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Dear  
Shareholders,
I am pleased to present you with Bankinter’s 2012 Sustainability 
Report, containing information on our corporate objectives and 
initiatives in the field of sustainability management and their 
effects on stakeholder groups, with the aim of acquainting you 
better with the Bank’s advances in social and environmental 
performance and corporate governance during this past year.

2012 was a crucial year for the economy of the whole eurozone, 
including Spain. Our society, our country and our financial 
system had to confront complex challenges deriving from the 
protracted economic crisis that has been affecting us for so many 
- too many - years. 

If there is room for optimism, it comes on the one hand from 
some signs of revival that started to be discerned at the end 
of the year, and on the other from the fact that the crisis of 
confidence that had been affecting our sector seems to have 
cleared thanks to the new provisioning requirements and the 
stress tests to which the banks were subjected and from which 
Bankinter has emerged as one of the most solvent and best 
placed to face the future with confidence of success.

Always faithful to its values, Bankinter has sought to adapt its 
strategy to the new challenges of the financial environment and 
above all to the social consequences deriving from the economic 
crisis. So it was that we were one of the first institutions 
to subscribe to the Code of Good Practices proposed by the 
government in 2012 with a view to alleviating the consequences 

Letter from the Chairman

of the economic situation and limiting the number of evictions of 
people and families at risk of social exclusion. 

In 2012 we developed the Bankinter Group Sustainability Policy, 
with the aim of incorporating sustainability as a value in our 
corporate culture, integrating ethical, social and environmental 
criteria into our management model. With these action 
principles we seek to respond to the needs and concerns of our 
stakeholder groups, both internal and external, in consonance 
with our commitment to people, companies and society at large, 
to promote an economically, socially and environmentally 
sustainable development model.

Since our customers are the focus of the Bank’s activity, our 
commitment to them finds expression in the provision of 
high quality products and services and the implementation of 
mechanisms for their continuous improvement. 

Maintaining the excellent quality of our products and services 
is one of the Bank’s main guiding principles and forms one of 
the strategic pillars on which our corporate culture is based. In 
Bankinter we analyse and measure all the variables affecting 
customer satisfaction as regards the service received, and every 
year we improve the quality ratings and increase our lead over 
our competitors in this respect.

We believe that the Bank’s people are its most valuable asset, 
and our human resources management incorporates criteria 
such as work-life balance, active management of talent, equal 
opportunities and training. All this is aimed at promoting their 
personal and professional development.

In 2012 we developed training programmes to help employees 
acquire productivity improvement skills and to internalise 
ethical, social and environmental criteria that they can apply 
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in taking decisions. Many people working in Bankinter show 
remarkable civic commitment and involvement, devoting part of 
their time to various volunteer actions organised by the Bank in 
cooperation with foundations and NGOs. 

In 2012 Bankinter was once again included as one of the ‘Top 
Employers in Spain’, thus being placed in the select group of best 
places to work. Bankinter is also positioned as one of the best 
companies to work for, according to the ranking published by 
Merco Personas, a corporate reputation monitor. 

In 2012 we started the roll-out of our first Sustainability Plan, 
which covers the period to 2015 and with which we aim to 
consolidate the institution as a model of sustainability in the 
sector, generating value to be shared with all stakeholder groups 
by means of responsible and sustainable management.

The purpose of the Plan is to detect the effects produced by the 
Bank’s activity, with a view to minimising the negative ones 
and boosting the positive ones, based on the most innovative 
approaches and the use of the best technology available.

Our business model seeks to achieve growth that is both 
profitable and sustainable. In this regard we are moving forward 
with the implementation of ethical, social and environmental 
criteria in our financing and investment policies.

The Sustainability Plan is based on three main lines of action: 
Support for Entrepreneurship, Management of Accessibility and 
Minimisation of the Carbon Footprint, which aim to respond 
respectively to the needs deriving from the current recession, the 
ageing population and climate change.

At Bankinter we are convinced of the important role played by 
entrepreneurship in the country’s economic progress, so we are 
firmly committed to supporting this strategic stakeholder group 

through the Bankinter Foundation for Innovation’s Platform 
for the Promotion of Innovation (PPI), which serves to put 
entrepreneurs in touch with investors. The PPI was set up to 
promote technology-based entrepreneurial talent, with the aim of 
boosting competitiveness in the Spanish market and developing 
applied innovation, encouraging the creation of new businesses.

Management of accessibility, under the ‘A Bank for Everyone’ 
project, is the second line defined in the Plan. Its purpose is to 
ensure access to financial products and services for persons with 
disabilities and the elderly. In this respect the Bank has put 
in place management systems in accordance with recognised 
standards in the field of accessibility, to ensure the removal 
of physical and technological barriers in all its communication 
channels with customers and society in general.

The last strategic line, under the name ‘Carbon Footprint’ 
aims to identify the Bank’s impact on climate change in 
order to manage it and minimise it through energy efficiency 
programmes, optimisation of the use of resources and 
appropriate management of waste, involving employees, 
customers and suppliers in this environmental commitment. 
Since banking is not an activity with a heavy direct impact on 
the environment, the Bank decided to identify and manage 
its indirect effects, by including environmental criteria in its 
financing and investment criteria. 

This year once more I wish to make special mention of the 
activities of the Bankinter Foundation for Innovation, the only 
foundation in the Spanish banking sector focusing on the creation 
of sustainable wealth through innovation and entrepreneurship, 
which are the real drivers that should be harnessed to power 
economic growth and job creation.

In 2012 the Bank renewed its commitment to the major 
international initiatives, including its membership of the United 
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Nations Global Compact, the ten action principles of which have 
been integrated into its management.

It also signed the Carbon Disclosure Project once again, and took 
part in the analysis of this international project together with the 
world’s largest companies. 

These and other initiatives reflecting our firm commitment 
to sustainability have led to our inclusion in the prestigious 
FTSE4Good ethical index and the 2013 Sustainability Book of 
the Year published by the leading sustainability rating agency 
RobecoSAM in collaboration with KPMG. These indices list the 
names of the companies that best manage their economic, social 
and environmental dimension and have the best long-term 
prospects for value creation.

All these projects, and many others which it would be impossible 
for me to fit into this letter, are extensively reported in the pages 
of this Corporate Responsibility Report.

As in previous years, the Report has been drawn up in accordance 
with the criteria established by the Global Reporting Initiative 
(GRI) for financial institutions, and it has been reviewed by 
external auditors.

Lastly I should like to express my appreciation to all the people 
in the Bankinter Group, and to the Management Committee and 
the Sustainability Committee, for their commitment, dedication 
and efforts to ensure that Bankinter continues to be a model of 
sustainable management.

Thank you.

Pedro Guerrero Guerrero.
Chairman of Bankinter
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2012 2011

Number of recommendations complied with in accordance with Unified Code of Good Governance 54 54

Number of female directors 1 1

Women in management positions (%) 35.73 34.92

Number of confidential whistle-blowing reports 2 0

S&P / Moody’s long-term rating BB / Ba1 BBB+/A2

Delinquency ratio (%) 4.28 3.24

Coverage of non-performing loans (%) 48.31 51.86

GRI Rating of RSC / Sustainability Report A+ A+

Number of incidents 6,027 7,307

Incidents resolved in less than 48 hours (%) 51.63 48.7

Difference with the market in net satisfaction index for private individuals 7.35 4.86

Difference with the market in net satisfaction index for companies 4.01 4.08

Customers’ overall satisfaction with the Bank 75.7 76.34

Reputation index (Pulse) 55.1 58.8

Investment in training as % of total payroll 0.59 0.8

Employees trained (%) 97.64 80.71

Net Group Profit (€000s) 125 181,227

Inclusion in responsible stock exchange indices (number) 1 1

Contribution to GDP (€000s) 471.2 510.9

Carbon footprint (t CO2 e/employee) 2.8 2.7

Employees covered by EMS certificate ISO 14001 (%) 21.01 18.5

Employees covered by EMS certificate UNE 170001 (%) 7.5 6.7

Employees taking part in corporate volunteer work (%) 7.37 12.35

Number of students in the Akademia programme 145 140

Number of conferences of Bankinter Foundation for Innovation 13 13

Employees with disabilities (%) 1.08 1.21

Accessible offices (%) 99.5 99.5

key figures
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Introduction

This Sustainability Report, now in its eighth edition, is the most 
important and comprehensive communication tool offered by 
Bankinter to its stakeholder groups, in hard copy and in digital 
form on its corporate website. 

In this report the Bank sets out its policies and strategies for 
managing sustainability, with a view to responding to the 
growing interest on the part of investors, analysts and customers 
in the key non-financial aspects of its sustainable business model. 

This report covers the period from 1 January to 31 December 
2012, and has been audited independently by PwC. This report 
has been prepared with the participation of various areas of the 
Bank, based on the principle of transparency and in accordance 
with the Global Reporting Initiative Sustainability Reporting 
Guidelines, version 3.1 and the supplement for financial services, 
taking account of the principles of materiality, stakeholder 
inclusiveness, sustainability context and completeness.

This report provides information on progress made by the Bank 
in 2012 in the field of Sustainability management, the policy 
and strategy established in this field, the projects and initiatives 
carried out and the management systems put in place. We have 
also included in the report indications given by specialist external 
organisations on aspects with room for improvement.

The Sustainability area forms part of the People Management 
and Corporate Communication area, which reports to both the 
CEO and the Chairman.

The main objective of the report is to establish sustainability as 
a value forming part of the corporate culture, integrating ethical, 
social and environmental criteria into the running of the business 
so as to respond to the needs and motivations of its stakeholder 
groups, ensuring sustainable development over time. The 
Sustainability Committee is the body responsible for promoting 

sustainability as one of the fundamental values in the Bank’s 
corporate culture and integrating it into its business management 
model.

Its functions include validating the principles of the bank’s 
Sustainability Policy and defining the management strategy of 
the Sustainability Plan, integrating its goals and objectives into 
each of the areas it covers.

The Committee is presided over by the Bank’s Chairman, and 
comprises the managers of the areas most directly involved in 
implementing the Sustainability Plan, including the General 
Secretariat, HR and Communication, Credit Risks, Asset 
Management, Quality and Innovation.

As a member of the Spanish Network of the UN Global Compact, 
Bankinter presents an annual Progress Report on its performance 
as regards the ten principles of conduct and action in the areas of 
human rights, labour, the environment and anti-corruption. 

In 2012 Bankinter signed on to the Carbon Disclosure Project and 
took part in the study of this project for Spain together with the 
largest companies by market capitalisation.

Bankinter’s sustainable management has been recognised by 
international socially responsible investment indices such as the 
FTSE4Good stock exchange sustainability index published by 
EIRIS, comprising listed companies that meet the requirements 
of the index in terms of social and environmental responsibility, 
shareholder relations and human rights. 

Bankinter was included in the Sustainability Yearbook 2013, 
which comprises the top 15% of companies worldwide in terms 
of corporate responsibility. This report is produced annually by 
RobecoSAM in collaboration with KPMG. (SAM = Sustainable 
Asset Management.) 
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Sustainability Plan 2012-2015:

As part of Bankinter’s firm commitment to carrying on its activity 
and business in compliance with the strictest sustainability 
criteria, in 2012 it published the principles of its Sustainability 
Policy, which serves as an action framework for integrating 
ethical, social and environmental criteria into its management 
model. 

The publication of its Sustainability Policy was the starting 
point for the design and development in 2012 of the Bank’s first 
Sustainability Plan, which covers the period up to 2015. The 
Plan was drawn up on the basis of detecting the various effects 
produced by the banking activity on the economy, society and 
the environment, with the aim of minimising the negative and 
maximising the positive ones.

This Plan is known as “Noughts and Crosses” because it involves 
the management of the Bank’s three dimensions - economic, 
social and environmental - in line with its activity.

The Plan was drawn up based on recognised standards such 
as the ISO 26000 Corporate Responsibility Guide and Forética's 
SGE21 standard.

The starting point was a prior analysis that took account of the 
three crises currently affecting our world: the economic crisis, 
the social crisis caused by changing demographics and an ageing 
population, and the environmental crisis caused by climate change. 

In this regard, all the actions defined in the Plan and 
implemented are seen from three perspectives: 

—  The economic perspective, through the ‘Entrepreneurship’ 
project, which embodies strategies focused on promoting 
innovation and support for entrepreneurs, mainly via 
the Bankinter Foundation’s Platform for the Promotion of 
Innovation (PPI). 

Also, in the Risks Policy framework agreement, ESG 
(Environmental, Social and Governance) criteria have been 
added to the existing credit criteria. In the same line, the Bank 
signed an agreement with the EIB (European Investment Bank) 
for the financing of SMEs and mid-caps, with a contribution of 
€200 million earmarked for innovative projects. 

—  The social perspective, through the ‘A bank for all’ project, 
which aims to develop a bank that is fully accessible to people 
with different disabilities and to the elderly, by eliminating 
physical, cognitive and technological barriers.

—  The environmental perspective, with the implementation 
of measures aimed at mitigating climate change through 
the ‘Carbon Footprint’ project which manages the emissions 
produced by its activity whether directly, indirectly or 
induced. The Bank involves various stakeholder groups in this 
commitment: employees, customers, suppliers, etc.

This Bankinter Sustainability Plan relies on three basic pillars for 
its implementation:

—  The involvement of its strategic stakeholder groups, especially 
its employees, through training and awareness programmes 
and their participation in volunteer actions. 

—  Quality, and management systems, as tools for continuously 
improving the Bank’s economic, social and environmental 
performance.

—  The use of the best technology available and the most 
innovative approaches as differentiating drivers of the Bank’s 
business. 

Bankinter Group Sustainability Policy*

This policy constitutes the action framework in accordance with which Bankinter integrates 
sustainability into the management of its business. The principles governing this policy are:
*Except LDA

1, Promoting corporate governance best practices in management to ensure compliance with 
legislation, transparency, ethical business practices and appropriate risk management.

The commitment to applying corporate governance best practices and making our contribution 
to a fairer world order in all areas: gender diversity, combating money laundering and the 
financing of terrorism, the fight against speculation, non-use of tax havens, reasonable rules for 
compensation of senior management and governing bodies and Code of Good Governance.

2, Contributing to the sustainable development of the environment in which the organisation 
carries out its activity, based on the three pillars of quality, innovation and technology and on 
its values of integrity, agility, originality and enthusiasm.

3. Comprehensive development of the sustainability strategy by means of permanent dialogue 
with all stakeholder groups so as to take account of their needs and expectations.

4. Subscribing to international protocols and standards aimed at continuously improving the 
institution’s economic, social and environmental performance through the implementation of 
management systems.

5. Inclusion of good environmental, social and corporate governance criteria in investment 
and financing polices.

6, Identifying and managing social, environmental and economic impacts with a view to 
maximising positive effects and minimising negative ones.

7. Detecting business opportunities that generate social, environmental and economic value for 
the institution and its stakeholder groups.

8. Integrating into its management systems the ten principles of the United Nations Global 
Compact, of which Bankinter is a member, .

The Sustainability Committee is responsible for driving implementation of this Sustainability 
Policy, and for annually informing the Bank’s Management Committee and the Executive 
Committee of the Board of Directors of its development.

Madrid, 17 July 2012
Signed Pedro Guerrero Guerrero
Chairman
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With this Plan, Bankinter aims to position itself as a model 
of sustainability in the sector and to continue to generate 
economic, social and environmental value to share with its 
stakeholder groups.

In 2012 further progress was made on the Bankinter reputation 
measurement model, which is very useful for ascertaining the 
priorities and motivations of the main stakeholder groups and 
their assessment of the Bank’s actions, in order to design a 
strategy for enhancing customer satisfaction. The introduction 
of this model enables us to define the reputational aspects most 
relevant to the stakeholder groups and their assessments of 
each of these aspects, while at the same time detecting potential 
reputational risks.

In 2012 we presented Bankinter’s Sustainable Bank Branch, 
a model office in which the design, functionality and layout 
take economic, environmental and social efficiency criteria into 
account.

This took the form of a complete refurbishment of our City 
Agency No. 28 in Madrid, adapting the facilities to achieve 
maximum accessibility for persons with disabilities: totally 
obstacle-free spaces for unimpeded internal circulation, furniture 
with no sharp edges or corners, accessible cash dispenser, one 
single level throughout, cash service with a sound booster system 
(audio induction loop and amplifier) to improve communication 
between employees and customers with hearing difficulties, 
etc. Also the branch personnel received training on attending to 
persons with disabilities.

Thanks to all these improvements this branch became the first 
banking office to obtain certification of universal accessibility 
under Spanish standard UNE 170001-2.

In the environmental field, Bankinter was able to carry out an 
exhaustive measurement of the branch’s ‘carbon footprint’, with 
detailed control of CO2 emissions - direct, indirect and induced 
- produced by the office in its activity: from the consumption of 
electricity, water and materials, through the use of furniture and 
IT equipment to those deriving from employees’ travel, whether 
on business or commuting.

Based on the measurement of these emissions, the bank has 
implemented control and savings measures aimed at minimising 
the CO2 footprint. The remainder of the emissions generated 
were offset by planting trees in ‘Bankinter Wood’, in the Sierra de 
Alcaraz, Albacete Province.

Bankinter proposes to use this office as laboratory for testing 
measures, strategies and technologies to see which are the most 
efficient both from an environmental and a social point of view, 
so as to be able to export them to the other branches in the 
Network and thus bring about a sustainable Branch Network.



15 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

The “Noughts and Crosses” Plan

Strategy Lines of action Programmes

Economic environment

Support for Entrepreneur-
ship 
Development 
Socially Responsible Invest-
ment
Party responsible

Accessibility Management
Development of new products
and services for new
social models

Minimisation of Direct and 
Indirect Environmental 
Impact

Entrepreneurship

SRI

A Bank for Everyone

Carbon Footprint

Entrepreneurs

ESG Criteria Policies:
Financing 
Investment

Physical and cognitive 
accessibility
Physical and cognitive
Technological
Innovation in Products and 
Services

Eco-efficiency 
Involvement of
Stakeholder groups

Social Context

Environmental Context



economic 
sphere
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Through its ‘Entrepreneurship’ project, the Bank pursues 
strategies focused on innovation and support for entrepreneurs, 
developing various policies and products which incorporate ESG 
(environmental, social and governance) principles.

Sustainable products
Bankinter Sustainability, FI

In 2012 we changed the name of the Bankinter Solidarity fund to 
Bankinter Sustainability, and also changed the investment policy. 
From being a short-term fixed income fund, it has now become a 
global equities fund.

Bankinter Sustainability invests in companies listed in 
international ethical and sustainable indices, i.e. those with 
excellent economic, social and environmental management.

In 2012 the fund achieved profitability of 3.1%, with a volatility 
of 7% and a sales volume of €1.8 million, which is 0.04% of total 
funds sold by Bankinter. 

Bankinter Visa Solidarity Card

Visa Solidarity is a credit card, all profits on which are donated 
by the Bank to social action projects. In this regard, as well as 
donating the card maintenance fees, the Bank gives customers 
the option of donating 3% of the value of merchant purchases 
made with the card if payment is deferred or 0.25% if payment is 
made in full or at month-end.

At 31 December 2012 there were 1,117 solidarity cards in 
circulation, which generated a gross profit of €95,788. These cards 
account for 0.6% of all standard Visa cards marketed by the Bank.

The profits obtained in 2012 have been applied to social action 
projects proposed by the Bank's employees.

‘Sin Más’ (‘Nothing Else’) Mortgage

In July 2011 Bankinter stole a march on the market by launching 
‘Hipoteca sin Más’, the first mortgage loan secured exclusively by 
the residential property, in response to demand from society. 

This product limits the customer’s liability to the mortgaged 
property. In the event of default, the debt is cleared by handing 
over the property, with no other claims against the customer’s 
other present or future assets being possible once the hand-over 
(“dation” in legal terms) has taken effect.

ICO entrepreneurs

Bankinter’s participation in the sale of funds allocated to the ICO 
Entrepreneurs line in 2012 reached €2.6 million, representing 
1.9% of the total resources allocated to this type of financing by 
the financial sector as a whole (ICO being Instituto de Crédito 
Oficial, the Spanish state credit agency). This proportion is in line 
with Bankinter’s share in this segment of business customers.

Hal-Cash. Transfer to ATM

Hal-Cash is a service that enables customers to send money 
instantly and securely, through their bank or savings bank, to the 
mobile telephones of beneficiaries, who do not need to be bank 
customers or to have a credit card, allowing them to withdraw the 
cash from any of the 12,000 ATMs belonging to the network of 
associated banks in Spain, Ecuador, Poland and Morocco.

The Bankinter 
Sustainability fund 
invests in companies 
included in ethical and 
sustainable indices.

The profits obtained in 
2012 from the Solidarity 
Visa card have been 
applied to social action 
projects proposed by the 
Bank’s employees.
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This service makes it easier for immigrants to remit funds to 
their countries of origin faster and more economically and 
transparently than any existing services.

To use this service, the sender need only be a customer of the 
bank from which the funds are to be remitted and have the 
mobile phone number of the person to whom they wish to send 
the money. The beneficiary immediately receives a text message 
containing a secret reference number and then goes to an ATM in 
the network to withdraw the money.

During 2012 Hal-Cash was used by 10,514 customers who made 
a total of 110,019 payments for a total amount of more than €27 
million.

Utilities Protection Insurance

This is free insurance cover that the Bank offers to holders of 
Payroll Plus accounts. The purpose of this insurance is to protect 
the direct debits for electricity, water, landline telephone and gas 
from contingencies of unemployment (for people in employment) 
or temporary incapacity (for the self-employed and civil 
servants).

Holdings in sustainable projects
In its private equity activities, the Bankinter Group invests in 
private equity firms or directly in the capital of companies that 
invest in sustainable products. 

The Bankinter Group has holdings in Ysios Biofund, a venture 
capital fund that invests in biotechnology and life sciences 
companies, and in two private equity institutions that focus 
specifically on environmental investments: Eolia Renovables and 
Climate Change Capital Private Equity Fund.

The most salient data relating to these investments are:

Ysios Biofund I, FCR 

Holding of Bankinter Capital Riesgo FCR: 4.3%. 

This fund specialises in making investments in unlisted 
companies in the health and biotechnology sciences sector whose 
object is to develop innovations in the field of human health 
aimed at providing solutions for medical needs not currently 
covered.

During 2012 this fund made an investment in Spain in the area 
of solutions for predictive diagnosis of metastasis to the bone in 
patients with breast cancer. 

Eolia Renovables de Inversiones

Holding of Hispamarket (Bankinter Group): 3.7% 

The assets of Eolia Renovables comprise power stations using 
renewable sources - basically wind, but also photovoltaic solar - 
essentially in Spain.

As at 31 December 2012 the company had attributable installed 
capacity of 663 MW, essentially in Spain, and Germany (77 MW); 
the entire Spanish portfolio is on the tariff currently provided by 
Royal Decree 661/2007. 

Eolia recently completed the sale of its operating assets in Poland 
(6 MW), France (56 MW) and Canada (15 MW).

Climate Change Capital Private Equity Fund

Holding of Bankinter Capital Riesgo FCR: 2.5% 
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This is a fund that specialises in investing in unlisted companies 
in the clean technology sector which comprises companies that 
make use of technologies and services in a way that not only 
reduces costs but also reduces both dependence on traditional 
sources of energy and the environmental load.

The fund is nearing the end of its investment period, and during 
2012 it only carried out capital increases in the companies in its 
portfolio to continue supporting their growth.

Third-party funds sold by Bankinter 
Bankinter provides all its customers with access to investment 
funds which are managed by internationally renowned fund 
managers. This fund portfolio includes a range of up to seven 
funds that invest on the basis of responsible criteria, with the 
objective of providing a varied offering and serving the customers 
who are interested in investing in accordance with this criterion. 
At the same time Bankinter is contributing to the promotion of 
Socially Responsible Investment (SRI).

BGF New Energy Fund

This fund invests at least 70% of its total net assets in equities of 
companies worldwide whose predominant economic activity is in 
the alternative energy and energy technology sectors. Particular 
emphasis is placed on renewable energies, self-propulsion 
and on-site power generation, energy storage and enabling 
technologies.

UBS Eq. Fund Global Innovators

This fund invests mainly in innovative companies working in 
the areas of demographics, climate change and water. Most 
of them are small start-ups whose products and services offer 

demonstrable environmental benefits and a high level of 
efficiency in the use of resources. Investments are selected based 
on financial analysis criteria and on social and ecological criteria.

Pictet Water R

This fund’s investment policy is based on taking positions in 
companies around the world whose activity is centred on the 
water and air sectors. The water sector companies in which it 
invests are mainly water production, treatment or desalination 
companies or are companies that distribute, bottle and transport 
water, companies specialised in treating waste water, sewage 
and solid, liquid and chemical waste, and companies that operate 
water treatment plants and provide equipment, consultancy and 
engineering services relating to the aforementioned activities.

The air sector companies in which the fund invests are mainly 
companies charged with controlling air quality and companies 
that provide air filtering equipment and manufacture catalytic 
converters for vehicles.

JPMF Global Socially Responsible

This fund only invests in companies that are listed on the 
FTSE4Good Global Index and have been classified as socially 
responsible by independent assessment services.

Fidelity Global Healthcare Fund

The aim of this fund is to provide investors with long term capital 
grown, mainly by investing in equities of companies from around 
the world that design, manufacture or sell products and services 
relating to health, medicine or biotechnology.
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Financing of renewable energy
projects

Bankinter took part in financing the following projects: four 
photovoltaic plants, each of 2 MW, in Ablitas (Navarre) and seven 
hydroelectric stations with a total output of 147.9 MW in the 
Xallas river basin in Galicia.

The total amount of financing granted by Bankinter was 
€56 million.

Prevention of money laundering and financing 
of terrorism
For Bankinter, the prevention of money laundering and financing 
of terrorism constitutes a strategic objective and an ethical 
commitment to society as a whole. The fight against money 
laundering forms part of the corporate culture of all the Bank’s 
employees and managers, who strive at all time to comply fully 
with the legal obligations and cooperate fully with the competent 
government bodies in order to minimise the undesirable 
transactions that characterise these criminal activities.

Bankinter complies with current applicable legal requirements 
concerning the prevention of money laundering. In this 
connection, the Bank has implemented a whole range of 
measures to ensure compliance with this regulatory framework, 
notable among which are:

—  Establishing a policy for identifying, accepting and getting 
to know customers depending on the risks involved, and 
establishing the checks to be carried out (extra-rigorous, 
standard and simplified) to ensure that there is an initial filter 
for detecting suspicious persons and transactions.

—  Knowledge of customers, and the purpose and nature of 
the business relationship, through completion of ad hoc 
questionnaires (KyC - Know your Customer).

—  The mechanisms needed to detect possible matches with 
persons linked to terrorist activity and persons with public 
responsibility and their relatives.

—  Systems for identifying suspicious transactions.

All employees and 
agents have taken 
the mandatory online 
AML course.

Other distance training

2,604 
participants
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—  Mandatory training for new hires and an ongoing annual 
training plan for all employees and agents.

—  Annual report by an external expert evaluating the procedures 
and controls put in place.

The prevention policies, procedures and controls are set out 
in a Procedures Manual and must be applied by all the Bank’s 
employees and Agents. 

The bodies controlling the prevention of money laundering and 
financing of terrorism are as follows:

—  The Internal Control Body is the Group committee responsible 
for establishing policies for prevention, monitoring and 
control. The Internal Control Body is chaired by the Secretary 
General and formed by top level representatives of the 
Group’s various business units plus the Risks, Operations 
and Compliance Areas. The Internal Control Body reports 
periodically to the Audit and Compliance Committee of the 
Board of Directors of Bankinter.

—  The AML (anti-money laundering) unit, which forms part of 
Compliance, is in charge of overseeing compliance with the 
policies and procedures adopted by the Bank in the field of 
anti-money laundering, as well as analysing any suspicious 
transactions detected and reporting them if appropriate to the 

SEPBLAC, the Bank of Spain’s special anti-money laundering 
unit. The AML unit reports periodically on its activities to the 
abovementioned Internal Control Body.

Internal procedures and controls, as well as the Branch 
Network’s AML activity, are audited by the Bank’s Internal 
Audit department. In addition, as required under current 
legislation, the Bank’s money laundering prevention policies 
and procedures are verified by an external independent expert.

The Bank’s Audit area performed on-site audits in 2012 of a 
total of 76 business units belonging to the Branch Network, 
which represents 15.57% of the total of all general branches, 
business and corporate banking centres.

The percentage of employees trained in the prevention 
of money laundering was 100%.  There are also frequent 
publications in in-house forums on best AML practices and 
reminders and updates on procedures, action protocols, etc.
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Bankinter’s Sustainability Plan covers the Bank’s management 
of the social dimension with a view to responding to the needs 
that it detects in the context in which it operates. In line with 
this plan, the Bank’s commitment finds expression in the 
implementation of improvements and the development of action 
programmes relating to physical and technological accessibility, 
promotion of volunteer work and support for the social sector.

The Bank involves customers, employees and TSOs in jointly 
carrying out social and cultural projects, acting in various 
different areas.

—  Accessibility: ‘A bank for Everyone’ project.

—  Volunteer work 

— Cooperation with the social sector.

‘A bank for everyone’ project.
The Bank’s Sustainability Plan treats the development of this 
project as one of its three strategic axes, identifying persons 
with disabilities and the elderly as priority stakeholder groups. 
Bankinter continues to develop this project with the aim of 
making all the Bank’s channels as accessible as possible, 
eliminating both physical and technological barriers and 
incorporating disability into the Bank’s value chain.

The Bank is also conscious of social trends such as the gradual 
ageing of the population, related to increased life expectancy and 
the low birth rate in Spain, which translates into increased rates 
of disability and dependence and therefore a greater demand for 
accessibility.

In order to respond to this growing need and as a means of 
continuous improvement in its physical accessibility, the Bank 
has implemented a Universal Accessibility System (UAS) based 
on the principle of equal opportunities and non-discrimination, 
the objective and the clear commitment being to make facilities 
available to everyone having dealings with Bankinter in an 
environment in which its services are accessible to all.

The five principles of its Accessibility Policy are:

—  Compliance with the DALCO (“ambulation, apprehension, 
location and communication”) requirements in buildings and 
other best practice measures to which the entity subscribes and 
which are applicable to improving universal accessibility.

—  Implementing the necessary processes to achieve continuous 
improvement of the Accessibility Management System and thus 
improve the environment and the facilities offered by Bankinter 
to its stakeholder groups, regardless of whether or not they 
have any physical, sensory or intellectual disability.

—  Promoting responsible conduct in the field of universal 
accessibility and involving all stakeholder groups, informing 
them through the Annual Report and the Bankinter website 
of the development and results of the Universal Accessibility 
Policy.

—  Training and raising awareness among employees in contact 
with customers and visitors in matters relating to attending to 
persons with disabilities and the use and appropriate upkeep of 
the facilities and other matters of interest.

—  Supporting the development of projects for conserving and 
improving the Bank’s buildings, products and services from a 
universal accessibility point of view.

UNE 170001-2 
certification for universal 
physical accessibility was 
extended to three new 
branches: Cuenca, Elda 
and Madrid City Agency 
no. 33
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This policy is regularly reviewed to keep it in line with the Bank’s 
development and with any new external requirements.

The Sustainability Committee is responsible for monitoring and 
driving the actions set in train under this Policy. 

Physical accessibility

In 2012 Bankinter extended the certification of its Universal 
Accessibility Management System under the Spanish UNE 
170001-2 standard, already in place for the Madrid headquarters 
and Madrid City Agency no. 28, to three new branches in Cuenca, 
Elda and Madrid (City Agency no. 33). 

In these branches the fittings have been adapted to make them 
accessible, with the installation of earpiece-compatible audio 
induction loops for people with hearing difficulties, offices have 
been fitted with accessible signage and financial advisors have 
received training on attending to persons with disabilities and 
the elderly.

99.5% of the Bank’s branches have carried out the necessary 
improvements for them to become fully accessible to persons with 
limited mobility; this has involved eliminating differences in floor 
levels, improving the door opening system, installing furniture 
with no edges or corners and creating easily navigable spaces for 
internal circulation, among other improvements.

Bankinter also has other accessible services such as the code card 
in Braille for telephone banking, monthly statements in large 
print and audio format, video-call service in sign language and 
sign language interpreter service for visits to branches.

In 2012 Bankinter and COCEMFE (Spanish Federation of People 
with Physical and Organic Disabilities) launched the Plan 
Bankinter project for the creation of the COCEMFE Accessibility 
Observatory.

This Observatory, which has its own website, provides 
information on legislation and assistance measures in force and 
advice on available support products to make daily tasks easier 
for persons with disabilities. This project also has a query tool 
designed for employers.

Programme of banking training for deaf people

In collaboration with the CNSE, Spain’s national association for 
the deaf, Bankinter has set up a programme of training in basic 
banking concepts specifically designed for deaf people, which was 
launched in 2012.

The aim of this initiative is to bring deaf people closer to banking 
terminology and practices and to financial and investment 
products and services with a view to helping to break down the 
barriers that deaf people encounter in accessing this kind of 
information.

The courses, of which there were 18 in 2012, were given by a deaf 
professional from the Bank in various regional headquarters of 
the regional federations forming the CENSE network.
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Technological accessibility

ICT is a key factor for integration, since it enables many activities 
to be carried out with hardly any interaction with the built 
environment, opening up great possibilities for normalisation of 
daily life and access to the world of finance. The Bank promotes 
e-accessibility, which it sees as a way of breaking down barriers 
in both hardware and software which prevent a large group of 
people with physical, intellectual or sensory disabilities, as well 
as elderly people, from accessing the technology.

Bankinter has started developing an ‘Operational Plan for ICT 
Accessibility, the purpose of which is to create and consolidate a 
working methodology to ensure that accessibility is integrated 
into the bank’s various processes and thus, in accordance with 
corporate principles and values, to promote relations between 
people with disabilities and the Bank as regards access channels 
and the design of products and services.

It currently has a system for people with visual and physical 
disabilities to operate using a collection of coordinates via the 
keyboard with fully guaranteed security.

As for people with hearing difficulties, Bankinter’s website 
contains an explanatory video in sign language with information 
on content, functionalities and how to use the various channels, 
and the Bank also has a video-call service in sign language, a 
world first.

We have developed an accessible video player enabling all users 
to make use of the video players located on the websites.

In 2012 the Bank renewed the certifications for its financial portal 
Bankinter.com, which was the first to achieve a ‘Double A’ (AA) 
rating for website accessibility and a ‘Triple A’ (AAA) for certain 
information pages. We also renewed the ‘Eurocert’ European 
accessibility certification.

Volunteering 

Volunteer work in Bankinter is built around the active 
participation and involvement of employees in social issues 
that concern us all: disability, the environment, children, digital 
literacy, financial inclusion, etc.

Bankinter has a dedicated website for volunteer work, called 
‘Mueve.te’. Through this channel, employees can propose 
volunteer days and check on and sign up for those already 
undertaken by the Bank.

In 2012, 28 volunteer events of an environmental and social 
nature were held throughout Spain, prominent among which 
were those featuring sports and integration days with young 
people with disabilities, and volunteer work with elderly people. 
Some 300 volunteers took part in these activities. 

In 2012 Bankinter inaugurated a technological workshop in the 
John XXIII Foundation, fitted with furniture and IT equipment 
specially adapted to the needs of people with intellectual 
disabilities.
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This workshop aims to contribute towards improving users’ 
skills and favouring their insertion and promotion in society 
and the labour market at a time when information technology 
is becoming indispensable. In support of its launch we held 
volunteer work sessions.

Cooperation with the social sector

The Bank, in support of the development of standardised 
principles of transparency and best practices in the social sector, 
is a collaborating associate of the Lealtad Foundation. The 
purpose of this foundation is to promote private individuals’ and 
companies’ confidence in associations and foundations involved 
in social action, development cooperation, humanitarian and 
environmental action, by performing studies of NGOs and 
providing information to donors to help them decide, depending 
on their own criteria, which NGOs to collaborate with. 

In 2012 Bankinter’s corporate headquarters were the venue 
for the annual meeting of collaborating companies, at which 
advances in this field were shared.

Involvement and Solidarity Programme

Bankinter launched this programme as part of its employee 
communication and awareness plan. It gives employees the 
opportunity of actively participating in the selection and granting of 
assistance to social projects carried out by non-profit organisations.

The assistance money comes from the profits obtained on the 
Bankinter Solidarity Visa card, which are donated in their 
entirety to Social Action projects.

This is a 360° initiative because it involves customers, as holders 
of Solidarity Visa cards; employees, who have presented 50 
projects; society, through the active participation of the social 
networks; and members of the Bank’s management who have 
sponsored the finalist projects.

During 2012 the Bank held its 1st “Socially Involved and 
Committed” Gala, at which the donations corresponding to the 
five institutions selected were presented. 

Solidarity Accounts

A system for alerting the public to humanitarian emergencies 
has been developed for the website bankinter.com with a view 
to collecting donations from customers wishing to help mitigate 
these emergencies. These ‘solidarity transfers’ are exempt from 
commissions both for the remitter (donor) and the recipient 
(beneficiary NGO). 

The Bank also has an instant alert system for informing 
customers of emergencies by SMS, to which customers can 
reply stating how much they wish to donate: this automatically 
generates a ‘solidarity transfer’ from the customer’s account to 
the beneficiary NGO.

Bankinter currently has solidarity accounts open with UNICEF, 
Caritas Spain, Intermón Oxfam and the Spanish Red Cross.



27 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

Bankinter Solidarity Calendar 

In 2012 Bankinter presented a new edition of its Solidarity 
Calendar, which showed examples of the voluntary work that 
many of its employees perform in their free time.

Each month in this calendar offers an example of the charity 
work presented by one of the protagonists, who are joined by the 
Chairman and the CEO of Bankinter.

‘Waste Not, Want Not’ project

The Bank has signed a collaboration agreement with the Valora 
Foundation for handling the donation of business surpluses to the 
institutions that most need them. 

‘Donate your Mobile’ project 

The Bank participates in the campaign run by the Spanish 
Red Cross and the Entreculturas Foundation for customers and 
employees to donate old mobile phones for reuse or recycling.

Blood donation

As in previous years, blood donation campaigns were run in the 
Bank’s main centres in the Community of Madrid.

Operation Kilo

Collection of food from various branches of the Bank for 
Christmas donation to Cáritas.

Christmas Campaign

In collaboration with the Valora Foundation, the Bank ran the 
traditional Christmas toy and sweets donation campaign with its 
employees.

A group of volunteers from the Bank took part in organising the 
party and presentation of gifts in the facilities of the San Vicente 
de Paúl Association in Madrid.

More than 400 children in marginal situations or at risk of 
social exclusion, from babies up to age 10, received Christmas 
gifts. That same campaign, for different associations, was also 
conducted in various regional head offices of the Bank.

Plan Familia for employees

The Bank developed this programme, which is promoted by the 
Adecco Foundation, for the development, training and social 
and labour integration of disadvantaged groups, essentially the 
disabled. This programme also provides disabled employees 
and/or family members of employees who suffer some degree 
of disability with assistance of various kinds to facilitate their 
real integration in the workplace and society and to help them 
perform various activities including leisure ones.
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Bankinter Foundation for Innovation (FIBK)

In 2012 the Bankinter Foundation for Innovation, the only 
foundation in the  European financial system whose mission 
is to create wealth through innovation, continued with its 
activities aimed at promoting and consolidating innovation in 
the Spanish business fabric, strengthening its commitment to 
continue creating value in the long term for all groups, especially 
entrepreneurs and other transforming agents of our economy.

Recognition

The Foundation’s constant commitment was recognised by the 
University of Pennsylvania’s Think Tanks and Civil Societies 
Program as the world’s 19th ranked think tank, and the only 
Spanish one specialising in science and technology in the Global 
Go-To Think Tank Index. 

This ranking, which looks at more than 6,500 think tanks 
around the world, is compiled from a survey of more than 1,500 
academics, politicians, journalists and experts from around the 
world and is structured by region and by activity. The Bankinter 
Foundation for Innovation is in 19th place in the ranking of the 
thirty best think tanks for science and technology in the world, 
surpassing such well known organisations as the Singapore 
Institute of International Affairs, Israel’s Samuel Neaman 
Institute for Advanced Studies in Science and Technology and 
the US media-based TED Foundation.  We should also highlight 
the fact that it is the only Spanish think tank on the list, which 
contains just seven European organisations, and the only one 
dedicated entirely to trends in innovation.

Moreover in July 2012, the Foundation was a finalist in the 
Prospect magazine's ‘Think Tank Awards’, in the Best European 
Think Tank category. 

Team

At the beginning of 2012 there was an important change in the 
organisation of the Bankinter Foundation for Innovation: the 
arrival of Sergio Martínez-Cava as Deputy General Manager of 
the Foundation.

Before joining the Foundation, Sergio Martínez-Cava was working 
in the Innovation area of the Bankinter Group, initially in 2006 as 
Manager of Innovation Projects and subsequently as CTO of the 
area. He was also responsible for the first MVNO in the Spanish 
financial sector, Bankinter Móvil. 

Board of Trustees

This past year also saw the addition of two prominent 
personalities from the world of innovation to the Foundation’s 
board of trustees: Fernando Reymundo, CEO of KPN España, and 
Ángel Cabrera, President of George Mason University. 

Their contributions will strengthen still further the consistency 
and level of the board of trustees of the Bankinter Foundation for 
Innovation, whose mission and objectives are as follows:
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Chairman of the Bankinter 
Foundation for Innovation and 
Chairman of Zeltia, S.A.

Vice-Chairman of the Bankinter 
Foundation for Innovation and 
Chairman of USP Hospitals

Chairman of Bankinter Former Executive Vice-Chairman 
for Innovation, Bankinter

Professor of Pharmacy and 
Pharmaceutical Technology at 
the University of Santiago de 
Compostela

President of George 
Mason University, USA

Founder, Chairman and CEO of 
Hina Group Chairman of the International 

Assessment Panel of the Media 
Development Authority (MDA)

CEO of Bankinter Manager of the Markets and Pro-
ducts Division, Bankinter

Manager of Bridgewater and 
Chairman of Rhapsody Biologics

Non-Executive Chairman of the 
WPP Group

Secretary of the Bankinter Foun-
dation for Innovation and Director 
of Bankinter

Prince of Asturias Award 1998 and 
Manager of the Center for Functio-
nal Nanomaterials (CFN)

Founder of Monitor Talent

Executive Vice-Chairman of Global 
Customers, Alcatel-Lucent

CEO of KPN Spain CEO of Vodafone Netherlands President Emeritus of the George 
Washington University

Former Dean of Moscow School of 
Management SKOLKOVO
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Activity of the Foundation 

The Foundation’s activity during 2012 is summarised hereunder: 

Future Trends Forum
—  66 invited experts
—  2 meetings 
—  16 lectures
—  2 reports on trends in innovation
—  2 meeting summaries
Akademia
—  6 universities
—  191 students 
—  31 teachers
—  Pilot scheme launched for Khan Academy methodology
Entrepreneurs
—  9 committed investors
—  10 potential co-investors
—  20 agreements signed
—  16 businesses committed to Corporate Responsibility towards 

Entrepreneurs
Communication
—  More than 4 million newspaper readers (estimated)
—  More than 90,000 unique visitors to the website
—  4,500 followers on social networks

The following were the most notable activities in each of the 
programmes:

Future Trends Forum 

It is the only multi-discipline, multi-sector, international think 
tank focusing on innovation. It is composed of an exclusive group 
of more than 350 experts and opinion leaders, and its primary 
aim is to keep one step ahead of the immediate future, by 
detecting social, economic, scientific and technological trends and 
analysing their possible outcomes and effects on current business 
models.

During 2012 the Future Trends Forum worked on three 
innovation trends:

Social Technologies

A trend relating to all technologies enabling person to person, 
person to thing or thing to thing interaction and entailing the co-
creation of economic and social value.

All the content on this trend can be found at: http://www.
fundacionbankinter.org/es/videos?trend=social-technologies

Unemployment in Developed Economies

This forum studied the tools offered by innovation to combat the 
unemployment brought about by the current crisis in developed 
economies such as Spain’s. 

All the content on this trend can be found at: http://www.
fundacionbankinter.org/es/videos?trend=unemployment
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The future of drugs research 

The debate focused on how to speed up innovation in 
pharmaceutical products and the major challenges facing the 
industry at this time. 

During 2012 the Future Trends Forum project produced two 
meetings of the Future Trends Forum, in which 66 world experts 
took part, two published summaries of these meetings, two 
reports on the trends discussed, 16 lectures with more than 1,400 
people attending and more than 56,000 visits to the relevant 
content on the website. 

Akademia

In line with Bankinter’s commitment to promoting talent and 
intellectual capital, the Bankinter Foundation for Innovation set 
up the Akademia programme in 2006 with the aim of promoting 
the development of innovative companies in Spain and the 
entrepreneurial spirit of future leaders, starting with university 
students in their final year. 

The Akademia programme is carried out in collaboration with 
some of Spain’s best universities, and aspires to create an 
environment favouring innovation in education by means of the 
‘360° Innovation Course’, seminars on trends in innovation with 
the greatest global impact and work experience with some of the 
most innovative companies in the world economy.

In 2012, the 360° Innovation Course was held in five universities: 

The first edition of the ‘360°’ Innovation Course' started in 
September 2012 in the University of the Basque Country. 

The most significant new feature in the Akademia programme in 
2012 was the design and implementation of the first pilot run of 
the Khan Academy method. In conjunction with the University 
of Deusto San Sebastián, and in response to the interest shown 
by the San Ignacio de Loyola school in San Sebastián in quality 
and innovation in education, as well as in implementing new 
technologies and methodologies, we are carrying out a project for 
applying Khan Academy methods to the first-year Mathematics 
Workshop in compulsory secondary education.

The San Ignacio de Loyola school in San Sebastián has set up a 
maths workshop in the first year of secondary school in which 
one group of pupils uses the Khan method and the other uses 
traditional methods. So far the results, based on methodological 
research by the University of Deusto, have been positive, as is the 
feedback from teachers, pupils and parents.

It is possible to follow the development of the activity step by 
step, each week, on the blog of the teacher running the project 
http://www.khanacademyjesuitak.blogspot.com.es/

The programme has also trained 17 teachers from this school in 
the Khan method with a view to soon increasing the number of 
subjects to be taught using these methods. 

The next step in this initiative is to disseminate the method 
among Spanish teachers and increase the number of schools that 
can apply the methods in their classes.
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Entrepreneurs

The Bankinter Foundation’s entrepreneurs’ programme centred 
on three areas in 2012:

1.- Reconnaissance of the entrepreneurial ecosystem in Spain: 
in this regard the Foundation collaborated with the IESE Business 
School, Spain’s state innovation company ENISA and the Monitor 
Group on a survey of ‘Entrepreneurial Environment in Spain’, 
aimed at assessing the state of high-impact entrepreneurship in 
Spain and comparing it with other countries and regions.

2.- Promoting the entrepreneurial spirit in Spain, through two 
specific initiatives that make this tangible:

‘Who Wants to be an Entrepreneur?’, an initiative designed 
as part of the Innovation Agenda for Spain (developed by the 
Foundation in 2011) aimed at young Spaniards who have 
recently graduated, or are of university age or undergoing 
vocational training, with a view to promoting interest in 
innovation and entrepreneurship in Spanish society. Participants 
had to submit short videos showing inspirational stories of 
Spanish entrepreneurs. The videos were voted on through the 
social networks, and the winners went on  a trip to Boston, one of 
the world’s most innovative cities. 

All the videos presented can be seen at:  http://www.youtube.com/
user/qqseremprendedor

‘Internet Startup Camp’, a high intensity programme in support 
of Internet start-ups and improving competitiveness, held in 
Valencia (from 16 to 21 July) organised with the Valencia 
Polytechnic University’s Polytechnic City of Innovation.

A summary documentary can be seen at: http://www.youtube.
com/watch?v=itrTZ3xmZA4

3.- Support for entrepreneurs, which finds tangible expression 
through the ‘Corporate Social Responsibility for entrepreneurs’ 
(CSRe) initiative. This initiative, arising from the Agenda for 
Innovation in Spain, is being carried out in conjunction with 
Accenture and IE Business School, with the support of the 
Global Reporting Initiative. Its aim is to promote support for 
entrepreneurs through each company’s Corporate Responsibility 
strategies and to disseminate best practices in this area. In this 
regard companies formally undertake, among other actions, to 
include mention in their annual reports of the efforts made to 
support new businesses, as an additional aspect of corporate 
social responsibility. 

During 2012 more than 20 major Spanish companies joined the 
initiative.

Moreover, with the collaboration of the US Embassy and Chamber 
of Commerce in Madrid, in March we presented this initiative to 
the major US corporations present in Spain. 

During 2012 the Foundation’s entrepreneurs’ programme 
worked on the design and development of the programme’s 
cornerstone, the Entrepreneurs’ Platform, where entrepreneurial 
projects with high potential which are in need of advice and 
financing (seed capital and/or early stage in ICT sectors) are 
matched with investors, with a commitment for conversion of 
BK venture capital. In developing this platform agreements 
have been entered into with universities, technological centres, 
entrepreneurs’ platforms and the main investment players in 
these stages (venture capital and business angels).
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This platform not only works to support the ecosystem of 
entrepreneurship in Spain but also enables Bankinter to be 
closer to the innovation arising from entrepreneurial projects in 
technology in Spain.

For further information on this project, see: http://issuu.com/
fundbankinter/docs/emprendedores_set12

Communication

Among the Foundation’s dissemination and communication 
activities during 2012 we would highlight the rebranding process 
that was carried out, simplifying the component parts and 
making the image simpler and more intelligent.

In 2012, the Bankinter Foundation for Innovation made great 
efforts to increase and improve its presence in the various 
communication channels. Its communication objective is to 
position the Foundation as a benchmark source for Innovation in 
Spain.

To achieve this objective, the Foundation improved its three 
external communication tools:

—  Online content, achieving 100,629 unique users on its digital 
platforms (InnoMagazine and Web Page). 

—  Presence in the press, with greater effort on raising the 
Foundation’s profile in the printed media. During 2012 we 
reached 3,954,117 readers (5% of the average circulation of the 
media in which we published), representing a 13% increase.

—  Social networks: in 2012 the Bankinter Foundation’s presence 
on the main social platforms really took off, reaching 4,534 
followers and a reputation of 51 (out of 100) on Klout.



environmental
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As part of its “Noughts and Crosses” Sustainability Plan, 
Bankinter, recognising the need for environmental improvement 
and protection and mindful of its commitment to its stakeholder 
groups in this regard, accepts the challenge and the responsibility 
of operating with the greatest respect for the environment, taking 
the necessary measures to mitigate its environmental impact and 
thus contribute to combating the phenomenon of climate change.

To this end the Bank has identified, measured and controlled 
both the direct effects of its activity and the indirect ones 
generated in financing and investment transactions, as well as in 
the responsible management of the chain of suppliers and sub-
contractors.

In 2012 Bankinter also calculated the carbon footprint associated 
with the use of the channels of communication made available to 
its customers, with a view to encouraging and favouring the use 
of the most eco-efficient ones.

Proof of the Bank’s firm commitment was the inauguration of 
the first sustainable bank branch, with universal accessibility 
certification under the UNE 170001-2 standard, with its 
environmental impact being minimised and neutralised thanks to 
the calculation of its carbon footprint.

To ensure compliance with the principles contained in its 
environmental policy, and hence the continuous improvement 
of its environmental behaviour, Bankinter has implemented an 
environmental management system which has been certified in 
accordance with the UNE-EN ISO 14001 standard for the major 
Madrid centres, i.e. the head office on Paseo de la Castellana and 
the Tres Cantos building, which together account for 21% of the 
total workforce.

The objectives of this policy go beyond strict compliance 
with legal requirements, adopting behavioural guidelines, 
commitments and actions on unlegislated aspects.

The action principles of this Policy are:

1.  Comply with legal environmental requirements and other 
requirements endorsed by the Bank that are applicable to its 
environmental affairs.

2.  Implement the necessary processes to achieve continuous 
improvement of the Environmental Management System, 
thereby improving the Bank’s environmental behaviour. 

3.  Promote responsible environmental behaviour among 
stakeholder groups (employees, customers, potential 
customers, suppliers, subcontractors, institutions, shareholders 
and investors, analysts and society in general), and inform 
then through the annual report and the Bank’s website of the 
development and results of our environmental performance.

Bankinter has calculated 
the carbon footprint 
associated with the 
use of the channels of 
communication made 
available to its customers. 
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4.  Train and raise awareness among our employees through the 
implementation of best environmental practices, with the aim 
of promoting a rational and efficient use of natural resources. 

5.  Support the development of conservation and environmental 
improvement projects. 

6.  Market financial products and services related to 
environmental industries. 

7.  Seek ways to mitigate and adapt to climate change. 

The Sustainability Area is in charge of overseeing compliance 
with this policy and driving and coordinating the activities aimed 
at improving environmental performance. It is also responsible 
for drawing up an annual comprehensive environmental 
management programme incorporating the objectives for 
improvement and also detailing the goals, actions and resources 
involved and persons responsible for carrying it out.

The area is supported by the Sustainability Committee, set 
up in 2009 as the body responsible for guiding the Group’s 
sustainability policy and programmes and driving the necessary 
initiatives to incorporate the Bank's economic, environmental and 
social dimensions in a sustainable development model.

One of the Committee’s functions is to exercise the right to vote 
and to advise the Bank on social and environmental matters with 
a view to aligning its activity with its Corporate Responsibility 
policies and internal management systems.

This committee is presided over by the Chairman of Bankinter, 
coordinated by the Sustainability Area and composed of the 
managers of the business units involved in implementing the 

sustainability policy. The Committee meets periodically to 
monitor, analyse and manage the social and environmental 
effects of the Bank’s activity with a view to minimising the 
negative effects and boosting the positive ones.

Since 2011 Bankinter has been a member of the United Nations 
Global Compact, thus giving expression to its commitment to 
comply with the ten principles of Human Rights, three of which 
relate to environmental matters. 

In 2012 Bankinter was once again a signatory to the Carbon 
Disclosure Project, and took part in studying this project for Spain 
together with the major companies by market capitalisation.
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Mitigation of climate change

Bankinter has calculated its overall carbon footprint since 2009, 
in order to control emissions of CO2 and other greenhouse gases 
deriving directly or indirectly from its activity and so be able 
to take the necessary steps to minimise its contribution to the 
phenomenon of climate change.

The Bank’s carbon footprint in 2012 was 11,272 tonnes of CO2 
equivalent, representing a decrease of 0.6% on the previous 
year*.

* The 2011 carbon footprint has been recalculated in accordance with the update of 

the factors of emission applied in calculating the 2012 carbon footprint.

Management of emissions
Bankinter 

Calculation of the Carbon Footprint
Company’s environmental impact map 

Identification of 
main sources of contamination

Reduction in emissions
Implementing measures 

and initiatives

Offsetting
direct emissions and 

other emissions

Climate change strategy
Definition of the lines of action and 

objectives for improvement
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Bankinter offsets the emissions generated by holding its Annual 
Employees Convention, those associated with the publication and 
distribution of its 2012 Annual Report and those generated by 
the Sustainable Branch, by taking part in the Zero CO2 initiative 
of the Ecology and Development Foundation and the Amazon 
Conservation project in Madre de Dios, Peru.

Bankinter also offsets its annual direct emissions by planting - in 
collaboration with the + Árboles Foundation - 812 trees in the 
‘Bankinter Wood’, in Sierra de Alcaraz, Albacete Province, where 
more than 17,000 specimens of native trees grow.

Direct CO2 Emissions (tonnes) 2012 2011

Consumption of gas/diesel oil 256 243

Emissions per employee 0.06 0.06

Factor sources of emission: RD 61/2006 and PCI 2007

Indirect CO2 Emissions (tonnes) 2012 2011

Electricity consumption 8,452   8,383   

Emissions per employee 2.08 1.99

Factor source of emission, electricity consumption: IDAE 2011

Induced CO2 Emissions (tonnes) 2012 2011

Business trips 1,488 1,377

Commuting 139 144

Water 14 16

Paper 356 387

Waste 27 27

Computer equipment 312 553

Fixtures and fittings 50 50

Customers’ electricity 174 160

Cleaning products 5 5

Total 2,565 2,719

Emissions per employee 0.63 0.64

Factor sources of emissions, transport: GHG Protocol

Carbon footprint (tCO2e) - 2012

Company transport 13%
Employee transport 1.2%
Consumption of paper 3.2%
IT equipment 2.8%
Fixtures and fittings  0.4%
Consumption of electricity 75%

Customers’ electricity 1.5%
Heating 2.3%
Waste 0.2%
Consumption of cleaning  
products 0.0%
Water consumption 0.1%

Breakdown of emissions from transfers, 
by communication channel (%).

Office, 98%
Telephone Banking, physical operator, 2%
Internet, 0.14%
Mobile banking, 0.0047%
Telephone Banking, electronic operator, 0.0025%
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Eco-efficiency and sustainable use of resources

The Bank has identified, measured and controlled the eco-
efficiency indicators via a balanced scorecard, with a view to 
minimising its carbon footprint and improving its environmental 
performance.

Main indicators Objectives 
2012 vs. 2011 Actions Results

Consumption of paper 5%
Outsourcing of printing. 
Double-sided printing configuration by default

-18%

Electricity consumption 2%

Improvements to intelligent control systems in branches; changes to times during which 
air-conditioning is switched on. 
Design and implementation of first branch with all-LED lighting (Acacias/Gasometer). 
LED lighting in the Technical Branch Manual. 
Competitive bidding process for LED lighting in communal areas and car-parks of central 
buildings. 

0.8%

Water consumption 2%
Water use efficiency measures Awareness campaigns aimed at reducing employees’ 
water consumption.

-11%

Waste management 100% recycled paper
Improvements to the service for removing, managing and recycling 100% of the waste 
paper produced by the branches

100%

Direct* and indirect* CO2 
emissions.

2%
Offsetting of direct emissions and measures to reduce indirect emissions. 
Implementation of energy efficiency measures. Green technologies: virtualisation of 
servers.

1%

Induced* CO2emissions. 2%
Calculation of emissions induced in 2012 by the Bank's activity
Implementation of measures to promote sustainable mobility of Bankinter employees.
Promoting the use of video- and audio-conferencing

-6%

Influence and dialogue 
with stakeholder groups

Environmental 
training of 
employees. 

Environmental 
awareness

Domestic emission calculation and offset tool for employees.
Eco-driving course for employees.
Handling of suggestions received in the Environment Mailbox.
Launch of four campaigns aimed at customers to promote the use of the web-based. 
correspondence service.
Sale of green products.

Yes
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Energy consumption (Gj) 2012 2011

Electricity 92,200 91,453

Diesel oil consumption 1,689 1,673

Natural gas consumption 2,331 2,111

Total 96,220 94,996

Total per employee (%) 23.65 22.56

Development of waste 
management (in kg) Unit 2012 2011

Paper and cardboard Kg 66,258 177,120

Plastics Kg 21,737 15,593

Toner  Kg 589 2,096

Fluorescent tubes Kg 81 232

Electronic equipment Kg 2,112 6,399

Mobile telephones donated Units 137 268

* N/A Data not available. Hazardous waste is appropriately treated by authorised agents.

Sources of energy 2012 2011

Renewable 28,674 30,980

High-efficiency cogeneration 2,213 2,186

Cogeneration 9,036 8,383

CC Natural Gas 16,227 19,317

Coal 14,383 7,654

Fuel / Gas 2,305 2,915

Nuclear 18,256 18,588

Others 1,106 1,093

Total 92,200 91,120

Number of Connections 2012

Video-calls 36,894

Audio-conference 644

Data conference 2,220

Trend in water consumption (m3)  2012 2011

Total 43,567 49,159

Total per employee 10.70 11.68

Paper consumption (tonnes) 2012 2011

Total 146 178

% of paper recycled 100 100

Total per employee 0.04 0.04

Indirect energy consumption is calculated on the basis 
of electricity consumption. The breakdown of electricity 
consumption is based on the structure of energy sources existing 
in Spain and calculated in accordance with the production mix in 
the Spanish grid as estimated by the IDAE (Institute for Energy 
Diversification and Saving) in 2011.

With the objective of reducing waste generation and promoting 
the reuse of surpluses, the Bank continues to collaborate with 
the Valora Foundation, donating decommissioned furniture; and 
with the Spanish Red Cross and the Entreculturas Foundation, 
donating corporate mobile phones that are withdrawn from 
service due to obsolescence. 

In order to minimise the impacts associated with the culture 
of travel, we encourage the use of, and make available to both 
employees and customers, alternative communication platforms 
such as video-calls so as to avoid customers having to travel to 
the branch for information and advice, audio-conference calls for 
holding meetings and data-conferences for delivering training 
courses to employees. 

This material was acquired in accordance with stringent 
environmental criteria, and is 100% recycled and duly bearing 
the ecological labels “Blue Angel” and “Nordic Swan”.

In 2012 with the implementation of the “Communications 
Manager” initiative which aims to obtain customers’ e-mail 
addresses in order to use this contact channel, we achieved a 
significant reduction in the consumption of paper. 
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Influence on its stakeholder groups.

Bankinter makes available to its employees an environmental 
training plan aimed at raising awareness of the need to arrest 
climate change and instil responsible behaviour towards the 
environment.

The training plan includes an online course on best 
environmental practices, available on the Bank’s Intranet, as 
well as a course on the environmental management system 
in accordance with the UNE EN ISO 14001 standard and a 
theoretical-practical course on eco-efficient driving.

Bankinter has various environmental communication channels 
for disseminating and promoting its initiatives in this area, such 
as the Environment portal and the Forum, an in-house tool that is 
open to all employees for opinions, reflections and debate, both of 
which form part of the Corporate Intranet. 

Among the environmental awareness actions undertaken in 2012 
with employees, the following stand out:

—  Permanent communication campaign aimed at employees, 
encouraging the responsible use of resources, waste 
management and the reduction of emissions. Employees have a 
tool with which they can calculate and offset their own personal 
emissions.

—  Through the Environment website information is offered to 
employees on activities and events of environmental interest, 
both in-house and external to the bank, in which they can 
participate in their free time, as well as volunteer actions, 
bibliography and news items of interest.
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—  The 8th Environment Photography Awards were held in 2012, 
with the theme being “Flora and Fauna”. The photographs 
have been brought together in a virtual gallery accessible to all 
employees 

First Prize, Photography

8th Edition of Bankinter Environment

Title: Explosion of colours

Author: Cristina Olivero Toro

Position: Senior Executive, Corporate Banking

Second prize Prize, Photography

8th Edition of Bankinter Environment

Title: Seeking the Light

Author:  María Cristina Díaz Rodríguez

Position: Junior Technician, Treasury Control

Third prize Prize, Photography

8th Edition of Bankinter Environment

Title: Chimneys

Author:  Ana Belén Payeta Rasero

Position: Senior Executive C.R.M Commercial
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—  The suggestion box on the Environment website is available 
for employees to suggest initiatives or ask questions of an 
environmental nature.

—  Support for the Earth Hour campaign, a worldwide initiative of 
the WWF to reduce CO2 emissions by switching off the lights of 
all the buildings for an hour and encouraging employees and 
customers to join in the campaign.

—  Holding of a voluntary work day with the GREFA Foundation 
as part of the Bank’s ‘Mueve.te’ corporate volunteer work 
project, for the construction of nest boxes for birds in danger of 
extinction.

Responsible management of the supply chain

Bankinter assumes the responsibility of extending its values, 
commitments and knowledge of sustainability management to 
its stakeholder groups. In 2012 the Bank reviewed its purchasing 
policy for approving suppliers, and looked more closely at the 
criteria that it applies to companies that collaborate with the 
Group, including environmental criteria. 

These criteria cover matters concerning the implementation of 
sustainability policies and commitments, adhesion to initiatives 
promoting sustainability, certifications, etc., which are positive 
considerations when initiating a new business relationship. 
Moreover, the Bank continues to include environmental clauses 
in all its contracts with suppliers and subcontractors.
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stakeholder groups
twenty12
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Stakeholder group Channel Activity

Society Website of the Bankinter Foundation for Innovation Number of unique users: 100,629

Number of visits: 136,580

Society Social Networks Number of active networks: 8

Actual and potential customers, employees, society Reputation survey Annual

Actual and potential customers Bankinter Labs 4,890 

Customers Quality surveys Monthly

Customers Customer service 6,027

Customers External ombudsman 539 incidents

Customers Multi-channel banking Branches, telephone banking, video calls, website

Employees Intranet N.A.

Employees Discussion forum 176 participants

Employees Query mailbox 5,283 queries

Employees Communica in-house magazine N.A.

Employees Knowledge communities Contributions

Employees Working climate survey Every two years

Employees In-house quality survey Every six months

Employees Environmental suggestions box 233 e-mails received

Shareholders Shareholders Office N.A.

Shareholders Annual General Meeting of Shareholders Annual

Investors and Analysts Meetings 304

Dialogue channels with stakeholder groups



shareholders



47 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

Investor Relations

The main objective of the Investor Relations Division is to provide 
the investor community, made up of investors, financial analysts 
and rating agencies, with information on the performance, 
periodic results and strategy of the Bankinter Group. This 
division is included within the Financial Division in order to take 
advantage of the synergies existing between the two functions.

The parties with which this area communicates are:

—  Institutional investors: Investment and pension funds, 
insurance companies and individual institutions. 

—  Financial analysts: Bankinter works on a regular basis with 36 
banks or analysis firms, which assess the Bank and assign a 
recommendation and a target price to its shares. Both Spanish 
and foreign financial analysts monitor the Bank on a quarterly 
basis and issue reports on its performance. In 2012 more than 
100 reports and notes were published on the monitoring of 
Bankinter’s results. 

It is also the Investor Relations Division’s responsibility to 
coordinate relations with the rating agencies. At present, three 
rating agencies (Standard & Poor’s, Moody’s and DBRS) follow 
Bankinter’s strategy, business, solvency and performance, and 
assign it a particular credit rating. The following table shows the 
Bank's current ratings:

Rating agencies

The methods generally used to convey information to the 
market, apart from the quarterly public results presentations 
which are also published online via webcast, our attendance 
at seminars and conferences, group meetings and one-on-one 
meetings. In addition, any analysts, managers and investors 
who are interested can sign up to our mailing list and receive 
e-mail notification of all news and developments affecting the 
group. Otherwise, the main means of communication is the 
corporate website, which includes and provides updates on all 
the important matters relating to the performance of Bankinter 
shares.

Lastly, it should be mentioned that the concepts of sustainability 
and good corporate governance are becoming ever more 
important, and a growing number of investors attach great 
importance not just to financial performance but also to a number 
of other aspects of corporate social responsibility such as good 
corporate governance and social and environmental issues, all of 
which in the long term have an impact on the improved financial 
performance of companies and contribute to the creation of value.

In this respect there is a close relationship with the agencies 
that assess Bankinter using sustainability criteria. The Investor 
Relations unit works with the Sustainability area to inform all 
of them of the Bank’s strategy in matters of good governance, 
corporate reputation and, in general, its commitment to its 
various stakeholder groups. 

Ratings Short-term Long-term

Moody’s NP Ba1

Standard & Poor’s B BB

DBRS R-1 (low) A (low)

Investor Relations
Paseo de la 
Castellana, 29
28046 Madrid
Spain

The direct contact channels 
are, by telephone on 
91 339 75 00; the investor 
relations mailbox  
(investor_relations@
bankinter.es) and the 
corporate website
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Shareholders Office

The Shareholders Office was set up in 2005 in response to the 
demand for greater transparency of listed companies, and since 
then it has provided support from Central Services in Madrid.

The main function of the Shareholders Office is to act as a fluid 
communication channel at the service of existing or potential 
minority shareholders, enabling them to formulate their 
proposals or request any clarification they might need, ultimately 
with the aim of inspiring shareholders’ confidence by means of 
direct and personalised communication.

Shareholders’ requests for information tend to focus on matters 
such as current or past share prices, the amounts and dates of 
payment of dividends, delivery of copies of the Annual Report, 
clarification about the Annual General Meeting of Shareholders, 
etc. For that reason since 2009 Bankinter has addressed a 
series of communications to its shareholders to ensure that 
they receive information of interest to them. In this regard we 
inform shareholders of dividend payments, quarterly results 
and significant events by standard mail, text messages and 

e-mails. In the case of notification of dividends, Bankinter sends 
a personalised SMS to shareholders whose mobile numbers are 
on record, informing them of the amount they are due. Our 
shareholders have warmly welcomed these communications.

The Annual General Meeting of Shareholders is the main 
pillar of shareholder participation in the Bank’s decisions. The 
Shareholders Office is responsible for managing the procedures 
for calling meetings, providing information, recording and 
checking votes, proxies and attendees at meetings. 

Other functions performed by the Shareholders Office include 
supplying information about the composition of shareholders 
and any changes to it, both internally and to supervisory bodies, 
as well as monitoring tasks in connection with the Spanish 
Securities Market Code of Ethics, which certain employees of the 
Bank are required to comply with as regards Bankinter shares.

Shareholders Office
Avenida de Bruselas, 12
28108 Alcobendas
Madrid
Spain

The direct contact channels 
are, shareholders’ telephone 
91 339 83 30 - 91 339 75 00 
and shareholders’ mailbox 
(ofiaccionista@bankinter.es) 



customers
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Quality

Bankinter’s value proposition to its customers is based on 
excellent quality of service, constant innovation in products and 
services and a wide range of multi-channel banking options 
facilitating their dealings with the Bank. 

In order to meet customers’ expectations and thus increase the 
differential value of its sales offering and service, Bankinter 
has geared its initiatives to improving the customer experience 
in their relations with the Bank by means of personalisation 
(adjusting the services to the financial needs and preferences 
of each customer), anticipating their needs and interests and 
making the relationship simple and easy by using the remote 
channels to resolve habitual needs.

The results of this strategy show that in 2012 Bankinter increased 
the overall level of customer satisfaction with the service they 
are receiving. There were also increases in their inclination to 
recommend Bankinter to their friends, relatives and companies, 
as well as in their loyalty and extent of ties to the Bank. The 
percentage of private individual customers deciding to change 
bank fell from 5.7% in 2011 to 5.2% in 2012. In the Companies 
segments this reduction was from 6.9% in 2011 to 6.6% in 2012. 

The total number of customer complaints and claims received 
by Customer Service Department fell by 17.5% compared with 
2011. Timeframes for dealing with complaints were also reduced: 
51.6% of incidents were answered in less than 48 hours, which 
represents an improvement of nearly three percentage points on 
the previous year (48.7%).

Compared with the market as a whole, Bankinter is positioned 
well above the average of its competitors in the market studies on 
perceived quality: in Private Individuals it widened its lead to 7.4 
points; and in Companies it maintained the gap at 4 points.

The results show recognition of the efforts made daily by all the 
Bank’s professionals to make Bankinter an exceptional bank for 
its customers. 

80

78

76

74

72

70

Trends in overall customer satisfaction and in whether 
customers would recommend the Bank (NSI out of 100)

DEC. 11 DEC. 12

78.8

75.7

Recommend Bankinter  Overall satisfaction

1. These indices are calculated by 
weighting overall satisfaction and 
willingness to recommend for each 
customer segment as a function of the 
number of active customers in each 
segment and its contribution to gross 
profit. In 2011 they were weighted 
based on active customers and pre-tax 
profit. 
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To ascertain customers’ perceptions and hear their suggestions 
for improvement and their expectations of the Bank, Bankinter 
continually carries out satisfaction surveys to measure the 
impact of the service they receive in its distribution networks and 
service channels as well as on the selling of specific products and 
services. 

Trends in the degree of customer satisfaction and intention to 
recommend, together with complaints and claims to the Customer 
Service department are key factors for drawing up action plans in 
each of the various areas of the Bank. 

In 2012 Bankinter incorporated the Net Promoter Score (NPS) 
into its quality management indicators. This index measures 
customers’ inclination to recommend the Bank based on their 
experience, classifying them into “promoters”, “neutral” and 
“detractors”. The index is calculated by subtracting the percentage 
of “detractors” from that of “promoters”. In 2012 the Bank’s NPS 
was 24.2%.

All customer segments and service platforms have annual 
quality objectives in place and have incorporated NPS into 
their management as well as the overall satisfaction indicator. 
Both are measured monthly, and constitute the main source of 
information for improving customer service.

What customers value most in Bankinter is the combination 
of people (professionalism and advice) and its multi-channel 
approach (accessing the Bank from any device).

The factors rated highest by customers in their dealing 
with the Branch Network were employees’ competence and 
professionalism, the treatment and service that customers receive 
at the branch, speed in resolving banking queries and procedures 
and the dedication and advice of their personal account manager.

What customers value 
most in Bankinter is the 
combination of people 
and its multi-channel 
approach.

*Data for the Private Banking segment have been adjusted to take account of the 
resegmentation carried out during 2012

82
80
78
76
74
72
70
68
66
64
62

Customer segments: Cumulative Overall Satisfaction in December 2012
(NSI out of 100)

2012  2011  2010

Personal 
Finance

Private 
banking

Individ. Foreign. Personal 
banking

Corporate Small 
enterp.

Medium-
size enterp.
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By channel, the features most appreciated are: in Internet 
Services, the wide variety of transactions available and their 
functioning; for SMS messages, the immediacy with which 
information is received, and its usefulness; in the online Broker 
facility, the speed of execution of orders and its availability; 
and for the Telephone Platform, the way queries and customer 
transactions are dealt with. 

Branches with a distinctive commercial style, 
aiming to project the Bank’s values: agility, 
enthusiasm, integrity and originality.

Bankinter periodically evaluates its Branch Network’s sales and 
customer service processes, using outside observers in order to 
identify aspects with room for improvement in relations with 
existing and potential customers and consequently to take the 
necessary action to improve their overall satisfaction.

In 2012 there were improvements in telephone and face-to-face 
customer service in the branches, in how customers were treated 
and the time devoted to them, in how products were explained 
(product knowledge and clarity of explanation) and in sales 
advice given. 

82

80

78

76

74

72

70

Service platforms: Cumulative Overall Satisfaction 
in December 2012 (NSI out of 100)

Bankinter’s customers 
have maximum flexibility 
in being able to choose at 
any given time through 
which channel they 
prefer to sign up, get 
information, carry out 
transactions or personally 
contact Bank employees.

2012  2011  2010
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70

65

60

Commercial style protocol (on a scale of 0 to 100)

Telephone helpline Face-to-face service:

2012  2011  2010

89.31
91.66

94.37

81.47
83.0383.05

Source: MDK Investigación de Mercados

Telephone 
Banking

Private internet 
customers

Corporate 
internet c.

Mobile Online Broker Mobile Banking



53 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

Bankinter widened the gap over its competitors’ 
average to 7.4 points in banking for private 
individuals. 

Every six months Bankinter has a market study carried out by 
an independent firm in order to ascertain the finance sector’s 
private individual customers’ perception of the quality of the 
service they receive from their financial institutions. According 
to these studies, Bankinter widened its lead over the average of 
its competitors from 4.9 points in 2011 to 7.4 NSI points in 2012 
and to 9 points in NPS (Net Promoter Score, or likelihood that 
customers would recommend the Bank to others).

Bankinter is placed above the sector average in all aspects of 
service, differentiating factors being the handling of errors, 
transparency of information, attention and service in the 
branches, agility in handling transactions, advisory services and 
the offering of products and services.

77

75

73

71

69

67

Gap with cumulative private individuals market (NSI out of 100)

2009 2010 2011 2012

2012 2011 2010

Market 67.46 69.75 69.79

Bankinter 74.81 74.61 75.09

GAP 7.35 4.86 5.30

Market Bankinter

Data in the study:

Universe: Persons aged 18 and above who have 
a current or savings account with a financial 
institution.

Geographic scope: Municipalities of more than 
50,000 inhabitants throughout Spain, plus all 
provincial capitals (except Ceuta and Melilla).

Size of sample: 2,833 interviews

Sampling error: ±2.50% working with a level of 
confidence of 95.5% (2 sigmas) and worst case 
p=q=50.

Research technique: computer-assisted telephone 
interview.

Source: Inmark 2012

7.35
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Bankinter maintained its lead over the average of its 
competitors in the companies segment at 4 points.

In the Companies segment, Bankinter maintained its 4-point 
lead over the market in the NSI, the differentiating factors being: 
speed of response and fast processing of financing transactions, 
employees’ professionalism, flexibility and transparency in 
signing up for products.

77

75

73

71

69

67

Gap with cumulative business market (NSI out of 100)

2010 2011 2012

2012 2011 2010

Bankinter 74.01 71.93 71.21

Market 70.00 67.85 69.14

GAP 4.01 4.08 2.07

Market Bankinter

Universe: Spanish companies (excluding retail trade and hotel and catering) with 
sales of between €0.5 million and €5 million approximately. 

Geographic scope: The whole of Spain (except Ceuta and Melilla).

Size of sample: 2,223 interviews

±3.0% sampling error working with a level of confidence of 95.5% and worst case 
p=q=50. 

Research technique: computer-assisted telephone interview.

Source: Inmark 2012

Bankinter maintains a 
4-point lead over the 
market in its NSI in the 
companies segment

4.01
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Central Services’ commitment is to provide the 
necessary support to the business and to offer the 
best quality service to customers. 

Examples of Central Services’ involvement in improving the 
quality of the Bank’s service to its customers are their support 
to the sales and distribution networks, the development of 
new products and services and the optimisation of operating 
procedures with customers. 

Analysis of in-house customer satisfaction surveys (as well as 
customer surveys), together with internal process indicators 
constitute the main sources of information for identifying priority 
improvement actions in each area.

As a result, in 2012 there was a marked increase in in-house 
customer satisfaction with the support received from the Bank’s 
Central Services in achieving their business and end-customer 
service quality objectives.

In 2012 there was a 
marked increase in 
in-house customer 
satisfaction with the 
support received from 
the Bank’s Central 
Services.

2012 2011 2010

1. CS Assessment by the 
Branch Network

72.07 71 71.71

2. Assessment between CS 70.78 69.98 68.16

3. Evaluation of Regional 
Organisation staff by 
Branch Network

73.91 74.2 74.44

4. Total 71.82 70.79 70.95

75
74
73
72
71
70
69
68
67
66
65

In-house surveys of overall satisfaction with central ser-
vices in 2012 (NSI out of 100) Cumulative data

2012 2011 2010

1 2 3 4
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Recognition of the branches, centres and Central 
Services department most valued by their 
customers.

The highest-scoring departments of the Bank’s central services 
and regional organisations in 2012 were:

First Half-Year Second Half-Year

Branch with more than 600 active customers: Córdoba Ag. 1 Blanes

Branch with fewer than 600 active customers: A Coruña Ag. 2 Portugalete

Foreigners’ Branch Los Cristianos (Tenerife) Moraira

Business Centre: C.E. Finestrat C.E. Finestrat

Private Banking Centre: C.B.P. Granada C.B.P. Extremadura

Corporate Centre: C.G.C. La Rioja C.G.C. Jerez

Personal Finance Centre: C.F.P. Alicante C.F. Murcia

Personal Banking Branch Palma de Mallorca Ag. 4 Arganda del Rey

Region Levante Sur (South-East Spain) Levante Sur (South-East Spain)

Organisational Risks Team Madrid East Balearic Islands

Operations Centre Document Processing Document Processing

Central Service Private Banking and HNW Unit Private Banking and HNW Unit

Bankinter Partnet Organisation Balearic Islands Levante (Eastern Spain)

Organisation of network of agents Canary Islands Northern Spain
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Customer Service

The Customer Service department centralises the handling of 
complaints and claims relating to financial services provided by 
the Bank, the prevention and reduction of errors in the provision 
of services and the corresponding notifications to customers. 

Its mission is to ensure a high level of quality in their resolution 
by means of applying uniform criteria and standardising 
response times, as well as promoting their reduction and 
providing management information to all areas of the Bank.

During 2012 the number of customer complaints and claims 
received per million transactions fell further, to 3.4 compared 
with 4.1 the year before.

There were a total of 6,027 complaints and claims in 2012, 
representing a reduction of 17.5% compared with 2011.

Financial claims numbered 5,205, of which 42.8% were settled in 
the customer’s favour.

As regards the timeframe for dealing with these complaints, in 
2012 51.6% of incidents were answered in less than 48 hours, 
which represents an improvement of nearly three percentage 
points on the previous year (48.7%).

Total number of Complaints and Claims: 2012 2011

Total number of complaints (non-financial) 822 1,403

Total number of claims (financial) 5,205 5,904

Total financial Complaints and Claims 6,027 7,307

Financial claims: 2012 2011

Number of claims in customer's favour 2,228 3,155

In customer's favour (%) 42.80% 53.44%

No. of claims in the Bank’s favour 2,977 2,749

% in Bank’s favour 57.20% 46.56%

Total financial claims 5,205 5,904

Timeframes 2012 Percentage 2011 Percentage

0 days 1,951 32.37% 2,321 31.76%

1 to 2 days 1,161 19.26% 1,240 16.97%

3 to 6 days 964 15.99% 1,178 16.12%

7 to 10 days 402 6.67% 991 13.56%

> 10 days 1,549 25.70% 1,577 21.58%

 6,027 100.00% 7,307 100.00%
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External Ombudsman

Customers of the Bank can address their complaints to the 
External Ombudsman, an independent body represented by Mr. 
José Luis Gómez-Dégano, either because they disagree with the 
way Customer Service has resolved an issue, or directly if they so 
prefer.

The External Customers Ombudsman dealt with 539 incidents 
in 2012, 10.7% more than in 2011; of these, 254 were settled in 
the Bank’s favour (47.1% of the total) and 261 in favour of the 
customer (48.4%).

Claims Service of the Bank of Spain

Customers disagreeing with the response from Customer Service 
or the External Ombudsman may address their claims to the 
Claims Service of the Bank of Spain. 

Also, 198 incidents were handled by the Bank of Spain in 2012 
(194 in 2011), of which 91 were resolved, 33 of them in the 
Bank’s favour. 

External Ombudsman 2012 2011 Change

Incidents processed 539 487 10.68%

Settled in the customer’s favour 261 208 25.48%

Settled in the Bank’s favour 254 249 2.01%

Excluded 24 30 -20%

Bank of Spain 2012 2011 Change

Claims processed 198 194 2.06%

 Settled in the customer’s favour 29 30 -3.33%

 Uncontested 23 12 91.67%

Settled in the Bank’s favour 33 40 -17.50%

Pending settlement 107 101 5.94%

Outside Bank of Spain jurisdiction 6 9 -33.33%

Filed 0 2 ---
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Data Protection

Bankinter has always been one of the pioneers in its commitment 
to the protection of personal data and the confidentiality of 
information, and in offering its customers measures that ensure 
compliance at all times with Organic Law 15/1999, on the 
Protection of Personal Data, and its implementing regulations, 
which came into force on 19 April 2008 with Royal Decree 
1720/2007, of 21 December, and to which the Bank has adapted 
its systems.

Our personal data protection policy rests on two basic pillars: 
legal and technical compliance. All of the agreements entered 
into between customers and Bankinter include a data protection 
clause not only requiring customers’ consent for the processing 
of their data, but also informing them in detail of the purpose for 
which their data is to be processed. Also, at the time of signing, 
customers are given the opportunity to object to the processing 
of their data for commercial purposes by ticking a box to indicate 
their wishes. The data protection clause also informs customers of 
their right to consult, correct, erase and object to the processing 
of their personal data, and how to exercise this right, thereby 
guaranteeing their power of control over their personal data. 
Simple and rapid channels of communication have been set 
up for this purpose, namely, Telephone Banking and Internet 
Banking, in addition to the possibility of visiting a branch.

With regard to the confidentiality and security of the data, the 
Bank’s security policy guarantees at all times that the data are 
transmitted by appropriate, reliable and secure channels, to 
ensure the integrity and confidentiality of transactions generated 
by customers. Bankinter has also undertaken to supervise these 
security measures periodically by auditing the Bank’s own 
systems and those of the suppliers with which the Bank has 
commercial relations and which may have access to customers’ 
personal data.

In the field of training, there is an online course which is 
mandatory for all employees.

As at year-end 2012, the Bank had received only one sanction 
from the Data Protection Agency, for including data in solvency 
files, for an amount of €50,000.

In short, year after year Bankinter continues to fulfil its 
commitment to give customers the assurance of the protection, 
integrity and confidentiality of their data by strengthening and 
innovating strict internal measures of protection.

Transparency of information 
Bankinter is committed to informing the markets and the 
supervisors, investors, shareholders in general, and the financial 
community, in the broadest and most transparent terms possible. 
An Audit Committee made up of non-executive directors checks 
the public financial and accounting information before it is 
published. 

Compliance with the Banking business regulations is not only an 
obligation imposed on the Bank from outside, but a duty that is 
internalised in its culture. 

From members of the Board of Directors to the very latest 
recruits, everyone who works for Bankinter must be familiar with 
and must comply with the rules considered necessary in view of 
the nature of his or her functions within the Bank, as well as with 
a number of rules on conduct in securities markets, consumer 
legislation, AML, data protection and others applicable to the 
sector. 
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In the same way, transparency internally permeates the 
Organisation, which is characterised by an open and de-layered 
corporate culture. The most significant financial, commercial and 
administrative information is available to most of the employees, 
subject to legal confidentiality. The Bank’s databases are open to 
the workforce and internal communication is designed as a model 
that is unrestricted by reason of rank or function, with a direct 
and fluid relationship between executives and employees. 

In order to defend and protect the interests of customers, 
the Bankinter Group has internal regulations governing the 
operating procedures of the Customer Service, resulting from 
the application of various legal provisions, including: Chapter 
V of Law 44/2002, of 22 November, on Measures Reforming 
the Financial System; Royal Decree 303/2004, of 20 February, 
approving the Regulations for Financial Services Customer 
Ombudsmen; and Ministry of Economy Order 734/2004, of 11 
March, on Customer Service Departments and the Customer 
Ombudsman of Financial Institutions, among other provisions. 
The Bank also has an internal product sales manual and a 
procedure for validating sales initiatives and practices which 
ensures that, before a product is launched or a sales practice 
established, checks are made to ensure that it not only complies 
with the minimum legal or regulatory standards but also meets 
the Bank’s quality standards. The New Products, Operational Risk 
and Reputational Risk Committee, responsible for coordinating 
this launch process for new products and commercial practices, 
also evaluates, together with the regulatory aspects referred to, 
matters regarding operational and reputational risk, thereby 
ensuring that when products are launched on the market, they 
meet the Bank’s minimum standards. 

As regards advertising, as a financial institution Bankinter 
voluntarily submits its advertising campaigns for review by 
independent bodies, particularly those containing financial 
conditions. In addition, the Bank is a member of Inverco and 
has subscribed to its General Code of Advertising Conduct for 
Investment Undertakings. Bankinter makes available to its 
employees all the necessary technical and training resources for 
them to be able to offer customers the highest quality in terms 
of both advisory services and the provision of information on the 
characteristics of financial products offered and the attendant 
risks, always seeking the most suitable solutions depending on 
customers’ needs, interests and financial knowledge. Bankinter 
also has a Code of Ethics to ensure that all its employees conform 
to the highest standards of conduct in their daily dealings. The 
code is available, and reminders are issued, via the internal 
communication channels, as well as being available on the 
corporate website, together with a number of codes of conduct 
regulating the activity of employees: Internal Regulations on 
Conduct in the Securities Market, Policy for the Prevention of 
Money-Laundering, Environmental Policy, Accessibility Policy, 
etc.



employees
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Employee profile 

Bankinter considers that people are its most valuable asset. 
Accordingly, the priority objective of the HR division is to create 
a working environment that motivates and generates new 
development opportunities for employees.

Bankinter has an average workforce of 4,135 (4,068 at year-end), 
with an average of 12 years of service and an average age of 39.6 
years.

Women account for 51.2% of the workforce, and 76.7% of the 
workforce hold university degrees.

In spite of the difficult economic situation, Bankinter promotes 
stable employment by creating more permanent than temporary 
jobs. 

 
All these conditions are conducive to employee commitment. 
During 2012, employees made 1,399 contributions to knowledge 
communities. Furthermore, part of the company's share capital is 
in the hands of the workforce.

Breakdown of the workforce by 
type of contract Men Women Total

Permanent 1,934 1,998 3,932

Temporary 51 85 136
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New hires by 
Autonomous Region 
2012

Men % Women % Total %

Andalusia 1 5.56% 17 94.44% 18 20.22%

Aragón 1 50.00% 1 50.00% 2 2.25%

Asturias     0  
Balearic Islands   1 100.00% 1 1.12%

Canary Islands 1 25.00% 3 75.00% 4 4.49%

Cantabria     0  
Castilla La Mancha 2 66.67% 1 33.33% 3 3.37%

Castilla y León   3 100.00% 3 3.37%

Catalonia   4 100.00% 4 4.49%

Valencian Community 3 25.00% 9 75.00% 12 13.48%

Extremadura   1 100.00% 1 1.12%

Galicia 1 50.00% 1 50.00% 2 2.25%

La Rioja     0  
Madrid 17 58.62% 12 41.38% 29 32.58%

Murcia 1 25.00% 3 75.00% 4 4.49%

Navarra   2 100.00% 2 2.25%

Basque Country 1 25.00% 3 75.00% 4 4.49%

New hires 2012 Total % Men % Women %

Up to 30 years of age 55 61.80% 11 20% 44 80%

30-50 years 34 38.20% 17 50% 17 50%

Over 50 years - - -

Total 89

Staff employment and recruitment 

During 2012, in spite of the situation in the labour market, 
Bankinter’s selection processes remained active, constantly 
endeavouring to generate opportunities to attract talent to the 
Bank.

We published 25 vacancies, for which we processed 7,891 
applications. We also processed 2,917 resumés through our 
corporate website, compared with a total of 10,808 processed in 
2011.

The selection process is carried out in accordance with an 
exhaustive and rigorous method based on recruitment and hiring 
policies that ensure equal opportunities and non-discrimination. 
Bankinter’s recruitment model focuses solely on candidates’ 
academic, personal and professional merit and on the Bank’s 
requirements.

Thus of the 89 new hires in 2012, 68.5% were women, and 74 of 
them were in the branch network.

The procedures for hiring senior executives do not include any 
differentiated or discriminatory policy requiring them to be from 
the area in which they work. 
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Turnover rate for new hires 

Still with the Org. Left the Org.

Autonomous Region Men Women Men Women

Andalusia 100% 100% 0% 0%

Aragón 100% 100% 0% 0%

Asturias - - - -

Balearic Islands 100% 100% 0% 0%

Canary Islands 100% 100% 0% 0%

Cantabria - - - -

Castilla La Mancha 100% 100% 0% 0%

Castilla y León 100% 100% 0% 0%

Catalonia 100% 100% 0% 0%

Valencian Community 100% 89% 0% 11%

Extremadura 100% 100% 0% 0%

Galicia 100% 100% 0% 0%

La Rioja - - - -

Madrid 94% 100% 6% 0%

Murcia 100% 100% 0% 0%

Navarra 100% 100% 0% 0%

Basque Country 100% 67% 0% 33%

Turnover rate for new hires 

Still with the Org. Left the Org.

Autonomous Region Men Women Men Women

Up to 30 years of age 90.91% 95.45% 9.09% 4.55%

30-50 years 100.00% 100.00% - -

Over 50 years - - - -

In-house rotation: handling of vacancies 

As a result of the reduced level of activity in external recruitment, 
and in line with the HR division’s objective of generating 
opportunities for professional development for the whole 
workforce, we strengthened the internal selection systems for 
covering vacancies.

In order to make this activity more rigorous and professional, in 
2012 we published the Internal Rotation Circular, the purpose of 
which is to describe the rules to be applied to the various internal 
rotation procedures, identify the person responsible for taking 
care of and monitoring these processes, and define the roles of 
the various participants.

In this way we ensure the creation of a system favouring 
employees’ professional growth and development, while at the 
same time contributing to the attainment of objectives by the 
Bank’s various business units and organisations.

With this new philosophy, this past year we published 41 
vacancies, for which 288 candidates applied. 

However the high rate of rotation was due mainly to the process 
of transformation in Private Banking which started in September, 
moving towards a more efficient model, and which gave rise 
to rotation among the various segments to achieve greater 
specialisation of account executives.

 Internal workforce turnover Number of people Relative percentage

Commercial Network 676 23.83

Men 314 11.07

Women 362 12.76

Central Services 143 11.62

Men 60 4.87

Women 83 6.74

Total internal rotation 819 19.81
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Training policies 

We have designed a training course geared to sales strategy, 
based on skills development.

In the interests of greater efficiency in the investment made in 
Training during 2012, we endeavoured to seek opportunities for 
employees to grow and develop in parallel with the Bank’s sales 
strategy.

Thus training at Bankinter throughout 2012 was based on 
improving knowledge of the Bank’s products and operating 
systems among all employees in the branch network and the 
operational departments of Central Services, as well as on 
developing skills in each position so as to help enhance sales and 
operating capabilities.

In this difficult environment, we continue to seek greater 
efficiency in the training ratios. Thus Bankinter applied 0.6% 
of the total payroll to training, which was less than in 2011, 
although the number of hours of training delivered increased 
by 10%, reaching 154,000 hours of training in the year. During 
2012 we again strengthened in-house training, taking advantage 
of the available technologies, specifically data conference and 
online training, which accounted for 30 courses during the year.

In 2012 Bankinter invested €246 per person, reaching 97.6% of 
the total workforce, or, in the case of the sales network, 98%. The 
average number of hours of training per person was 38, with a 
total of 479 different training actions being offered, making an 
average of 8.4 courses per person. 

To ensure that training reaches practically the entire workforce, 
the Bank has made various types of courses available: classroom 
training, online training, data conferences, etc. This range of 

options is consistent with the training philosophy: business-
oriented, adapted to employees’ qualities, capabilities, skills and 
attitudes in order to achieve improved professional performance.

Our training efforts focused throughout 2012 on these five axes:

—  Technical training: in advisory services, investment funds, 
pension plans, tax, the prevention of money laundering, 
products (insurance, ETFs, equities and fixed income, etc.), 
updates on Basel rules and international trade.

—  Training in software applications: Business Intelligence, Share 
Point, Excel, Epiphany, and various product applications.

—  Skills training, specifically those relating to the improvement of 
sales techniques, attracting new customers, increasing customer 
satisfaction and time management and sales planning.

—  Improvement in attitude, via experts in motivation, with 
courses on managing optimism and aspirations.

—  Specific plan for people managers, which seeks to instil a 
common people management style combining and aligning 
their objectives with those of the Bank.

Lastly, as part of the Corporate Social Responsibility Training 
Plan, a number of courses were planned, both in classroom form 
for the network and the Sustainability Committee and as data-
conferences, on attending to persons with disabilities. Examples 
are the online course ‘A bank for everyone’ on attending to 
persons with disabilities, and the video of the Declaration of 
Human Rights made available to the entire workforce on the 
training website.
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Commercial 
Network Central Services

Persons trained (%) 98.03 96.75

Number of training hours per 
employee

37.71 38.43

Number of training hours per 
employee trained

38.47 39.73

Total Men Women

Administrative staff

Persons trained (%) 96.12% 98.26% 95.19%

Number of training hours per 
employee

20.84 24.34 19.32

Number of training hours per 
employee trained

21.68 24.78 20.30

Commercial/Technical

Persons trained (%) 98.19% 97.06% 99.13%

Number of training hours per 
employee

42.39 42.48 42.30

Number of training hours per 
employee trained

43.17 43.77 42.68

Managers

Persons trained (%) 97.29% 97.10% 97.63%

Number of training hours per 
employee

37.39 34.85 41.95

Number of training hours per 
employee trained

38.43 35.89 42.97

 Total hours per professional category Hours of training

Clerical staff 11,818

Commercial-technical 98,336

Managers 44,155

Total hours by sex Hours of training

Men 75,417

Women 78,892

Number of different training initiatives 479

Total number of courses taught 840

Theoretical average number of courses per person 8.42

Average number of hours of training per employee 37.32

Total number of training actions in Virtual Classroom 30
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Performance appraisal

The HR management policies, which focus on employee 
development, include evaluation systems aimed at measuring 
skills and professional achievements, as well as the attitudes with 
which these are attained, with observable facts, thus gaining 
knowledge both of people’s capabilities and of areas in which 
there is room for improvement.

It is an annual process which has to be carried out rigorously 
and objectively, with as much time devoted to it as possible. Its 
ultimate aim is to identify the people who perform best in the 
organisation and to design appropriate career development plans 
for them. 

In view of the importance of the evaluation systems, both for 
assessing employee performance and for designing future 
development plans, the Bank reviews the systems on an ongoing 
basis. At present these systems are:

Evaluation of skills

Its purpose is to provide a comprehensive and objective view 
of each employee’s professional skills or abilities, including 
information on key skills such as leadership, communication, 
teamwork, innovation, flexibility and initiative. Therefore its 
fundamental objective is people’s professional development.

At present we are reviewing the model in order to adapt it to 
current business requirements.

Evaluation of objectives

This is a periodic formal review of the degree of achievement 
of the objectives assigned by each supervisor to his or her 
subordinates at the beginning of the financial year. During the 
process we evaluate not only the degree of achievement of each 
objective, but also the attitude applied in achieving them. 

The results of this evaluation are used to identify gaps in 
training, which are covered by means of specific training plans 
and also used in taking decisions in the rotation and promotion 
processes, as well as forming one of the decisive criteria in the 
Talent Group identification process.

Assessment of potential. 

The purpose of this evaluation is to identify the people with the 
greatest development potential throughout the organisation, and 
is especially geared to detecting those with low visibility profiles.

This evaluation, carried out by supervisors based on their 
performance evaluation, takes account of such factors as the 
ability to anticipate change, to seek solutions, to work in a team, 
to learn, to drive one’s own development, resistance to pressure, 
customer-mindedness, ability to create value, initiative, superior 
performance and willingness to postpone gratification.

This evaluation of potential is the starting point for the process 
of identifying the Talent Group, which in turn leads to the 
Talent Programme, which gives expression to the Bank’s firm 
commitment to boosting and retaining this strategic group.



68 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

Salaries and employee benefits 

As part of its remuneration policy, Bankinter upholds the 
principles of non-discrimination on grounds of sex, race or any 
other factors, and therefore applies this policy by equitably 
evaluating competitiveness, work performed and results 
obtained. Accordingly, taking as a reference the basic salary 
and excluding additional pay for length of service, welfare or 
other benefits, the male/female pay ratio is 1 for all professional 
categories.

Bankinter applies a salary structure comprising two types of 
remuneration, always adapting the levels to the Bank’s culture.

1.- A fixed portion, which is influenced by factors such as the 
function performed, the responsibilities taken on, experience 
in the position and the ongoing individual performance of the 
person occupying it.

2.- A variable portion which is geared to the achievement of 
objectives and which incorporates principles requiring the 
remuneration policy to be compatible with appropriate and 
effective risk management.

It is applied at individual level to the entire workforce, except for 
employees in receipt of specific bonuses.

This incentive is also based on the function performed and the 
responsibilities assumed, but, unlike the fixed portion, its purpose 
is to ensure a proper correlation between the resulting levels 
of remuneration and the development of results. Therefore it 
is calculated in accordance with the following system, which 
ensures its compatibility with the Bank’s business strategy, 
objectives, values and long-term interests:
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The Bank sets up an incentive fund depending on the profit 
before tax (PBT) of its banking business, such that below a 
certain degree of achievement of the target PBT for the year no 
such fund would be set up and therefore no annual incentive 
would be paid. Similarly the fund is capped at a certain maximum 
amount. Additionally, payment of this incentive is conditional 
upon achievement of the objectives established for each area.

As well as their salary, Bankinter employees also receive benefits 
that go beyond those required by law, such as advances and 
loans for housing or other needs, tuition fee allowances for 
themselves or their children, home help allowances, insurance, 
etc. All full- and part-time employees have the same benefits, as 
do, in general, temporary staff, with the exception of loans and 
advances, to which only employees with more than six months 
service are entitled. 

One of the objectives is to lend flexibility to employee 
remuneration. For that reason, and to enable employees to 
optimise their salary, in 2008 we established a system of flexible 
remuneration, which remains in force. This is a voluntary 
compensation scheme with an individual agreement being made 
between the Bank and the employee to modify the composition, 

but not the amount of the employee’s compensation package. 
Pursuant to this agreement, monetary payment is replaced by 
payment in kind (product), chosen individually and voluntarily 
by the participant from the products made available to them, 
which generally have some form of tax benefit.

The benefit to the employee is that it maximises remuneration 
in two main ways: through the Bank’s negotiating power as 
regards the price of certain products and/or services, and through 
the tax advantages accruing to certain products contracted 
through this system. Currently, 35.2% of employees use a flexible 
compensation product.

As regards the benefits paid by the Social Security system in 
the event of widowhood, orphanhood, permanent occupational 
disability, absolute permanent disability or comprehensive 
disability of employees, Bankinter provides certain 
supplementary cover for all members of staff.

The ratio of the standard starting salary at Bankinter to the 
official minimum wage in Spain as approved by the central 
government each year is 245.43% [Standard starting salary at 
Bankinter/official minimum wage*] x 100%
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Health & Safety 

For Bankinter, ensuring the health and safety of the people 
working in its organisation is a prime concern. Therefore 
Bankinter’s main objectives are those contained in the Prevention 
Policy established by Management. Among these are: 

—  Continuous improvement of working conditions based on 
compliance with applicable legislation and regulations currently 
in force. 

—  Establishing of preventive plans to evaluate risks with a view to 
eliminating or reducing them. 

—   Continuous and periodic training and provision of information 
to all employees in the Organisation to ensure that they are 
fully aware of their risks. 

The results of the external audit conducted in 2012 are testimony 
to the effectiveness of the preventive management system. 

In the same way the system involves the entire workforce in 
these objectives and in building together working environments 
that are healthy and safe, applying general principles of 
prevention. 

Figures for 2012 show that the number of hours of absence due 
to common illness fell significantly - by 18% compared with the 
previous year. 

For accidents in the workplace, the frequency index fell by 
0.5 points. According to figures published by the Ministry of 
Employment and Social Security, we continue to show falling 
indicators. The frequency index in the Financial and Insurance 
sector in 2011 was 2.6, meaning that Bankinter is 1.3 points 
below it. 

2012 2011

Total number of hours absence due to common illness 
and maternity/paternity

233,545.39 270,519.03

Women 191,743.70 210,784.99

Men 41,801.69 59,734.04

Frequency index 
(No. of accidents/No. of hours worked)*1,000,000

1.26 1.75

Severity Index (days not worked due to accidents/hours 
worked)*1,000

0.04 0.04

Breakdown of Accidents 2012 2011

With medical leave 25 34

No medical leave 40 24

Total 65 58

Breakdown of hours of absence 2012 2011

Common illnesses 133,771 164,620

Women 100,216 113,635

Men 33,555 50,985

Maternity 92,276 97,774

Women 91,527 97,150

Men 749 624

Paternity 7,498 8,126

Women 0 0

Men 7,498 8,126

Total 233,545 270,519
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Accident rate Men Women

Andalusia 0.000056 0.000042

Aragón 0.000028 -

Asturias - -

Balearic Islands - -

Valencian Community 0.000098 0.000112

Canary Islands 0.000014 0.000014

Cantabria - -

Castilla La Mancha - 0.000014

Castilla y León 0.000028 0.000014

Catalonia 0.000014 0.000028

Extremadura - 0.000014

Galicia - -

La Rioja - -

Madrid 0.000098 0.000239

Murcia 0.000014 0.000014

Navarra - 0.000014

Basque Country 0.000042 0.000014

Total 0.000393 0.000520

Days Lost Men Women

Andalusia 0.000183 0.000183

Aragón 0.000787 -

Asturias - -

Balearic Islands - -

Valencian Community - 0.000393

Canary Islands 0.000042 -

Cantabria - -

Castilla la Mancha - 0.000084

Castilla y Leon - -

Catalonia - 0.000126

Extremadura - -

Galicia - -

La Rioja - -

Madrid 0.000815 0.005085

Murcia - -

Navarra - -

Basque Country 0.000281 -

Total 0.006054 0.002107

Absenteeism rate Men Women

Andalusia 0.05165 0.10972

Aragón 0.01136 0.04492

Asturias 0.00147 0.00179

Balearic Islands 0.00295 0.02346

Valencian Community 0.05397 0.11867

Canary Islands 0.00494 0.03629

Cantabria 0.02009 0.02967

Castilla la Mancha 0.00621 0.00663

Castilla y Leon 0.00547 0.04839

Catalonia 0.02862 0.18074

Extremadura 0.00747 -

Galicia 0.00210 0.03587

La Rioja - 0.00189

Madrid 0.19599 0.63374

Murcia 0.00779 0.02472

Navarra 0.00305 0.00894

Basque Country 0.08195 0.14749

Total 0.48509 1.45295
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One item to highlight is that in 2012 there were 26% fewer 
accidents necessitating medical leave. 

To achieve its objectives, Bankinter carries out several activities 
in the field of health and safety. 

These include the risk evaluations carried out. This past year 
160 reports were produced by mutual societies contracted for the 
purpose. These reports listed the possible risks detected, enabling 
us to take the necessary preventive measures. 

Bankinter has also offered, on a voluntary basis, initial medical 
examinations for new employees and subsequent periodic check-
ups. In this way possible illnesses can be detected, whether 
arising from working conditions or from other causes.

Training and informing employees is of vital importance in 
Bankinter for preventing risks in the workplace. 

This past year we continued to hold practical classroom courses on:

Prevention of risks in branches, in which training is given on all 
the risks that might exist in the branch environment. 

Action in case of emergencies, use of fire-fighting equipment. 
This course, which was delivered in several centres, covers 
possible emergencies in both theory and practice and the 
handling of various types of fire extinguishing equipment. 

Lastly, to guarantee the rights of employees, Bankinter has a 
Health and Safety Committee and Prevention Representatives 
at province level in centres with more than 50 employees; the 
percentage of employees represented on this Committee is 100%. 
Bankinter meets with them every three months and reaches 
agreements on matters relating to health and safety. The 
objective is to minimise occupational hazards and raise the level 
of health of our employees.
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7. Equal opportunities and diversity in 
Bankinter, our responsibility

Support for diversity and equal opportunities has long formed 
part of the Bank’s culture. It finds expression in, for example, 
the inclusion of foreign employees, the rejection of all kinds 
of discrimination, the inclusion of people with disabilities and 
combating gender violence. 

Bankinter is aware of the advantages that equality and diversity 
bring, hence its decision to launch initiatives for making progress 
in aspects such as:

Encouraging cultural diversity

The Bank believes in having people who contribute different 
points of view. In this regard, our employees hold no fewer than 
72 different degrees and diplomas and they include people from 
several generations (see figure regarding ages of workforce), 
with varying experience (average 12 years), who come from 29 
different countries (Argentina, Belgium, Brazil, Bulgaria, Canada, 
Chile, China, Colombia, Cuba, Denmark, Ecuador, Finland, 
France, Germany, India, Italy, Mexico, Morocco, the Netherlands, 
Pakistan, Panama,  Romania, Spain, Sweden, Switzerland, United 
Kingdom, United States, Uruguay and Venezuela).

The Bank also supports employees’ cultural and sporting 
initiatives.

Breakdown of positions held by non-Spanish 
employees 2012 2011

Number of 
employees

Percentage
Number of 
employees

Number of 
employees

Clerical staff 7 0.17 12 0.29

Men 1 1.04 2 2.08

Women 6 6.25 10 10.42

Commercial-technical 59 1.40 58 1.28

Men 25 26.04 26 27.08

Women 34 35.42 32 33.33

Executives 27 0.64 26 0.62

Men 20 20.83 19 19.79

Women 7 7.29 7 7.29

Total 93 2.21 96 2.28

Breakdown of positions held by non-Spanish 
employees by age Men Percentage Women Percentage

Clerical staff 1 1% 6 6%

Up to 30 years of age 0 0% 3 43%

30-50 years 1 14% 3 43%

Over 50 years 0 0% 0 0%

Commercial-technical 25 27% 34 37%

Up to 30 years of age 1 2% 4 7%

30-50 years 23 39% 29 49%

Over 50 years 1 2% 1 2%

Executives 20 22% 7 8%

Up to 30 years of age     
30-50 years 14 52% 6 22%

Over 50 years 6 22% 1 4%

Total 46 49% 47 51%
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Promoting diversity through integration

Bankinter works to integrate persons with disabilities into 
society and into the Bank’s workforce. As at 31 December 2012 
there were 44 employees with disabilities, representing 1.1% of 
the workforce, a similar level to previous years. 27.3% of these 
employees hold administrative positions, 52.2% sales/technical 
and 20.5% are managers. 

The law allows entities that have not yet attained the required 
2% quota of persons with disabilities in their workforce to comply 
with their obligation by alternative means once they have 
obtained the certificate of exception. 

Bankinter’s alternative measures take the form of purchases of 
goods and services in special employment centres. One example 
is all the catering on training courses, which is contracted to 
Grupo Amas, an organisation supporting people with intellectual 
disabilities.

In addition, in support of the integration of persons with 
disabilities, Bankinter gives an annual amount of €3,000 with the 
January salary to help employees who have a degree of disability 
which is 33% or greater or who have children with that degree 
of disability. This is aimed at alleviating as far as possible the 
financial burden borne by families in this situation.

Over the last few years collaboration agreements have been 
signed with institutions for the disabled: Novo Rehum Special 
Employment Centre, Apadefin, Atentis and the Adecco 
Foundation, enabling us to make progress on the selection/
inclusion of disabled persons in the workforce and providing 
various kinds of assistance to family members of Bankinter 
employees with disabilities so as to facilitate their integration 
into the workplace and society.

Breakdown of positions held by 
employees with disabilities by age Men Percentage Women Percentage

Clerical staff 5 41.67% 7 58.33%

30-50 years 3 33.33% 6 66.67%

Over 50 years 2 66.67% 1 33.33%

Commercial-technical 11 47.83% 12 52.17%

30-50 years 4 30.77% 9 69.23%

Over 50 years 6 66.67% 3 33.33%

Up to 30 years of age 1 100.00% 0.00%

Directors 7 77.78% 2 22.22%

30-50 years 4 66.67% 2 33.33%

Over 50 years 3 100.00% 0.00%

Grand total 23 52.27% 21 47.73%

Diversity on the Management 
Committee

Women 2 29%

Disability - -

Up to 30 years of age - -

31-50 years 4 57%

Over 50 3 43%

Total 7 100%

Board of Directors

Women 1 10%

Foreigners 1 10%

Disabled people 1 10%

Up to 30 years of age - -

31 - 50 years 3 30%

Over 50 years 7 70%
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“Family Plan” 

With this Plan the Bank provides assistance to its employees and 
their relatives by means of various types of therapy and activities 
relating to sport, special leisure activities, neuropsychology, 
music therapy, speech therapy, computer use, languages, etc.

We also organised group activities such as the skiing week in the 
Sierra Nevada, from 15 to 20 January, which was attended by 
four beneficiaries of Plan Familia and one disabled employee. 

Promoting diversity through gender equality and 
equal opportunities

To manage and study the situation of women and diversity in 
Bankinter, the Bank has an Equality Plan which, by means of 
qualitative and quantitative indicators, allows us to measure:

1-  The presence of women in the business areas and Central 
Services departments. Selection:

2-  Presence of women in junior and middle management. 
Promotions, training, development programmes or internal 
rotation.

The upward trend in the proportion of women which started 
in 2010 has continued, and 2012 ended with the highest 
percentage of the past few years, 2.4% more women than men, 
the breakdown by sex being as follows: 48.8% men and 51.2% 
women. 

Presence of men and women in the organisation 2012 2011

Men 1,985 2,076

% 48.80 49.31

Women 2,083 2,134

% 51.20 50.69

Changes in the composition of the workforce 2012 2011

Workforce 4,068 4,210

Men 1,985 2,076

Women 2,083 2,134

Distribution of the workforce 
between Branch Network and 
Central Services 

Number of people Relative percentage

Commercial Network 2,837 69.74

Men 1,408 49.63

Women 1,429 50.37

Central Services 1,231 30.26

Men 577 46.87

Women 654 53.13

Total 4,068
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Distribution of employees 
by professional categories 2012 2011

Men Women Total Men Women Total

Clerical staff 172 395 567 199 448 647

Sales-Technical Staff 1,054 1,266 2,320 1,044 1,239 2,283

Directors 759 422 1,181 833 447 1,280

Total 1,985 2,083 4,068 2,076 2,134 4,210

Distribution of employees by years of service and professional category 2012

Men Women Average

Clerical staff 10.31 8.70 9.19

Sales-Technical Staff 13.28 10.60 11.82

Directors 16.06 14.21 15.40

Total 14.09 10.97 12.49

Employees by professional categories in the Branch 
Network and at Central Services 2012 2011

Branch network data Number of 
employees Percentage Number of 

employees Percentage

Clerical staff 364 12.83% 386 13.16%

Men 107 7.60% 114 3.89%

Women 257 17.98% 272 9.27%

Network 1,719 60.59% 1,680 57.28%

Men 801 56.89% 782 26.66%

Women 918 64.24% 898 30.62%

Executives 754 26.58% 867 29.56%

Men 500 35.51% 582 19.84%

Women 254 17.77% 285 9.72%

Total 2,837 2,933
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Employees by professional categories in the Branch 
Network and at Central Services 2012 2011

Cent. Serv. Data Number of 
employees Percentage Number of 

employees Percentage

Clerical staff 203 16.49% 261 20.44%

Men 65 11.27% 85 6.66%

Women 138 21.10% 176 13.78%

Technicians 601 48.82% 603 47.22%

Men 253 43.85% 262 20.52%

Women 348 53.21% 341 26.70%

Executives 427 34.69% 413 32.34%

Men 259 44.89% 251 19.66%

Women 168 25.69% 162 12.69%

Totals CENT. SERV. 1,231 1,277 30.33

Composition of workforce by 
age brackets Total Percentage Men Percentage Women Percentage

< 25 years 14 0.34% 3 21.43% 11 78.57%

25-30 years 563 13.84% 188 33.39% 375 66.61%

31-35 years 1,041 25.59% 478 45.92% 563 54.08%

36-40 years 812 19.96% 361 44.46% 451 55.54%

41-45 years 576 14.16% 230 39.93% 346 60.07%

46-55 years 838 20.60% 546 65.16% 292 34.84%

> 55 years 224 5.51% 179 79.91% 45 20.09%

Composition of workforce by 
years of service Total Percentage Men Percentage Women Percentage

Less than 5 years 1,108 27% 498 12% 610 15%

6-15 years 1,636 40% 712 18% 924 23%

16-25 years 957 24% 484 12% 473 12%

Over 25 years 367 9% 291 7% 76 2%

Total 4,068

The average age of the 
women is 38, that of 
the men 42.

Breakdown by Autonomous 
Region Men Women Total

Andalusia  181    170    351   

Aragón  61    47    108   

Asturias  42    31    73   

Balearic Islands  26    29    55   

Valencian Community  191    151    342   

Canary Islands  45    83    128   

Cantabria  29    25    54   

Castilla La Mancha  40    31    71   

Castilla y León  80    56    136   

Catalonia  162    182    344   

Extremadura  13    8    21   

Galicia  34    41    75   

La Rioja  12    11    23   

Madrid  899    1,052    1,951   

Murcia  44    31    75   

Navarra  18    18    36   

Basque Country  108    117    225   

Total  1,985    2,083    4,068   

Breakdown of the workforce 
by type of contract Men Women Total

Indefinite 1,934 1,998 3,932

Temporary 51 85 136
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% of women selected in the past 3 years 2012 2011 2010

Recruitment in the past year Number of 
people % Number of 

people % Number of 
people %

Total 89 2.19 116 2.66 302 6.62

Men 28 31.46 33 28.45 91 30.13

Women 61 68.54 83 71.55 211 69.87

increase in number of newly hired women 118% 152% 132%

Among the indicators referring to equal opportunities, we can 
also see this management based on the principles of the Equality 
Plan:
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Net changes in the composition of the workforce 

During 2012 Bankinter employed new recruits to its workforce, 
although in a somewhat lower proportion than in the previous 
year, continuing with the policy of caution pursued by the Group 
in accordance with trends in the sector.

This increase, combined with the fact that Bankinter’s workforce 
has always been very tight compared with other banks, made it 
possible to break the trend seen since 2010. 

The retention rate for women is higher than that for men. The 
number of men fell by 4% while the number of women fell by 2%.
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Net changes in the composition of the workforce 

2007 2008 2009 2010 2011 2012

Gross external employee turnover Number of 
people

Relative 
percentage

Commercial Network 169 4.15

Men 89 2.19

Women 80 1.97

Central Services 62 1.52

Men 32 0.79

Women 30 0.74

Total external rotation 231 5.68

Gross external turnover by age bracket Total % Men % Women %

Under 30 73 1.79 21 1.06 52 2.50

30-50 years 80 1.97 35 1.76 45 2.16

Over 50 78 1.92 65 3.27 13 0.62

Total resignations and retirements 231 121 110

Total workforce 4,068 1,985 2,083

Gross external turnover by region Men % Women % Total %

Andalusia 8 33.33% 16 66.67% 24 10.39%

Aragón 2 66.67% 1 33.33% 3 1.30%

Asturias 3 60.00% 2 40.00% 5 2.16%

Balearic Islands  0.00% 3 100.00% 3 1.30%

Canary Islands 5 41.67% 7 58.33% 12 5.19%

Cantabria 1 33.33% 2 66.67% 3 1.30%

Castile-La Mancha 4 100.00%  0.00% 4 1.73%

Castilla y León 3 50.00% 3 50.00% 6 2.60%

Catalonia 21 70.00% 9 30.00% 30 12.99%

Valencian Community 16 64.00% 9 36.00% 25 10.82%

Extremadura  0.00% 1 100.00% 1 0.43%

Galicia 2 50.00% 2 50.00% 4 1.73%

La Rioja 1 50.00% 1 50.00% 2 0.87%

Madrid 47 55.29% 38 44.71% 85 36.80%

Murcia 1 25.00% 3 75.00% 4 1.73%

Navarra 1 33.33% 2 66.67% 3 1.30%

Basque Country 6 35.29% 11 64.71% 17 7.36%
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Work-life balance as a lever for gender equality

Bankinter sees work-life balance as a lever for positioning men 
and women on a genuinely equal footing as regards the need to 
balance work with personal and family life. 

Accordingly the Bank applies measures that go beyond legal 
requirements and that are not confined to maternity and 
paternity but seek to offer greater welfare to employees.

The following table shows the use made by Bankinter employees 
of the work/life balance measures available in the institution.  
All requests were granted.

The creation of a climate of confidence can be seen in indicators 
such as promotion, in the cases in which this type of measure 
is used, or in the retention rate, in the case of employees who 
make use of the measures available when they become mothers 
or fathers. Of the total number of people promoted, 23.3% had 
children under 12 years of age and 12.2% of them were women.

The following indicators are key to measuring and managing the 
impact of work/life balance policies:

Men Women

Persons entitled to parental leave in 2012

121 152

Persons exercising their right to parental leave in 2012

107 152

*Persons returning to work in 2012 after parental leave (not 
counting those whose leave ends in 2013)

103 97

Leaves of absence

Maternity/paternity 0 8

Public office 0 0

Training 1 0

Volunteer Work 3 0

Solidarity activities 0 0

Unpaid leave

1 month

Childcare 2 13

For years of service 0 0

>1 month 

Hospitalisation or serious illness of family 
members

0 0

*4 persons (women) subsequently requested extended leave

Retention Men Women

Employees returning to work in 2012 and 
still with the Bank 12 months later

104 105

Rate of retention: of the total number of employees rejoining 
the organisation at the end of their maternity or paternity leave 
in 2011, 99.05% of the men and 99.06% of the women were still 
with the organisation 12 months later. 

Rate of return to work: of the total number of employees taking 
parental leave in 2012, 96.26% of the men and 63.82% of the 
women rejoined in the same year. 
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—  Reduction in absenteeism. Figures for 2012 show that the 
number of hours of absenteeism due to common illness 
fell by just over 18% compared with the previous year, and 
the frequency index fell by 0.5 points. According to figures 
published by the Ministry of Labour, we continue to be well 
below the frequency index in the Finance and Insurance sector. 
Compared with the figure published in 2011, we are 1.3 points 
lower in 2012.

—  Maternity rate: 7.3% (of total number of women); as a 
percentage of women aged 25 to 40, it is 10.6%.

Our work/life balance measures can be grouped into the following 
categories (we include those that go beyond the requirements of 
the law):

1. Flexible labour relations measures

The policies and measures included in this category refer to:

I) Leave:

—  Maternity/paternity: At Bankinter we have facilities that go 
beyond legal requirements, such as:

For birth, adoption or pre-adoptive or permanent care of more 
than two children at the same time, or of children with a degree 
of disability of 33% or more, employees can take one month’s 
paid leave.

When caring for children under three years of age, employees 
can take one month of unpaid leave which they can request at 
any time until the child reaches the age of three.

Bring forward the date for returning to work during maternity 
leave, reducing the working day proportionally until the 16-week 
period has been used up.

—  Replacement policy: With maternity leave, in certain cases a 
replacement is hired for the time that the employee is absent, 
to reduce the workload at the centre in question, whenever the 
situation so requires.

—  This measure also extends to long-term absences due to illness 
or accident.

Infant nursing. 

Paid leave for infant nursing can be replaced at the employee’s 
request with either of the following options:

a) Reduction of the working day by one hour, or two hours in the 
case of multiple birth or adoption or care of more than one minor 
at the same time, which may be divided into two parts, one at the 
beginning and the other at the end of the working day, until the 
child is nine months old.

b) 21 calendar days, taken consecutively and immediately 
following the maternity leave, counted from the end of the latter. 
In addition to these 21 days of leave, and following on from 
them, the employee may ask to reduce the working day without 
a reduction in salary, by one hour per day for four weeks, or 
to reduce the working day by up to 50%, with a corresponding 
reduction in salary for four weeks.

II) Extended leave of absence with position reserved: 

—  For caring for children. Bankinter goes beyond the legal 
requirement since it can be requested until the child is 7 years 
old and may be taken for three years.

—  For studies: A one-year leave of absence may be requested for 
carrying out studies relating to the job.

—  To undertake charitable activities: Up to one year may be requested.
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—  To accompany a spouse or partner: Up to one year may be 
applied for if the employee’s partner is transferred to a location 
other than that of residence.

III) Flexibility of contract:

—  Part-time contracts At present 3.3% of the workforce have part-
time contracts

—  Indefinite contract 96.7% of the workforce have indefinite 
contracts, which provide job security

—  Reduced workday. In Bankinter reduced workday arrangements 
go beyond the law in several respects:

1. Duration. The duration is extended to 12 years for care of 
children and dependents, with a corresponding reduction in 
salary

2. Reasons for being able to request it. We have added training 
and the performance of charitable activities to the reasons for 
being able to request a reduced workday.

3. Reduced workday. For looking after children up to 12 years 
old and direct care of family members up to the second degree of 
consanguinity or affinity. 

2. Flexible working hours measures

Bankinter believes in making working hours flexible so that 
employees can balance their working lives with their family lives. 
In this regard we can highlight the following measures:

1.  Working to objectives. This enables professional merit to 
be evaluated on the basis of the degree of attainment of the 
objectives. The results of the latest performance evaluation in 
2012 corresponding to the objectives for 2011 show this, since 
96.93% of the men were evaluated compared with 97.65% of 
the women. (Employees joining the Bank in September or 
later in any given year, and employees on long-term leave, are 
exempt from evaluation.)

2.  Recognising employees’ merit, with policies such as the 
following:

a. Employees are identified by reference to their talent 

b. They are recognised for their work and commitment to the 
Organisation, through recognition surveys.

3.  Flexible working hours

—  Working hours are determined based on service provision 
needs, so they are always covered. 

—  It is applicable in departments and units where its use is 
practicable, although employees can always request a rotation 
to a position in which the working hours are more suited to 
their needs. 

Composition of workforce by 
type of working day Men Women Total

Full 1,908 1,774 3,682

Reduced 77 309 386
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—  On this basis we recommend a reference workday from between 
8 am and 9.30 am until between 4.30 pm and 6.30 pm with 
a view to facilitating a margin of flexibility according to the 
circumstances of each area, position and function, without 
prejudice to the working hours established over the course of 
the year. 

—  Flexibility in dealing with family emergencies, unforeseen 
events, etc. requiring temporary absence from the post.

4. Working day:

—  There are several types of working day, but they all have one 
common denominator, which is to avoid long lunch breaks. 
Therefore during these working days the lunch break is set at 
between 30 minutes and one hour. Furthermore, from 23 May 
to 30 September all employees who normally work all day with 
a lunch break may opt to work a continuous seven-hour day 
from 8 am to 3 pm if they so wish.

—  We were also the first financial institution to close its branches 
on Saturdays, opting to rely on other channels through which 
our customers can continue to receive quality service, such as 
the Internet, telephone banking and mobile banking.

5. Flexible vacations. Bankinter Group employees must take 
their vacations during the financial year in which they accrue, 
although in exceptional circumstances and depending on the 
particular characteristics of the business, they may be carried 
over into the following year, up until 31 March.

 3. Flexible place of work measures

1. Remote connection: As well as the range of possible starting 
times, all employees have a connection to their workstation from 
any computer with access to the Internet. This enables them to 

work from home or elsewhere on an ad hoc basis, providing the 
nature of the work so permits. During 2012, 31.22% of employees 
logged on remotely.

2. i-Meeting: Service available to all employees, whereby it is 
possible to organise and hold online meetings and distance 
training sessions.

3. Rooms prepared and equipped in all central services 
buildings and the main offices of each organisation, in which it is 
possible to work as if being at one’s usual workstation.

4. Corporate laptops and Smartphones. 63.7% of the workforce 
have a corporate mobile or Smartphone and 27.9% have laptops. 
There is also a stock of laptops available for employees to request 
on an ad hoc basis.

5. Technical assistance service from Monday to Saturday until 
10 pm.

6. Ergonomics. With a view to improving the physical and 
mental wellbeing of its employees, Bankinter carried out actions 
throughout the year aimed at adapting workstations to workers. 
By way of example, we can highlight the following: 

—  Change of furniture in several branches (desks with no sharp 
edges, new chairs with adjustable lumbar support, etc.)

—  Wireless earphones for telephone use by persons with neck 
or back problems so that they do not have to twist their necks 
sideways.

—  Special chairs were made available to persons with motor 
disability or medical problems so as to avoid aggravating their 
problems.
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—  To avoid lower leg pressure due to bad sitting postures and 
people’s different shapes and sizes, footrests are provided to all 
those requiring one. This encourages a correct posture at the 
desk and avoids problems in the lower limbs. 

7. Request for workplace. As well as measures aimed at 
achieving flexible working times, we also have a policy of internal 
rotation that makes it possible, depending on certain needs 
(proximity to home, family reasons or professional development) 
to request a change of post so as to meet the needs of the 
employee at any given moment in his or her professional life.

4. Social benefits 

Bankinter offers social benefits that go beyond legal 
requirements and which apply to all employees regardless of 
their working day or the region where they live, such as:

—  Sports assistance 

—  Study assistance

—  Health insurance

—  Life insurance

—  Advances against salary

—  Remunerated current account

Except the following benefits, to which only employees with more 
than six months service are entitled:

—  Mortgage loan. 

—  Novation of mortgage loan.

—  Housing construction loan

—  Revision of interest rates on mortgage loans. It is possible to ask 
for interest rates to be revised after six months instead of the 
established twelve.

—  Housing loans.

—  Loans for other purposes: No proof is required. Employees may 
choose whether to repay in 12 or 14 annual instalments.

—  Advances: Those which the banking collective labour agreement 
(5 and 9 months’ salary) considers loans with a series of specific 
reasons. Employees may choose whether to repay in 12 or 14 
annual instalments.

—  Advances for the purchase of a computer or language courses/
foreign immersion course, to finance a master’s or other 
postgraduate studies relating to the employee’s professional 
activity.
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Participation, innovation and transparency 

These are three of the basic principles underpinning Bankinter’s 
corporate culture.

To foster participation Bankinter encourages a free, open, non-
hierarchical, creative and motivating work environment. The 
Bank also promotes the direct involvement of its professionals in 
decision-making processes and in the introduction of significant 
improvements and innovations. The number of hierarchical levels 
involved in the institution’s strategic plans in 2012 was 29%.

Effective, genuine participation requires transparency. The most 
significant financial, commercial and administrative information 
– including that used by the directors and the executive 
team – is available to most of the employees, subject to legal 
confidentiality. 

Much of the information is available on the Intranet in a clear, 
transparent and easily accessible form. The entire workforce has 
access to the intranet.

97.2% of management information is available to all employees.

The Employees’ website, which is part of the Intranet, is 
interactive and easily accessible, including for persons with 
disabilities, by means of sections adapted to WAI standards. 
It includes all the most commonly used elements, sections 
and applications and the latest audiovisual resources such as 
videoconferencing and video chat, as well as in-house news and 
news about corporate information campaigns.

In 2012, following a pilot scheme, we opened a new channel for 
sharing knowledge through social software.

Among the various departments of the Bank that took an interest 
and shared information through this channel, Analytics stands 

out, with 2,226 followers and an average of 1,087 visits per 
month.

The number of participants in the Analytics group was 24, with a 
total of 53 actions.

A specific People Management mailbox is available to all 
employees for them to send complaints or queries. In 2012, 5,283 
queries were answered. 

The channels through which employees can submit queries more 
confidentially are of two kinds:

1.-  A direct channel of communication with the Más Familia 
Foundation for queries meeting the following conditions: 

—  They must be about subjects relevant to the field of ‘EFR’ 
(‘Family-Responsible Firms’). 

—  The question must be about matters of a general application 
and not strictly personal. 

—  The matter must previously have been referred to the Head 
of the EFR Model at Bankinter by sending an e-mail to the 
mailbox of the Employees’ Website to which no reply has been 
received within a reasonable time. 

2.-  There is also an intranet channel that staff can use, without 
revealing their identity, to report confidentially any financial 
or accounting malpractices, situations of harassment in the 
workplace or any other issues that pose a potential risk to 
the workforce. Communications sent via this channel are 
only received by the Chairman of the Audit and Regulatory 
Compliance Committee or the Chairman of the Corporate 
Governance Committee. 
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Another internal communication tool that Bankinter employees 
have at their disposal is the Forum, a universally accessible 
online corporate database where all employees can post 
and where everyone can see other people’s responses and 
contributions. 30.6% of the workforce took part in discussion 
forums during 2012.

Working environment
In Bankinter we work to ensure a working environment that 
enables all professionals to deploy their qualities and full 
potential to the utmost. 

To this end regular studies are carried out on the working climate, 
enabling us to gain a thorough understanding of employees’ 
opinions. A realistic knowledge of the working environment with 
all its good and bad points is the best basis from which to improve 
people management.

The working climate study is a corporate participation and 
communication space which, every two years, enables all 
employees to freely express their views directly and in confidence 
on important topics relating to their work and the Bank. The 
study is carried out via a web-based questionnaire, by an external 
firm in order to further ensure confidentiality.

The aim of the study is to strengthen and put into practice the 
principles of transparency and freedom at the same time as being 
a valuable management tool for the Bank’s management. 

At Bankinter, employee satisfaction and commitment are key 
factors in achieving business results.

77% of employees took part in the survey carried out in 2012, 
showing once again the importance that Bankinter professionals 
attach to this space for direct communication with management. 

The results reflect employees’ high level of commitment to 
the corporate project and the corporate management of the 
company and the challenges imposed by the current economic 
environment, reaching an excellent level of commitment to 
strategy, objectives and priorities (81%) and motivation (72%). 

Among the highest ranked factors were also: Pride of Belonging 
(78%), Corporate Reputation (77%), team atmosphere (76%) and 
personal job satisfaction (74%).

On the other hand the following aspects were shown to be in 
need of improvement:

—  Coordination among the various areas (41%): caused by the 
organisational changes the Bank underwent between the end 
of 2011 and mid-2012.

—  Career and rotation: This shows development possibilities for 
employees. Specific actions have been undertaken to improve 
this ratio, which went from 68% to 59%. This ratio fell according 
to the latest working climate survey due to the changes in the 
various areas. 

Similarly, the social impact of the closure of six SME centres on 
local communities was assessed as largely insignificant, since 
they were located in thinly populated areas. The Bank has 
relocated all the employees of these centres to other centres. 

It was not necessary to take preventive or mitigating measures 
for these effects, since the study carried out showed that there 
was no significant impact on the local community. 
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Human rights 

Respect for human rights is one of the basic principles 
underpinning Bankinter’s corporate culture. The activity of the 
financial sector is characterised by its highly qualified human 
capital. Moreover, the bank’s operations are confined to Spain, 
so there is no risk of problems arising in connection with 
human rights, such as child or forced labour or the violation of 
the rights of indigenous peoples. However Bankinter has made 
an explicit commitment by subscribing as a member of the 
United Nations Global Compact to implement and fulfil its ten 
action principles in the management of the Bank.  

As regards training on human rights, a total of 52 employees 
received training in 2012, representing 1.27% of the workforce. 
Employees have access to an online course on the Declaration 
of Human Rights on the intranet. Similarly, security companies 
providing services to Bankinter are required to give their 
employees information relating to people’s fundamental rights 
and public liberties. The working methods with reference to 
respect for human rights are subject to strict compliance and 
review by the various controls established by both Bankinter 
and the Private Security Police Units of the Spanish Ministry 
of the Interior. All of the security personnel are approved 
by the Ministry of the Interior for this type of work, and it 
is the Ministry of the Interior that guarantees the training, 
requirements, quality and employment arrangements of 
professionals and services of this type. 

Freedom of association

Bankinter acknowledges and guarantees its employees 
full exercise of their rights to trades union membership, 
association and collective bargaining in the terms established 
by law. The entire workforce is covered by a collective labour 
agreement. The applicable agreements, all of a sector-
specific nature, vary depending on the group company where 
the employee works (Banking, Offices, Contact Centre and 
Consultants, etc.) and are available to all employees on the 
Employee Website. 

Bankinter also respects the mechanisms for dialogue and 
participation with the employees’ legal representatives, with 
whom it meets periodically to deal with matters envisaged in 
the current applicable labour legislation.

Any organisational changes made at the Bank are analysed 
individually, in order to avoid or mitigate any negative impact 
they might have on staff. The collective labour agreement for 
the Banking sector does not establish any minimum period of 
notice that must be given for organisational changes. 
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Relations with suppliers

Bankinter continues to uphold the commitment to acting 
responsibly in contracting with third parties, in line with its code 
of conduct, professional ethics and purchasing policies.

Suppliers are contracted in line with the centralised purchasing 
management model and using mechanisms that Bankinter has 
established to ensure compliance with principles of transparency 
and equal opportunities.

All purchases are handled through the purchasing portal, where 
suppliers are registered, indicating the products or services they 
can offer the Bank and displaying their certificates of quality and 
reference customers.

Registration and approval on the purchasing portal implies 
acceptance by all suppliers of the environmental and ethical 
purchasing policies that Bankinter has established in the past 
few years. In 2012 we included new approval criteria relating to 
sustainability, 2.19% of suppliers having been approved in this 
past year.

Purchasing volume

During 2012, Bankinter reached agreements with suppliers for a 
total value of €91 million.

The trend this past year was to sign longer term contracts and 
to concentrate businesses with a view to seeking efficiency in 
outsourced services. To this end the Bank relied on strategic 
partners in long-term relations providing a certain stability for 
undertaking efficiency projects.

Supplier profile

Suppliers registering on the portal have access, as potential 
suppliers, to the negotiations promoted by the Purchasing area.

All suppliers are classified in accordance with the products and 
services they offer. Thus the selection of suppliers for each 
bidding process is carried out in the most appropriate way 
possible.

For the correct selection of suppliers, Bankinter considers not 
only financial aspects but those relating to the flexibility and 
quality of both the services and the suppliers themselves. 

Additionally, account is taken of compliance with the 
requirements in terms of social and environmental responsibility 
and financial considerations.

Irrespective of the fulfilment of the aforementioned requirements 
by suppliers, the Bank has developed a continuity plan to ensure 
the future operation of the service provided by the supplier 
should any contingency arise in relation to the most critical 
services.

Volume of invoicing of domestic suppliers

Of total third party invoicing, 98.1% comes from domestic 
suppliers, the remainder (more than 90) being foreign suppliers, 
mainly relating to technology and innovation.

Purchasing volume

€91 
million handled by 
Purchasing

Savings on purchasing

+15% 
savings in negotiating 
expenses and investments

Supplier profile

98.1% 
billed by local suppliers
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Code 
3.1 Description Page

Strategy and Analysis

1.1 Declaration by the highest decision-maker in the organisation (CEO, chairman or equivalent) on the importance 
of sustainability to the organisation and its strategy.

Page 4-6

1.2
Description of key impacts, risks and opportunities.

Page 13-15 

Profile of the Organisation

2.1 Name of the Organisation. Front page

2.2 Main brands, products and/or services. Annual Report pp. 92-96

2.3 Operating structure of the organisation, including the main divisions, operating entities, subsidiaries and joint 
ventures. Page 112

2.4 Location of organisation’s headquarters. Page 110

2.5 Number of countries in which the organisation operates and names of countries in which it carries on significant 
activities or those that are important specifically as regards the aspects of sustainability dealt with in this Report.

Bankinter operates only in 
Spain and has no significant op-
erations outside of Spain

2.6 Nature of ownership and legal form. Bankinter S.A.

2.7 Markets served (including the geographical breakdown, the sectors it supplies and the types of customers/
beneficiaries). Annual Report pp. 29-36

2.8 Scale of the reporting organisation. Page 8, Annual Report 62-66, 
68-72

2.9 Significant changes during the period covered by the report in the size, structure or ownership of the 
organisation. Page 87

2.10 Awards and distinctions received during the reporting period. Page 28

Scope of the Report

3.1 Period covered by the information contained in the annual report (e.g. financial year, calendar year). Page 11

3.2 Date of the most recent previous report (if any). Page 110

3.3 Reporting cycle (annual, every two years, etc.). Page 110

3.4 Contact person for questions relating to the report or its contents. Page 110

3.5 Process for defining report content. Page 11

3.6 Coverage of the report (e.g. countries, divisions, subsidiaries, leased facilities, joint ventures or suppliers). Page 110

3.7 Indicate any limitations on the scope or coverage of the report. Page 110

3.8 The basis for including information in the case of joint ventures, subsidiaries, leased facilities, outsourced 
activities and other entities that may significantly affect comparability between periods and/or organisations. Page 110

3.9 Techniques for measuring data and bases of calculations, including the assumptions and techniques underlying 
the estimates used in compiling indicators and other information in the report. Page 110
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3.10 Explanation of the effect of any restatements of information provided in earlier reports, and the reasons for such 
restatement. Page 110

3.11 Significant changes relative to previous periods in the scope, coverage or valuation methods applied in the report. Page 110

3.12 Table indicating the location of the Standard Disclosures in the report. Page 2

3.13 Policy and current practice with regard to seeking external assurance for the report. Page 103-107

Governance, Commitments and Stakeholder participation

4.1 Governance structure of the organisation.
Page 112, Corporate Governance 
Report: Board Committees B.2

4.2 Indicate whether the Chairman of the highest governing body is also an executive officer. Corporate Governance Report: 
B.1.21

4.3 In organisations with a single management structure, the number and sex of independent, non-executive 
members of the highest governing body will be indicated.

Corporate Governance Report: 
B.1.3

4.4 Mechanisms for shareholders and employees to provide recommendations or direction to the highest governance 
body.

Page 47, 48 and 85. Corporate 
Governance Corp.: B.2.2

4.5 Link between compensation of members of the highest governing body, senior managers and executives and the 
organisation’s performance.

Corporate Governance Corp. B.1. 
11

4.6 Procedures in place for avoiding conflicts of interest in the highest governing body. Corporate Governance Corp. B.1. 
20

4.7 Process for determining the composition of the highest governance body and its committees and the 
qualifications and experience required of their members, including any considerations regarding gender or other 
diversity indicators.

Corporate Governance Report: 
B.1. 19

4.8 Internally developed statements of mission and values, codes of conduct and major principles for economic, 
environmental and social performance and degree of implementation. Page 13-15, 23 and 35

4.9 Procedures of the highest governance body for overseeing the organisation’s identification and management of 
economic, environmental, and social performance, including related risks and opportunities, and adherence to or 
compliance with internationally agreed standards, codes of conduct and principles.

Corporate Governance Report: 
D. Risk Control Systems

4.10 Processes for evaluating the highest governance body’s own performance, particularly with regard to economic, 
environmental and social performance.

Corporate Governance Report: 
B.1. 14 and B.1. 15

4.11 Explanation of how the precautionary approach or principle is addressed by the organisation. Annual Report pp. 38-39

4.12 Externally developed social, economic and environmental principles or programmes, and any other initiatives 
subscribed to or endorsed by the organisation. Page 11, 13-15

4.13 Main associations to which it belongs, and national and international associations and/or bodies that the 
organisation supports. Page 11, 26 and 31

4.14 List of stakeholder groups engaged by the organisation. Page 41, 45 and 47

4.15 Basis for identification and selection of stakeholders with whom to engage. Page 41, 45 and 47

4.16 Approaches to stakeholder engagement, including frequency of engagement by type and by stakeholder group. Page 41.45 and 47

4.17 Key topics and concerns that have been raised through stakeholder engagement and how the organisation has 
responded to them in drawing up this annual report. Page 13-15
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Description Page

Management Focus and Performance Indicators

Economic Issues

Economic Performance Annual Report pp. 12-14, 62-66

Market Presence Page 47 Annual Report p. 74-80, 92-96

Indirect economic impact Page 13-15, 23-26, 28-32

Environmental dimension

Materials Page 39 and 40

Energy Page 39 and 40

Water Page 39 and 40

Biodiversity Not applicable Bankinter offices are located in urban areas and 
therefore have no impact on protected natural areas and/or on 
biodiversity

Emissions, effluents and waste pp. 37, 38 and 39

Products and Services Page 17.18 and 19

Regulatory compliance No fines or sanctions were imposed

Transport pp. 38 and 40

General issues Page 35 and 36

Social dimension: Labour practices and work ethics

Employment Page 63

Labour/Management Relations Page 68 and 69

Occupational Health and Safety Page 70.71 and 72

Training and Education Page 65 

Diversity and Equal Opportunities Page 73 and 74

Equal pay for men and women Page 68 and 69

Social dimension: Human rights

Investment and procurement practices We have no material operations in non OECD countries. 
We are signatories to the UN Global Compact

Non-discrimination Page 73.74 and 75

Freedom of Association and Collective Bargaining Agreements Page 87

Child labour Page 87

Prevention of Forced and Compulsory Labour Page 87

Safety Practices Page 70            

Rights of Indigenous Peoples Page 87
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Evaluation Bankinter has no material transactions with countries outside  
the OECD. Signatory to the United Nations Global Compact.  
The Bank’s operations do not produce any significant effects  
in the fields of human rights or the environment

Corrective Measures There were no complaints regarding human rights

Social dimension: Society

Local Communities Page 86

Corruption Page 20 and 21

Public Policy Associations such as the Spanish Bankers Association enable 
banks collectively to inform government departments of the 
banking sector’s initiatives, needs and concerns.

Unfair Competition Not applicable There are no open proceedings for unfair 
competition practices against Bankinter

Compliance with Standards Page 20, 21 and 35

Social dimension: Product Responsibility

Customer Health and Safety Page 70

Product and Service Labelling Page 59 and 60

Marketing Communications Page 33

Customer Privacy Page 59 and 60

Regulatory compliance Page 20, 21 and 35

Policies relating to the design and fair marketing of financial products and services Poli-
cies, principles and/or codes of conduct designed to ensure that the interests of the in-
stitution and its employees are aligned with those of existing and potential customers 
(FS15)

Page 59, 60, 65

Social dimension: Impact of Products and Services

Policies with specific environmental and social components applied to business lines 

(FS1)
Page 5, 35 and 60

Procedures for assessing and controlling environmental and social risks in business lines 

(FS2)
Page 14, 23 and 35

Processes for monitoring clients’ implementation of social and environmental require-
ments included in agreements or transactions (FS3) Page 13 and 14

Processes for improving employees’ skills in implementing social and environmental 
policies and procedures to business lines (FS4) Page 25-27, 31, 41-43, 65 and 87  

Interactions with clients/associates/business partners regarding environmental and so-
cial risks and opportunities (FS5) Page 17-19, 23-33, 43, 45, 50 and 89
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Main and additional indicators from GRI-G3.1 Guide

Aspect G3.1 Code Description Page

Economic Indicators

Economic 
Performance EC1

Direct economic value generated and distributed, including revenues, operating 
costs, employee compensation, donations and other community investments, 
retained earnings, and payments to capital providers and governments.

Annual Report pp. 66

EC2 Financial implications and other risks and opportunities for the organisation’s 
activities due to climate change. Page 20

EC3 Coverage of the organisation’s defined benefit plan obligations. Page 69, 84, Legal Report Note 27

EC4 Significant financial assistance received from government.
Legal Report Note 17. No 
significant assistance was received 
from any government bodies

Market Presence EC5 Range of ratios of standard entry level wages broken down by sex to local minimum 
wages at locations with significant operations. Page 68 and 69

EC6 Policy, practices, and proportion of spending on locally-based suppliers at significant 
locations of operation. Page 89

EC7 Procedures for local hiring and proportion of senior management hired from the 
local community at significant locations of operation. Page 73 and 74

Indirect Economic 
Impacts EC8 Development and impact of infrastructure investments and services provided 

primarily for public benefit through commercial, in-kind, or pro bono engagement. Page 17, 23, 24 and 25

EC9 Understanding and describing significant indirect economic impacts, including the 
extent of impacts. Page 28-33

Environmental Indicators

Materials EN1 Materials used by weight or volume. Page 39-40

EN2 Percentage of materials used that are recycled input materials. Page 40

Energy EN3 Direct energy consumption by primary energy source. Page 40

EN4 Indirect energy consumption by primary source. Page 40

EN5 Energy saved due to conservation and efficiency improvements. Page 39

EN6 Initiatives to provide energy-efficient or renewable energy based products and 
services, and reductions in energy requirements as a result of these initiatives. Page 35, 38, 40 and 43

EN7 Initiatives to reduce indirect consumption of energy and reductions achieved with 
these initiatives. Page 37, 38 and 39
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Environmental Indicators (Cont.)

Water EN8 Total water collection by source. Page 40

EN9 Water sources significantly affected by the collection of water.

Bankinter offices are located in 
urban areas and consequently 
water collection and discharge 
takes place through the municipal 
system. Likewise, water for 
consumption is supplied by the 
public authorities.

EN10 Percentage and total volume of water recycled and reused.

Bankinter offices are located in 
urban areas and consequently 
water collection and discharge 
takes place through the municipal 
system. Likewise, water for 
consumption is supplied by the 
public authorities.

Biodiversity

EN11

Location and size of land owned, leased, managed in, or adjacent to, protected areas 
and areas of high biodiversity value outside protected areas. Indicate the location 
and area of freehold, leasehold or managed land of high biodiversity value outside 
protected areas.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

EN12
Description of the most significant impacts on biodiversity in protected natural 
spaces or in non-protected areas of high biodiversity arising from the activities, 
products and services.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

EN13 Protected or restored habitats.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

EN14 Strategies, current actions, and future plans for managing impacts on biodiversity.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

EN15 Number of IUCN Red List species and national conservation list species with habitats 
in areas affected by operations, by level of extinction risk.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

Emissions, 
effluents 
and waste

EN16 Total direct and indirect greenhouse gas emissions by weight. Page 38

EN17 Other indirect greenhouse gas emissions by weight. Page 38

EN18 Initiatives to reduce greenhouse gas emissions and reductions achieved. Page 37, 38, 40 and 43 

EN19 Emissions of ozone-depleting substances by weight.

Indicator EN19 defines the 
substances covered in Annexes A, 
B, C and E of the Montreal Protocol 
as substances that deplete the 
ozone layer. These substances do 
not apply to Bankinter.
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Environmental Indicators (Cont.)

Emissions, 
effluents and 
waste (Cont.)

EN20 NOx, SOx and other significant atmospheric emissions by type and weight.
There are no significant air 
emissions, given that the Bank’s 
activity is financial

EN21 Total water discharge by quality and destination.
Bankinter collects and discharges 
water from and into the municipal 
water supply/drains system.

EN22 Total weight of waste treated by type and method of treatment. Page 40

EN23 Total number and volume of significant spillages.
Bankinter offices are located in 
urban areas and due to its activity 
does not generate spillages

EN24
Weight of transported, imported, exported, or treated waste deemed hazardous 
under the terms of the Basel Convention Annex I, II, III, and VIII, and percentage of 
transported waste shipped internationally.

Bankinter’s activity does not 
involve the transport of waste 

EN25

Identity, size, protected status, and biodiversity value of water resources and related 
habitats significantly affected by the reporting organisation’s discharges of water 
and runoff water.

Bankinter offices are located in 
urban areas and therefore have no 
impact on protected natural areas 
and/or on biodiversity

Products and 
Services EN26 Initiatives to mitigate environmental impacts of products and services, and extent of 

mitigation of this impact. Page 38 and 40

EN27 Percentage of products sold and their packaging materials that are reclaimed at the 
end of their useful life, by product category.

Financial products have no 
packaging

Compliance with 
standards EN28 Monetary value of significant fines and total number of non-monetary sanctions for 

non-compliance with environmental laws and regulations.

No significant environmental 
sanctions or fines have been 
imposed

Transport
EN29

Significant environmental impacts of transporting products and other goods and 
materials used for the organisation’s operations and transporting members of the 
workforce.

Page 38

General
EN30 Total environmental protection expenditures and investments by type. Page 18 and 19
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Social Performance Indicators

Performance, Labour Practices and Work Ethics Indicators

Employment LA1 Total workforce by employment type, employment contract, region and sex. Page 62, 75-77

LA2 Total number and percentage of employees joining and leaving the organisation, 
broken down by sex, age and region. Page 63 and 64

LA3 Benefits provided to full-time employees which are not provided to temporary or 
part-time employees, by major geographical locations. Page 84. Legal Report Note 27

LA15 Number of returns to work and retention rates following maternity leave, broken 
down by gender. Page 80

Company / 
employee 
relations

LA4 Percentage of employees covered by collective bargaining agreements. Page 87

LA5 Minimum term(s) of notice for significant organisational changes and whether 
these notifications are specified in collective agreements. Page 87

Occupational  
Health and Safety LA6

Percentage of total workforce represented on joint management-worker health and 
safety committees to help monitor and advise on occupational health and safety 
programmes.

Page 72

LA7 Rates of absenteeism, occupational diseases, days lost and number of work-related 
fatalities by region and by sex. Page 70, 71

LA8
Education, training, counselling, prevention, and risk control programmes in place 
to assist employees, their families or members of the community in relation to 
serious illnesses.

Page 70 and 72

LA9 Health and safety topics covered in formal agreements with trade unions. Page 72

Training and 
Education LA10 Average hours of training per year per employee by employee category. Page 66

LA11 Programmes for skills management and ongoing training that support the 
continued employability of employees and assist them in managing their retirement Page 65

LA12 Percentage of employees receiving regular performance and career development 
reviews, broken down by sex. Page 82

Diversity 
and Equal 
Opportunities

LA13
Composition of governance bodies and breakdown of employees per category 
according to gender, age group, minority group membership, and other indicators of 
diversity.

Page 73 and 74

LA14 Ratio of basic salary to remuneration for women relative to men, broken down by 
employee category and region. Page 68 and 69
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Performance indicators in the field of Human Rights

Investment and 
procurement 
practices HR1 Percentage and total number of significant investment agreements that include 

human rights clauses or that have undergone human rights screening.

There are no material transactions 
with countries outside the OECD. 
Signatory to the United Nations 
Global Compact

HR2
Percentage of major distributors, contractors and other trading partners that 
have been objects of study regarding human rights and measures adopted in 
consequence.

Page 89

HR3
Total hours of employee training on policies and procedures concerning aspects of 
human rights that are relevant to operations, including the percentage of employees 
trained.

Page 87

Non-
discrimination HR4 Total number of incidents of discrimination and corrective measures taken. There were no incidents relating to 

discrimination

Freedom of 
Association 
and Collective 
Bargaining

HR5
Transactions of the company in which the right to freedom of association and 
collective bargaining may be at significant risk, and actions taken to support these 
rights.

Page 87

Child labour
HR6 Transactions identified as having significant risk for incidents of child labour, and 

measures taken to contribute to the elimination of child labour. Page 87

Forced labour
HR7 Transactions identified as having significant risk of giving rise to incidents of forced 

or compulsory labour and measures taken to contribute to its elimination. Page 87

Safety Practices
HR8 Percentage of security personnel trained in the organisation's policies or procedures 

concerning aspects of human rights that are relevant to operations. Page 87

Rights of 
indigenous 
peoples

HR9 Total number of incidents related to violations of rights of indigenous peoples and 
actions taken. Page 87

Evaluation

HR10 Percentage and total number of transactions that have been the subject of reviews 
and/or assessments with regard to human rights.

There are no material transactions 
with countries outside the OECD. 
Signatory to the United Nations 
Global Compact The Bank’s 
operations do not produce any 
significant effects in the fields of 
human rights or the environment

Corrective 
Measures HR11 Number of complaints relating to human rights presented, handled and resolved 

through formal complaints mechanisms.
There were no complaints 
regarding human rights



100 
Bankinter
Sustainability Report 2012 
Letter from the Chairman

Key Figures

1. “Noughts and Crosses”

2. Stakeholders

Assurance Report

Appendix

Performance indicators regarding Society

Community

SO1 Percentage of transactions with local community’s committed involvement, impact 
assessments and development programmes. Page 17 

SO9 Transactions with possible or actual significant negative impact on local 
communities. Page 86

SO10 Preventive and mitigating measures implemented in transactions with potential or 
actual significant negative impact on local communities. Page 86

Corruption SO2 Percentage and total number of business units studied with regard to risks relating 
to corruption Page 21

SO3 Percentage of employees trained in the organisation’s anti-corruption policies and 
procedures. Page 20-21

SO4 Actions taken in response to incidents of corruption There have been no incidents of 
corruption.

Public Policy

SO5 Public policy positions and participation in public policy development and lobbying 
activities.

Associations such as the Spanish 
Bankers Association enable banks 
collectively to inform government 
departments of the sector’s 
initiatives, needs and concerns.

SO6 Total value of financial and in-kind contributions to political parties or related 
institutions by country

The bank is not associated with 
any political party (Article 5.4 of 
the Code of Ethics)

Unfair 
Competition

SO7 Total number of legal actions for anti-competitive behaviour, anti-trust and monopoly 
practices and their outcomes.

There are no legal actions pending 
against Bankinter regarding 
anti-competitive or monopolistic 
practices

Compliance with 
standards SO8 Monetary value of significant fines and total number of non-monetary sanctions for 

non-compliance with laws and regulations. Page 59
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Performance indicators regarding product responsibility

Customer Health 
and Safety PR1

Life cycle stages in which health and safety impacts of products and services are 
assessed for improvement and percentage of significant products and services 
categories subject to such procedures.

Page 60

PR2
Total number of incidents of non-compliance with regulations and voluntary codes 
concerning health and safety impacts of products and services during their life cycle, 
by type of outcomes.

Bankinter has not had any 
significant fine imposed in this 
regard.

Product and 
Service Labelling PR3 Type of product and service information required by procedures and percentage of 

significant products and services subject to such information requirements. Page 60

PR4 Total number of incidents of non-compliance with regulations and voluntary codes 
concerning product and service information and labelling, by type of outcome.

Bankinter has not had any 
significant fine imposed in this 
regard.

PR5 Practices relating to customer satisfaction, including results of customer satisfaction 
surveys. Page 50-58

Marketing 
Communications PR6

Programmes for compliance with laws or adhesion to standards and voluntary 
codes quoted in marketing communications, including advertising, promotion and 
sponsorship activities

Page 60

PR7
Total number of incidents of non-compliance with regulations and voluntary codes 
concerning marketing communications, including advertising, promotion and 
sponsorship by type of outcome.

Bankinter has not had any 
significant fine imposed in this 
regard.

Customer  
Privacy

PR8 Total number of substantiated complaints regarding respect for customer privacy and 
leaks of customer personal data.

There were no complaints about 
respect of privacy or leaking of 
customers’ personal data

Compliance with 
standards PR9 Monetary value of significant fines for non-compliance with laws and regulations 

concerning the provision and use of the organisation’s products and services

Bankinter has not had any 
significant fine imposed in this 
regard.
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Financial Supplement Indicators

Aspect G3 code Description Page

Financial Supplement Indicators

List of Products
FS6 Percentage of the portfolio accounted for by each business line broken down by 

region, size (e.g. micro/SME/major) and sector of activity. Annual Report pp. 39, 42 and 48 

FS7 Monetary value of products and services designed to deliver a specific social benefit 
for each business line broken down by purpose. Page 17-20

FS8 Monetary value of products and services designed to deliver a specific 
environmental benefit for each business line broken down by purpose. Page 17-18

Audit
FS9 Coverage and frequency of audits to assess implementation of environmental and 

social policies and risk assessment procedures. Not avaliable

Ownership of 
Assets FS10 Percentage and number of companies held in the institution’s portfolio with which 

the reporting organisation has interacted on environmental or social issues. Page 19 and 20 

FS11 Percentage of assets subject to positive and/or negative environmental or social 
screening. Page 17-19

FS12 Voting policy or policies applied to environmental or social issues for equity interests 
where the reporting organisation has voting rights or advises on voting. Page 36

Community
FS13 Access to financial services in depopulated/economically disadvantaged areas by 

type of access. Page 17 and 25  

FS14 Initiatives to improve access for people with disabilities or impairments. Page 23-25

Product and 
Service Labelling FS16 Initiatives to enhance financial literacy, broken down by type of beneficiary. Page 28-33
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Free translation of the report on independent review of the 2012 Corporate Sustainability Report 
of the Bankinter Group originally issued in Spanish. In the event of a discrepancy, the Spanish-

language version prevails. 
 
 

REPORT ON INDEPENDENT REVIEW OF THE 2012 CORPORATE 
SUSTAINABILITY REPORT OF THE BANKINTER GROUP 

 
To the Management of Bankinter, S.A. 

Scope of the work  

We have reviewed the conformity of the contents of the 2012 Corporate Sustainability Report of 
Bankinter, S.A. and its Consolidated Group, hereinafter referred to as the Bankinter Group, to the 
Guidelines for drawing up Sustainability Reports contained in the Global Reporting Initiative 
(GRI), version 3.1 (G3.1).  

The preparation and contents of the Corporate Sustainability Report are the responsibility of the 
Management of the Bankinter Group, who are also responsible for defining, adapting and 
maintaining the internal control and management systems from which the information is obtained. 
Our responsibility is to issue an independent report based on the procedures applied in our review.  

We have carried out our review work in accordance with ISAE 3000 Assurance Engagements 
Other than Audits or Reviews of Historical Financial Information issued by the International 
Auditing and Assurance Standard Board (IAASB) of the International Federation of Accountants 
(IFAC) and with the Procedural Guidelines for reviewing Corporate Responsibility Reports of the 
Spanish Institute of Auditors (“Instituto de Censores Jurados de Cuentas de España”).  

Our review work has consisted of making enquiries to the Management and the various Bankinter 
Group units that have taken part in the preparation of the Corporate Sustainability Report, and 
applying certain analytical procedures and sample tests described below.  

• Meetings with Bankinter Group personnel to ascertain the management approaches applied 
and obtain the information required for the external review.  

 
• Analysis of processes for gathering and validating the data presented in the 2012 Corporate 

Sustainability Report.  
 
• Review of the actions taken with respect to the identification and analysis of the stakeholders 

during the year, as well as the coverage, relevance and completeness of the information 
included in the Corporate Sustainability Report on the basis of the Bankinter Group’s 
understanding of the requirements of the stakeholder groups.  

 
• Analysis of the conformity of the contents of the Corporate Sustainability Report to the GRI 

G3.1 Guidelines.  
 
• Review of the information concerning management approaches applied to each group of 

indicators.  
 
• Verification, through sample-based tests, of the quantitative and qualitative information used 

in core and specific indicators of the G3.1 Guidelines as well as of the Financial Supplement, 
both relating to the Global Reporting Initiative (GRI) and included in the 2012 Corporate 
Sustainability Report. Besides, we have verified the appropriate compilation thereof on the 
basis of the data supplied by the information sources of the Bankinter Group. The indicators 
reviewed and the scope of the review is detailed in the accompanying Annexes. 

 
 
The scope of a review is significantly less than that of a reasonable assurance report. Accordingly, 
the degree of assurance provided is also lower. The report may under no circumstances be taken to 
be an audit report.  

 

PricewaterhouseCoopers Auditores, S.L., Paseo de la Castellana, 259, 28046 Madrid, España 
T: +34 915 684 400 F: +34 915 684 175, www.pwc.com/es 
 
 
R. M. Madrid, hoja 87.250-1, folio 75, tomo 9.267, libro 8.054, sección 3ª. Inscrita en el R.O.A.C. con el número S0242 - CIF: B-79 031290 

  (2) 

 
Independence  
 
We have carried out our work in accordance with the independence rules set out in the Code of 
Ethics of the International Federation of Accountants (IFAC).  
 
Conclusion  
 
As a result of our work, no issues have come to light that lead us to believe that the 2012 Corporate 
Sustainability Report of the Bankinter Group contains errors or has not been prepared, in all 
significant respects, in accordance with the GRI Guidelines 3.1 version (G3.1) for the preparation of 
Sustainability Reports.  
 
This report has been drawn up exclusively in the interest of the Bankinter Group in accordance with 
the terms of our Letter of Engagement. 
 
PricewaterhouseCoopers Auditores, S.L. 
 
 
 
 
(Originally signed in Spanish) 
 
Ferrán Rodríguez 
Partner 
 
February 21, 2013 
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Annexes of Independent Assurance Report on the Indicators of Bankinter Group’s 
2012 Corporate Sustainability Report 
 
Annex 1. Core and additional indicators of the GRI – G3.1 Guidelines 
 

Aspect Type G3.1 Description Conclusion 

Economic Indicators 

Core EC1 

Direct economic value generated and distributed, including 

revenues, operating costs, employee compensation, donations 

and other community investments, retained earnings, and 

payments to capital providers and governments. 

Full 

Core EC2 

Financial implications and other risks and opportunities for 

the organization’s activities due to climate change. 

 

Full 

Core EC3 
Coverage of the organization’s defined benefit plan 

obligations. 
Full E

co
n

om
ic

 P
er

fo
rm

an
ce

 

Core EC4 Significant financial assistance received from government. Full 

Additional EC5 
Range of ratios of standard entry level wage compared to local 

minimum wage at significant locations of operation. 
Full 

Core EC6 
Policy, practices, and proportion of spending on locally-based 

suppliers at significant locations of operation. 
Full 

M
ar

ke
t 

P
re

se
n

ce
 

Core EC7 

Procedures for local hiring and proportion of senior 

management hired from the local community at locations of 

significant operation. 

Full 

Core EC8 

Development and impact of infrastructure investments and 

services provided primarily for public benefit through 

commercial, in-kind, or pro bono engagement. 

Full 

In
d

ir
ec

t 
E

co
n

om
ic

 

Im
p

ac
ts

 

Additional EC9 
Understanding and describing significant indirect economic 

impacts, including the extent of impacts. 
Full 

Environmental Indicators 

Core EN1 Materials used by weight or volume. Full 

M
at

er
ia

ls
 

Core EN2 Percentage of materials used that are recycled input materials. Full 

Core EN3 Direct energy consumption by primary energy source. Full 

Core EN4 Indirect energy consumption by primary source. Full 

E
n

er
gy

 

Additional EN5 
Energy saved due to conservation and efficiency 

improvements. 
Full 

 

 
  (5) 

Environmental Indicators (Cont.) 

Additional EN6 
Initiatives to provide energy-efficient or renewable energy 

based products and services, and reductions in energy 

requirements as a result of these initiatives. 

Full 

E
n

er
gí

a 

Additional EN7 Initiatives to reduce indirect energy consumption and 

reductions achieved. 
Full 

Core EN8 Total water withdrawal by source. Full 

Additional EN9 Water sources significantly affected by withdrawal of water. 
Not 

applicable 

W
at

er
 

Additional EN10 Percentage and total volume of water recycled and reused. 
Not 

applicable 

Core EN11 
Location and size of land owned, leased, managed in, or 

adjacent to, protected areas and areas of high biodiversity 

value outside protected areas. 

Not 

applicable 

Core EN12 
Description of significant impacts of activities, products, and 

services on biodiversity in protected areas and areas of high 

biodiversity value outside protected areas. 

Not 

applicable 

Additional EN13 Habitats protected or restored. 
Not 

applicable 

Additional EN14 Strategies, current actions, and future plans for managing 

impacts on biodiversity. 

Not 

applicable 

B
io

d
iv

er
si

ty
 

Additional EN15 
Number of IUCN Red List species and national conservation 

list species with habitats in areas affected by operations, by 

level of extinction risk. 

Not 

applicable 

Core EN16 Total direct and indirect greenhouse gas emissions by weight. Full 

Core EN17 Other relevant indirect greenhouse gas emissions by weight. Full 

Additional EN18 Initiatives to reduce greenhouse gas emissions and reductions 

achieved. 
Full 

Core EN19 Emissions of ozone-depleting substances by weight. 
Not 

applicable 

Core EN20 NO, SO, and other significant air emissions by type and 

weight. 

Not 

applicable 

Core EN21 Total water discharge by quality and destination. 
Not 

applicable 

Core EN22 Total weight of waste by type and disposal method. Full 

E
m

is
si

on
s,

 E
ff

lu
en

ts
 a

n
d

 W
as

te
 

Core EN23 Total number and volume of significant spills. 
Not 

applicable 
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Environmental Indicators (Cont.) 

Additional EN24 

Weight of transported, imported, exported, or treated waste 

deemed hazardous under the terms of the Basel Convention 

Annex I, II, III, and VIII, and percentage of transported waste 

shipped internationally. 

Not 
applicable 

E
m

is
si

on
s,

 E
ff

lu
en

ts
 a

n
d

 

W
as

te
 

Additional EN25 

Identity, size, protected status, and biodiversity value of water 

bodies and related habitats significantly affected by the 

reporting organization’s discharges of water and runoff. 

Not 
applicable 

Core EN26 
Initiatives to mitigate environmental impacts of products and 

services, and extent of impact mitigation. 
Full 

P
ro

d
u

ct
s 

an
d

 

Se
rv

ic
es

 

Core EN27 
Percentage of products sold and their packaging materials that 

are reclaimed by category. 

Not 

applicable 

C
om

p
li

an
ce

 

Core EN28 

Monetary value of significant fines and total number of non-

monetary sanctions for non-compliance with environmental 

laws and regulations. 

Full 

T
ra

n
sp

or
t 

Additional EN29 

Significant environmental impacts of transporting products and 

other goods and materials used for the organization’s 

operations, and transporting members of the workforce. 

Full 

O
ve

ra
ll

 

Additional EN30 
Total environmental protection expenditures and investments 

by type. 
Full 

Social Indicators 

Core LA1 
Total workforce by employment type, employment contract, 

and region, broken down by gender. 
Full 

Core LA2 
Total number and rate of employee turnover by age group, 

gender, and region. 
Full 

Additional LA3 

Benefits provided to Total-time employees that are not 

provided to temporary or part-time employees, by major 

operations. 

Full E
m

p
lo

ym
en

t 

Core LA15 
Return to work and retention rates after parental leave, by 

gender. 
Full 

Core LA4 
Percentage of employees covered by collective bargaining 

agreements. 
Full 

L
ab

or
/M

an
ag

em
en

t 

R
el

at
io

n
s 

Core LA5 
Minimum notice period(s) regarding operational changes, 

including whether it is specified in collective agreements. 
Full 

O
cc

u
p

at
io

n
al

 

H
ea

lt
h

 a
n

d
 

Sa
fe

ty
 

Additional LA6 

Percentage of total workforce represented in formal joint 

management–worker health and safety committees that help 

monitor and advise on occupational health and safety 

programs. 

Full 

 

 
  (7) 

 
 
 
 
 

Social Indicators (Cont.) 

Core LA7 

Rates of injury, occupational diseases, lost days, and 

absenteeism, and number of work related fatalities by region 

and by gender. 

Full 

Core LA8 

Education, training, counseling, prevention, and risk-control 

programs in place to assist workforce members, their families, 

or community members regarding serious diseases. 

Full 

 

O
cc

u
p

at
io

n
al

 H
ea

lt
h

 a
n

d
 S

af
et

y 
 

Additional LA9 
Health and safety topics covered in formal agreements with 

trade unions. 
Full 

Core LA10 
Average hours of training per year per employee, by gender, 

and by employee category. 
Full 

Additional LA11 

Programs for skills management and lifelong learning that 

support the continued employability of employees and assist 

them in managing career endings. 

Full 

T
ra

in
in

g 
an

d
 E

d
u

ca
ti

on
 

Additional LA12 
Percentage of employees receiving regular performance and 

career development reviews, by gender. 
Full 

Core LA13 

Composition of governance bodies and breakdown of 

employees per category according to gender, age group, 

minority group membership, and other indicators of diversity. 

Full 

D
iv

er
si

ty
 a

n
d

 E
qu

al
 

O
p

p
or

tu
n

it
y 

Core LA14 Ratio of basic salary of men to women by employee category. Full 

Human Resources Indicators 

Core HR1 

Percentage and total number of significant investment 

agreements that include human rights clauses or that have 

undergone human rights screening. 

Full 

Core HR2 
Percentage of significant suppliers and contractors that have 

undergone screening on human rights and actions taken. 
Full 

In
ve

st
m

en
t 

an
d

 P
ro

cu
re

m
en

t 
P

ra
ct

ic
es

 

Additional HR3 

Total hours of employee training on policies and procedures 

concerning aspects of human rights that are relevant to 

operations, including the percentage of employees trained. 

Full 

N
on

-

D
is

cr
im

in
at

io
n

 

Core HR4 Total number of incidents of discrimination and actions taken. Full 
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Human Resources (Cont.) 

F
re

ed
om

 o
f 

A
ss

oc
ia

ti
on

 

an
d

 C
ol

le
ct

iv
e 

B
ar

ga
in

in
g 

Core HR5 

Operations identified in which the right to exercise freedom of 

association and collective bargaining may be at significant risk, 

and actions taken to support these rights. 

 

Full 

C
h

il
d

 L
ab

or
 

Core HR6 

Operations identified as having significant risk for incidents of 

child labor, and measures taken to contribute to the elimination 

of child labor. 

Full 

F
or

ce
d

 a
n

d
 

C
om

p
u

ls
or

y 

L
ab

or
 

Core HR7 

Operations identified as having significant risk for incidents of 

forced or compulsory labor, and measures to contribute to the 

elimination of forced or compulsory labor. 

 

Full 

Se
cu

ri
ty

 

P
ra

ct
ic

es
 

Additional HR8 

Percentage of security personnel trained in the organization’s 

policies or procedures concerning aspects of human rights that 

are relevant to operations. 

Full 

In
d

ig
en

ou
s 

R
ig

h
ts

 

Additional HR9 
Total number of incidents of violations involving rights of 

indigenous people and actions taken. 
Full 

A
ss

es
sm

en
t 

Core HR10 
Percentage and total number of operations that have been 

subject to human rights reviews and/or impact assessments. 
Full 

R
em

ed
ia

ti
on

 

Core HR11 
Number of grievances related to human rights filed, addressed, 

and resolved through formal grievance mechanisms. 
Full 

Society Indicators 

Core SO1 

Nature, scope, and effectiveness of any programs and practices 

that assess and manage the impacts of operations on 

communities, including entering, operating, and exiting 

Partial 

Core S09 
Operations with significant potential or actual negative impacts 

on local communities. 
Full 

L
oc

al
 C

om
m

u
n

it
ie

s 

Core SO10 

Prevention and mitigation measures implemented in operations 

with significant potential or actual negative impacts on local 

communities. 

Full 

 

 
  (9) 

 

 
 
 

Society Indicators (Cont.) 

Core SO2 
Percentage and total number of business units analyzed for 

risks related to corruption. 
Full 

Core SO3 
Percentage of employees trained in organization’s anti-

corruption policies and procedures. 
Full C

or
ru

p
ti

on
 

 Core SO4 Actions taken in response to incidents of corruption. Full 

Core SO5 
Public policy positions and participation in public policy 

development and lobbying. 
Full 

P
u

bl
ic

 P
ol

ic
y 

 

Additional SO6 
Total value of financial and in-kind contributions to political 

parties, politicians, and related institutions by country. 
Full 

A
n

ti
-C

om
p

et
it

iv
e 

B
eh

av
io

r 

 Additional SO7 
Total number of legal actions for anticompetitive behavior, anti-

trust, and monopoly practices and their outcomes. 
Full 

C
om

p
li

an
ce

 

Core SO8 

Monetary value of significant fines and total number of non-

monetary sanctions for non-compliance with laws and 

regulations. 

Full 

Product responsibility Indicators 

Core PR1 

Life cycle stages in which health and safety impacts of products 

and services are assessed for improvement, and percentage of 

significant products and services categories subject to such 

procedures. 

Full 

C
u

st
om

er
 H

ea
lt

h
 a

n
d

 S
af

et
y 

Additional PR2 

Total number of incidents of non-compliance with regulations 

and voluntary codes concerning health and safety impacts of 

products and services during their life cycle, by type of 

outcomes. 

Full 

Core PR3 

Type of product and service information required by 

procedures, and percentage of significant products and services 

subject to such information requirements. 

Full 

Additional PR4 

Total number of incidents of non-compliance with regulations 

and voluntary codes concerning product and service 

information and labeling, by type of outcomes. 

Full 

P
ro

d
u

ct
 a

n
d

 S
er

vi
ce

 L
ab

el
in

g 
Additional PR5 

Practices related to customer satisfaction, including results of 

surveys measuring customer satisfaction. 
Full 
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TYPES OF SCOPE OF VERIFICATION CARRIED OUT: 
 
• Full verification: Verification of the computation of the quantitative indicators and of the aspects of a qualitative 

nature, as well as that it has been duly compiled using the information drawn by the different units of Bankinter Group 
and external sources of information.  

• Partial verification: Have not been verified all aspects associated to the indicators stipulated by the GRI version G3.1, 
since a part of the information only has been provided, for which the calculations of the quantitative and/or qualitative 
aspects have been verified. In addition, it has been verified that those have been duly compiled using the information 
drawn by the different units of Bankinter Group and external sources of information. 

• Not available: Bankinter Group does not have the necessary information associated to the indicator in question. 
• Not applicable: On the basis of the principles of the GRI version G3.1 and of the business of Bankinter Group, the 

information associated to this indicator in not applicable. 

Product responsibility Indicators (Cont.) 

Core PR6 

Programs for adherence to laws, standards, and voluntary codes 

related to marketing communications, including advertising, 

promotion, and sponsorship. 

Full 

M
ar

ke
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n
g 
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n
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Additional PR7 

Total number of incidents of non-compliance with regulations 

and voluntary codes concerning marketing communications, 

including advertising, promotion, and 

Sponsorship by type of outcomes. 

Full 

C
u

st
om

er
 

P
ri

va
cy

 

Additional PR8 
Total number of substantiated complaints regarding breaches 

of customer privacy and losses of customer data. 
Full 

C
om

p
li

an
ce

 

Core PR9 

Monetary value of significant fines for non-compliance with 

laws and regulations concerning the provision and use of 

products and services. 

Full 

 

 
  (11) 

 
Annex  2. Indicators from financial supplement 
 
 

Aspect Type G3.1 Description Conclusion 

Financial Supplement Indicators 

Core FS6 Percentage of the portfolio for business lines by specific region, 

size (e.g. micro/SME/large) and by sector. Full 

Core FS7 Monetary value of products and services designed to deliver a 

specific social benefit for each business line broken down by 

purpose. 
Full 

P
ro

d
u

ct
 P

or
tf

ol
io

 

Core FS8 Monetary value of products and services designed to deliver a 

specific environmental benefit for each business line broken 

down by purpose. 
Full 

A
u

d
it

 

Core FS9 

Coverage and frequency of audits to assess implementation of 

environmental and social policies and risk assessment 

procedures. 

Not available 

Core FS10 

Percentage and number of companies held in the institution´s 

portfolio with which the reporting organization has interacted on 

environmental or social issues. 

Full 

Core FS11 
Percentage of assets subject to positive and negative 

environmental or social screening. 
Full 

A
ct

iv
e 

O
w

n
er

sh
ip

 

Core FS12 

Voting policies applied to environmental or social issues for 

shares over which the reporting organization holds the right to 

vote shares or advises on voting. 

Full 

Core FS13 
Access points in low-populated or economically disadvantaged 

areas by type. 
Full 

C
om

m
u

n
it

y 

Core FS14 
Initiatives to improve access to financial services for 

disadvantaged people. 
Full 

P
ro

d
u

ct
 a

n
d

 

Se
rv

ic
e 

L
ab

el
in

g 

Core FS16 Initiatives to enhance financial literacy by type of beneficiary. Full 

 
TYPES OF SCOPE OF VERIFICATION CARRIED OUT: 
 
• Full verification: Verification of the computation of the quantitative indicators and of the aspects of a qualitative 

nature, as well as that it has been duly compiled using the information drawn by the different units of Bankinter Group 
and external sources of information.  

• Partial verification: Have not been verified all aspects associated to the indicators stipulated by the GRI version G3.1, 
since a part of the information only has been provided, for which the calculations of the quantitative and/or qualitative 
aspects have been verified. In addition, it has been verified that those have been duly compiled using the information 
drawn by the different units of Bankinter Group and external sources of information. 

• Not available: Bankinter Group does not have the necessary information associated to the indicator in question. 
• Not applicable: On the basis of the principles of the GRI version G3.1 and of the business of Bankinter Group, the 

information associated to this indicator in not applicable. 
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Information for shareholders and customers 

The Statutory Annual Report of Bankinter S.A. is presented at 
the Annual General Meeting of Shareholders and is available to 
all the Company’s shareholders. The information contained in 
it covers the period from 01 January 2012 to 31 December 2012 
unless otherwise specified. The previous Statutory Report, for 
2011, was published on 13 February 2012.

This document, prepared by all the Bank’s divisions, is addressed 
to shareholders, customers and any other stakeholder group that 
has dealings with the Bank.

Quarterly consolidated earnings reports are published in January, 
April, July and October and are available to shareholders.

SHAREHOLDERS OFFICE
Alfonso Martínez Vaquero
Avenida de Bruselas, 12
28108 Alcobendas (Madrid)
Tel. +34 91 339 83 - 30 91 339 75
Fax: +34 91 339 83 23
E-mail: ofiaccionista@bankinter.es

EXTERNAL COMMUNICATION
Inés García Paine
Paseo de la Castellana, 29
28046 Madrid
Tel. +34 91 339 83
Fax: +34 91 339 85 98
E-mail: comunicacion@bankinter.es

INVESTOR RELATIONS
David López Finistrosa
Paseo de la Castellana, 29
28046 Madrid
Tel: +34 91 91 339 75 00
Fax: +34 91 623 44 33
E-mail: Investor_Relations@bankinter.es

CORRESPONDENT BANKS
Javier Martín Casado
Avenida de Bruselas, 12
28108 Alcobendas (Madrid)
email: jmartinc@bankinter.es
Tel: +34 91 339 75 30

CUSTOMER SERVICES (SAC)
Rafael Olarte Corretjer
Avenida de Bruselas, 12
28108 Alcobendas (Madrid)
Tel. +34 900 802 081
Fax: +34 91 623 44 21
E-mail: rolarte@bankinter.es

Service Office hours Telephone

Customer service for customers of 
Personal and Private Banking and 
Finance

8 am to 10 pm Monday to Saturday, except national holidays +34 902 132 313

Private individuals 9 am to 6 pm Monday to Friday, except national holidays

Insurance specialists 9 am to 6 pm Monday to Friday, except national holidays

Customer service in English 9 am to 6 pm Monday to Friday, except national holidays +34 902 888 835

Customer Service Support 9 am to 6 pm Monday to Friday, except national holidays +34 900 802 081

Internet technical assistance 
(particulares.com)

8 am to 10 pm Monday to Friday, Saturdays from 9 am to 3 pm, 
except national holidays

+34 902 365 563

Stock Exchange and Investment 
Specialists

8 am to 10 pm Monday to Friday, including national holidays if 
there are markets

+34 902 131 114

International Business Specialists
8 am to 6 pm Monday to Friday Except: - July and 1-15 September, 
8 am to 6 pm Monday to Thursday, Fridays 8 am to 5 pm;  
August, 8 am to 3 pm Monday to Friday

+34 902 882 000

Telephone Banking SMEs +34 902 888 855

Internet technical assistance 
(empresas.bankinter.com)

+34 902 365 656
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Board of Directors of Bankinter 

The Board of Directors of Bankinter S.A. as at December 2012:

Position Name/Company Name Office

Chairman Pedro Guerrero Guerrero Executive 

Deputy Chairman Cartival, S.A.* Executive

CEO María Dolores Dancausa Treviño Executive 

Director Marcelino Botín-Sanz de Sautuola y Naveda* Non-executive proprietary 

Director Fernando Masaveu Herrero Non-executive proprietary 

Director John de Zulueta Greenebaum: Independent non-executive 

Director Jaime Terceiro Lomba Independent non-executive 

Director Gonzalo de la Hoz Lizcano Independent non-executive 

Director José Antonio Garay Ibargaray Independent non-executive 

Director/Secretary to the Board of Directors Rafael Mateu de Ros Cerezo Other non-executive directors 

* Cartival S.A.: Company represented on the Board of Directors by Alfonso Botín-Sanz de Sautuola y Naveda,  
representing significant shareholder Jaime Botín-Sanz de Sautuola.
* Marcelino Botín-Sanz de Sautuola y Naveda: Related to significant shareholder Cartival, S.A.
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Management Structure
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Organisation Managers

Juan Carlos Barbero Andalusia

Lucas Peinado Mataix Balearic Islands

Juan Manuel Castaño Escudero Castilla la Mancha-Extremadura

Eduard Gallart Catalonia

José Luis Dionisio Cervantes Levante (Eastern Spain)

Marta Centeno Madrid East

Juan Villasante Madrid West

Enrique Becerril Madrid Corporate Banking

Antonio Berdiel Bitrián Navarre - Aragon - Rioja

Joaquín Da Silva Castaño North-Western Spain

Luis Fernando Azcona López Northern Spain

José Pérez Jiménez Canary Islands



The 2012 Bankinter Report is available on the Bank’s Corporate Website.

Copies can be obtained from the Bankinter External Communication Department 

or by sending an e-mail to: comunicacion@bankinter.es 

The list of Bankinter Branches and Agents is published as an offprint of this Report. 

Published by
Bankinter Department of External Communication

Designed and developed by
gosban consultora de comunicación




