is vitalĒ The image below provides a summary of

how governance and control are organized at KlarnaĒ Please Înd more detailed information on our

websiteĒ
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Reg»�a· ­Ç ±·a·»±
Klarna Bank AB ģpublĤ ģcorporate registration noĒ ÛÛÜÝ3ÝĮ0431Ĥ ģĳKlarnaĴĤ is a Swedish public limited

liability company ģĳpublikt bankaktiebolagĴĤ under the supervision of the Swedish Financial

Supervisory Authority ģSFSAĤĒ You can Înd more information on our license to provide Înancial

services in the SFSAĶs registerĒ

Klarna provides its Înancial services in other EEA countries through passporting its license in

accordance with EU directive 2013ğ3ÜğEUĒ You can Înd more information on KlarnaĶs local website

regarding our registration with the respective supervisory authorityĒ

Klarna Bank ABĶs ģpublĤ foreign subsidiaries provide sales support to Klarna Bank AB ģpublĤ on the

local marketsĒ Klarna Bank AB ģpublĤ is the counterparty in all agreements with retail partners and

consumersĒ

In the SFSA annual categorisation of supervision for 2020ē which is done according to the

European Banking Authority ģEBAĤ Guidelines on common procedures and methodologies for the

supervisory review and evaluation processē Klarna was assessed as a category 3 institutionĒ

Category 1 entails the highest level of supervision and category 4 the lowest with the purpose to

show how the SFSA applies proportionality in its supervision of credit institutionsĒ

Klarna has listed corporate bonds on Nasdaq StockholmĒ

F­a�eÅ ­� f ­ c ­ª ­a·e g Äe­�a�ce
The licensed activity of Klarna needs toē in addition to general lawsē rulesē and industry practicesē

also comply with the detailed regulations speciÎc to banks and credit market companiesĒ These

include the Swedish Banking and Financing Business Act and rules and recommendations issued

by the Swedish Financial Supervisory Authority with regards toē among other thingsē solvency and

capital adequacyē including solvency ratios and liquidity rules as well as rules on internal

governance and controlē as well as guidelines issued by the European Banking AuthorityĒ As Klarna

has corporate bonds listed at Nasdaq Stockholmē Klarna also complies with the Rulebook for

IssuersĒ This is usually called the external frameworkĒ

The internal framework includesē among other thingsē the Articles of Associationē which have been

adopted by the General MeetingĒ Policies and instructions that have been drawn up to deÎne the

division of responsibility within the Klarna Group are important tools for the Board and the CEO in

their governing and controlling rolesĒ Of special importance are the Rules of Procedure for the

Board also addressing how to handle conÏicts of interest for Board membersē the Instructions for

the CEOē the Risk Policyē the Credit Policyē the ConÏicts of Interest Policyē the Code of Business

Conductē the AntiĩMoney Laundering and CounterĩTerrorist Financing Policyē the Remuneration

Policy and the Suitabilityē Training and Diversity PolicyĒ
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The B a­d
The Board is the highest decisionĩmaking body in Klarnaļs structure for management and controlĒ

The Board is responsible for the companyĶs organization and for the management of the

companyļs operationsĒ

The Board members are elected by the shareholders at the annual general meeting ģAGMĤ for a

oneĩyear term of ofÎce extending to the next AGMĒ The external framework does not require

Klarna Bank AB ģpublĤ to have a nomination committeeĒ The Board has not adopted a board

recruitment policyē and in practice Board members are proposed and appointed by the

shareholders holding a majority of the votes as well as the capital of the companyĒ The Board has

adopted Rules of Procedure that regulate the BoardĶs role and ways of working as well as special

instructions for the BoardĶs committeesĒ The Board has overall responsibility for the activities

carried out within Klarna and has the following dutiesē among othersĔ

● deciding on the natureē direction and strategy of the business as well as the framework

and objectives of the activitiesē

● regularly following up and evaluating the operations in relation to the objectives and

guidelines established by the Boardē

● ensuring that the business is organized in such a way that the accountingē treasury

management and Înancial conditions in all other respects are controlled in a satisfactory

manner and that the risks inherent in the business are identiÎedē deÎnedē measuredē

monitored and controlled in accordance with external and internal frameworkē including

the Articles of Associationē

● deciding on major acquisitions and divestments as well as other major investmentsē

● selectingē monitoring and planning the succession of the Board membersē

● appointment or dismissal of the CEOē the Chief Risk OfÎcerē the Chief Compliance OfÎcer

and the Chief Information Security OfÎcerē

● deciding which external party will perform the Internal Auditē and

● deciding on remuneration to the CEOē members of the CXOĩteam as well as to the heads

of the control functions Risk Control and ComplianceĒ

B a­d �e�be­±
The Board consists of the following members elected by the annual general meeting 2020Ē

● Jon Kamaluddinē chairman of the Board ģresigned from the Board 2020Į12Į23Ĥ

● Sebastian Siemiatkowskiē CEO and Board member

● Sarah McPhee ģresigned from the Board 2020Į12Į23Ĥ

● Michael Moritz ģChairman of the Board from 2020Į12Į23Ĥ

● Mikael Walther

● Andrew Young

● Three new Board membersē Lise Kaaeē Sarah Smith and Omid Kordestaniē were elected on

2020Į12Į23Ē
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The ­eª»·a·i �ē eÆªe­ie�ce a�d a±±ig��e�·±  f ·he B a­d
The Board members have many years of professional experience in various roles and industriesē all

of which are relevant to KlarnaĒ The Board comprises solid knowledge and experience within

banking and Înanceē eĩcommerceē technologyĩled businessesē payment cardsē capital

procurementē risk controlē accountingē international sales activitiesē small and mediumĩsized

businessē venture capitalē entrepreneurshipē and leadershipĒ The Board composition also meets the

need for knowledge and insight regarding the conditions and prerequisites for business in the

various geographies where Klarna operatesĒ A detailed presentation of the Board membersĶ

background and other assignments is found hereĒ

S»�·ab���·Ç a±±e±±�e�·

In order to ensure that the Boardē the Board members and the CEO meet the requirements for

sufÎcient knowledgeē insightē experienceē and suitabilityē Klarna has established a policy for

suitability assessment and diversityĒ The suitability is assessed according to criteria for the

personļs experience and reputationĒ The ability of each of the Board members to dedicate the

commitmentē diligenceē and time required is also evaluatedĒ The Chief Operating OfÎcer is

responsible for the assessmentĒ When a new Board member or a new CEO assumes their dutiesē

they are also externally assessed by the SFSAĒ

The CEOĶs performance and knowledgeē insightē experienceē and suitability is evaluated in a

corresponding wayĒ According to the Rules of Procedure of the Boardē the Board shall ensure that

the CEO fulÎlls their dutiesĒ

D�Äe­±�·Ç

The Suitabilityē Training and Diversity Policy also serves to promote diversity of the BoardĒ

According to the policyē all board assignments in Klarna are based on merit with the prime

consideration being to maintain and enhance the BoardĶs overall effectivenessĒ Within thisē a broad

set of qualities and competencies are sought for and it is recognized that diversity ĩ including ageē

genderē geographical provenanceē and educational and professional background ĩ is a factor to

take into considerationĒ The ambition is to ensure diversity and that the Board members

complement each other to bring expertise that is vital for KlarnaĶs successĒ Klarna assesses that

these objectives and targets have been achievedĒ

N»�be­  f a±±�g��e�·±

There are regulatory limitations on the number of directorships a Board member of a bank may

holdĒ As Klarna is not a signiÎcant institutionē a general assessment of reasonableness of the

numbers of positions held by the Board members and the CEO shall be madeē taking into

consideration the circumstances in the individual cases as well as the natureē scaleē and

complexity of KlarnaĶs business activitiesĒ Klarna has concluded that all Board members

assignments are compliant with the new rulesĒ A detailed presentation of the membersļ

background and other assignments can be found hereĒ
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Ri±� �a�age�e�·
The purpose of risk management is to safeguard KlarnaĶs long term survivalē manage volatility in

Înancial performanceē and increase value for the owners by ensuring efÎcient capital

managementĒ

The external framework requires good internal controlē identiÎcationē and management of risks and

requirements for internal control functions ģRisk Control Functionē Compliance Functionē

Engineering Assurance and Internal Audit FunctionĤĒ The Board has ultimate responsibility for

KlarnaĶs risk organization and for ensuring satisfactory internal controlĒ If you would like to learn

more about KlarnaĶs risk managementē risk reporting and control functions you Înd more detailed

information on our websiteĒ

Re�»�e­a·i �
Klarna has clear remuneration policiesē instructions and processesē ensuring sound remuneration

structures throughout the organizationĒ If you would like to learn more about KlarnaĶs remuneration

structureē you can Înd more detailed information on our website or in KlarnaĶs annual statements

of remuneration for the Klarna Group which are also disclosed on our website according to the

Swedish Financial Supervisory AuthorityĶs regulatory frameworkĒ
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Environment



E�Äi­ ��e�·

Managing KlarnaĶs environmental impact is a top priority for the companyĒ Klarna aims to promote

environmental awareness and knowledge in employees and partnersē as well as comply with

applicable local environmental laws and regulations in the countries in which Klarna operatesĒ

This report outlines sustainability efforts in the context of dayĩtoĩday operationsĒ Klarna does not

have a developed corporate banking or corporate Înancing product offeringē where sustainability

and supply chain management concerns are most pertinentĒ

In our Ethical and Environmental Policyē we state the following general principles which we work to

adhere toĔ

● We shall have a longĩterm business focus and act in a way that promotes thisĒ

● We shall inform and engage our employeesē customersē and partnersğsuppliers in our

environmental views and environmental activitiesĒ

● We shallē of courseē comply with laws and regulationsē but also go further by acting

transparentlyē respecting good credit practicesē protecting personal dataē preventing

conÏicts of interestē avoiding the denigration of competitorsē etcĒ

I�c­ea±ed a�bi·i �± d»­i�g ØÖØÖ
Even though Klarna has limited physical productsē we are mindful that our operations and growth

contribute to global climate changeĒ Our technology powers online commerce for hundreds of

thousands of retailers and millions of consumers across the globeĒ We cannot and will not avoid

our responsibilityĒ During 201ß and 2020ē we signiÎcantly increased our ambitions and actions

within this areaē continuously working towards the following goals to be achieved by 2021Ĕ

● Reduce global air travel emissions by Ûš per employeeĒ

● Host 100š of our server use and data storage in the cloudĒ

● Use renewable energy in ßÛš of ofÎces where we can choose our suppliersē and in Ü0š of

all of our ofÎcesĒ

Klarna has rigorously analyzed the businessē ways of workingē consumptionē and travel during the

year to ensure that the utmost is done to achieve each one of our goals and limit our

environmental impact across all areasĒ

T­aÄe�
Klarna is a global companyē which requires employees to travel regularlyĒ It is not uncommon for an

employee to report to a manager based in another countryē and maintaining a close dialogueē which

is of the utmost importanceē is at times best facilitated by physical meetingsĒ Howeverē during 2020
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most business travel was replaced by technical solutions due to the impact of Covidĩ1ßē which saw

global travel restrictionsē domestic entry bansē and quarantine regulations enforced in several of

our operating marketsĒ Employees working from home also accelerated the adoption of virtual

meetingsĒ During the yearē in line with our increased ambitions to lower our carbon emissions from

travelē we heightened our efforts to further emphasize the environmental impact of travel through

internal communicationē nudgingē and policy revampingĒ

E�ª� Çee± e�c »­aged ·  g­ee� ·­a�±ª ­·a·� �

Employees at Klarna are encouraged to use green transportationĒ At the majority of KlarnaĶs

ofÎcesē there is dedicated bicycle parking where employees can safely store their bicycles without

risk of theft or damageĒ There are also changing rooms with showers that enable and encourage

employees to bike to work even if it is a long distanceĒ This both decreases KlarnaĶs general

environmental footprint and increases the health and wellbeing of employeesĒ

For shorter business travelē employees can borrow either KlarnaĶs bicycles or travel cards to use

public transportationĒ Taxis are not allowed if more ecoĩfriendly transportation alternatives are

availableē and employees are encouraged to walk to nearby meeting sitesĒ Klarna also encourages

employees to book ecoĩcars when renting a car if the option is availableĒ

T­a��±

Klarna encourages employees to use trains instead of Ïying whenever possibleē and traveling by

train shall always be considered the Îrst choice for domestic travelĒ Howeverē KlarnaĶs operations

and ofÎces are spread out globally which makes domestic travel a relatively small part of total

business travelĒ

Below is a summary of all train travel during 2020Ē

T ·a� j »­�eÇ± 1ē2ß2

Di±·a�ce ģ��Ĥ 3ßÞēÝ00

E�i±±i �± ģ· COØeĤ 4Þ

F��gh·±

Klarna recommends the use of virtual meetings instead of traveling for internal and followĩup

meetingsĒ To make this an obvious choiceē Klarna provides employees with several optionsē such as

Zoomē Google Hangoutsē video conferencing systemē cell phonesē and moreĒ From both a business

and an environmental perspectiveē it is necessary and beneÎcial for Klarna to adapt to this way of

workingĒ This also applies to the Boardē with every sixth meeting being held via conference call with

participants from Swedenē the UKē and the US contributingĒ Although the use of technical solutions

that minimize the environmental footprint is always encouragedē sometimes physical meetings are

still necessary from both an efÎciency and social perspectiveĒ That saidē business travel was very

limited from March 2020 onwards due to the pandemicē and most meetings and conferences were

held remotely by making use of technical solutionsĒ
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Below is a summary of all Ïights taken during 2020Ē

T ·a� j »­�eÇ± 3ēßÜÝ

E�i±±i �± ģ· COØeĤ Ü22

Ca­±

Klarna has pool cars at its disposal at several ofÎces for business travelē and Klarna employees can

also use private cars with reimbursement for mileageē although pool and ecoĩcars are preferredĒ

Employees may also travel in taxisē but only as a last resort as public transport is always prioritized

when availableĒ

Re�eÅab�e ­e± »­ce± a· K�a­�a  fÎce±

Hea·i�g ß0š is renewable and 100š is environmentally compensated

C  �i�g 100š renewable

E�ec·­ici·Ç Û0š wind power and Û0š hydropower

Klarna HQ in Stockholm is the companyļs largest ofÎce site and as such it has the biggest impact

on the Klarna Groupļs environmental footprintĒ The energy consumption at Klarna HQ is high but

reasonable for the business that is conducted there and is continually evaluated in order to Înd

additional improvements to make energy consumption more efÎcientĒ

Below is a summary of all of KlarnaĶs ofÎcesĶ energy consumption in 2020 Ē1

C »�·­Ç L ca·i � A­ea ģ�ØĤ �Wh

Australia Sydney 1ď300 4Ûď710

Austria Vienna 212 2Úď762

Belgium Brussels 23Ú 43ď2Ú4

Finland Helsinki 304 10ď450

Germany Berlin ĩ Chausseestraße 11Ý 7ď722 217ď272

Germany Berlin ĩ Chausseestraße 1ß 1ď267 16ď524

Germany Berlin ĩ Mitte 220 52ď344

Germany Berlin ĩ Mitte 210 24ďÛ7Ú

Germany Berlin ĩ Mindspace 720 1Ûď324

Germany Cologne 120 1Úď355

1 201ß electricity usage numbers were used for buildings where Înal electricity numbers for 2020 were not availableĒ
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Germany Giessen 3ď603 367ď3ÛÚ

Germany Linden 1ď453 6ď336

Germany Munich 1ďÚÚ2 Û7ďÛ20

Italy Milan Û10 Ú1ď1Û4

Netherlands Amsterdam 3Ú2 141ďÚ27

Netherlands Amsterdam 72Û 24ď345

Norway Oslo 336 30ď756

Spain Madrid 330 16ďÚ25

Sweden Stockholm ĩ Sveavägen 3Þ 663 27ď372

Sweden Stockholm ĩ Sveavägen 4Ü 17ď4Ú4 631ď6Û2

Sweden Stockholm ĩ Ringvägen 100 4ď205 17Ûď02Ú

Sweden Stockholm ĩ Gävlegatan 1Ü 3ď100 474ď161

Sweden Stockholm ĩ Gävlegatan 1Ü 3ď200 4ÚÛď456

Sweden Uppsala 300 ÛďÛ24

United Kingdom London 620 Ú2ďÚ24

United Kingdom Manchester 300 1Ûď236

United States Columbus 16ď103 206ďÚ50

United States Columbus Û4Û 14ď62Ú

United States New York 437 6ď240

United States New York Û0Û 6ď4Û2

United States Los Angeles 420 10ď5Ú4

T ·a� 3ď406ď0Û3

E�e­gÇ a· K�a­�a HQ  fÎce b»��d��g �� S· c�h ��

KlarnaĶs HQ ofÎce is powered with 100š renewable electricity by its energy supplierē who has

received the Swedish label ĳBra miljövalĴ ģGood environmental choiceĤ and is audited every year by

external auditorsĒ The supplier deposits an amount to an environmental fund for every

kilowattĩhour soldĒ The fund is solely used to reduce the impact of hydroelectric power on the local

environmentĒ

The centrality of Klarna HQĶs location ensures that employees can travel easily to and from work by

bicycle andğor public transportationĒ It also ensures easy and climateĩsmart access for employees

and visitors who travel from other countries as several ecoĩfriendly means of transportation are

available straight to the ofÎce from key transport hubsē such as highĩspeed trains and other public

transportationĒ
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This is an important factor that Klarna considers when evaluating potential new ofÎce sitesē such

as for example when the Linden ofÎce in Germany was moved to GiessenĒ

E�e­gÇ a· K�a­�a  fÎce± Å ­�dÅ�de

There are several ecoĩfriendly initiatives at local ofÎce sitesē including our Milanē London and

Helsinki ofÎcesē all of which purchase their energy from renewable sources like the Klarna HQ

ofÎce in Stockholmē and the Vienna and Oslo ofÎces that use smart centralized heating that

adjusts the temperature in the building to minimize energy consumptionĒ Additionallyē both our

largest ofÎces outside of Swedenē located in Berlinē Germany and Columbusē US choose

climateĩsmart lighting solutions and save energy by using motion sensorsĒ

Other Klarna Group ofÎce buildings that have received certiÎcations are the Oslo ofÎceē which has

received an Energy CertiÎcate from NVE ģNorwegian Water Resources and Energy DirectorateĤē and

the Sydney ofÎce which has a NABERS rating of ÛĒÛĒ

BREEAM

The Klarna HQ ofÎce is located in a climate smart building that has been BREEAM certiÎed with the

grade Excellent ē which recognizes that the ecoĩfriendly solutions in the ofÎce building contributes2

to a better environmentĒ In addition to its BREEAM certiÎcationē the building won the Swedish

Green Building Award in 2012Ē Below are listed a few factors that contributed to receiving the high

grade certiÎcation and winning the awardĒ

● Energy consumption has been reduced by Ý0š to 3Û kWhğm2 ĩ reducing carbon emissions

to 1ē000 tonğyearĒ

● Central location with easy access to public transport and the possibility to ride a bike to

work ģsupported by cycle parking and changing rooms with showersĤĒ

● Improved indoor climate contributing to both good health and wellbeing in the work

environmentĒ

● Rooftop green garden that contributes to the cityĶs diversity of plants and insectsĒ

BRE Environmental Assessment Method ģBREEAMĤ is an environmental certiÎcation system from

the UKĒ It has existed since 1ßß0 and is one of the oldest environmental certiÎcation systems that

have been used to certify over Û00ē000 buildingsĒ The system is the most widespread of the

international systems in EuropeĒ

R  f ªa­� Å�·h ª�a�·a·� �±

Adding to the BREEAM house is a roof top green garden which is built to add to the Ïora and fauna

of the urban city centerĒ The garden is 3ē000 sqm and contains samples from the Swedish nature

landscape such as Ïower meadows and small grown forestsē alongside pebble and stone areasĒ

P­��· »·±

Klarna aims to ensure that printers are only used when necessaryĒ Several IT tools ensure that the

need for printouts are kept to a minimumē and to make sure no printouts are made unintentionally

as all personnel must physically conÎrm prints with their IDĩbadgeĒ All staff use portable laptops

2 The BREEAM certiÎcation scale ascends as followsĕ Acceptableē Passē Goodē Very Goodē Excellent or OutstandingĒ
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and each meeting room is equipped with a screen that all participants can use and view to reduce

the need to share information on paperĒ

Klarna minimizes the environmental impact of these printouts with the use of ecoĩlabeled paper

and environmentalĩfriendly recycling routines implemented throughout the organizationĒ Howeverē

during 2020ē printing and its environmental impact was much reduced compared to previous yearsē

as digital solutions took precedence as employees primarily worked from homeĒ

Though the time will come to return to the ofÎceē our goal will remain to keep our impact from

printouts to the bare minimumĒ We intend to retain the most efÎcient ways of working and the

solutions which have been beneÎcial to the environment that resulted from the shift to

homeĩbased workingĒ

Below is a summary of the total number of printouts across all Klarna ofÎcesĒ

Yea­ T ·a� �»�be­  f ª­i�· »·±

2020 34ď46Û

201Û 455ď700

201Ú 1ď070ď15Û

IT e¬»�ª�e�·

As a technologyĩdriven companyē a crucial part of our success is providing our people with an

optimal set of IT equipmentĒ Having the right tools is a necessity to keep developing and

maintaining the innovative products and services we offer customers and partnersĒ That saidē

Klarna also endeavors as much as possible to maintain a sustainable consumption of physical

electronic goodsĒ

Klarna reuses as much of the IT equipment necessary for business operations as possible and

ensures that every device gets used for its full life before it is recycledĒ When recyclingē we work

with different partners around the globe to refurbish and recycle used equipmentē most of which is

repaired and resoldĒ In 2021ē Klarna will offer employees the possibility of buying their old hardware

for personal useĒ

RecÇc���g

Klarna aims to recycle as much as possibleē from furniture to paper and makes it easy for

employees to recycle every dayĒ Recycling bins are available in the kitchens at all ofÎces for glassē

bottlesē and cansē and money collected from recycled bottles and cans is donated to charityĒ

Klarna also recycles ofÎce paperē cardboardē electronicsē metalē and batteriesĒ

In the HQ ofÎceē food waste and plasticğpaper are sorted separately as they are considered to be

Ļcombustible materialĴ which is later used to supply heating to innerĩcity apartmentsĒ Additionallyē
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the coffee grounds from the coffee machines are sorted as organic waste and turned into compost

and fertilizerĒ

We are always looking into ways of reducing our environmental impactē for instance by evaluating

the possibility of reutilizing furniture in other Klarna spaces before recycling or donating itĒ

RecÇc���g a· K�a­�a  fÎce± Å ­�dÅ�de

Klarna has recycling areas in most local ofÎce kitchens and there are several local initiatives to

reduce our environmental imprintē such as using recycled paper for printersē using recycled or

reused packages for deliveriesē and reducing the amount of bottles by using water dispensersĒ

S»ªª�ie­±
We are aware of the role suppliers play in our environmental impact as a company and as suchē

Klarna continuously invests in actively improving the supplier selection process to make

sustainability and ethical responsibility a top priorityĒ

One example of KlarnaĶs efÎcient selection of suppliers during the year is the extended agreement

with a coffee supplier that has additionally been trusted with water and fruit deliveries in our

Swedish ofÎcesĒ The supplier is ethically responsible and makes sure that everyone working with

them in the supply chain upholds good working conditionsē from farmer to delivererĒ They also

conÎrm that the coffee farmers use a ĻClimate Smart AgricultureĻ and polyculture cultivation so

their farmers work to ensure they have a minimal imprint on the local environmentĒ

All fruit is organic and excess fruit from our HQ ofÎce gets donated to a shelter for people in needĒ

Another example is the cleaning provider at Klarna HQē which has a Nordic Ecolabel

ĵSvanenmärkningĶĒ The supplier offers its customers environmentallyĩfriendly cleaning with a policy

to use products with low consumption of chemicals and a high proportion of

environmentallyĩfriendly chemicalsĒ The environmental impact from greenhouse gases is also

minimized by means of stringent requirements on transport and use of refuse bagsĒ All this is

combined with high cleaning quality and well trained staffĒ

20 ESG report 2020



Combating 
Financial and 
Cyber crime



Fi�a�cia� C­i�e

The Înancial sector has a key role to play in societyĶs prevention of ī and Îght against ī Înancial

crimeĒ Strong Înancial crime management practices are one of the most powerful devices against

Înancial crimeĒ They can preventē disclose and help to identify corrupt practices and the people

behind such activitiesĒ

The main forms of Înancial crime which Klarna has identiÎed as having a signiÎcant impact on

society ī and which we can work to prevent ī areĔ

● Fraud
● Bribery and corruption
● Money laundering and terrorist Înancing
● Cyber Crime

H Å Åe ª­eÄe�· Î�a�cia� c­i�e
We take the prevention of Înancial crime extremely seriouslyĒ

We actively manage the risks of Înancial crime through policiesē instructionsē and routines across

KlarnaĒ The Servicing domain at Klarna has the overall responsibility for preventing fraudĒ Klarna

has multiple functions in place to prevent money laundering and terrorist Înancing and enforce

sanctionsĒ The Compliance team has the overall responsibility for KlarnaĶs AntiĩCorruption Program

to ensure that Klarna and its employees are not participants in bribery or corruptionē

unintentionally or otherwiseĒ

Employee training is key to Îghting Înancial crimeĒ Our mandatory eĩlearning modules on Code of

Business Conductē ConÏicts of Interest and Antiĩcorruptionē Antiĩmoney Laundering and

Countering Terrorist Financing ensure all employees understand the importance and the detail of

the processes we have in placeĒ Completion of regular training is monitored to ensure it is

completed by all employees and also forms part of the Klarna CheckĩIn training which is mandatory

for allĒ

A�·iĩ� �eÇ �a»�de­i�g a�d ·e­­ ­i±· Î�a�ci�g
Klarna has no tolerance for establishing or maintaining business relationships if there is suspicion

of a customer usingē or will useē KlarnaĶs products or services for money laundering ģMLĤ or terrorist

Înancing ģTFĤĒ The same policy applies if there is not sufÎcient knowledge of the customer to

manage the risk of MLğTF or to monitor and assess the customerĶs activitiesĒ In allē Klarna has the

aim toē within reasonable bounds and as required by the relevant regulations and rulesē minimize

the risk of being used for all types of money laundering or terrorist ÎnancingĒ
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As part of its risk based approachē Klarna continuously identiÎesē manages and mitigates risksē

improves the measures takenē and applies the three lines of defense model to structure the workĒ

Where applicableē and as required by AMLğCTF laws and regulationsē Klarna has systems and

routines in place to perform ĳKnow Your CustomerĴ where measures such as risk assessmentē

applicable due diligenceē and monitoring are usedĒ Klarna has no tolerance towards facilitating

transactions for individuals or entities that have been identiÎed as being listed in applicable

relevant sanctions regimesē and takes required measures to minimize this riskĒ

Relevant Klarna teams are responsible for monitoring performance of KlarnaĶs efforts to combat

MLğTF and to always take action when requiredĒ Furtherē Klarna has periodic reportingē including

standardized KPIsē that enable senior management and the Board to track the performance of

KlarnaĶs efforts within this areaĒ

CÇbe­ c­i�e a�d ±ec»­i·Ç
At Klarnaē we are committed to the security of our services and protecting our customers from

cyber crime and fraudĒ Trust in our services is essentialē and our aim is to have the best security in

the industryĒ Protecting the conÎdentiality of customerĶs information is at the heart of this missionē

as well as ensuring the availability and integrity of our servicesĒ

As ecommerce evolvesē so does the modus operandi of fraudstersē whose methodsē targeting

companies and Înancial institutions of all sizesē are becoming increasingly sophisticatedĒ In order

to prevent fraud and protect both consumers and retailers from exposure to online crimeē we have

24ğÝ monitoring as well as a dedicated Security Operations Center and threat intelligence in order

to be agile in battling fraud attemptsē both proactively and reactivelyĒ We continue to invest in

internal resources and capabilities for both proactive and reactive measures to better respond to

fraud and cyber crime attemptsĒ

Along with delivering security awarenessē Klarna is a champion for better consumer protection and

actively pushes for collaboration across the Înancial industryĒ We are part of an EĩCommerce

Working Groupē which cooperates with Interpol in order to enhance the cooperation between law

enforcement and the private sector in the Îght against Card Not Present FraudĒ Klarna also

supports and participates in special interest organizations to promote and encourage the security

of the Internet and society as a wholeĒ The Engineering Assurance domain is a control functionē

dedicated to the area of ICT Ů Security risk managementĒ Our internal security structure is

ingrained at all levels of the organizationĒ Security requirements are closely measuredē monitored

and reviewed as part of regular internal review processes for all systemsē and compliance with

security requirements is actively veriÎed using the latest security technologies and functionsē such

as complianceĩasĩcodeĒ

To ensure consistent and industryĩleading securityē our Information Security Management System

is based on industry best practices and established standardsĒ Our security is independently

audited and reviewed annually via ISAE 3402 and 3000 assurance reportingĒ We are also PCI DSS

compliantē as well as in compliance with all applicable regulationsĒ
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Through a number of security controls and work practicesē Klarna strives to ensure that all services

are secure by designĒ This includes following a Secure Development Life Cycle ģSDLCĤ that includes

frameworks from the Open Web Application Security project ģOWASP ĩ a nonĩproÎt organization

that sets standards for secure developmentĤĒ To verify ongoing securityē regular penetration tests

are conducted annually on systemsē and we maintain an active vulnerability disclosure policy and

private bug bounty program delivered through HackerOneĒ

Da·a ª­ ·ec·i �
At Klarnaē we strongly believe that great experiences shouldnĶt come at the expense of our

consumersĶ privacyĒ Klarna takes data protection and privacy very seriously and weĶre committed

to making sure that our consumersĶ data works in their interestē saves them time and simpliÎes

their shopping experienceĒ As a Înancial companyē we know we are entrusted with personal data

on a daily basisē and when it comes to how we use and collect itē clarityē honesty and transparency

are keyĒ

We always strive to comply with data protection regulations that apply to our businessē whether it

concerns the personal data of consumers using KlarnaĶs servicesē KlarnaĶs employeesē or

representatives of retailersē suppliers and other business partnersĒ

Data protection is an embedded part of the product and system development process at Klarnaē

and a large number of Klarna teams are involved in maintaining and developing KlarnaĶs practices

on a daily basisĒ Moreoverē KlarnaĶs employees are regularly educated to identify and understand

what data is considered to be personal dataē and the foundations of how it may be collected and

usedē to always be in line with KlarnaĶs data protection practices and with applicable legislationĒ

During 2020ē we have closely followed the legal developments under the GDPRē and other data

protection legislation applicable to our business ĩ existing and proposed ĩ and we see the

legislation as an opportunity to build trust in offering consumers transparencyē Ïexibility and

choice when it comes to how their data is usedĒ We continuously strive to improve and further

develop the processes and tools available to support consumersĶ rightsē such asĔ

● A safe and transparent process for receiving a transcript of recordsē iĒeĒ for an individual to

access personal data that Klarna holdsĒ

● A safe and transparent process for exercising the right to be forgottenē iĒeĒ for an

individual to have personal data deletedĒ

● Providing GDPRĩspeciÎc training to Klarna customer service agentsē to ensure that KlarnaĶs

customer representatives are aware of individualsĶ rightsĒ

Among our many initiatives during 2020 to increase awareness around privacy practices was the

creation of a privacy landing page on our site with supporting elements and tools to explain privacy

to our consumers and the introduction of a new data request form that simpliÎes the process for

people who wish to receive their data from usĒ We also organized Privacy Weekē a weekĩlong

internal event that aims to build continued engagement around the topic to engage in best

practiceĒ
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Klarna has a Data Protection OfÎcer and a team of data protection specialists working solely with

data protection and privacyĒ We also have a special team of customer service specialists for data

protection mattersĒ
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Social



S cia�

SocietyĶs conÎdence in Klarna is a crucial part of our business and critical to our successĒ This

trust and conÎdence is earned by acting responsibly and by meeting or exceeding societyĶs

expectationsĒ

To us this meansĔ

● We want to provide safety and conÎdenceē both to consumers who are shopping online

and inĩstoreē regardless of how they choose to pay ĩ and to retailers who can be sure to

always get paid in timeĒ

● We want to make shopping as frictionless and simple as possible byē for exampleē making

the checkout process as easy and intuitive as possibleĒ

● We want to build innovative solutions that beneÎt consumers by enabling them to shopē

pay and bank in a convenientē transparent and intuitive wayē saving them time and moneyē

and liberating them from worryĒ

S·a�eh �de­ g­ »ª±

Maintaining and nurturing stakeholder relationships is key to drive Klarna forward as a sustainable

actor in societyĒ Continuous and transparent dialogue with our stakeholders increases our

understanding of their priorities and expectationsē and our relationship with them helps us

concentrate our efforts and resources towards creating the most impact within sustainabilityĒ

S·a�eh �de­ g­ »ª WaÇ± ·  e�gage i�·e­e±· g­ »ª±

C �±»�e­± ● Customer satisfaction surveys

● Selfĩservice portal and app

● Customer support

● Dispute management

● KlarnaĶs Consumer Council

Re·ai� ªa­·�e­± ● Customer satisfaction surveys

● Selfĩservice portal

● Merchant support

● Merchant Advisory Board

● KlarnaĶs Growth Council

E�ª� Çee± ● Employee engagement surveys

● Performance and Development Dialogue

● Leadership program
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● Mentorship program

● KlarnaĶs Marketing Academy

● Annual kickĩoff and monthly Allĩhands staff
meetings

● Whistleblowing

Sha­eh �de­±ği�Äe±· ­± ● Personal meetings

● Answering survey requests

S»ªª�ie­± ● Site visits

● Dialogue during the purchasing process

S»ªe­Äi± ­Ç a»·h ­i·Ç ● Ongoing discussions

● Answering inquiries

H»�a� Righ·±
Human rights are basic rights for individualsĒ They form the foundations for freedomē justiceē and

peaceĒ They apply equally and universally in all countriesē irrespective of the legal frameworkĒ

As a global companyē we have a clear responsibility to support governments and civil society

groups in ensuring human rights are upheld and respected in all the countries we operate inĒ

Klarna Îrmly believes thatē although governments have the primary duty to protect and ensure the

fulÎlment of human rightsē business entities have a responsibility to respect human rights and can

play a positive role in the communities where they operateĒ

Klarna complies with all relevant international legal obligations and all relevant local legal

obligations in the countries in which it operatesĒ Klarna also works to protect human rights in its

own operations through its internal policies and procedures regarding the treatment of employeesē

as well as by ensuring compliance from both retail partners and suppliersĒ

Klarna respects employee human rights as established in the International Labour OrganisationĶs

ģILOĤ Declaration on Fundamental Principles and Rights at Workē including nonĩdiscriminationē

prohibition of child and forced labourē as well as safe and healthy working conditionsĒ Klarna offers

equal opportunities and equal rights to allē irrespective of genderē national or ethnic originē religion

or beliefē ageē transgender identity or expressionē sexual orientationē or disabilityĒ

During 2020ē Klarna reviewed and updated internal policiesē instructionsē and governanceē

demonstrating KlarnaĶs commitment and requiring employees to raise concerns regarding any

identiÎed or suspected nonĩcomplianceē as well as conÎrming that employees will not suffer any

detriment for raising such concernsĒ

These internal policiesē instructionsē and governance includeē but are not limited toē the followingĔ

● Modern slavery and human trafÎcking
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● Antiĩmoney laundering and counterĩterrorist Înancing

● ConÏicts of interest

● Code of business conduct

● Ethics and environment

● Whistleblowing

● Antiĩdiscriminationē bullying and harassment

Klarna is not a political organization and does not engage in political activity or support political

parties in any country it operates inĒ

M de­� ±�aÄe­Ç a�d h»�a� ·­afÎc���g

Klarna is committed to ensuring that its business and supply chains are free from modern slaveryĒ

Klarna takes a zeroĩtolerance approach to modern slavery and will not knowingly support or deal

with any business or supplier involved in such practicesĒ For more informationē read our Modern

Slavery and Human TrafÎcking statement hereĒ

K�a­�a ī O»­ Pe ª�e

C ���··ed e�ª� Çee±

The companyĶs clear goal to elevate the shopping experience and enable better personal Înance

management is dependent onē and interconnected withē an ambitious mindset needed from

employees who take on this challengeĒ To deliver solutions that serve this purposeē it is imperative

to engage committed and driven employees that challenge expectationsē believing in their skills

and knowledgeĒ

Having employees with the right skills and expertise is essential for Klarnaē and we work

strategically to attract and retain the employees needed for the longĩterm development and

success of the businessĒ Klarna as a group currently has more than 3ēÞ00 employeesē with more

than 30š working within engineering and product development aloneē and we are actively

recruiting talent from around the globeĒ

2020 was a particularly challenging year that saw employeesļ daily lives signiÎcantly impacted and

the employee experience transformedĒ During the year there was increased focus on creating

activities and organizing events to keep morale and engagement levels highĒ Many of the

companyĶs regular events and activities were adapted to take place digitallyē such as having virtual

celebrations when Klarna launched in a new market during the yearĒ

Among our most impactful and effective employeeĩcentric initiatives during Covidĩ1ß wereĔ

● Conducting regular pulse surveys to gauge morale after the shift to working from home

and identify issues which required actionĒĒ

● A wellbeing workshop on Holiday Mindfulness Ů HeartĩCentered CommunicationĒ

● A hackathon which focused on Înding solutions to Îght the pandemicĒ

● Offering antibody testing to employees where possibleĒ
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Ag��e  ªe­a·��g � de�

Klarna has implemented an operating model that optimizes high speedē Ïowē and qualityē evolving

from a more traditional organizational structure to instead working in teams of eight employees

from different competences who own and work on a speciÎc problem spaceĒ Teams take full

accountability for creating and delivering value propositions to their main stakeholders that are

aligned with KlarnaĶs overall visionē whether internal or externalĒ

Teams in Klarna are deÎned by their business purposeē which enables agility and fast growth as

well as experimentation and expansion to new areasĒ The guiding principle of this model is to

enable active and autonomous decisionĩmaking at a teamĩlevel while ensuring alignment across

different teamsē therefore optimizing speedē Ïowē and qualityĒ For this to work smoothlyē KlarnaĶs

workplace culture embraces change and continuous improvementĒ The path can change fast and

often ĩ new teams will be added and teams will cease to exist ĩ but the determination to

continuously improve remainsĒ

To ensure an aligned vision throughout the companyē teams follow KlarnaĶs ways of working and

best practicesĒ Team autonomy and Ïexibility within the framework of the regulations and

guidelines that Klarna as a bank is subject to is at the core of how Klarna operatesĒ An example is

how teams can choose the best Ît of IT equipment for their team within an approved set of

optionsĒ Klarna invests in tooling to guarantee compliance for each piece of equipment as

customersļ data must not be put at risk due to lack of expertiseē maturityē or tooling for a speciÎc

technologyĒ

E�gage�e�·

Nurturing the connection between the management team and all company employees is a matter

of priority with several initiatives serving to eliminate any perceived gap that risks emerging with

quick growth and a fastĩpaced work environmentĒ Frequent and open dialogue in management

chatsē business updatesē and group AllĩHands meetings strengthen the bond and dialogue between

management and employees while keeping the information Ïow as direct as possibleĒ Additionallyē

all team and domain leads are encouraged to provide weekly updates on challenges and progress

in their workstreamsĒ This wayē all employees can receive relevant updates from other work

streams that may impact their ownē streamlining the sharing of information and our efÎciency as a

companyē and celebrating shared successĒ

The quarterly employee engagement survey results provide a basis to get a better understanding

of current perceptions and identify areas of improvement and success in regards to employee

engagementē developmentē vision awarenessē and management expectationsĒ

D�Äe­±�·Ç e�­�che±  »­ b»±��e±±

At Klarnaē we support all employees and aim to provide them with an equal opportunity workplace

that encourages diversity and where differences are both respected and appreciatedĒ We do not

tolerate discrimination or harassment of any kindē whether this is based on an individualĶs ethnic or

national originē genderē skin colorē faithē religionē citizenshipē ageē disabilityē civil statusē sexual

orientationē or anything elseĒ Klarna has clear companyĩwide internal policies regarding what

constitutes inappropriate behavior that will not be tolerated and guidance on how it should be
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handledĒ Klarna has also implemented several different reporting mechanisms and whistleblowing

tools to enable staff to report behavior or incidents with conÎdentiality safeguardsĒ

As an employerē Klarna ensures that all employees are treated equallyē with respect and dignityē

and that everyone is given the same opportunities for professional and personal developmentĒ To

ensure the best people are at Klarnaē the talent acquisition recruitment processes are designed to

remove unconscious bias from the equationē while manager and team leader training provides the

knowledge and practices needed to maintain the environment we strive forĒ There is strong cultural

diversity at Klarnaē with employees of close to 100 nationalities employed worldwideĒ

The creation of a Diversity Ů Inclusion team at Klarna as of July 2020 has created a global focal

point for diversity and inclusion across the companyĒ Several initiatives ensure a continued effort

to increase diversity awareness and provide transparency on diversity goals across the companyĒ

Among those areĔ

● Launch of a diversity and inclusion training through Klarna Academy for all employeesĒ

● Including discussion of diversity and inclusion during the introductory onboarding program

● Regular diversity and inclusion and equal opportunities questions on surveys for all

employeesĒ

● Improved diversity data on employeesē including launch of demographic survey in the USĒ

● Review of the hiring process to make it more inclusiveē as well as to improve data

collectionĒ

● Close collaboration with the employee resource group named ĳBe youĴ by supporting

eventsĒ

Below table shows recent development of gender diversity in companyĩwide management

positions Ē3

ØÖ×Þ ØÖ×ß ØÖØÖ

Fe�a�e �a�age­± 32š 30š 31š

Fe�a�e
CXOğVPğDi­ec· ­

2Ýš 24š 2Ýš

Hea�·h a�d ±afe·Ç

Klarna is responsible for working to achieve a safeē healthy and productive workplaceĒ Healthy

work environments result in healthy employees and increased wellĩbeingē laying the groundwork

for successful business resultsĒ The safety of employees in the workplace is prioritizedĒ

Klarna wants to ensure a healthy lifestyle for all employees and therefore offers different health

beneÎtsē such as wellness allowanceē Ïexible working hoursē parental beneÎtsē and health and

3 The values contained in the table have been reviewed and updated from those in previous reportsĒ
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rehabilitation insuranceĒ The company also provides aid in the immediate work environment to

prevent illness and support rehabilitationĒ

As a result of Covidĩ1ßē Klarna has focused heavily on global wellbeing initiativesē including access

to resourcesē such as working equipment to work from home and antibody testingē and external

workshops that focus on mental health and employee wellnessĒ

Sª ­·± Ů We���e±± c ���··ee

Klarna has a Sport Ů Wellness volunteer committee that continuously works to engage employees

and promote inclusion by encouraging sports and outdoor activitiesĒ The committee regularly

arranges sports activities such as basketballē footballē and joggingē as well as hosting yoga classes

at various Klarna ofÎce sites in the early morning and during lunch hoursĒ Alsoē the committee

regularly arranges fullĩday excursions such as ski trips and scuba classesĒ During Covidĩ1ßē the

team adapted their activities to include virtual eventsē such as weekly virtual yoga sessionsĒ

Lea­���g a�d deÄe� ª�e�·

Klarna operates within an industry that is undergoing rapid changeē driven primarily by consumer

behavior and technology disruptionĒ As the company participates in driving that development with

innovative solutionsē employees are also provided with a creative environment to develop their own

individual professional skillsĒ KlarnaĶs culture is based on the commitment and willingness to

develop and take responsibility for achieving both the companyļs and oneĶs own personal goalsĒ

Employees have the opportunity to grow in different ways at Klarnaē for example through learning

in everyday lifeē through participation in change projectsē formal learning through educationē and

network participationĒ Klarna has a wide range of learning programs that are available through our

native digital learning platformē both the training courses that are speciÎc to Klarna and those

provided by external suppliersĒ Several methods and tools are offered to facilitate learning and

Klarna provides courses in various subjectsē such as leadershipē presentation skillsē

communicationē diversityē productivityē and moreĒ

I�·­ d»c·� � a�d ���·�a·�Äe± f ­ �eÅ e�ª� Çee±

The ĳKlarna CheckĩInļļ ģKCIĤ is a threeĩday introductory program for new hiresĒ During these daysē

new hires learn about Klarnaļs backgroundē missionē operating modelē workplace and security rulesē

IT setupē ofÎce environmentē regulatory sessionsē businessē productsē leadership principlesē and

cultureĒ Designed as a case competition focused on launching Klarna in a new marketē the KCI gets

new hires involved in the companyĶs ways of working and challenges them to deliver results as a

team from day oneĒ

By combining classroom and virtual training with self and group study elementsē as well as

including presentations and preĩread writing elementsē the Klarna Checkĩin ensures KlarnaĶs new

joiners get up to speed on the basics of Klarna in an engaging wayĒ The KCI focuses on the output

delivered by new hires and is tailored to prepare new ĳKlarnautsĴ for the companyĶs fastĩpaced and

everĩchanging environmentĒ

After attending the onboarding programē a new Klarnaut should have a thorough understanding of

the Klarna basics and should have already applied this knowledgeē preparing them to be
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onboarded to their speciÎc domainğcompetence and teamĒ Additional training opportunities after

completing the KCI are availableĒ The KCI is mandatory for all new hiresē except for the Service

Delivery competence that organizes its onboarding programē ĳSmoooth StartĴē that is tailored to the

needs of their operational teamsĒ

Added to KCI is the Klarna buddy program which plays a key part in welcoming new employeesĒ It

consists of a Ü0ĩday peer buddy program with the primary purpose of supporting new employees

and integrating them into the Klarna cultureĒ The program combines informative sessions with

shadowingē as well as regular opportunities for QŮA and feedbackĒ By pairing new employees with

more experienced colleagues in similar rolesē our new employees beneÎt from the knowledge

exchange at both a professional and social levelĒ

In 2020ē a total of 1ē1Ü1 new hires completed the introduction courseĒ

Leade­±h�ª

Klarna works to disrupt the existing payments and banking industryē and responds to changing

consumer demandsē creating a high change business environment that has impacts on our peopleĒ

This means greater demands on leadershipē making competence and domain leads at Klarna a key

group in driving the companyĶs growthĒ They play a pivotal role in ensuring people in their teams

feel they can work and develop in a safe environment that fosters trustĒ In Klarnaē it is important

that all leads inspireē act as role modelsē and create conditions that enable employees and teams

to thriveĒ For thisē they need to be supported and have the right tools to lead their teams through

change to successĒ

In 2020ē Klarna facilitated 122 leadership training sessions with a satisfaction score of over 4ĒÜ ģout

of ÛĤĒ Several new initiatives were launched to focus on practical leadership and people skillsē such

as ĳCoaching for performanceĴē ĳMaster challenging conversationsĴē ĳThe art of feedbackĴē and

ĳLeadership boot camp in the USĴĒ Currentlyē ß0š of new leads complete the mandatory leadership

training within their Îrst three months of becoming a leadĒ

Klarna has eight leadership principles that all employees live by and that build the foundation of

the whole companyĶs work cultureĔ

● Customer obsession

● Deliver quality results

● Courage

● Hire and develop exceptional talent

● Challenge the status quo

● Start small and learn fast

● Detailed thinkers

● Let the team shine

They provide guidance on what the company values and expects and their purpose is to

encourage accountability and continuous growth on both a professional and personal level for all

employeesē ensuring our culture always puts people ÎrstĒ
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Leadership excellence at Klarna is built on three core pillarsĔ leadership principlesē competence

mastery and our LEAD frameworkē which was launched in 2020Ē All togetherē they act as a

foundation to measure great performance in any roleĒ

K�a­�a �e�· ­��g ª­ g­a�

KlarnaĶs mentoring program aims to improveē strengthenē and enhance leadership skills to increase

productivity and capabilities by linking new leads to more experiencedē senior leadsĒ The mentors

act as a sounding board to the menteesē being present in the backgroundē ready to listen and

provide guidance to help increase the menteeļs conÎdence in their role and ensure the right

actions and decisions are madeĒ Simultaneouslyē mentors are encouraged to never hesitate in

challenging their mentee with their and KlarnaĶs best interest in mindĒ The mentors who are

engaged in KlarnaĶs mentoring program are carefully chosen to ensure that they have senior

experience and are wellĩversed in KlarnaĶs leadership principlesĒ

The sixĩmonthĩlong program starts with a joint kickĩoff to set the mentoring relationships up for the

best possible startĒ A variety of resources and support is also provided to ensure an effective

mentoring relationshipē and participants are encouraged to continuously exchange tips and

information while evaluating progress based on their learnings throughout 2020Ē

K�a­�a ī O»­ Re·ai� Pa­·�e­±

E·h�c± P ��cÇ a�d C de  f B»±��e±± C �d»c·

Klarna always runs its activities in a credible and ethically acceptable wayē and always strives to

comply with applicable laws and trade practicesĒ

Klarna has the ambition to be a good citizen of its society and hence always strives to act in a way

that is consistent with societyļs expectations of KlarnaĒ To simply follow the rules is not good

enough ĩ we need to avoid situations where our actions are or can be seen as hurtful to othersĒ

Klarna wants to provide services and remain in business for the longĩtermē and this overall focus

guides us in our daily decisionĩmaking and helps us to think about what the longĩterm

consequences of our actions may beĒ

Re·a��e­ E·h�c±

Klarna strives to only cooperate with retailers whose activities are in line with Klarnaļs vision of

safety and simplicityĒ For Klarnaē this means that ethical aspects of a retailerļs business are taken

into accountĒ As a major playerē Klarna aims to realize this vision and to have a positive inÏuence

on the marketĒ Klarnaļs products and services may only be used for lawful purposesĒ In additionē we

want to prevent our products and services from being used in an unethical wayĒ

Klarna has set clear ethical guidelines consisting of some general principlesē which are exempliÎed

in an appendixĒ The examples listed as ĳProhibitedĴ are disallowed while examples listed as

ĳRestrictedĴ may be allowed under certain conditions and upon preĩapproval from KlarnaĒ The

general principles areĔ
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● U�e·h�ca� B»±��e±± Me·h d± a�d P­ac·�ce± ĩ which mean that Klarna shall not cooperate

with retailers that sell products or carry out services with means and methods that are

misleadingē deceptiveē abusive or unfair to customersē or otherwise unethical or illegalĒ

● U�e·h�ca� P­ d»c·± a�d Se­Ä�ce± ĩ Klarna will not cooperate with retailers providing

products or services which Klarna considersē in its sole discretionē as unethical under

these guidelinesĒ Some products may be categorized as products of dual useē meaning

that they may have a legitimate useē but also an illegitimate useĒ

● Th�­d ªa­·Ç ­e±·­�c·� �± ĩ In provision of some servicesē Klarna cooperates with various

partners ģeĒgĒ third party payment providersĤĒ Several of these partners apply their own

prohibitions and restrictionsĒ This means that additional prohibitions and restrictions

apply for retailers who wish to use such servicesĒ

The ethical guidelines apply contractually when onboarding new retailers and Klarna has a speciÎc

escalation chain for ethical issues or inquiriesĒ In order to make sure that all retailers comply with

their set agreement they are actively monitored by a dedicated team that takes on responsibility

for ensuring that the ethical guidelines of Klarna are followed once onboarding is completedĒ

The Merchant Illegal Activities team acts to recognizeē addressē and prevent any illegal activities on

behalf of retailersĒ Key internal governance in relation to retailer activities includesē but is not

limited toĔ

● Ethical instructions for retailers ģto give employeesē retailers and other external parties

guidance on Klarnaļs ethical standardsĕ Klarnaļs aim is to quickly and consistently be able

to assess what is in accordance with its values and expectationsē and communicate this to

retailersĤ

● Internal escalation Ïows that allow for behaviours indicating illegality to be identiÎed and

investigatedĒ

● Employees interacting with or monitoring KlarnaĶs retailers will undertake internal training

to be able to identifyē investigateē and take actionĒ

● The sale of any illegal or illegally acquired item is prohibited ī this is monitored throughout

the retailer lifecycleĒ

EÆ·e­�a� a�d i�·e­�a� i�i·ia·iÄe±
We support many great initiativesē both Înancially and with our knowledgeĒ Some examples are

SthlmTechē WomenHackē WomenInTech and the Hello Worldė conceptĒ We also host many internal

and external hackathons at different locations around the globeĒ

K�a­�a g­ad»a·e ª­ g­a�

Klarnaļs continued success is dependent on how we can successfully hire and develop exceptional

talentĒ Klarna has a competitive graduate program in several markets to hire emerging talentē and

coach them into becoming the newest stars at KlarnaĒ

Be Ç »

Employees from Klarna have together launched an initiative that is supported by KlarnaĒ Be you

works on several fronts and across KlarnaĶs global ofÎces to promote diversity and inclusionĒ The

group arranged a book club in which books that focus on the topic of diversity and inclusion are
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read and discussedĒ Be you also arranged a Be you weekē including a ĳLunch Ů LearnĴ on inclusive

languageē a virtual drag showē as well as selfĩreÏection sessions which allowed group discussions

among employeesĒ

W �e� I� Tech S· c�h ��

Klarna supports and collaborates with Women In Techē an organization that strives to inspire and

enlighten women already in the tech industry to stay within the Îeldē by providing the network and

experience of successful people from the wonderful world of technology and mediaĒ

W �e� �� Tech ŭK�a­�a

Women in Tech ŭKlarna is an initiative which started in 201ß with the ambition to empower women

within all competences at KlarnaĒ The group strives to raise awareness around diversity issuesē

discuss the daily challenges and improve the working environment for women working at KlarnaĒ

During 2020ē Women in Tech engaged in a number of different activitiesē including participating in

the WiT STHLM conference as well as arranging internal eventsē such as biweekly sessions to share

knowledge and experience and Înd inspiration and insights from both external and internal

speakersĒ

T�e�e­ K da­

Tjejer Kodar is a learning educational platform within programming for women in SwedenĒ Their

largest initiative is the free beginners course called ĳBörjar KodaĴĒ Until today they have educated

more than 4000 women within multiple tech stacksĒ Klarna has partnered with Tjejer Kodar to

sponsor the ĳBörja KodaĴ for the fall of 2021Ē

Mage�·a C de±

Klarna has partnered with Magenta Codesē a community founded by spouses of Klarna employeesē

focusing on getting more women into the tech industryĒ Their Îrst ever boot camp is ofÎcially

launching in the spring of 2021 and Klarna will be a partner in that initiativeĒ

He��  W ­�dė

Klarna coĩhost events with and supports the development of Hello Worldėē an organization that

encourages engagement and shares knowledge about scienceē techē and innovation amongst

young peopleē and strives to make technology and education easily accessible for all young people

regardless of their background and conditionsĒ

M��df»� M �eÇ

Following a survey of over 2ē000 consumers in collaboration with Censuswideē Klarna launched

Mindful Moneyē a platform designed to support and educate consumers and help them make smart

Înancial decisionsĒ Working alongside personal Înance journalistsē money bloggers and content

creators to produce jargonĩfree content on topics that have been identiÎed as important to

consumersĒ The content is published under three ĳpillarsĴ of money management ĩ Savingē

Spendingē and LivingĒ

K�a­�aSe�±e

A global platform that encourages consumers to be more mindful when shopping and empowers

them to take control of their Înances by having them ask three questions preĩpurchaseĔ Do I love
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itę Will I use itę Is it worth itęĒ It was launched initially in the UK and will be launched across markets

starting in 2021Ē

ĳM�±±� � Ze­ Ĵ ģNollmissionenĤ

ĳMission ZeroĴ is our commitment to reduce complaints to zero and increase transparency as

customer satisfaction is a key driver of customer acquisition and retentionĒ Complaints in Sweden

have reduced by Û0š since 201ÞĒ It will become a global platform in 2021Ē

K�a­�ağASOS ªa­·�e­±h�ª Å�·h ·he ICRC

On 2ßth of April 2020ē for every purchase completed via Klarna on ASOSĒcomē Ņ1ğ ŀ1ğŁ1 was

donated to the International Committee of the Red Cross ģICRCĤ to support their Covidĩ1ß

emergency effortsĒ

S»ªª ­·��g e�·­eª­e�e»­±h�ª

Klarna takes pride in being part of the startup ecosystems of Stockholm and the NordicsĒ Being an

entrepreneurial company it is important for us to help others grow by widely sharing our knowledge

and experienceĒ

Ma·chi�g e�ª� Çee cha­i·Ç d �a·i �±
Klarna has a history of encouraging employee charity initiativesĒ We haveē for exampleē matched

the collected donations of all our employees at times when the world was troubledē thereby

doubling the Înancial effect of these initiativesĒ Another example was giving the opportunity for

the employees within the engineering competence to donate their holiday gift to charity instead of

receiving itĒ

We have donated to the following organizationsĔ

● Barncancerfonden ģhttpsĔğğwwwĒbarncancerfondenĒseğenğĤ

● Medecins Sans Frontieres ģhttpsĔğğlakareutangranserĒseğenğwhoĩweĩareĤ

● Die Arche ģhttpsĔğğwwwĒkinderprojektĩarcheĒdeğĤ

● Showering mobil for homeless women ģhttpsĔğğduschmobilĒdeğĤ

● Milkywire ģhttpsĔğğwwwĒmilkywireĒcomĤ

● Telethon ģhttpsĔğğwwwĒtelethonĒitğenğĤ

● Lebenshilfe Gießen ģhttpsĔğğwwwĒlebenshilfeĩgiessenĒdeğĤ

Fi�a�cia� C a�i·i � agai�±· C ��e­cia� SeÆ»a� EÆª� i·a·i �  f

Chi�d­e�
Klarna is since 201Ü engaged in the Swedish Financial Coalition Against Commercial Sexual

Exploitation of Childrenē an organization whose purpose is to prevent and obstruct payments for

documented sexual abuse of children through the Swedish Înancial systemĒ If you want to know

more about the coalition please visit their website wwwĒÎnanskoalitionenĒse
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K�a­�a a± a ·aÆªaÇe­
In Klarnaļs Tax Policyē which is adapted by the Board of Directorsē it is stated that one of Klarnaļs

overall objectives within tax management is to align Klarnaļs tax positions with the global business

set upē all while being compliant with applicable tax law as well as aligned with KlarnaĶs values and

policiesĒ According to the tax policy and Înance and accounting instructionsē Klarna should ensure

that local tax legislation is complied withĒ
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