
Corporate Responsibility in ”la Caixa” 2009

Our values, our ongoing commitment



In 2009, ”la Caixa” continued to implement its strategy of action based on its corporate values of Trust, Excellence in service 
and Social Commitment. Throughout the year, the alignment of financial activity and social action has been a constant factor 
at the Institution, coordinating initiatives, actions and programmes aimed at contributing to overcoming such adverse times 
characterized by the destruction of jobs, business activity coming to a standstill or significant loss in purchasing power for some 
sectors of the population. 

Therefore, the principal lines of action during the reporting period were focused on maintaining financial support for companies 
and individual customers providing cover for their respective financing concerns, thereby increasing the backing ”la Caixa” 
already provides for entrepreneurs. This initiative translates to over EUR 104.045 million risk given to individual customers and 
companies, it can also be seen in the increase of 55% in the number of loans approved by MicroBank for setting up a new 
company or maintaining going concerns, as well as providing cover for family needs and is reflected in the activity of the business 
management team at Caixa Capital Risc, who concentrate on financing business projects in innovative sectors with excellent 
growth potential such as life science and new IT or communications technologies sectors.

Furthermore, a series of measures aimed at assisting individual customers affected by temporary economic difficulties arising 
from a reduction in their income in making monthly mortgage payment.

Another feature that should be highlighted is the important role played by Welfare Projects of ”la Caixa” which for another 
year in succession characterized by its commitment to individuals and the community at large and that this year with a budget 
of EUR 500 million, prioritised the development of programmes focused on social and assistance provision, allocating almost 
EUR 300 million of its budget to these areas.

As has been the case in previous reporting periods, the present report falls within the framework of the Institutions’ commitment 
with the principles established under the United Nations Global Compact, a commitment renewed year after year and extended 
to its subsidiary companies, which explicitly made their adhesion to the Global Compact in 2009. 

In short, this Report summarizes the Institution’s performance in terms of Corporate Responsibility and establishes new challenges 
for the ”la Caixa” Group always taking into account its principal stakeholders: customers, employees and society in general. 
We would like to take this opportunity to thank all those who have placed their trust in our Institution and we hope that the 
information contained in the Report furnishes the reader with a greater understanding, if possible, of the day-to-day workings 
of ”la Caixa”.

Isidro Fainé
President

Juan María Nin
CEO

Our values, our ongoing commitment
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1. Relevant issues

We undertake to effect improvements in the area of corporate responsibility 
through dialogue with our stakeholders –customers, employees and society.
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As has been the case in previous reporting periods, in order 
to determine the most relevant areas and information to be 
included in the Corporate Responsibility Report of 
”la Caixa” and its subsidiary companies, Caixa Capital Risc, 
e-la Caixa, GDS-Cusa, MicroBank, PromoCaixa, ServiHabitat, 
Silk, Sumasa and Vivienda Asequible as well as to appraise 
the Institution’s response to the expectations of its 
stakeholders, a multi-level process was performed which 
consisted in: 

• Internal consultation through interviews with the 
varying corporate divisions of ”la Caixa” and its 
subsidiary companies and whose relevant issues are 
reflected in the present Report.

• Dialogue with experts in Corporate Responsibility, as 
well as businesses, trade unions, consumer bodies, 
and organisations from the Third Sector or non-profit 
organisations.

• Revision of other Corporate Responsibility reports from 
companies within the financial sector as well as other 
companies at a national and international level.

In 2009, in relation to improvements introduced in the area 
of dialogue with experts and stakeholders’ representatives, 
a decision was made to increase the number of meetings 
held yearly and, instead of two workshops, four were 
held last year with the participation of 2� organizations 
and institutions. This process, based on AA1000 standard 
methodology, has enabled ”la Caixa” to improve dialogue 
with its stakeholders, gain better knowledge of their 
expectations and optimise its response in this area.

 Consumer bodies, business and trade union 
organisations:
• FACUA-Consumidores en Acción
• Confederación Española de Organizaciones 

Empresariales (CEOE)
• Comisiones Obreras
• Confederación de Consumidores y Usuarios (CECE)

 Experts in Corporate Responsibility:
• IESE
• ESADE
• Centro de Investigación de la Economía Social de la 

Universidad de Barcelona
• Fundación Empresa y Sociedad
• Club de Excelencia en Sostenibilidad
• Instituto Español de Analistas Financieros (IEAF)
• Associació de Periodistes d’Informació Econòmica de 

Catalunya (APIEC)

• Red Española del Pacto Mundial de las Naciones 
Unidas (ASEPAM)

 Third Sector organisations:
• Fundación Ashoka
• Mensajeros por la Paz
• Manos Unidas
• Aldeas Infantiles
• Emaús
• Cermi
• Fundación IUVE
• Acció Natura
• Justícia i Pau
• Cáritas Barcelona
• Intermon Oxfam
• Escola de Cultura i Pau-Universidad Autónoma de 

Barcelona
• Fundación Edad & Vida

ParticiPants in dialogue workshoPs with stakeholders:

http://portal.lacaixa.es/responsabilidadcorporativa/informes_en.html?tab2
http://portal.lacaixa.es/responsabilidadcorporativa/informes_en.html?tab2
stakeholders
glossary
The set of parties, groups or institutions that affect or are affected by the actions of the business as a whole. The stakeholders of  ”la Caixa” are customers, employees and society as a whole. The Institution has set up open channels for dialogue with these groups that also comprise the governing bodies of the organisation.
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As a result of this multilevel process, several relevant issues 
were identified and classified in a matrix depending on 
each issue’s degree of importance for stakeholders and the 
level of development of same in the strategy of ”la Caixa”. 

The present Report focuses on new features that have 
arisen during the year and includes all relevant issues for 
stakeholders and for ”la Caixa” strategy, classified within 
the matrix. All remaining issues will be dealt with in future 
reporting periods.

The final result is a more synthetic document than in 2008 
and to which a section outlining objectives and challenges 
has been added. In this section, tables have been used to 
illustrate the principal objectives concerning stakeholders 
outlined for corporate areas and subsidiaries of ”la Caixa” 
in the previous reporting period, as well as performance 
rating and challenges for the future. 

Furthermore, we have introduced specific improvements 
aimed at facilitating the report’s reading by the visually 
impaired. 

Relevant Issues related to clients
Relevant Issues related to society

Growing

Latent Integrated into ”la Caixa” StrategyBeing consolidated

Maturity of the subject

Important

Financial Education (*) Socially responsible 
investment

Life/Work Balance
Commitment to maintaining jobs
Equality of opportunities
Transparency of information
Corporate volunteer work

Establishment and 
communication 
of objectives and 
challenges

Financial response over the crisis
Impact of Welfare Projects
Commitment to the community
Environment management
Customer satisfaction
Financial inclusion

Ecological footprint

Very Important

Importance 
for 
stakeholders

(*) To be developed in 
the future.

Relevant Issues related to employees
Relevant Issues related to environment



2. Objectives and challenges

Corporate responsibility is an integral part of management at ”la Caixa” 
and performance in this area is measured by following-up and monitoring 
objectives and challenges.
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Customers

During 2009, ”la Caixa” prioritised its actions along three main lines: the development of financial solutions 
aimed at assisting our corporate and individual customers in the current complex economic setting, the 
provision of support for entrepreneurs and groups at risk of social exclusion, and finally, the improvement 
of existing services provided.

Investment by MicroBank (Million €)

ATM accessible (pursuant to criteria of the 
Fundación Barcelona Digital)

07 0� 09

20.60%
22.50%

50.03%

Number of microloans granted

07 0� 09

3,099

20,641

32,00�

Customer satisfaction levels in 2009 
(scale of 0 to 10)

”la Caixa”

�.61
�.52

�.43
�.32

�.16 �.10

Media Market

Branch 
service 

ATMs Online 
banking

Source: FRS Inmark

07 0� 09

33.7

137.1
176.�
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COMMITMeNT 2008 PrOgress MADe IN 2009

economic results

Anti-crisis 
solutions

MicroBank

entrepreneurs

Companies

International

security

Customers

• Maintain excellent level of solvency.
• Solvency for the Institution remains at one of the best 

levels for the entire Spanish financial system, with Core 
Capital ratio (maximum quality resources) at �.7%.

• Continue its trend of strict and 
prudent risk management, thereby 
assuring sufficient cover for all current 
and future needs.

• NPL ratio was 3.42%, below the figure for the sector 
(5.0�%).

• The coverage ratio reached 62% (127% including 
mortgage collateral).

• Maintain liquidity indicator levels with 
a minimum of 5% of overall liquidity 
total.

• EUR 21,20� million in liquidity, which translates to 
7.�% of the ”la Caixa” Group’s overall assets, a figure 
which is superior to the 5% minimum referred to in 
the Institution’s 2007-2010 Strategic Plan.

• Develop new assistance measures 
packages aimed at individual 
customers.

• Implementation of measures designed to assist 
families with their financial burden.

• Increase its activity.

• 32.00� microloans approved for an overall amount of 
EUR 176,77 million distributed. 

• Signing of new agreements with national bodies and 
organisations. 

• Extend the range of products and 
services available.

• New product and service packages for Social Entities 
developing.

• New microloans tailored especially for disabled 
customers.

• Provide financing for innovative 
business projects after carefully 
assessing risk.

• Given the difficult economic climate, priority in risk 
capital investment has been given to companies in 
the portfolio with the objective of contributing to 
guaranteeing their viability and survival.

• Promote entrepreneurial spirit.

• Increase in the number of companies participating 
in the EmprendedorXXI Awards, with over 300 
candidates spread over the 17 autonomous regions 
around Spain.

• Opening of new business centres. • 11 new business centres bringing the total to �0.

• Opening of 2 new Corporate Banking 
Offices for large companies in Madrid 
and Barcelona.

• Offices are currently in operation.

• Facilitate access for companies to 
liquidity.

• In 2009, customer loans portfolio increased by EUR 
1,603 million to EUR 17�,026 million (+0.9%), with 
more than one million new transactions and EUR 
104,045 in risk based on loans extended.

• Provide support for 
internationalisation of companies.

• Opening of new centres in Casablanca, Istanbul and 
Shanghai.

• Maintain and improve the standards 
of security expected from a leading 
financial institution. 

• Change alarm central from analogue to digital in 
 3�0 branches.
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COMMITMeNT 2008 PrOgress MADe IN 2009

ethics
Business

Innovation

Accessibility

socially 
responsible 
Investment

Customer 
satisfaction

Customers

• Drawing up the Institution’s new Code 
of Ethics.

• Publication of Code of Ethics, available to all through 
the corporate website of ”la Caixa”.

• Improve transmission of Corporate 
Responsibility (CR) to different 
stakeholders.

• Publication of online version of CR Report in Flash 
format.

• Publication of CR leaflet available in all branches and 
for employees.

• Move ahead in audit process for 
Corporate Responsibility Report.

• Increase the number of areas audited.

• Maintain and improve customer 
satisfaction levels despite the current 
climate.

• This objective has not been reached: during 2009, 
customer satisfactions levels for individual and 
corporate customers were lower than those of the 
previous reporting period as a result of the worsening 
economic situation.

• Reduce the volume of complaints 
received by Customer Care.

• This objective has not been reached: during 2009 the 
volume of customer complaints increase by 63.5% 
compared to the previous year, an increase which 
has been generalized among financial institutions. 
Nevertheless, ”la Caixa” continues to be the institution 
which received fewer complaints, in relation to its 
business volume, in the entire Spanish financial sector 
(according to latest data from the Bank of Spain).

• Develop new technological solutions 
for customers.

• R&D+i budget of EUR 24.65 million.
• New products developed: applications shop for mobile 

phones, branch and ATM search engine for mobile 
phones with increased reality or the ticket purchasing 
application for mobile phones.

• Agreements signed with IBM, Telefónica and HP to 
improve infrastructures. 

• Development of Transf-i (transfers from mobile to 
mobile) and other payment solutions using mobile 
phones. 

• Develop IT systems and architecture 
capable of handling future growth.

• Building two new data processing centres.

• Continue to eliminate all physical 
and sensorial obstacles to ATMs and 
branch offices.

• Work carried out in 30 branch offices for a total of 
 EUR 2�7.452.
• Extension of the INREDIS project: collaboration with 

promoting the development of generic technology 
which enables the disabled to interact with the various 
devices which currently exist on the market by way of a 
specially adapted mobile device.

• 50% of ATMs are now completely accessible.

• Increase the range of socially 
responsible products available.

• Volume of portfolio amounting to EUR 4.39 million in 
FonCaixa Cooperación Socialmente Responsable and 
EUR 5,� million in FonCaixa Privada Fondo Activo Ético.

• Developing new products.



2. Objectives and challenges

11Corporate Responsibility - ”la Caixa” 2009

• Reach the 100,000 customer mark.
• Increase the number of microloans in portfolio to �5,000, with an investment of EUR 350 million.

• Promote growth in rural areas through supporting business initiatives intended for creating new 
services and infrastructures.

• Strengthen the role of EmprendedorXXI Awards, maintaining its presence in the 17 Autonomous 
Regions through its promotion which translates to a greater number of candidacies and 
furthermore, strengthen the ties between the Awards and its strategic partners.

• Support affiliated companies operating in Spain and invest in new technology based projects, 
principally in the ICT and Life Sciences sectors.

• Increase the number of projects participating in the BioEmprendedorXXI programme.
• During 2010, and as was the case during the previous reporting period, priority in risk capital 

investment will continue to be given to companies in the portfolio with the objective of 
contributing to guaranteeing their viability and survival.

• Provide support for the international expansion of companies by way of opening new branch offices 
in Delhi (India), Algiers (Algeria) and Dubai (United Arab Emirates).

• Disseminate Code of Ethics.
• Establish a Code of Ethics and Conduct (Silk).

• Continue installation of new anti-skimming systems (anti-credit card copying device) in ATM 
network.

• Continue change over from analogue alarm system to digital in a further 193 branch offices, thereby 
enhancing security for customers and employees given the improvement in two-way data flow.

• Reduce the number of customer complaints by 15%.
• Develop plan to reduce complaints concerning “waiting time”.
• Expand the use of customer satisfaction surveys to include not only companies, but also the self-

employed and businesses
• Improve quality levels in order to reduce the number of branches with a Customer Satisfaction Index 

(CSI) below 100 by 10% in 2012.
• Creation of a new portal dedicated to providing information regarding Quality within the 

framework of the corporate intranet, which will provide up to date information regarding customer 
satisfaction surveys, practical quality guidelines and related articles or a participatory space where 
employees can offer their suggestions for improvement.

• Develop pilot and innovative mobile phone payment solutions to facilitate payment to customers.

• Extend the number of processes and sign language in videos for the hearing and visually impaired 
available on ATMs and in the online banking service.

• Consolidation of the INREDIS Project (acronym for INterfaces for RElations and people with 
DISabilities), in collaboration with the Spanish Association for the Blind (ONCE).

• Minimum of one totally accessible ATM in every branch.

• Simplify investment fund portfolio in order to provide customers with greater transparency in the 
range of products on offer. 

• Promote Socially responsible Investment (in collaboration with the Private Banking).
• Set up an investment fund which considers environmental criteria before determining the 

composition of its portfolio.

• Extend the presence of CR in branch offices in order to bring it closer to employees and customers.
• Incentives to promote cooperation through Private Banking with the projects carried out ”la Caixa” 

Welfare Projects.

ChAlleNges FOr The FuTure

MicroBank

entrepreneurs

International

Business ethics

security

Customer 
satisfaction / 
Quality

Innovation

Accessibility

socially 
responsible 
Investment

Promotion of Cr

Customers
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employees

”la Caixa” continues to maintain its commitment to generating employment and for the fourth year in 
succession is the most popular company to work for in spain, according to data from the Merco Personas 
2009 survey.

Number of employees

Female members of top-tier management 
of ”la Caixa”

07 0� 09

11.2%
12.2%

14.6%

employees of ”la Caixa”: employee ratio

Male

07 0� 09

Female

54.�%

45.2%

53.7%

46.3%

52.9%

47.1%

% of ”la Caixa” employees who have received 
internal promotions

07 0� 09

1�.2%

21.01%
19.4%

 ”la Caixa” ”la Caixa” Group

07 0� 09

24,725
25,335

24,944

26,226
27,�1� 27,505
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• Draft a new internal customer satisfaction survey capable of measuring the service quality and 
support received from Headquarters.

• Compliance with Spanish legislation concerning social integration of disabled persons (LISMI, 
as per the Spanish acronym: drafting of a plan to increase the number of workers hired with a 
disability to reach 2% of the entire workforce.

• Approve Equality Plan.

• Define new professional profiles for the new more specialized functions.
• Follow-up system for individual contribution in Head Offices.
• Develop training and career plans in ”la Caixa” as well as in subsidiary companies.
• New knowledge sharing programme in systems based environment by way of the platform 

Forma’t (SILK). 
 
• Promoting Code of Ethics through an employee training module.
• Design a training course for employees in Virt@ula concerning Corporate Responsibility, 

with collaboration from the ”la Caixa” Corporate Responsibility Chair at IESE and setting up 
participatory forum regarding CR.

• Training course for GDS-Cusa employees which includes CR issues.

• Consolidate the commitment and participation of ”la Caixa” Group employees.

ChAlleNges FOr The FuTure

Improved working 
environment

Diversity

Professional 
Development

Promotion of Cr

Corporate 
Volunteering

COMMITMeNT 2008 PrOgress MADe IN 2009

human team 
management

Professional 
Development

Diversity

employees

• Internal communication of new Code of 
Ethics.

• Publication of a new Code of Ethics.

• Continue improving internal customer 
satisfaction levels.

• The average grade awarded by branches to 
internal suppliers was 7.5 on a 10 point scale 
compared to 7 points for 200�.

• Develop an Equality Plan. • Design of Equality Plan.

• Promote employee professional 
development and training.

• 22.30� employees received 54�.047 hours training.
• Completion of talents and abilities management 

programmes.
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society

“Meeting the needs of our society in 2009 was focused in the social and assistance based programmes
of ”la Caixa” Welfare Projects -CaixaProinfancia and the Incorpora employment Programme, among
others-, cooperation with the gAVI Alliance through the Business Alliance for Child Vaccination, as well
as the Vivienda Asequible (Affordable housing) programme to assist young people, families and the
elderly in gaining access to the property market.

CaixaProinfancia Programme: number of minors
who have received assistance (cumulative)

Incorpora Programme for Integration into labour 
market: number of persons already placed

4,500
5,959

�,604

Affordable housing Programme: 
Beneficiary families (cumulative)

07 0� 09

�00
1,194

1,530

Affordable housing Programme: 
Beneficiary families (cumulative)

07 0� 09

1,0�4 1,194

1,610

07 0� 09

20,154

07

92,1�5

140,40�

0� 09
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COMMITMeNT 2008 PrOgress MADe IN 2009

Welfare 
Projects

Childhood 
Vaccination

Affordable 
housing

suppliers

Promotion 
of Cr

society

• Continue to dedicate efforts to social 
activities faced with the challenges of new 
requirements granting opportunity to 
persons of all ages and social conditions.

• 65% of the total Welfare Projects budget 
was allocated to social and assistance based 
programmes.

• Among other initiatives, it stands out the 
Integrated Care for Very Ill People Programme.

• Intensify efforts to eradicate child poverty 
through the CaixaProinfancia Programme.

• Over EUR 90 million (EUR 50 million in 2009) 
allocated in three years, to aid in the region of 
140,000 children and adolescents under 16.

• Strengthen the Incorpora Employment 
Programme.

• In 2009, 30,�50 individuals received assistance 
and more than 79,600 persons are beneficiaries 
and 23,004 vulnerable people taken on of the 
programme since its beginning, thanks to the 
collaboration of 236 institutions and more than 
9,400 companies.

• Maintain support for cultural initiatives.

• Agreements signed with the Prado Museum and 
the Louvre Museum.

• Projection of the new CaixaForum centres in 
Seville and Zaragoza.

• Lectura+ Programme.

• Promote the Business Alliance for Childhood 
Vaccination.

• More than 150 companies have already joined 
the Alliance.

• A range or promotional activities organised 
apart from visits to companies in collaboration 
with Company Banking. 

• Continue support for the GAVI Alliance. • EUR 4 million in donations.

• Provide solutions for the same housing 
needs in an increasingly precarious economic 
environment.

• 1,610 houses delivered (since the beginning of 
the programme).

• Extend the values of respect for fundamental 
Human Rights and the environment included 
under the United Nations Global Compact to 
include all suppliers.

• Several affiliates join the Global Compact.
• Execution of external audit and new control 

clause introduced.

• Improve transmission of Corporate 
Responsibility initiatives to the varying 
stakeholders.

• Publication of the online version of CR in flash 
format.

• Publication of CR leaflet.

• Promote new CR studies and increase the 
number of studies and reports published in 
a drive to secure its position as a benchmark 
institution in social and economic analysis.

• No significant progress made.

stakeholders
glossary
The set of parties, groups or institutions that affect or are affected by the actions of the business as a whole. The stakeholders of  ”la Caixa” are customers, employees and society as a whole. The Institution has set up open channels for dialogue with these groups that also comprise the governing bodies of the organisation.
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• Contribute to compliance with the fourth United Nations Millennium Development Goal and, by 
2015, meet targets of a reduction by two thirds in the mortality rate among under-5s, through the 
”la Caixa” Business Alliance with GAVI Alliance in aid of infant mortality.

• Heighten sensibility among the businesses community regarding the hiring of persons with 
difficulties or at risk of social exclusion.

• Consolidate the commitment and participation of employees of the ”la Caixa” Group in 
developing charity initiatives.

• Young and Elderly Programme: hand over the keys to 450 houses and build a further 1,020 
(thereby reaching the goal set to build 3,000 houses in the period between 2004-2012)

• Families Programme: build 360 apartments and acquire land to build another 697 (the objective 
for 2012 is to achieve a development of 1,000 houses).

• Adherence to and compliance with the European Procurement Regulations.
• Make headway in monitoring and follow-up processes of responsible practices of suppliers 

(PromoCaixa):
- Control of environmental and labour certification of the more important suppliers whose 

business with the Group represents 70% of their turnover.
- Include more restrictive clauses in tendering conditions for bids which enable automatic non-

renewal of contract in the event that upon a negative audit of production centres. Furthermore, 
the costs incurred in a second audit procedure will be payable by the supplier in question. 

• Disseminate corporate responsibility among stakeholders: 
- Improve access to CR Report especially for the visually impaired.
- Redesign section dedicated to CR in www.lacaixa.es to enhance communication with 

stakeholders.
- Report regularly any relevant issues concerning CR.
- Enhance visibility of Corporate Responsibility Chair in relation with IESE, as a forum open to 

society and a driving force in innovation.
- Participate in programmes organised by Círculo de Empresarios (Business Committee), in an aim 

to foster mutual exchange of experiences and knowledge between the business community and 
judicial and legislative bodies. 

- Perform a complete audit of Corporate Responsibility Report.

ChAlleNges FOr The FuTure

Welfare Projects

Affordable 
housing

suppliers

Promotion 
of Corporate 
responsibility

society
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The environment

”la Caixa”‘s commitment to the environment forms an intricate part of its management strategy as well as 
the products and services it offers and also the Welfare Projects’ programmes.

Investment in renewable energy projects

0� 09

3,347
3,172

Number of projects finance subject to 
equator Principles

Paper consumption (Kg) and electrical power 
consumption (gj) per employee of ”la Caixa”

Paper (kg)

76.46
70

2�.93

30.27

Electricity (Gj)

0� 09

% recycled paper over total paper 
consumed of ”la Caixa”

0� 09

65.55%

99.25%

0� 09

64 65
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COMMITMeNT 2008 PrOgress MADe IN 2009

Financing

environmental 
policy

• Extend the application of Equator Principles to include all finance operations above EUR 7 million, 
even for financing which is not project finance.

• Increase energy efficiency at ”la Caixa” to reduce its environmental footprint : 
- Decrease in electricity consumption in overall estimate: 10%.
- Reduction in CO2 emissions arising from journeys to and from work of 10%.
- Reduction in paper consumption in overall estimate: 10%.
- Reduction in toner consumption: 10%.

• Raise awareness and promote good environmental practices in ”la Caixa”:
 - Continue implementing the awareness raising programmes for employees.

- Setting up a forum in the corporate Intranet site to foster collaboration among employees and 
innovative working practices.

• Share good environmental practices among companies within the Group:
- Elimination of existing wastepaper bins to be replaced by new recycling friendly containers. 

(Sumasa)
- Reduction in the number of banking book models in use from 30 to 7 (Sumasa).
- Monitoring environmental certifications of major suppliers (PromoCaixa).
- Replace gift-wrapping paper with an ecological recyclable version (PromoCaixa).
- Use 50% recycled paper (Vivienda Asequible).
- Continue replacement of existing office materials in ”la Caixa” for others with less environmental 

impact (Sumasa).
- Defining an environmental policy (ServiHabitat).

ChAlleNges FOr The FuTure

Financing

environmental 
policy

The environment

• Move forward in application of ECOXEC 
(evaluation of environmental risk of asset 
portfolio).

• No significant progress made.

• Increase the number of projects financed 
subject to the Equator Principles.

• Improve internal management process.

• Maintain rigorous appraisal of environmental 
risk as business market penetration increases.

• External appraisal of project finance.

• 10% reduction in paper consumption.

• The objective in itself was not reached in its entirety, 
but paper consumption was reduced by 7%.

• Reduction in traditional correspondence sent to 
customers. 

• Design of single cover for cheques and stubs (Sumasa).

• Increase from 64% currently to 90% in recycled 
paper consumption.

• 99% of all paper used is now recycled paper.
• Use of 25% recycled paper (Vivienda Asequible).

• 12% reduction in electricity consumption.

• Although the projected reduction was not reached, 
electric power consumption was reduced by 6.5�%, 
thanks to measures such as:
- Installation of universal power switch and automatic 

hibernation system for branch PCs.
- Awareness raising programme among employees.

• 11,000 ton reduction in CO2 emissions.

• The reduction in CO2 (Tn) was 5,0�7.71: despite not 
reaching targets, the reduction was brought about 
through ongoing efforts made to reduce electric 
energy consumption and corporate travel.



3. ”la Caixa” and entrepreneurs

3.1 MicroBank, the Social Bank of ”la Caixa”
3.2 Entrepreneurs
3.3 Rural Entrepreneurs
3.4 Corporate banking
3.5 Support for international growth of companies

Having in place and maintaining a powerful business fabric is key to the 
economic development of any country. ”la Caixa” is very aware of this quality 
and as a result, in an economic climate characterized by liquidity problems, is 
working to address effective response to the financial needs of the countries 
self-employed and small, medium and large enterprises, while supporting 
entrepreneurial activity at the same time.
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3.1 MicroBank, the Social Bank of ”la Caixa”

“The idea came about due to me needing somebody reliable to dog-sit my two dogs. 
Internet led me to MicroBank, where I presented a viable project. And of course, your 
project is your key to success. With the EUR 15,000 microloan and some savings of my 
own I was able to set up Cangur, where we provide a comprehensive range of services 
for pets, including home service. I started out on my own but now there are two of us 
working full-time. We donate 0.7% of our profits to animal welfare associations”.
Montse Nzang, biologist.

Setting up a new business at a time of economic recession 
is no easy task. However, it is something that many people 
have managed to do successfully thanks to microloans, a 
loan designed to provide financing for individuals or groups 
who, even though they may have limited resources or may 
encounter obstacles gaining access to traditional credit 
channels, wish to get their own projects off the ground. 

In this context, MicroBank, the Social Bank of ”la Caixa”, 
and the only institution in Spain which specializes in this 
form of credit has provided over 57,000 microloans for an 
overall amount in excess of EUR 376 million since it was set 
up in 2007. 

In 2009 alone, MicroBank approved 32.008 projects for a 
total of EUR 176.8 million. This translates to an average of 
130 loan operations carried out every day for an average 
amount of EUR 5,500. It is worth pointing out that after 
performing a rigorous analysis, MicroBank approves 
between 75% and 80% of all microloan applications 
received in a response time for each application of under a 
week

Financial, social and family microloans
MicroBank has two principal lines of activity: financial and 
social microloans aimed at entrepreneurs, whether these are 
self-employed or small companies and focused on engaging 
in productive activity, and secondly, family microloans 
which are designed to address family needs in order to 
overcome temporary difficulties thereby facilitating personal 
development. 

In 2009, more than half of MicroBank’s portfolio was 
allocated to microloans for families (with 75% of the 
overall amount borrowed and 87% of all loans) while the 
remaining loans approved correspond to financial and social 
microloans. 60% of the latter were allocated to setting up 
a business project, while the remaining 40% went towards 
enabling an existing business project to grow.

THE ACTIvITy of MICRoBAnk, THE SoCIAl BAnk of 
”lA CAIxA”, IS CARRIEd oUT WITHIn THE fRAMEWoRk 
of THE EURopEAn CoMMISSIon’S EffoRTS To foSTER 
pRIvATE InITIATIvE In THE AREA of SElf-EMployMEnT 
And MICRo EnTERpRISES AS A vEHIClE To pRoMoTIng 
EConoMIC gRoWTH And SoCIAl CoHESIon

http://www.microbanklacaixa.com/general/
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THE CRITERIA USEd By MICRoBAnk To dETERMInE WHICH 
loAnS ARE AppRovEd IS fUndAMEnTAlly BASEd on 
THE ConfIdEnCE In THE IndIvIdUAl ApplICAnT And THE 
vIABIlITy of THE pRojECTS To BE fInAnCEd, EnABlIng 
ACCESS foR CUSToMERS WHo ARE noT In poSSESSIon 
of gUARAnTEES And BACkIng REqUIREd By THE 
TRAdITIonAl fInAnCIAl SySTEM

Microloans for disabled persons

during 2009, MicroBank introduced a new line of 
credit within its range of family microloans. The new 
line caters for disabled persons and their families 
and are designed to cover expenses generated from 
improving quality of life and independence of the 
disabled and are used for purchasing technical aides 
(such as wheelchairs, prosthesis or adapted vehicles), 
for eliminating obstacles in housing, or for hiring 
assistance services.

MICRoBAnk AIMS To BECoME A BEnCHMARk InSTITUTIon 
In SoCIAl BAnkIng In EURopE WITH A SUSTAInABlE 
ModEl CApABlE of fInAnCIng ITS gRoWTH nEEdS

According to available data, as of 2009, 84% of the 
businesses financed by MicroBank have been successful and 
remain in operation, thereby contributing to creating and 
maintaining 16,000 jobs: two thirds of the business projects 
that receive microloans involve self-employment schemes 
and of these, 21% have grown enough to require hiring 
extra staff.

Apart from the backing receives from “la Caixa” in order to 
carry out its activities, MicroBank also receives the support of  
the European Commission through the European Investment 
fund (EIf) and the Council of Europe development Bank 
(CEB), with which it avails of EUR 80 million credit line until 
2016.
 
Backing from more than 400 national and European 
institutions
When approving microloans, MicroBank draws on the 
collaboration of several institutions which provide 
knowledge about the individuals who apply for the loans 
and the viability of their proposals, as well as providing 
consultancy and follow-up of the projects financed. By year 
end 2009, 417 collaborating institutions from all over Spain 
ensure the viability of these projects.

during this past year, several new collaboration agreements 
were signed with a range of organisations and institutions 
from government bodies such as the Spanish Ministry 
for Equality and the youth Institute (Instituto de la 
juventud – InjUvE as per the Spanish acronym)-; local 
corporations -Barcelona Activa-; universities –University 
of valencia, Universidad Internacional de Cataluña and 
Universidad Ramón llull-; business schools -ESIC and EoI-; 
and organisations from the private sector like Cruz Roja 
Cataluña, among others. The idea here is to foster project 
design and development among several different groups.

Support for social institutions
furthermore, in an aim to provide a service for social 
institutions and to facilitate their financial administration, 
MicroBank plans to launch a range of products and services 
in 2010 specifically designed to assist these agencies in 
operating in a more agile and comfortable manner.

one of the products and services available within this range 
is one option which enables advance payment of up to 80% 
of subsidies or grants from the government or Autonomous 
Regions, as well as the service for administering donations to 
ngos which enables these organisations to get information 
concerning donations received, regardless of which channel 
has been used; branches, ATMs or Internet. It should be 
mentioned here that any entity which adheres to this 
range of products and services mayo pt to collaborate with 
MicroBank in programmes designed to address the plight of 
those at risk of social exclusion. 
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3.2 Entrepreneurs

“Taking part in the Sagetis project as part of the BioemprenedorxxI awards comes from 
the entrepreneurial tradition of the Institut químic de Sarrià, and was approached as a 
complementary training exercise for our phd students from the Research group (gEMAT). The 
experience has been excellent and it has enabled us to see the business possibilities of developed 
technology as well as enjoying intense interaction with all the agents involved in setting-up a 
company. finally, winning the prize has been an enormous self-esteem boost for all of us who 
are involved in the project, while at the same time it opens the doors to receiving financing 
more easily and to make the company we had imagined a reality“. 
Salvador Borros Gómez, SAGETIS.

As well as MicroBank, ”la Caixa” avails of other 
instruments for channelling its effort in support of 
innovative initiatives such as its risk capital administrator, 
Caixa Capital Risc, or the Emprendedor programme, 
which aims to foster and give life to the projects of 
young entrepreneurs. By way of these initiatives, the 
Institution not only provides finance instruments but also 
works towards training and raising awareness among the 
business community of tomorrow.

Financing innovative sectors
Through Caixa Capital Risc, ”la Caixa” facilitates finance 
for innovative projects at the start-up stages. The 
Institution has two venture capital companies (Caixa 
Capital Semilla and Caixa Capital pyme Innovación) 
managed by a team of seasoned and committed 
professionals which invest in recently set-up Spanish 
companies with excellent growth potential.

Caixa Capital Risc operates as a strategic financial partner 
in these projects which are normally companies in leading 
sectors from a dynamic and emerging environments, 
characterized by ongoing technological advances, such as 
biotechnology (molecular and cell biology, biochemistry, 
bioengineering and bioinformatics) and information 
and communications technologies. during 2009, and 
due to the adverse economic conditions, venture capital 
investment in companies in portfolio has been given 
priority so as to contribute to guaranteeing their viability 
and continuity.

THE EMpREndEdoRxxI pRogRAMME fAll UndER 
”lA CAIxA”’S WIll To STIMUlATE And pRoMoTE 
EnTREpREnEURIAl ACTIvITy And SETTIng Up CoMpAnIES 
CHARACTERIzEd By THE InnovATIvE nATURE of THEIR 
pRojECTS And THEIR CApACITy To EffECT A poSITIvE 
IMpACT on SoCIETy
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on the other hand, through the EmprendedorxxI 
programme, the Institution supports initiatives which 
promote finance for innovative companies in their start-up 
stages, like for example the keiretsu forum, the largest 
network of private investors interested in this kind of 
project (angel investors) in the world.

Awareness raising and training
The programme also functions as a vehicle for streamlining 
activities involved in the area of setting up companies 
as well as raising awareness among society of the social 
function that entrepreneurs perform. 

In an aim to create a corporate culture given to 
entrepreneurs and innovation as the driving forces of 
the country’s economic growth, ”la Caixa” takes part in 
informative activities like the “the day of the Entrepreneur” 
and develops training sessions targeting universities, 
business schools and the education sector in general. 
Among the many initiatives several stand out like the 
seminars designed to raise awareness and inform society 
of entrepreneurial spirit, the EmprendedorxxI Awards or 
collaborations with other institutions to organize specialist 
programmes (BioemprendedorxxI or Seedrocket).

eMprendedorXXi awards 2009

The third edition of 
the EmprendedorxxI 
Awards, set up 
to identify the 
enterprises with 
greatest potential 
in each autonomous 
region, has 
represented their 
consolidation as a 
promoter of and driving force behind entrepreneurial 
spirit and creation of companies. The awards are 
given in recognition of the role played by the most 
innovative businesses and their owners and provide 
the winners with the resources required to position 
themselves as the country’s economic driving forces.
In 2009, more than 300 companies from the 17 
Autonomous Regions in Spain competed for the 
top prize, which has the backing of the Ministry for 
Industry, Tourism and Commerce, through EnISA, 
Empresa nacional de Innovación, S.A. The winning 
company was BMAT, from Catalonia (music technology 
software), the runner-up was the Basque company 
Histocell (tissue biotechnology and cell therapy) and 
the third place went to Ingenia Telecom (state-of-the-
art mobile phone network optimisation) from valencia.

2008 2009

5,200,000

2,410,596

18

3,461,570

3,614,479

19

ENTrEprENEurS

Total amount finance secured by ”la Caixa”

Total amount of finance received by projects throughout the year

Total number of projects financed 

http://www.emprendedorxxi.es/
http://www.bioemprendedorxxi.com/
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“We wanted to open a guesthouse dedicated to rural tourism, so we paid a visit to 
one of the ”la Caixa” branch offices and, through the finance they provided, we 
were able to realize our idea: rebuild an old farmhouse located in Siles, jaén, right 
in the heart of the Sierras de Cazorla, Segura & las villas nature Reserve. We also 
did it in such a way that it would be 100% sustainable, by using traditional building 
materials found in the region: wood, stone and Arabic tiles. now, our farmhouse is 
perfectly insulated, the heating works on biomass (olive pits), water is solar heated 
and irrigation water is channelled for use, organic waste is used as fertilizer after 
turning it into compost, etc. There are two of us working here, helping to give the 
local economy a boost and the venue is attracting more and more tourists every day”. 
Oscar Mendieta López and Maria Jesús Carmona Quiñones.

3.3 rural entrepreneurs

The new European Union agricultural policy has taken a 
shift towards rural development that is the promotion of 
setting up new businesses and new sources of employment 
in rural areas apart from agricultural activity. The policy aims 
to generate resources and reactivate local economies in such 
areas. 

one of the principal agents involved in this kind of 
development is the rural entrepreneur, small business owners 
or active self-employed workers who wish to engage in new 
productive activity, including livestock farmers or farmers 
who plan to diversify from their activities and engage in new 
venture which are not strictly agricultural in nature.

”la Caixa” fosters growth in rural areas by giving its support 
to business initiatives which aim to generate employment 
and improve quality of life for the local population. 
These initiatives target the creation of new services and 
infrastructures such as for example, rural tourism, renewable 
energies, introduction of new technologies or social services.

In order to achieve this goal, throughout 2009, the Institution 
continued with its course of action begun the previous 
year of maintaining support for rural entrepreneurs at the 
start-up and later development phases of their projects. ”la 
Caixa” provides several funding instruments available to any 
customer interested, among which are microloans, managed 
through MicroBank; public funds like the ICo facilities or 
the varying Rural development plan finance facilities; or 
alternatively, through acquiring a temporary stake in an 
enterprise through our venture capital management division, 
Caixa Capital Risc. on the other hand, and for those who 
already own a going concern, there are solutions available to 
cover daily operating cash-flow or to invest in growth. 

It ought to be noted that ”la Caixa” operates a 900 strong 
network of rural branches catering to more than 236,000 
customers who are directly involved with the agricultural 
sector with financing of EUR 4,600 million.

seMinar 
“starting a coMpany in a rural environMent: 
How will i finance My business project?”

”la Caixa”, in collaboration with the fundació del 
Món Rural (fMR), sponsors this seminar to encourage 
entrepreneurs to set up a company as a vehicle for 
boosting local economy, generating self-employment, 
conserving local population levels and attracting new 
residents to rural areas. 
The seminar informed those in attendance of the 
different public and private funding facilities available 
to them together with the importance of presenting 
a solid business plan, a key element to guarantee the 
success of any business initiative. 

rurAL ENTrEprENEurS 2009

More than 236,000 

EUR 4,600 million

overall number of customers 

Total amount invested
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3.4 The Companies Bank

for any company, access to credit facilities and other 
products and services that enable them to find funding for 
sales and gain access to new national and international 
markets is fundamental, as well as assisting in 
development stages of a business that enable the company 
to grow. for this reason, ”la Caixa”, has taken on an 
important role as a benchmark Institution for companies 
over the past few years as it continues to develop 
streamlined and flexible structures in response to modern 
business needs which can offer tailored solutions in every 
area: funding, cash flow, foreign trade, etc.

Efficient solutions tailored to customers’ needs
for this, the national network of the Institution includes 2 
Corporate Banking offices for large companies in the cities 
of Madrid and Barcelona, 80 Company Business Centres 
scattered throughout the country who provide exclusive 
dedication to medium and large sized enterprises, 11 of 
which were inaugurated in 2009, 852 business consultants 
not to mention, the largest retail network in the country 
with more than 5,200 branch offices catering to every 
imaginable kind of business. 

Each of the divisions owned by ”la Caixa” -Banca de pymes 
(SMEs Banking), Banca de Empresas (Business Banking) and 
Banca Corporativa (Corporate Banking)- all have their own 
separate management model, catalogue of products and 
services and its own sales structure.

products and services for companies 
To continue offering funding solutions with attractive 
conditions, ”la Caixa” signed several collaboration 
agreements with public bodies in 2009. of these, the ICo 
credit facilities stand out, which are granted to advance 
outstanding invoice payment with local government or 
the credit facility offered by the European Investment 
Bank (EIB) for financing SMEs. Another important feature 
here is the renewal of agreements signed in 2008 with 
the Spanish Confederation of Business Entities (CEoE as 
per the Spanish acronym) and the Spanish Confederation 
of SMEs (CEpyME) to provide finance for companies in 
preferential conditions. 

Corporate Banking
Companies with turnover > 200M€

Business Banking
Companies with turnover between 
10 and 200M€

SMEs Banking
Companies with turnover between 
1 and 9M€

legal entities
(turnover)

Individuals
(funds and securities)

Individual Banking

personal 
Banking

1M

10M

200M

0,5M

private
Banking

SMEs 
Banking

Corporate 
Banking

High net Worth 
Costumers

10M

0,1M

Business 
Banking

http://www.lacaixa.com/corporate/home_en.html?loce=es-empreses-home-Homepestana-07-c01b-6-ENGLISH
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3.5 Support for international growth of companies 

In an aim to assist Spanish companies in their international 
growth projects, ”la Caixa” has 11 branch offices in foreign 
countries in Europe, Africa and Asia. The objective of these 
offices is to provide support for our corporate customers 
with operations overseas or potential customers who may 
have business interests in different countries and also to 
contribute to channel operations of foreign companies 
with operations in Spain or with commercial ties here.

In this respect, and within the framework of the 
Institution’s international strategy as set out in the 
Strategic plan 2007-2010, in 2009 ”la Caixa” inaugurated 
its first operating branch office in Morocco in the city of 
Casablanca, joining the other branches already in existence 
in Warsaw (poland) and Bucharest (Romania). 

furthermore, ”la Caixa” also has representative branches 
abroad in london (The United kingdom), paris (france), 
Belgium (Brussels), Milan (Italy), Stuttgart and frankfurt 
(germany), oporto and lisbon (portugal), Istanbul 
(Turkey), Beijing and Shanghai (China), which will soon be 
added to by new offices in delhi (India), Algiers (Algeria) 
and dubai (United Arab Emirates). 

finally, it is also worthy of note that ”la Caixa” directs the 
foreign trade business of its customers through bilateral 
agreements with over 2,500 international banks.

“International development means opening up to people from all walks of life. I believe that 
it is necessary to possess a culture of openness. If we arrive in a foreign country, we must work 
together with the people from that country, adopt the positive aspects of doing business and 
of course, also bring something attractive to the table. our wish is to accompany companies 
and to become a benchmark institution through the development of a complete range of 
products and services to meet their business needs”. 
Ali Kadiri, Managing Director of Casablanca branch, Morocco.

”lA CAIxA” IS pRESEnT In 11 CoUnTRIES In EURopE, 
ASIA And AfRICA. THE InSTITUTIon’S InTERnATIonAl 
ExpAnSIon pRovIdES SUppoRT foR ITS CUSToMERS And 
THEIR InTERESTS And TRAdE RElATIonS oUTSIdE of 
SpAIn

strategic agreeMent witH portuguese 
bank bpi

”la Caixa” signed off on a strategic agreement in 2009 
with Banco BpI thereby becoming part of the largest 
company banking network in the Iberian peninsula. 
In addition to the 80 company banking offices already 
in Spain, this agreement means a further 53 offices 
belonging to BpI in portugal and thereby means that 
the needs of customers of the Institution in portugal 
can be met as are those of BpI customers in Spain. 

http://empresa.lacaixa.es/bancainternacional/fichas/intro_ca.html?loce=ca-empreses-home-HomepestanaV2-07-i02-11-BANCAINTERNACIO


Trust, social commitment and service excellence are the values which have 
inspired the actions of ”la Caixa” since its inception. 

4. Acting in accord with corporate values

4.1 Trust
4.2 Service Excellence
4.3 Social Commitment 
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4.1 Trust

Economic results
Given the current adverse economic situation, financial 
institutions are, in general, exercising prudence in order to 
face an increase in the delinquency rate without reducing 
solvency ratios. 

In this context, during 2009 ”la Caixa” has held its position 
among the leading Spanish financial institutions due to a 
strategy which has always combined growth and security 
with a reduced risk profile, excellent guarantees and 
conservative and rigorous risk management policy. 

Solvency
Solvency in a financial institution is a way of gauging its 
ability to overcome adverse situations which, if they arose, 
could pose a risk to the institution, thereby compromising 
its assets. 

For ”la Caixa” global risk management is intrinsic to its 
activity. In order to do this, the institution identifies, 
assesses and evaluates risks involved in every business 
decision taken, pursuant to measurement and good 
business practices standards, apart from investing 
in technology and tools to improve risk assessment 
management. 

During 2009 ”la Caixa” reinforced active management of 
own resources setting up the Solvency department, which 
answers directly to Executive Financial Management. The 
department’s principal functions are to guarantee solvency 
levels stipulated by the Bank of Spain, plan and determine 
the Institution’s capital objectives, and establish required 
contingency plans in the event of possible difficulties that 
might arise in the future. 

The efforts made in this area has meant that ”la Caixa” 
consolidates its financial fortitude and maintains its 
leadership position of the Spanish financial system in 
terms of solvency: Core Capital 8.7%, Tier-1 10.4%, Total 
Tier 11%; sustained by the emission of EUR 1,898 million 
preferred shares and EUR 2,500 million in subordinated 
debt, which has bolstered its own resources. 

2009 wITnESSED ThE ConSolIDATIon oF ThE FInAnCIAl 
STREnGThS oF ”lA CAIxA” In TERMS oF SolvEnCy AnD 
lIqUIDITy

ExcEllEnt crEdit rating

The principal credit rating agencies have maintained 
their high level ratings for ”la Caixa” throughout 2009: 
AA, from Standard & Poor’s, Aa2, from Moody’s and 
AA, from Fitch. The Institution is one of only three 
Spanish financial groups with a long term rating within 
the AA range from all three credit rating agencies.
These agencies view in a positive light the saving 
bank’s firm banking position within the Spanish market 
thereby enabling development of its banking business, 
liquidity and solvency, strong management and the 
success of its business strategy and the excellent asset 
quality.

ThE SolvEnCy oF ”lA CAIxA” STooD FIRM 
ThRoUGhoUT 2009, ABovE ThE AvERAGE FoR SPAnISh 
FInAnCIAl InSTITUTIonS AnD FoR AnoThER yEAR In 
SUCCESSIon, oBTAInED ThE hIGhEST RATInG FRoM 
CREDIT RATInG AGEnCIES

One of the primary objectives for ”la Caixa” is to safeguard the trust placed in us by our customers. In 
order to do this, it is indispensable to provide excellent quality service covering every aspect of business 
management and which translates to, among other things, positive economic results, proven track record in 
solvency within the financial market, security of products and services on offer and in general, transparent 
and seamless dealings.

solvency
glossary
Solvency of a financial institution is the measure of its capacity to respond to adverse situations that might imply risk for the organisation and threaten its assets. ”la Caixa” works to reduce its risk profile and thereby, increase solvency. The Group’s solvency levels are among the highest in the Spanish and European financial system.

http://portal.lacaixa.es/infocorporativa/infoinversores/infoinversores1_en.html
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Customer finance
It is worthy of mention that ”la Caixa” has been consistent 
in responding to the finance needs of its customers, also in 
2009, thereby contributing to the economic development 
of the country. Therefore, in 2009, the customer credit 
portfolio increased by EUR 1,603 million reaching a total of 
EUR 178,026 million (+0.9%), with more than one million 
new transactions and EUR 104,045 million in risk granted, 
principally through intense growth in credit investment to 
companies by way of the 80 business centres (+14%) and the 
entire branch network. 

Liquidity
During 2009 availability of liquidity has been a fundamental 
requirement in order to operate in a financial market 
marked by constant fluctuation. ”la Caixa” operates a 
prudent liquidity management framework, in accordance 
with its strategic objectives, and manages this in an efficient 
and active manner maintaining a constant presence in 
financial markets. Furthermore, the institution incorporates 
best market practices and recommendations of supervisory 
bodies. In addition, clearly defined contingency plans are 
in place in order to affront the most adverse situations that 
may arise with the best possible guarantees in place. 

This has enabled ”la Caixa” to continue maintaining a high 
liquidity level with EUR 21,208 million, which represents 
7.8% of the ”la Caixa” Group’s overall assets and a figure up 
and above the 5% minimum referred to in the Institution’s 
Strategic Plan 2007-2010. 

on the other hand, it is worth noting that 70% of the 
liquidity of ”la Caixa” comes from customers’ deposits: 
this fact represents solid stability and implies that the 
dependence for finance on international capital markets is 
kept to a minimum. In 2010, institutional debt maturity is 
forecast at EUR 2,810 million. 

The fact that the institution enjoys such strong liquidity not 
only means that it can continue to grow its business with 
security and improve market position over its competitors, 
but also that it is capable of responding to the financing 
needs of its customers.

22,262
21,208

Trends in liquidity of ”la Caixa” (EUR million)

08 09

liquidity
glossary
It refers to the availability of cash or the availability of financial assets which cab be easily and readily converted into cash.  ”la Caixa” has an excellent level of liquidity, with sound capitalization sources. This fact ensures that the Institution will be able to face business growth with guarantees and satisfy its customers’ credit requirements.
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SInCE 2009, BRAnCh RoBBERy IS ClASSIFIED AS An 
oCCUPATIonAl hAzARD In A MEASURE DESIGnED To 
SUPPoRT ThE InSTITUTIon’S PRoFESSIonAl TEAM

”lA CAIxA” REMAInS AT ThE ToP AS ThE FInAnCIAl 
InSTITUTIon wITh ThE lowEST nUMBER oF RoBBERIES 
In ThE EnTIRE SECToR, ThAnkS To onGoInG SECURITy 
IMPRovEMEnTS InTRoDUCED In BRAnChES

Security in products and services
Ensuring the maximum level of security in customer 
transactions and in employees working environment has 
for years been one of the areas in which ”la Caixa” focuses 
endeavours in technological innovation. 

Branch security
The Institution feels that guaranteeing the safety of its 
customers and employees is a priority, and as a result the 
branch offices of ”la Caixa” are equipped to minimize 
theft and robbery risk, above all in areas considered at 
greater risk. 

This commitment also implies adopting protective 
measures far and above the minimum level stipulated 
by legislation. Therefore, in 2009 the introduction of 
digital video imaging and recording was completed in all 
branches, improvements were made to alarm central in 
380 branches, and 29 new individual metal detector access 
points were installed in order to prevent robberies.

Response protocols in the event that a robbery or attack 
were to take place in a branch have also been revised 
in an effort to enhance the safety of employees. The 
objective here is to encourage the adoption of specific 
response actions and coordination in order to protect 
those involved before, during, and after the situation has 
occurred. In addition, employees can avail of the training 
course “Employee security in financial institutions” 
through the online training platform virt@ula.

It should also be mentioned here that the number of 
robberies per 100 branches of ”la Caixa” was the lowest 
for the entire financial sector. The figures for 2009 were 
1.1 robberies per every 100 branches representing the best 
figures over the past four years.

SECURITy 2008 2009

nº of security personnel who have completed the Security 
Personnel Training Course or similar courses which cover 
human rights elements relevant to their professional activity.

Percentage of branches with automatic cash dispensing / 
recycling machines

121

100%

117

100%

2007

112

100%

Overall number of robberies per 100 branches

07 08 09

59%
76.3%

100%

”la Caixa”

1.1

1.4

1.2
1.5

1.2
1.4

Principal banks and savings banks

07 08 09

Percentage of branches with digital 
video recording 
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In oRDER ThAT ”lA CAIxA” CUSToMERS PERCEIvE 
SIMIlAR lEvElS oF SECURITy FoR ElECTRonIC ChAnnElS 
AnD PhySICAl ChAnnElS, AnD FUlly Enjoy ThE 
CoMFoRT AnD SPEED oF ElECTRonIC ChAnnElS 
whEn PERFoRMInG DAy-To-DAy TRAnSACTIonS, ThE 
InSTITUTIon RElEASED A vIDEo TITlED “wE CARE FoR 
yoUR SECURITy”, An InITIATIvE whICh hAS RECEIvED 
MoRE ThAn 45,000 vISITS SInCE ITS PUBlICATIon 

”la caixa” rEnEws isO 27001:2005 
cErtificatiOn 

This certification bestows on ”la Caixa” one of 
the highest levels available in Internet services 
security management. The Institution renewed the 
certification after having successfully passed review 
and appraisal of all security response and security 
incident procedures. 
This renewal represents 
a further commitment 
to security, quality 
and revision of the 
institution’s security 
systems.

Security in banking transactions
”la Caixa” has been ardent in ensuring the utmost peace 
of mind for its customers by way of a very simple formula: 
pre-emptive detection and prevention of transaction 
fraud.

In this respect, CaixaProtect represents a groundbreaking 
service in Spanish banking that since 2006, guarantees 
cardholder security against fraudulent use and identity 
theft. The service informs the customer by SMS of any 
major transactions performed using the titleholder’s card 
for purchases, cash withdrawals or use of cards or bank 
transfers made from the online banking portal, línea 
Abierta or any ATM. By year end 2009, more than 5 million 
customers had benefited from this notification service. 

on another note, the Institution continues to develop 
tools designed to prevent fraud using its network of ATMs 
and has begun to install new anti-skimming systems to 
prevent the copying of banking cards. 

IT security
while ”la Caixa” is the financial institution with the 
greatest market share in online banking, at the same time 
it suffers the least number of phishing attacks (fraudulent 
e-mails and website forgery) in the entire sector. Thanks 
to an electronic platform and groundbreaking safety 
measures which ensure customer security, the Institution 
possesses the safest online banking channels in the 
marketplace.

Moreover, in an effort to protect the online business 
dealings of employees, during 2009 several measures 
for improvement were introduced, such as IT equipment 
security to prevent attack from any malicious software 
or the ongoing updating of security standards and 
procedures.

”lA CAIxA” IS A BEnChMARk InSTITUTIon In 
TERMS oF PAyMEnT SolUTIonS. CAIxAPRoTECT IS A 
GRoUnDBREAkInG SERvICE In SPAIn, GUARAnTEEInG 
PRoTECTIon AGAInST Any FRAUDUlEnT USE oF 
BAnkInG CARDS In ATMS oR vIA ITS onlInE BAnkInG 
PoRTAl, línEA ABIERTA

http://portal.lacaixa.es/tarjetas/caixaprotect_es.html?loce=es-empreses-home-HomepestanaV2-07-i02-1-CONGARANTACAIXA
http://portal.lacaixa.es/seguridad/seguridad_es.html?loce=es-empreses-home-HomepestanaV2-07-p02-22-SEGURIDAD
http://portal.lacaixa.es/seguridad/cuidamostuseguridad_es.html
http://portal.lacaixa.es/seguridad/cuidamostuseguridad_es.html
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ThE REvISED CoDE oF EThICS oF ”lA CAIxA” REPRESEnTS 
A PUBlIC CoMMITMEnT on BEhAlF oF ThE InSTITUTIon 
AnD ADAPTATIon oF ITS GUIDInG PRInCIPlES In oRDER 
To FACE ThE ChAllEnGES oF ToDAy

ThE CoDE AFFECTS All ThoSE who MAkE UP 
”lA CAIxA”, who ShoUlD RESPECT ThE vAlUES, 
PRInCIPlES AnD STAnDARDS ThEREIn In ThEIR InTERnAl 
PRoFESSIonAl DEAlInGS AS wEll AS ExTERnAl 
DEAlInGS wITh CUSToMERS, SUPPlIERS AnD SoCIETy 
In GEnERAl

Ethical business standards
with regard to ethical business standards and transparency, 
”la Caixa” has introduced several initiatives over the 
past year, among which the ones that stand out are the 
publication of the Institution’s revised Code of Ethics with 
updates regarding the guiding principles of ”la Caixa” and 
paves the way for the challenges to be faced in the future. 

Revised Code of Ethical Values and Principles of Action
In 2009 the Board of Directors of ”la Caixa” approved a 
revised Code of Ethical values replacing the previous 1990 
version with a revised and updated model. The internal 
code of conduct is inspired by the values of the Institution 
-trust, social commitment and service excellence-, and it 
promotes principles of action that may be summarized 
in the following manner: integrity, confidentiality, 
customer care, transparency, respect for individuals and 
cultures, responsibility –at a personal and social level- and 
teamwork.
 
It should be noted here that if the previous version 
was aimed at employees and stressed the importance 
of their professional behaviour, the revised document 
takes this commitment one step further and represents 
a public commitment on behalf of ”la Caixa”, a fact that 
is also reflected by the Institution joining international 
agreements like the United nation Global Compact and 
the Equator Principles.

This code which responds the development of society 
and of the Institution itself, it deals with, among other 
issues as protection of customers’ personal and private 
information, the struggle against money laundering, 
equality between the sexes, environmental awareness or 
the development of corporate volunteering.

Money Laundering Prevention and Anti-corruption Policy
”la Caixa” establishes an internal control system and trains 
and informs employees on a regular basis regarding the 
prevention of money laundering activities arising from 
drug trafficking, terrorism, or organised crime. In this 
respect, over the past year several measures were adopted 
to enhance the level of control affecting internal response 
protocols as well as subsidiary companies of the Institution.

In 2009, ”la Caixa” had a team of 9 persons working 
exclusively in this area. Through the central alert system, 
60,558 alerts were reviewed corresponding to 3,581 
customers. Moreover, the decentralized alert system 
managed through branch offices reviewed a further 5,010 
alerts, corresponding to 1,988 customers. The Prevention 
of Money laundering Task Force (UoPBC as per the 
Spanish acronym) investigated a total of 685 transactions. 
of these, 94 were referred to the Executive Branch of the 
Bank of Spain.

http://portal.lacaixa.es/infocorporativa/infocorporativa_ca.html?loce=ca-particulars-home-HomepestanaV2-07-c01b-3-INFORMACICORPOR
http://portal.lacaixa.es/infocorporativa/prevencionblanqueo_es.html
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All employees of the Regional network have, for the past 
two years, had access to a course in prevention of money 
laundering through the corporate Intranet site, as well 
as a training manual. In 2009, a total of 618 employees 
participated in the course.

Safeguarding privacy and confidential data
Data protection and the right to privacy are present in 
every facet of management at ”la Caixa”, including all 
communication with employees and customers. Strict 
compliance with legislation in force in matters concerning 
data protection and bank secrecy are reinforced by 
the rigorous internal control measures and the varying 
training courses organised for staff. 

Furthermore, the Institution maintains a register of 
all files that contain personal data with the General 
Registry of Data Protection and also has a mandatory 
security document which must be completed by all staff 
members with access to sensitive personal data. The mere 
consultation of customer data which is not strictly required 
for the performance of duties is forbidden and punishable 
by fine, even though the matter may not have any further 
consequences.

In this respect, throughout 2009 ”la Caixa” was subject to 
a EUR 60,101.20 sanction as a result of non-compliance 
with regulations regarding respect for customer privacy.

DURInG 2009 ”lA CAIxA” ConTInUED To REInFoRCE 
ConTRol SySTEMS In PACE In oRDER To PREvEnT 
MonEy lAUnDERInG AnD ThE FInAnCInG oF 
oRGAnISED CRIME

In ”lA CAIxA” ThERE IS A Follow-UP CoMMITTEE FoR 
APPlICATIon oF oRGAnIC lAw FoR DATA PRoTECTIon 
(loPD AS PER ThE SPAnISh ACRonyM), whICh 
EnSURES CoMPlIAnCE wITh PRoTECTIon STAnDARDS 
AnD REGUlATIonS: In DoCUMEnT GEnERATIon 
AnD ADMInISTRATIon In BRAnChES, In ElECTRonIC 
TRAnSACTIonS, ETC
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Transparency in advertising
All commercial communication which ”la Caixa” sends to 
its customers must be completely free of any ambiguous, 
false or misleading information, pursuant to that 
established under internal code and legal regulations. In 
fact, ”la Caixa” is a member of the Spanish Advertising 
Self-regulation organization (AUToConTRol as per the 
Spanish acronym), whose principles are based on veracity, 
honesty, legality, and loyalty in all matters of advertising.

In 2009, the Transparency in Financial Products Commission 
was set up and comprised of representatives from the 
principal areas involved in the product development and 
marketing, with the objective of debating all matters 
concerning transparency of products and services offered 
to customers. It is worthy of note that for the previous 
reporting period, there are no recorded incidents or 
settlements awarded against ”la Caixa” related to 
advertising or product information.

At the same time, the relationship between ”la Caixa” and 
the media is also grounded in transparency of information 
and credibility. The institution has a communications 
department whose responsibility it is to maintain an open 
and personal relationship with members of the press. 
This department is in charge of preparing press releases, 
organising press conferences, and addressing journalist’s 
queries and questions.

In order to facilitate their work, ”la Caixa” has a specific 
section accessible only to journalists on the website. 
here they can access the latest press releases, as well as 
figures, data and an image gallery, and other resources of 
information interest. 

Finally, the Institution launched its corporate blog in 2009. 
The blog represents a fresh source of information set up 
to facilitate access to the world of finance, economics, and 
all other relevant issues concerning ”la Caixa” for all those 
who may be interested. 

ThE RElATIonShIP BETwEEn ”lA CAIxA” AnD ITS 
CUSToMERS AnD ThE MEDIA IS GRoUnDED In 
TRAnSPAREnCy oF InFoRMATIon, ClARITy, AnD 
CREDIBIlITy

MOrE than 250,000 visits rEcEivEd in thE 
first annivErsary Of thE ”la caixa” 
channEl On yOutubE 

In 2008, ”la Caixa” made a commitment to creating 
its own channel in youTube, where over 300 videos 
have been published providing information about 
financial products and services such as CaixaProtect 
or Premi@, the lkxA programme, mobile phone 
services (CaixaMóvil), CaixaEmpresa products, 
welfare Projects, financial training. The videos are an 
excellent way for the Institution to inform viewers 
of their products given that they provide accessible 
explanations for what might ordinarily be complex 
concepts. Since it was set up, the channel has 
received more than 250,000 visits.

EMERgEnCE Of ”LA CAIxA” In ThE 
MEdIA In 2009

Press conferences

Press releases

Interviews

Chairs

11

83

32

57

http://prensa.lacaixa.es/
http://www.blog.lacaixa.es/
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4.2 Service excellence

Anti-crisis steps
In the economic environment, ”la Caixa” has bolstered 
its commercial portfolio with the addition of several new 
products and services tailored to meet the needs of its 
customers. Among these, those that stand out given their 
significance are the measures designed to provide assistance 
and financing to individual or corporate customers, in order 
to enable them to overcome temporary economic difficulties, 
or to provide support for business ventures which present a 
solid structure and a sound business strategy.

Measures targeting assistance for financial burdens of families 
”la Caixa” has at its disposal several mechanisms designed 
to assist those families who find themselves affected by 
specific cash flow problems. In addition, in the context of the 
economic recession and its impact during 2009, the Institution 
strengthened insolvencies prevision and management 
through the creation of an entirely new business department, 
reporting directly to General Management, with managers in 
all regional delegations who study and respond to each and 
every application presented by credit or mortgage holding 
families.

Assistance Plan for private individuals with usual residence 
mortgage
The objective of this plan is to help families who, having a 
good customer history rating with the Institution, are faced 
with difficult times resulting in a drop in their incomes due 
to being laid off or illness, and as a result they have gone 
into arrears or are at risk of doing so. The plan provides the 
option to reduce or postpone mortgage payments and more 
specifically, can come in three different forms: enacting a 
period of grace or “wait and see” clause; refinancing or 
restructuring the debt; or non-performance in payment of 
instalments. 

Participation in ICO-mortgage arrears credit facility
Another of the initiatives implemented has been the 
participation in the Mortgage Arrears credit facility 
from the official Credit Institute (ICo as per the Spanish 

In 2009 ”lA CAIxA”, FoR ThE SEvEnTh ConSECUTIvE 
yEAR wAS ChoSEn AS ThE hIGhEST vAlUED FInAnCIAl 
BRAnD nAME AMonG ConSUMERS ACCoRDInG To ThE 
MERCo MARCA FInAnCIERAS SURvEy

wITh ThE InSolvEnCy PREvEnTIon ASSISTAnCE PlAn, 
”lA CAIxA” PRovIDES FInAnCIAl SolUTIonS AnD 
MEASURES In SUPPoRT oF CUSToMERS wITh PAyMEnT 
DIFFICUlTIES

Constant adaptation and improvement are closely associated with each other and are two of the key 
concepts used for defining the service excellence ”la Caixa” offers customers. 
On the one hand, knowing and understanding the concerns of all our customers is one of the most important 
tasks involved in adapting products and services to meet their needs, as is the case in any economic 
environment. On the other hand, the Institution goes to great lengths in research and development of new 
technologies for address an ever changing and expanding market. In this respect, ”la Caixa” continues to 
strive to remove any physical or sensory obstacles for its customers.

Overall number of contracts processed under Assistance Plan for 
private individuals with usual residence mortgage in 2009

23.64%
(12,674)

51.92%
(27,830)

24.44%
(13,095)

Total: 53,599

wait and see 
/ Period of 
grace clause

non-performance 
in payment of 
instalments

Debt refinancing
/ restructuring 
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DURInG ThE FIRST hAlF oF 2009, MonTE DE PIEDAD 
REGISTERED A REMARkABlE InCREASE In ThE nUMBER 
oF loAnS GRAnTED To MEET ThE ShoRT-TERM 
lIqUIDITy REqUIREMEnTS oF ITS CUSToMERS

acronym) which enables unemployed, widowed or otherwise 
affected individuals, or out of work self-employed mortgage 
holders to postpone repayments having suffered a sudden 
reduction in income. In 2009, ”la Caixa”, processed a total of 
2,283 such contract for a total amount of EUR 15 million. 

Monte de Piedad 
Despite its three hundred years of history, the credit formula 
available from Monte de Piedad of ”la Caixa” remains as 
relevant today as they were at the time of its inception. It 
represents a swift, modern and effective lending method 
to meet short-term monetary requirements through loans 
granted against jewellery held as a security guarantee. 

loans are granted for a period of up to one year, although 
the Institution contemplates a renewal mechanism for a 
similar period in the event that the borrower finds themselves 
incapable of returning the loan and thereby preventing 
jewellery from being auctioned. Business activity of Monte 
de Piedad experienced significant growth during the first 
half of 2009, then later returning to normal credit concession 
index rates. If we are to take the entire year into account, the 
number of loans granted grew by 8.5% and capital by 6.5%. 
Therefore, the loan portfolio balance exceeded EUR 26 million, 
corresponding to 15,973 active loans.

financing for SMEs, the self-employed and retailers
Also during 2009, ”la Caixa” culminated the introduction its 
specialized model for SMEs Banking, with the creation of the 
business administrator figure, in an attempt to reinforce its 
commitment to small and medium sized enterprises (SMEs), 
retailers and self-employed business people, and also in an 
effort to contribute to streamlining business activity. 

In December 2009, the team was made up of 852 
administrators in 820 branches. All of the above had the 
backing of commercial strength afforded by the extensive 
branch network of ”la Caixa”. So, at December 31, 2009 the 
Institution had almost 179,000 business or self-employed 
workers customers, a fact that represents Spanish market 
penetration of 30.8%.

on the other hand, ”la Caixa” participates in the different 
ICo credit facilities for company financing, taking an active 
and involved role in defining and designing these facilities, 
based on its invaluable experience and knowledge of the 
market and transmitting customers concerns detected to 
the bodies involved. The facilities available through the 
Institution’s commercial network include the ICo-TIC or Plan 
Avanza, with 28,000 loans approved for an overall amount of 
EUR 300 million, and the new ICo-liquidity Pyme for SMEs and 
Moratoria Pyme, apart from agreements included under the 
Plan de Fomento Empresarial (Business Development Plan), 
which include SMEs, Business Growth, International Expansion 
and Entrepreneurs agreements. 

MOnTE dE PIEdAd 2008 2009

loans portfolio

Average amount 
borrowed

Average life

EUR 24.7 
million

1,706 €

910 days

EUR 25,98 
million

1.675 €

 713 days

2007

EUR 20.5 
million

1,806 €

807 days

MAIn 2009 
ICO LInES

Loans 
approved

Promotion Plan
Business

ICo-liquidity Pymes 

ICo Moratoria Pyme

12,111

4,090

77

Amount
(Thousand Euro)

585,000

187,755

961

”lA CAIxA” RESTATES ITS CoMMITMEnT To CoMPAny 
FInAnCInG AnD CREATIon, MEETInG ThE SPECIFIC nEEDS 
ARISInG FRoM ThE CURREnT EConoMIC ClIMATE

Monte de Piedad
glossary
This institution was set up in the 18th century to meet temporary liquidity requirements of its customers through lending small sums of money in return for goods pledged as a security guarantee.

http://empresa.lacaixa.es/financiacion/lineasico2010_ca.html?loce=ca-particulars-home-ICO2010terrat
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”la Caixa”’s contribution to the efforts developed by 
non-profit organisations is channelled through its welfare 
Projects. In this respect, two years ago the Institution 
waived all commission fees for donations transferred 
to certified and authorized nGo bank accounts. In 
2009, the amount of commission fees waived was EUR 
300.000, without taking into account fees waived for the 
organizations transactions themselves. 

Moreover, in 2009 MicroBank developed a package of 
specific products and services in an effort to facilitate 
financial administration of this kind of institutions. 

In a similar vein, another noteworthy event was the 
international initiative agreement made between the 
”la Caixa” and the GAvI Alliance in 2008, dedicated to 
providing access for children in low income regions to 
vaccination, contributing also to improving healthcare 
systems in these countries and fostering long-term 
sustainability. ”la Caixa”, in an effort to fight infant mortality, 
made a donation to the GAvI Alliance of EUR 8 million over 
the past two years, representing the largest donation ever 
made by ”la Caixa” to one single organisation.

Puntos Estrella
The Puntos Estrella programme provides customers with two 
channels for contributing to charity organisations and social 
projects through reassigning the ‘Puntos Estrella’ acquired by 
customers. The channels available: convert ‘Puntos Estrella’ 
points into monetary contributions or exchange them for fair 
trade products. In 2009, ”la Caixa” together with PromoCaixa, 
pooled resources in order to increase the number of projects 
and social and environmental entities who benefit from these 
contributions, as well as improving its published and online 
catalogues of fair trade gift articles. Customers were able to 
choose from 126 social and cultural projects, which received a 
total contribution of EUR 383,994.

“UnICEF operate several different programmes which tackle the root issues of childhood 
problems in order to ensure that every child has access to quality education. Support from 
institutions like ”la Caixa”, which has been able to develop specific products designed 
for third sector institutions, as well as the support received from their customers, are 
vital in order that UnICEF and other organisations can carry out their projects, thereby 
contributing to improving quality of life conditions and future opportunities for children 
in underprivileged countries. The contribution from the Fundación ”la Caixa” to UnICEF is 
allocated to projects which are successful in providing access for these children to formal 
education in the nomadic regions of Afar and oromia, in Ethiopia. 
The work of UnICEF in more than 150 countries would not be possible without the 
commitment of institutions such as the Fundación ”la Caixa” or of each and every person 
who, through initiatives targeting fundraising for cooperation development work, make 
personal donations”. Paloma Escudero. Executive director, UnICEf Spain.

dEpósitO sOlidariO 

Among the portfolio 
of products available 
to customers, one 
that stands out is the 
Depósito Solidario, a 
financial product which 
enables customers to 
make contributions to 
funding 4 cooperation 

projects chosen by ”la Caixa” and proposed by different 
institutions such as Red Cross, Médecins Sans Frontières, 
Cáritas and oxfam. The minimum amount invested in 
the deposit account was EUR 1,000 for a one year term 
and customers can choose to donate between 25% and 
100% of net interest earned to the chosen nGo project. 
The margin obtained by ”la Caixa” from these deposits 
is practically zero and even so, any profit derived is 
allocated to charitable causes.

Our relationship with Third Sector Organisations

http://obrasocial.lacaixa.es/home/obrasocial2_es.html
http://obrasocial.lacaixa.es/home/obrasocial2_es.html
http://www.microbanklacaixa.com
http://www.gavialliance.org/
http://portal.lacaixa.es/apl/puntosestrella/index_es.html?loce=es-particulars-home-Homepestana-07-i02-16-CATLOGODEREGALO
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Quality
Customer satisfaction, whether private individual 
customers or corporate clients is one the principal 
objectives of ”la Caixa”. As a result, the institution is 
constantly demanding the utmost from itself and striving 
to achieve service excellence based on a relationship 
with its customers grounded in trust, accessibility and 
efficiency.

Quality indicators
In order to achieve service excellence it is vital to gain 
ongoing customer feedback about their perceptions 
of the Institution. To this effect, regular qualitative 
and quantitive surveys are conducted to gather their 
assessments of ”la Caixa” and the financial products and 
services we offer. quality surveys allow for measuring 
customer satisfaction levels by way of the Personal 
Service Index (PSI). The goal is to achieve an overall result 
above 100 and in this respect; in 2009 the new quality 
Improvement Plan was implemented to reduce the 
number of branches with a PSI rating below 100.

Moreover, and in an attempt to improve the level 
of service offered to customers, ”la Caixa” initiated 
the CoR (Results oriented quality) programme for 
improving service quality. The programme is designed 
to assist employees in achieving greater efficiencies 
when addressing day-to-day operational issues while 
strengthening the employees’ commercial know-how.

It is worthy of mention that even though customer 
satisfaction levels for the financial sector have been 
adversely affected by the current economic recession, ”la 
Caixa” has maintained customer satisfaction levels above 
market average. This fact is reflected in internal and 
external studies carried out by third parties, such as the 
consultancy FRS Inmark, AqMetrix or the Bank of Spain.

Internal customer satisfaction
Service quality provided by head offices of the Institution 
to its network of branches also plays a fundamental 
part in achieving the level of excellence ”la Caixa” 
aspires to provide for customers. historically, this level 
of satisfaction is obtained through the regular surveys 
carried out in branches.

In 2009, changes were introduced in the way internal 
service quality is evaluated. on the one hand, satisfaction 
questionnaires have been modified, which has enabled 
for closer analysis of real issues concerning the branch 
network: greater weight is given to aspects regarding 
business and the sales team. on the other hand, the 
introduction of several new objective quality Indicators 
(oqI) enables the company to get a more realistic 
evaluation of the service quality offered to customers, 

”la caixa”, wins thE Madrid ExcElEntE award 
fOr custOMEr cOnfidEncE

In 2009, the Community of Madrid awarded ”la Caixa” in 
the category of large Group Company in the third edition 
of the Madrid Excelente Awards. This award is given in 
acknowledgement for the top ranking companies in 
management excellence and trust placed by customers in 
the institution.
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2007 2008 2009

Personal

Business

by evaluating activity parameters or the degree to which 
objectives have been reached in the varying departments 
of head offices.

The importance placed in service quality by the Institution 
results in excellent response levels to evaluation surveys 
carried out with 65% branch participation and an overall 
mark of 7.52 on a scale of 0 to 10.

Individual customer satisfaction surveys Satisfaction Surveys

onGoInG CUSToMER SATISFACTIon ASSESSMEnT 
AllowS ThE InSTITUTIon To MAInTAIn A hIGh lEvEl oF 
ExCEllEnCE In PRoDUCTS AnD SERvICES oF ”lA CAIxA”

ATMs 
enclosures

ATMs

línea Abierta

8.6

8.5

8.4

8.2

8.3

8.0

8.0

8.2

8.3

8.7

8.7

8.7

8.6

8.7

8.9
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“Providing excellent customer service implies improving performance day by day, 
being aware of their needs and finding innovative solutions. Because of this, and after 
commenting with several corporate customers the varying possibilities for an online 
correspondence service, it seemed to me that the best option for our customers would 
be to receive one single pdf with the complete list of bills, thereby making expenses 
easier to control and reducing paper consumption. I submitted the proposal and it was 
integrated within the service provided.” 
Sergio Villegas Jiménez, Manager, 1446 branch Quevedo (Madrid).

In 2009, ”lA CAIxA” DEAlT wITh A ToTAl oF 2.229 
CoMPlAInTS whICh wERE ATTEnDED To By ThE MoST 
APPRoPRIATEly qUAlIFIED MEMBER oF STAFF AnD 
wIThIn ThE ShoRTEST PoSSIBlE TIMEFRAME

Customer care

For ”la Caixa”, in addition to service quality control another 
priority is to deal with and respond to all consultations, 
complaints and grievances received from customers, which 
are dealt with by corresponding professionals within the 
national network, head offices or Group subsidiaries. 

Careful and diligent management of complaints means that 
”la Caixa”, for another consecutive year, is one of the 
institutions with the lowest volume of complaints received in 
proportion to the volume of business, as highlighted in the 
latest report available from the Bank of Spain Complaints 
Commission. 

Listening to our customers
At ”la Caixa” every complaint or comment is welcomed and 
seen as an opportunity for improving service excellence. 
The ”la Caixa” Customer Care Centre, provides clients with 
several channels for open and efficient communication 
of complaints or comments. Channels available include, a 
dedicated e-mail address, the free phone Customer Care 
number (900 32 32 32), or indeed a letter addressed to the 
President of ”la Caixa” (a service available at any branch). 

Similarly, customers of ”la Caixa” may also take their 
complaint to the Catalan Saving Banks Customer 
ombudsman. Compliance with a determination from the 
ombudsman is a mandatory requirement for the savings 
banks but not for the customer and in 2009, 2,229 complaints 
were dealt with through this mechanism, of which 458 were 
settled in favour of the claimant, 660 in favour of ”la Caixa”, 
445 were deemed inadmissible or improper and a further 
642 are pending resolution, and finally, 24 complaints were 
withdrawn by customers.

During 2009, the number of customer complaints suffered an 
increase of almost 63% compared to the pervious reporting 
period, possibly resulting from the worsening economic 
climate, given that this increase has been across the board 

http://portal.lacaixa.es/atencioclient/atencioncliente_es.html?loce=es-particulars-home-Homepestana-07-p02-22-ATENCINALCLIENT
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DESPITE ThE FACT ThAT ThE CURREnT EConoMIC 
ClIMATE hAS RESUlTED In A SUBSTAnTIAl InCREASE 
In ThE volUME oF CoMPlAInTS AnD GRIEvAnCES 
RECEIvED By ”lA CAIxA”, IT ConTInUES To BE ThE 
InSTITUTIon whICh RECEIvES lESS CoMPlAInTS In 
PRoPoRTIon To BUSInESS volUME, In ThE EnTIRE 
FInAnCIAl SECToR

Customer suggestions and complaints

35.9%
(17,782)

0.3%
(135)

63.8%
(31,668)

Congratulatory Complaints or 
grievances

Comments or 
suggestions

Complaints or grievances received per channel

33.6%
(10,627)

25.9%
(8,220)

40.5%
(12,821)

letter E-mailTelephone

COMPLAInTS OR gRIEVAnCES By CLASS SUBMITTEd TO 
ThE ”LA CAIxA” CUSTOMER CARE OffICE In 2009

Loans

Customer care

Banking card transactions

Transactions

Self-service

Branch facilities

Insurance products

demand and deposit savings

Other reasons

TOTAL

6,111

5,035

6,208

3,811

1,234

548

942

2,750

5,029

31,668

COMPLAInTS ORIgInATIng In ”LA CAIxA” SUBMITTEd 
TO ThE CATALAn SAVIng BAnkS CUSTOMER 
OMBUdSMAn In 2009

Settled in favour of ”la Caixa”

Settled in favour of customer

Inappropriate / Inadmissible

Customer withdraw complaint 

Pending resolution

TOTAL

660

458

445

24

642

2,229

for financial institutions. Complaints concerning loan 
transactions and service fees were the areas most affected by 
the increase.

In this respect, and from the department of organisation 
and quality, several initiatives were implemented in an 
attempt to reduce the number of complaints: branch-wide 
training to try to urgently resolve the principal reasons for 
complaints accompanied by visits to branches in order to 
address the situations which give rise to these complaints. ”la 
Caixa” has also implemented changes in areas such as ATM 
administration, online banking portal, or insurance products 
as a result of customer’s appraisal of same.
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The Strategic Plan 2007-2010 outlined the principal 
technological challenges to be faced over the current 
three year period. The fruit of this endeavour, throughout 
2009 ”la Caixa” invested a total of EUR 166.5 million in 
technology, EUR 24.6 million of which was allocated to 
R&D+i.

In 2009, and within the framework of its strategic 
commitment for ongoing modernization of the branch 
network, ”la Caixa” made progress in improvement to 
its broadband telecommunications infrastructure with 
the introduction of fibre optics, thereby extending 
technological cover of branches and enhancing work 
station efficiency, which enables employees to improve 
operating procedures in their relationship with customers.

Further progress made throughout 2009: 
• Initial stages of the construction of new data processing 

centres in Cerdanyola del vallès (Barcelona) which will 
strengthen the technological leadership position of the 
Institution given the centres technological capacity for 
optimising energy saving and spatial occupation of the 
equipment.

• ongoing improvements made in usability of electronic 
channels (Internet - línea Abierta and Group company 
websites-, mobile devices and ATMs). In this regard, 
ongoing user tests are still being carried out in order to 
improve user experience of these channels. over the past 
6 years, more than 2,500 users have taken part in the 
Usability Testing laboratory.

“here in Banking Cards Department we are constantly working to generate new forms of 
payment to offer our customers more comfortable solutions. Bearing in mind professionals 
or self-employed workers who provide call-out services like home appliance repairs, we 
designed and developed the TPvMóvil. All these workers need is a mobile telephone in 
order to process a credit or debit card payment; it’s that simple. In this way, the risk of 
carrying cash, theft or loss is completely eliminated. Moreover, they can now offer their 
customers a more comfortable payment method with the added guarantee of immediate 
payment for their services”.
Sergio Segovia, Administration, director of Electronic Banking.

RECEnT TEChnoloGICAl IMPRovEMEnTS InTRoDUCED 
By ”lA CAIxA” SEEk To MAInTAIn ThE InSTITUTIon’S 
SERvICE ExCEllEnCE TRACk RECoRD AnD PREPARE FoR 
FUTURE GRowTh

Innovation

http://www.lacaixa.es
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• operating systems have been introduced línea Abierta 
which enable users to participate in the creation and 
design improvement of specific services. one example of 
this new operating system is the “beta” service versions, 
where customers are invited to test a service and provide 
feedback of their experience.

• new línea Abierta tab designs which customers can 
configure easily. Currently there are 32 images to choose 
from.

• Incorporation of the new ServiCaixa website, complete 
with a more catching, clearer and intuitive system 
design, and a redesigned version of the online ticket 
sales service channel.

• Introduction of new tools to streamline branch office 
queries.

• Development of innovative IT architecture on which IT 
systems are capable of developing and evolving in such 
a way as to guarantee the required supported growth of 
”la Caixa”.

Moreover, the results stemming from the Institution’s 
endeavours in the field of technological innovation has 
meant that in 2009, several fresh solutions and application 
were developed with the goal of contributing to effecting 
ongoing improvements in the service provided by 
”la Caixa”. Among these, the following stand out: 

new ”la Caixa” branch and ATM search engine for 
mobile phones
In order to facilitate the location and access to branch 
offices and ATMs, ””la Caixa” has developed a new 
application for mobile phones, thereby transforming them 
into GPS systems.

without needing to introduce your location, you just 
have to open the application and it automatically locates 
the nearest branches and ATMs, even though they may 
be several streets away or not visible due to obstacles. In 
2009, this service from CaixaMóvil was already available 
for phones using the Android system from Google. The 
programme has been downloaded by more than 20,000 
users since its launch last year and is also compatible with 
iPhone, iPod touch and Blackberry devices.

stratEgic agrEEMEnts bEtwEEn ”la caixa” 
and its Main tEchnOlOgical partnErs

In 2009, in order to consolidate its role as a world 
leading Institution in the implementation of technology 
in financial business, ”la Caixa” signed a series of 
partnership agreements with the leading companies 
from the IT (Information Technology) sector:

• IBM: under this new agreement and in order to 
support the Institution’s growth, IBM has been chosen 
to lead the development of joint R&D projects, 
provision of services associated with technological 
infrastructures, as well as providing new technological 
resources.

 
• hP: the new agreement with hP covers technological 

infrastructure provision and management, 
development of solutions for banking business as well 
as insurance business, administration of the “Contact 
Center” for branches and customers, and rendering 
Back office banking services.

• Telefónica: the agreement reached with Telefónica 
ensures the existing and future communication 
requirements of the Institution, while at the same 
time incorporating a commitment for the gradual roll-
out of fibre optics throughout the ”la Caixa” network.

https://portal.lacaixa.es/caixamovil/store/applocalizador_ca.html
https://portal.lacaixa.es/caixamovil/store/caixamovil_es.html?loce=es-particulars-home-Homepestana-07-i02-5-MVILES
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CaixaMóvil Store
”la Caixa” set up the world’s first online shop ever 
created by a financial institution offering mobile phone 
applications. Programmes are free and available to the 
general public, with the exception of transaction in 
relation to financial operations which require the user to 
introduce a security PIn number. 

Several features are available to customers, among which 
are applications for topping up prepaid or mobile phone 
account balances, for preparing a monthly budget for 
household expenses, or for investing in the stock market. 
other services, such as locating branch offices and ATMs or 
purchasing online tickets for concerts, theatre or cinema 
are accessible to everyone and accept payment by credit 
and debit cards from other major financial institutions. 

new ticket sales application for the mobile phone 
The Institution has developed a new application for 
ServiCaixa which allows customers to purchase tickets in 
a similar way as they would through the website. This 
application also enables users to view the entire range of 
event on offer on the mobile phone screen.

Control your income and expenditure from your mobile 
phone
Customers can now monitor monthly income and 
expenditure via their mobile phone with the introduction 
of the new service “Mis Finanzas” (My Finances).

Tax free for retailers
This exclusive service from ”la Caixa” allows PoS Terminals 
in retail stores to manage and perform vAT returns for 
shoppers who are non-EU residents. 

transfi - MObilE tO 
MObilE transfEr 

In 2009 ”la Caixa” 
introduced Transfi, an 
innovative, straightforward 
and fast payment method. 
Individual customers of 
the online banking service 

línea Abierta can use the application to make bank 
transfers from mobile to mobile. In other words, 
payments between mobiles, for small amounts or 
micro-payments can now be managed by performing 
banking transactions via mobile phone. Instead of 
needing to identify the ‘Caixa’ account number to 
which the transfer is being made, you only need to 
identify the mobile phone number and name of the 
contract holder of same in order to make the transfer.

pOs tErMinal MObilE phOnEs 
fOr sElf-EMplOyEd 

This innovative application transforms 
the mobile phone into a portable 
point-of-sale terminal and allows self-
employed workers who are constantly 
on the move, to receive automatic 
payment by credit or debit card 
without having to bother with more 
burdensome technology.

https://portal.lacaixa.es/caixamovil/store/caixamovil_es.html?loce=es-particulars-home-Homepestana-07-i02-5-MVILES
https://portal.lacaixa.es/caixamovil/store/appmisfinanzas_es.html
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Accessibility to financial services
For ”la Caixa”, access to financial services is a fundamental 
right of every individual, regardless of their economic, 
social or physical situation or standing. For this, the 
Institution understands accessibility to services in the 
broadest possible sense including geographic proximity, 
multi-channel access and the removal of all physical or 
sensory obstacles. 

geographic proximity
In view of the recommendations from the Bank of Spain, 
”la Caixa” reviewed the size of its branch network in order 
to adapt it to the new situation of the financial system and 
customers’ needs.

Along these lines, over the past two years, the Institution 
has opened 80 Specialist Centres in company business 
and 31 branches providing customer care for Private 
Banking clients. Transferring the business of medium 
and large sized enterprises to this specialist network, 
together with the optimisation in the use of self-service 
banking channels (an area in which ”la Caixa” enjoys a 
clear leadership position in Spain) has resulted in enabling 
the institution to plot an optimisation plan for the retail 
banking network, which by February 2010 will have been 
reduced by 400 branches. Despite this, ”la Caixa” remains 
the leading Institution in the Spanish financial system in 
terms of physical presence, with more than 5,200 branches, 
and 12% market share of the total branches for the 
Spanish financial system. In this regard, it is worthy of note 
that the Institution is present in 100% of Spanish towns 
with more than a population of 20,000, and in 90% of 
towns where population is between 5,000 and 20,000.

Branches which have integrated within other larger 
branches are for the most part, smaller, less well 
consolidated branches, that is to say with few operative 
customers and which are located no further than 300 
metres away from the larger branch which continues to 
provide service. In such cases, customers have kept their 
existing account numbers and contractual conditions, 
thereby minimizing inconveniences arising from the 
transfer. 

Multi-channel banking
Customers can now access products and services offered 
by the Institution whenever, wherever and however they 
wish through the multiple channels available to them: 
branches, ATMs, mobile phones (CaixaMóvil) or línea 
Abierta (via Internet, telephone or digital television). 

In this regard, new technologies represent an additional 
spectrum of possibilities for providing customers with 
innovative and top quality services, to supplement the 
personalised care customers receive in branch offices. 

Overall number of branches

07 08 09

5,480

5,530
5,326

ThE ExTEnSIvE BRAnCh AnD ATM nETwoRk oF 
”lA CAIxA” ToGEThER wITh ITS lEADERShIP PoSITIon In 
onlInE BAnkInG vIA línEA ABIERTA, MoBIlE BAnkInG 
AnD ElECTRonIC BAnkInG SERvICES hAS RESUlTED In 
ThE InSTITUTIon’S STRonG, BAlAnCED AnD qUAlITy 
GRowTh In BUSInESS AnD CoMMERCIAl ACTIvITy

https://portal.lacaixa.es/caixamovil/store/caixamovil_es.html?loce=es-particulars-home-Homepestana-07-i02-5-MVILES
http://www.lacaixa.es
http://www.lacaixa.es
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Furthermore, electronic channels not only offer a broad 
range of different services, but they also enhance the 
possibilities for communication between customers and 
”la Caixa”.

In 2009, with a view to improving the interactive 
capabilities of the línea Abierta website, a new ongoing 
assessment system was introduced which enables 
customers to assess and the service and offer their 
opinions from the website itself. 

AlMoST hAlF oF All USERS who ACCESS MoBIlE 
PhonE BAnkInG SERvICES In SPAIn, Do So ThRoUGh 
”lA CAIxA”

Transactions made by ”la Caixa” customers through 
the varying channels available 

CaixaMóvil línea 
Abierta

ATMs

1.9% 
(40,879,050)

73.7% 
(1,592,424,425)

24.4% 
(526,659,404)
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Removal of physical and sensory obstacles
”la Caixa” continues it efforts to improve access and 
remove physical structural obstacles from its branches. 
In this regards, 100% of all new branches are completely 
adapted and improvements are ongoing in the rest of 
the branch network. In 2009, EUR 287.452 was invested in 
removing physical obstacles which meant that work was 
carried out in 30 branch offices.

work is ongoing also to ensure that the Institution’s 
entire network of ATMs is completely accessible channels 
for all customers, which all new ATMs are 100%. These 
ATMs comply with accessibility standards of the Fundació 
Barcelona Digital, in design, and programming and at the 
same time are also interactive for the hearing and visually 
impaired. 

The following are just some of the principal initiatives 
carried out in relation to ATM over the past year:

• The option to personalize “1111”operations for the 
visually impaired, by just inserting the card or bank 
book into the ATM, which consists in facilitating card or 
bank book transactions with a terminal screen and black 
background with larger font white letters to make them 
easier to read.

• The introduction of a greater number of transactions 
available in sign language through the assistance 
videos for the deaf and mute. In 2009, 3,200 ATMs 
were equipped with sign language video aids subtitled 
in Spanish and Catalan explaining the more routine 
transactions: cash withdrawals, checking account balance 
and bank statement, etc.

”lA CAIxA” ConTInUES ThE PRoCESS oF REMovInG All 
PhySICAl AnD SEnSoRy oBSTAClES FRoM ITS vARyInG 
ChAnnElS: BRAnChES, ATMS AnD InTERnET

ThE InSTITUTIon IS CURREnTly PlAnnInG A SUBSTAnTIAl 
InvESTMEnT wITh A vIEw To EnSURInG ThAT By 
yEAR EnD 2010, AT lEAST onE ATM In EvERy BRAnCh 
CoMPlIES FUlly wITh ACCESSIBIlITy RECoMMEnDATIonS

InVESTMEnT ALLOCATEd TO REMOVIng 
PhySICAL OBSTACLES In BRAnCh nETwORk 

Amount of investment

number of branches

287,452

30

2009

http://portal.lacaixa.es/infocorporativa/accesibilidad_en.html
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with regard to the Institution’s websites in Internet, it is 
worth mentioning that since 2006, ”la Caixa” achieved 
‘level A’ certification in accordance with web Accessibility 
Initiative standards (wAI) and work is underway to 
comply with its commitment to adapt Internet channels 
to achieve “AA level” certification. 

Moreover, ”la Caixa” was the first Spanish financial 
institution to have accessible online banking services 
given that since 2006, the online banking service, línea 
Abierta, is available for the visually impaired.

Finally, in collaboration with the Spanish Foundation 
onCE, ”la Caixa” continues to offer its support to the 
InREDIS project (acronym for Interfaces for Relations and 
people with DISabilities) in developing technologies that 
improve communication channels for people with special 
needs so that they can better communicate and interact 
with their surroundings. In 2009, generic technology was 
developed which will enable disabled users to interact 
with several different applications already on the market 
using a mobile device.

Consequently, the menu for the corporate website has 
already been adapted to incorporate this technology.

”la caixa” lEadEr in OnlinE banking in 
spain, accOrding tO aQMEtrix

The ”la Caixa” website is the leading online banking 
services portal in Spain with a market share of 30.1%, 
according to nielsen net Ratings. 
Also in 2009, ”la Caixa” was awarded first place 
in the AqMetrix rating for financial institutions, a 
study which rates the quality of financial services in 
Internet. AqMetrix performs quarterly rating of the 
quality of online services using parameters such as 
the range of services available, customer care, design 
and user-friendliness, and availability of web pages. 
Moreover, the rating divides web channels depending 
on user type: private individuals, companies, 
professionals and businesses, foreign trade and online 
brokers. ”la Caixa” achieved the best rating in every 
business area assessed.

http://www.inredis.es/Default.aspx
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4.3 Social commitment 

In such an adverse economic climate as the current one, 
”la Caixa” reaffirms its commitment with its stakeholders 
with a view to contributing to the welfare of society in 
general. with this goal in mind, the Institution preserved 
budgetary allocations in 2010 for its welfare Projects of 
EUR 500 million, thereby equalling the amount allocated 
in 2009.

Social and welfare programmes
The raison d’être of the welfare Projects of ”la Caixa” 
has always been that of helping people by affording 
them the opportunities that go towards addressing their 
financial and social needs, independently of their age 
or condition. on this understanding, throughout 2009, 
welfare Projects gave priority to its welfare programmes, 
to which it allocated 65% of its investment.

The CaixaProinfancia programme, which fights against 
childhood poverty, improving work opportunities for 
underprivileged social groups or proving care for those in 
advanced stages of sickness and their families were just 
some of strategic priorities for welfare Projects during 
2009.

“now more than ever we must contribute to palliating citizens’ principal worries,
among which are unemployment and poverty. It is time to move closer to people”.
Isidro fainé, Chairman of ”la Caixa” and of the ”la Caixa” foundation.

distribution of investment according to programmes (2009)

Social 
Programs

Cultural 
Programs

Educational 
and 
Researching 
Programs

Enviromental 
and Scientific 
Programs

financial and social aspects have always been interwoven in the mission of ”la Caixa” since its very 
foundation. Through its day-to-day financial activity as well as the work it carries out through ”la Caixa” 
welfare Projects, the Institution strives to comprehend and respond to the principal concerns and needs 
affecting the groups it comes into contact with: customers, employees, suppliers and society in general.

welfare Projects

13.9%

14.6%

64.8%

6.7%

http://obrasocial.lacaixa.es/home/obrasocial2_es.html
http://obrasocial.lacaixa.es/home/obrasocial2_es.html
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with the purpose of contributing to the fight against 
infant poverty and breaking the viscous hereditary 
circle of poverty in Spain, ”la Caixa”, fosters the 
CaixaProinfancia programme. This programme is a vehicle 
through which assistance is provided to low income 
families aimed at improving their economic situation, 
promoting social inclusion of children and preventing the 
risk of social rupture. 45% of the families who benefit 
from the programme are single parent families, generally 
a mother with dependent children. 

Since 2007, more than 140,000 girls and boys under the 
age of 16 who are at risk of social exclusion received 
assistance targeting their socio-educational development 
through, among other initiatives, educational support 
and psychological or medical assistance. The Institution 
allocated more than EUR 100 million to the programme 
over the past two years. 

”la Caixa” welfare Projects implements the project 
with the assistance of 32 other social entities in charge 
of coordinating its introduction on a nationwide level. 
These institutions represent a far wider reaching network 
made up of more than 300 welfare institutions. The 
programme is currently implemented in the 10 most 
densely populated urban centres in Spain: Barcelona, 
Bilbao, Madrid, Malaga, Murcia, Seville, valencia, 
zaragoza, the Balearic Islands and the Canary Islands. 

“The thing I like most about my life is that I’m lucky enough to be able to go to 
school. And I have enough to eat”. 
José Miguel, 10 years old and beneficiary of the CaixaProinfancia programme.

• CaixaProinfancia

http://obrasocial.lacaixa.es/home/obrasocial2_es.html
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The Incorpora programme of ”la Caixa” facilitates 
labour insertion of groups at risk of social exclusion or 
marginalization, among which are young people, persons 
over the age of 45 with no formal work experience, persons 
with physical, intellectual or sensory disabilities, new 
residents, the long-term unemployed, or victims of domestic 
violence. At the end of 2009, more than 79,600 persons had 
already found paid work through this initiative.

In order to implement the programme, ”la Caixa” draws 
on the support of its network of over 5,300 branches as 
well as the 236 welfare institutions that specialize in the 
labour insertion of these social groups. It also avails of a 
358-strong network of technical experts in labour insertion 
who act as intermediaries between the aforementioned 
institutions and the more than 9,400 companies that 
actively collaborate in the programme. It is worth 
mentioning here that during 2009, ”la Caixa” among other 
agreements, signed a collaboration agreement with the 
Catalan employers association Cecot, to encourage the 
hiring underprivileged persons by the member companies 
of both institutions.

ii EditiOn Of thE incOrpOra awards

In line with these initiatives, the Fundación ”la Caixa” 
presented the Incorpora Awards to the companies 
Decathlon, Clece, Saramar and ventana in june 2009. 
The aim of the award is to acknowledge best practises 
in the business sector in the area of fostering the hiring 
of underprivileged persons. 

“I’m in charge of unloading goods deliveries, monitoring everything and making 
sure that nothing is missing. I’ve been given an opportunity and welcomed the 
trust placed in me and stepped up. I have changed from feeling hopeless to
feeling I can touch the sky”. 
Miguel Ángel, working in Leroy Merlin thanks to the Incorpora programme.

• Incorpora Employment Programme 

schOlarship prOgraMME fOr prisOnErs

To compliment initiatives in support of eradicating 
poverty and tackling unemployment in Spain, the 
”la Caixa” Foundation champions a project to provide 
vocational training for inmates with a view to helping 
their reintegration into society once they have served 
their sentence. ”la Caixa” allocated a total of EUR 
4.6 million during the academic year 2008-2009 to 
this project, 30% more than the previous year. This 
investment has resulted in 1,000 vocational training 
scholarships being awarded to inmates from prisons all 
over Spain. This figure represents an increase of 300 
scholarships in comparison with the previous academic 
year. 
These scholarships result in the beneficiary, inmates 
who are serving the final stage in their sentence, being 
able to acquire sufficient knowledge so as to prepare 
themselves to tackle future social re-insertion with the 
solid guarantees in the labour market. 

http://obrasocial.lacaixa.es/ambitos/incorpora/incorpora_es.html


4. Acting in accord with corporate values

52Corporate Responsibility - ”la Caixa” 2009

“Accompanying someone in the difficult moments of his/her life makes me feel
fulfilled. There is always something to do for the sick person”.
Silvia Viel, clinical psychologist at the Sant Camil general hospital.

In keeping with the guiding principles of flexibility 
and anticipating coverage for social needs, ”la Caixa” 
set up a groundbreaking programme in 2009 aimed at 
supplementing the existing care model for persons in 
the advanced stages of a disease. The project has the 
following basic objectives: ease the suffering of those 
who are in the advanced stages of a disease; contribute 
to providing sufferers with suitable care during their final 
days and ensure they are provided with spiritual guidance. 
Caring for the bereaved and supporting the families 
and professional who work in the area of palliative care 
provision complete the range of objectives.

The initiative is currently undertaken throughout Spain 
with the support of 30 multidisciplinary teams made up 
of a doctor, a psychiatrist, a volunteer worker and a social 
worker. The programme was allocated a budget of EUR 
11 million in 2009 and provided care for a total of 6,793 
patients and 10,794 relatives.

• Other welfare projects
In 2009, the introduction of two further projects stand 
out. The first, which demonstrates the ability of welfare 
Projects of ”la Caixa” to adapt to conditions of its 
environment, is a commitment to reactivate property 
developments which were halted as a result of the 
financial crisis in order to provide 3,000 houses under the 
affordable rent scheme for families. ”la Caixa” will invest 
EUR 150 million in the project.

The second project provides care for a group which 
”la Caixa” have always given special attention to since 
its very origins; the elderly. The birth of the imprint 
publishing house “lectura+”, set up by ”la Caixa” welfare 
Projects in conjunction with Grupo Planeta and Ediciones 
62, facilitates access to reading for the elderly or for the 
visually impaired. The project envisages publishing a 
collection of 100 renowned literary works, both classical 
and modern in large text and in Spanish and Catalan.

ThE PRoGRAMME TACklInG InFAnT PovERTy, 
CAIxAPRoInFAnCIA, PRoMoTInG oPPoRTUnITIES FoR 
woRk AMonG ThE UnDERPRIvIlEGED oR PRovIDInG 
CARE FoR PERSonS In ADvAnCED STAGES oF A DISEASE 
AnD ThEIR FAMIlIES wERE jUST SoME oF ThE STRATEGIC 
PRIoRITIES oF wElFARE PRojECTS DURInG 2009. PRIMARy 
PURPoSE: PRovIDInG oPPoRTUnITIES FoR PEoPlE

• Integrated Care for Very Ill People Programme

http://obrasocial.lacaixa.es/ambitos/atencionaenfermos/acciondelprograma_es.html
http://obrasocial.lacaixa.es/ambitos/atencionaenfermos/acciondelprograma_es.html
http://obrasocial.lacaixa.es/ambitos/home/viviendaasequible_es.html
http://obrasocial.lacaixa.es/ambitos/cursosytalleres/lecturaplus_es.html
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In addition, welfare Projects has continued the consolidation 
process of several other programmes set up over the past few 
years in response to pressing social demand. Among these are, 
the programmes designed to avert situations of dependency 
among the elderly, to reduce narcotics consumption, Foster 
the integration of new residents, promote childhood 
vaccination in the developing world or to encourage corporate 
volunteering.

on the international stage, the launch of the Fundación 
Inbursa, deserves a special mention here, through which 
”la Caixa” and the group led by the Mexican businessman 
Carlos Slim will promote welfare, educational and 
environmental projects in latin America. 

Educational programmes
welfare Projects support training as an essential instrument 
required for personal growth. Among the initiatives in this 
area there are several which stand out, like the ”la Caixa” 
welfare Projects Scholarship programme. Different models 
enable beneficiaries to study a Master’s degree in Spain, 
undertake postgraduate courses in academic centres abroad or 
complete a PhD in biomedicine. 

It is worthy of note that in this regard during 2009, welfare 
Projects awarded the first 40 scholarships in its international 
programme in PhD i Biomedicine aimed at assigning the 
best young talents from around the world to one of four 
renowned biomedicine research centres in Spain.

Environmental and Science programmes 
Committed to the preservation of our surroundings, 
”la Caixa” welfare Projects also promotes several initiatives 
designed to raise public awareness, conserving the planet’s 
biodiversity and improving the environment. 

one of the projects which stand out is the preservation and 
improving the state of the many nature reserves located 
throughout Spain. This programme, Conservation of natural 
Spaces and Reintegration into Society, which is developed in 
conjunction with regional organisations and local government 
of autonomous regions, is also designed to assist employment of 
persons at risk of social exclusion. In 2009, over 1,800 individuals 
in a range of difficult situations worked in tasks focused on 
environmental conservation promoted by ”la Caixa”.

Another significant initiative from this year was the Polo Sur 
Sin límites: obra Social ”la Caixa”, expedition to the South 
Pole. The adventure represented, for the first time in history, 
that a group of persons with psychical disabilities achieved 
an unaided 250 kilometre journey across the Antarctic plain: 
apart from demonstrating the extraordinary abilities of these 
individuals, the aim of the expedition was to collect samples 
in order to perform analysis regarding the impact of climate 
change on the Antarctic continent.

carbOOcEan prOgraMME

The preservation of marine ecosystems located along the 
Spanish coastline is more than sufficient justification for 
the ”la Caixa” Marine programme: the vell Marí route. 
In 2009, within the framework of this programme, the 
Carboocean project was furthered, which is a research 
campaign to analyse the importance of oceans as a source 
of Co2 and a carbon sink. For this, water samples have 
been collected from along the Spanish coastline and from 
the islands. These samples will be included in a continental 
database, the aim of which is to gather knowledge 
regarding the evolution of marine carbon in European 
waters over the past 200 years.

Parallel to research activities, 
the project has developed 
a public awareness raising 
campaign to highlight the 
effects of climate change on 
the seas by way of a mobile 
workshop and guided tours 
of the scientific sailing ship, 
the vell Marí.

http://obrasocial.lacaixa.es/ambitos/home/becasyformacion_es.html
http://obrasocial.lacaixa.es/ambitos/parquesnaturales/parquesnaturales_es.html
http://obrasocial.lacaixa.es/ambitos/parquesnaturales/parquesnaturales_es.html
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”lA CAIxA” MAInTAInS ThE CoMMITMEnT To ITS 
CEnTRES FoR CUlTURAl DISSEMInATIon CAIxAFoRUM, 
wITh PRojECTS UnDERwAy FoR Two nEw vEnUES In 
SEvIllE AnD zARAGozA whICh, In CoMInG yEARS wIll 
joIn ExISTInG CEnTRES In BARCElonA, MADRID, PAlMA, 
GIRonA AnD llEIDA

Finally, the setting up of RecerCaixa stands out in the area of 
research. The goal of groundbreaking project is to promote 
the furthering of knowledge together with public university 
in Catalonia. 

Cultural programmes
”la Caixa” has always given its support to the cultural 
dissemination among audiences and public of all ages and 
from all walks of life. In this regard, during 2009 welfare 
Projects implemented a new line of action focused on 
fostering strategic alliances between the world’s most 
important museum centres. 

In April, the institution signed an agreement with the 
Prado Museum to develop the initiative ”la Caixa”. Museo 
del Prado. El arte de educar, (The art of education), 
an ambitious educational programme for schools and 
families that visit the museum and which endeavours to 
reach over 200,000 schoolchildren with the help of the 
teaching materials that have been elaborated.

Also in this context, welfare Projects and the French 
louvre Museum have signed a joint collaboration 
agreement to organize exhibitions together. Thanks to 
this unprecedented agreement, the CaixaForum centres in 
Barcelona, Madrid, Palma, Girona and lleida will play host 
to art exhibitions from the louvre as well as from others 
who will loan works for exhibitions.

on a final note, in 2009, welfare Projects presented 
projects for the building of two new CaixaForum centres 
in zaragoza, planned for 2012, and Seville. The latter 
will see the transformation of the Andalucian city’s Royal 
Shipyards into an innovative cultural centre planned to 
open in 2015.

To sum up, all the above will be developed together 
with its programme of travelling exhibitions as well as 
bolstering activities focused on bringing music and the 
arts closer to the general public at large.

In 2010, ”lA CAIxA” wIll MAInTAIn BUDGETARy 
FUnDInG FoR ITS wElFARE PRojECTS In EUR 500 MIllIon

http://obrasocial.lacaixa.es/ambitos/elartedeeducar/elartedeeducar_es.html
http://www.louvre.fr/llv/commun/home.jsp?bmLocale=en
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Contribution to knowledge dissemination
The Institution contributes to knowledge dissemination 
through publications and other activities organised by the 
Research Department and ”la Caixa” welfare Projects.

Social studies from ”la Caixa” welfare Projects 
This collection represents an instrument for analysis, 
reflection and debate on social realities, based on 
the publication of benchmark studies in the field of 
social science. Each volume aims to highlight and 
bring encourage debate on especially significant social 
issues, such as tackling social exclusion or integration of 
vulnerable social groups. 

In 2009, ”la Caixa” welfare Projects presented the titles: 
vocational Training in Spain. The road to a knowledge 
society, Sport, health and quality of life and Spain’s rural 
population. From imbalance to sustainability, thereby 
reaching a total of 27 volumes published to date.

Publications by the Research department of ”la Caixa”
The aim of these publications is to disseminate knowledge 
concerning economic and social realities, in order to 
stimulate debate and the exchange of experiences 
between all sectors of society. on the website of the 
Research Department one can find online versions of 
the publications Monthly Report and Spain: Economic 
yearbook, as well as several other series which were added 
to in 2009 with new studies: the Economic Studies Series, 
the Spanish Regional Communities Series and the ”la 
Caixa” Economic Documents series.

The department also edits other publications exclusively 
in English, such as the ”la Caixa” Economic Papers and 
”la Caixa” working Papers, targeting the scientific and 
professional community. 

The ”la Caixa” Economy and Society Chair
The Research Department also organizes several academic 
seminars in Madrid and other major Spanish cities through 
the ”la Caixa” Economy and Society Chair, These events, 
grounded in intellectual excellence, deal with the principal 
issues which effect and concern modern day society. 
During 2009, the Chair organised the following conference 
cycles, among others: “An open society, diversity and 
cohesion”, “Europe: new scenarios, new frontiers” and 
“A European challenge: the future of the social welfare 
system”.

Furthermore, the Chair also arranges master classes which 
are held over several sessions. In this way, the Chair has 
a chance to offer systematic developments in areas of 
scientific as well as humanistic interest. In 2009, the Chair 
organised a total of 5 master classes in Madrid.

http://obrasocial.lacaixa.es/ambitos/estudiossociales/estudiossociales_es.html
http://www.lacaixa.comunicacions.com/se/index.php?idioma=eng
http://www.lacaixa.comunicacions.com/se/index.php?idioma=eng
http://www.lacaixa.comunicacions.com/se/index.php?idioma=eng
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The ”la Caixa” Corporate Social Responsibility and 
Corporate governance Chair
”la Caixa” in collaboration with the IESE business school, 
founded the Chair Chair in an attempt to promote, foster 
and disseminate the idea of CSR, especially with the in 
its practical application. During 2009, the Chair edited 
18 publications, including books, chapters, scientific and 
informative articles and working papers. The Chair is also 
responsible for the publication of a newsletter three times 
a year, as well as a Cuadernos series, with several of the 
2009 editions devoted to “Alliances between companies 
and civil society”, “Social responsibility of micro finance 
institutions” and “The fight against corruption”. 

Moreover, among the range of activities organised, several 
deserve a special mention, such as the seminar titled “how 
to fly the CSR flag: FC Barcelona, a practical case study”, 
the round table discussion “Corporate social responsibility 
in the new economic order”, and the European Academy 
of Business in Society (EABIS) symposium “The role and 
purpose of business in society: Challenges and issues for 
global and corporate governance”. 

http://www.iese.edu/en/Research/CentersandChairs/Chairs/CatedraLaCaixa/Home/Home.asp
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“Protecting the environment begins with small gestures within our own surroundings. 
when I gave it some thought, I realised that in order to make recycling easier, we 
could install wastepaper bins in every branch with separate compartments for paper, 
cardboard and plastic. not long after submitting my suggestion, the bins arrived”. 
Antonio Miguel Benítez Mesa, 5971 branch - Puerto del Rosario-El Charco (Las Palmas).

”la Caixa” assumes the fact that its responsibility as a financial 
institution does not rest solely on its ability to identify and 
finance viable economic projects, but also to fund projects that 
are viable from an environmental point of view. At the same 
time, the institution collaborates and encourages financing 
of renewable energies, sustainable over time as well as 
implementing strict internal environmental policy.

The environment
The level of commitment of ”la Caixa” to respecting and 
conserving the environment can be seen in the foundations 
of the Institution’s environmental management policy as well 
as that of its subsidiaries, and forms an integral part of its 
business activities shaping all its products, services and projects, 
not to mention the welfare Projects programmes. Exceeding 
all legal requirements, ”la Caixa” reasserts this responsible 
environmental management through its adherence to the 
United nations Environment Programme – Finance Initiative 
(UnEPFI) and the Equator Principles. Moreover, ”la Caixa” 
strives to involve its customers, employees, suppliers and 
society in general in this commitment.

Environmental policy
Environmental policy at ”la Caixa” is the responsibility 
of the Environment Committee, whose objective it is to 
ensure that all financial activity and support processes 
meet environmental friendliness criteria, while at the 
same time promoting and encouraging the participation of its 
stakeholders in environmental policy objectives.

Since 2003, the ISo 14001 international standard 
and the European Regulation 761/2001 (EMAS) drive 
environmental regulatory compliance at ”la Caixa”. These 
standards are ratified on a year by year basis. In addition, 
in 2009, the Institution renewed the environmental quality 
standard for its Catalan branch network. This Ecolabel 
certifies that ”la Caixa” is in compliance with ecological 
criteria as stipulated by customer care networks and 
respect for the environment, far exceeding compulsory 
and voluntary requirements outlined under legislation.

FRoM ThE ”lA CAIxA” CoRPoRATE wEBSITE 
AREA ECoCAIxA, ThE InSTITUTIon REDoUBlES ITS 
CoMMITMEnT wITh ITS SURRoUnDInGS, whIlE STRIvInG 
To InvolvE All ITS EMPloyEES AnD CUSToMERS In 
PRoCESSES AnD InITIATIvES CARRIED oUT To FoSTER 
EnvIRonMEnTAl ConSERvATIon

Sustainability in financial activity

http://www.unepfi.org/
http://multimedia.lacaixa.es/lacaixa/ondemand/portal/ecocaixa2/index.html
http://portal.lacaixa.es/responsabilidadcorporativa/medioambiente_en.html?tab2
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Environmental impact: indicators and initiatives for 
improvement
At ”la Caixa” the push to reduce the adverse effects on the 
environment arising from its day-to-day operations is present 
year by year.

Branches and building projects
”la Caixa” continues adaptation of branches to reduce 
environmental impact and in 2009, a further 63 branches 
were refitted.

In addition, it is worthy of note that vivienda Asequible 
subsidiary company continues promoting construction of 
housing in accordance with eco-sustainability criteria far 
exceeding the minimum legal requirements. These criteria 
are reflected in the use of advanced systems for attaining 
the absolute maximum energy efficiency possible, or 
the installation of retractable coverings which allow the 
temperature in the building to be regulated. Furthermore, 
all buildings are completely adapted and accessible to 
persons of reduced mobility. 

Electric power
The Institution has had great success in fulfilling its 
objective to improve electric power consumption 
efficiency. In this respect, apart from action undertaken 
over previous reporting periods, during the 2009 energy 
saving campaign, stickers bearing the slogan “Turn me 
off before you go” to remind employees to switch off 
equipment at the end of the working day. In addition, 
branch specific energy consumption updates are sent on a 
regular basis, together with good practice tips in energy 
saving.

In another energy saving initiative, branch PCs have been 
programmed to go into automatic hibernation mode, 
which is activated for 66 hours every week. 

CDT screens are replaced by the more power-efficient 
TFT models in all ATMs to reduce energy consumption. 
In addition to incurring lower maintenance costs, the 
new screens give added value to customers, given that 
resolution and brightness is enhanced, and consequently 
offering customers greater visibility and touch screen 
precision. Roll-out of TFT screens has already been 
completed in 1,430 ATMs.

At “la Caixa”, throughout 2009 we achieved a 6.58% 
reduction in electric power consumption. Throughout 
2010, awareness raising and best environmental practises 
programmes targeting employees are to be continued 
with a view to meeting the 10% energy consumption 
reduction goal. 

cEntralisEd On / Off switch

one new event worthy of mention in 2009 was the 
installation of an innovative remote control system 
in offices with higher energy consumption levels. 
The switch is the sole mechanism for switching off 
air-conditioning, lighting, and part of the IT systems 
The system reacts automatically when the branch is 
closed the remote control can also detect whether any 
systems have been unduly left running and require 
that they be switched off. By the end of the year, 
the sole control switch had been installed and was 
in operation at over 1,000 branches with an average 
energy saving of 8%. 
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ThE ‘onlInE PoST’ SERvICE CURREnTly BoASTS ovER 2.5 
MIllIon CUSToMERS, AnD SInCE 2007, hAD RESUlTED 
In 38 MIllIon lESS EnvEloPES BEInG USED. In 2009, 
ThE nUMBER oF EnvEloPES SEnT FEll By 16.4% In 
CoMPARISon wITh 2008

Paper
Paper continues to be the most significant waste material 
generated at the Institution’s facilities. As a result, 
initiatives designed to promote ever greater paper savings 
are still an active part of business practises. Examples of 
this include the digitalisation of documents. In this regard, 
paper consumption was reduced by 7% and the use of 
recycled paper grew to reach 99% during 2009. For the 
year ahead, another objectives has been established to 
reduce paper and toner consumption by 10%. 

waste management
Despite the volume of waste it generates, in comparison 
with other sectors the amount is barely significant, 
“la Caixa” implements internal regulations to ensure 
the correct waste recycling management procedures are 
adopted, as outlined by law. All waste is examined and 
any waste with any contaminating or toxic elements is 
recycled using the appropriate container and is collected 
for disposal on a regular basis by duly qualified and 
authorized waste management service.

CO2 emissions
”la Caixa” has had great success also in reducing Co2 
emissions arising from the administration and air-
conditioning of its properties, travel and, in the event of 
an emergency, running power generators and turbines.

In 2009, the Institution reduced the number of kilometres 
travelled by 1.35% –19,204,220 in 2009– by looking for 
alternatives such as increased use of video conference calls.

Co2 emissions in 2009 amounted to 77,980.13 (Tn), 
corresponding to 77,231.77 tons from electric energy 
consumption and 748.36 from diesel oil. The reduction 
in these direct Co2 emissions together with the indirect 
emissions arising from employees commuting to and from 
work was 5,087.71 tons. 

For 2010, the target is to reach an additional reduction of 
10% in Co2 emissions arising from employees commuting 
to and from work.

Training and awareness raising
It is important to note that all environmental management 
improvements introduced by ”la Caixa” over the past 
few years were made possible thanks to the level of 
employee involvement, who have brought 47 fresh 
ecologically sound proposals to the table through the 
corporate network and the Eco-ideas Suggestions Box. In 
addition, 311 employees underwent 4,665 hours training 
through virt@ula in sustainability by way of the course 
‘Environmental Management System ISo 14001’ to raise 
awareness of environmental issues. 



4. Acting in accord with corporate values

60Corporate Responsibility - ”la Caixa” 2009

IndICATORS Of dIRECT EnVIROnMEnTAL IMPACT

2009

Energy (direct consumption itemized by primary energy source) (gJ)

Total Electric power consumed

Total Electric power consumed per employee

diesel oil (gJ)

Total Diesel oil consumed

direct CO2 emissions (Tn CO2)

Total direct Co2 emissions 

  Co2 emissions from Diesel oil consumption 

  Co2 emissions from electric power consumption 

Indirect CO2 emissions (Tn CO2/km) III

Emissions per trip coefficients (Tn Co2) 

Total km travelled commuting and in corporate travel 

  Air travel

  Train 

  Automobile travel (company car / rented vehicle)

Total indirect emissions Co2

Total CO2 emissions (Tn CO2)

Total Co2 emissions (direct and indirect)

2008

773,144

30.27

5,503

82,232

407.77 II

81,824.41 II

0.100

19,464,826

15,920,170

3,326,406

218,250

2,539.23

84,771.23

”la Caixa”

2009 I2008

”la Caixa” group

721,743

28.93

10.113

77,132,9

748.36 

76,384.5

0.102

19,204,220

16,128,170

2,739,442

336,608

2,550.62

79,683.52

 I  Data for: “la Caixa”, Caixa Capital Risc, e-la Caixa, GDS-Cusa, Silk, Sumasa and Servihabitat.  
 II  This data has been recalculated: emission factors indicated by Red Eléctrica Española have been substituted by those 

provided by UnESA in 2009 and data from 2008 has been recalculated in order to provide comparative figures. 
 III  Emission factors for 2008 data have been recalculated.

IndICATORS Of dIRECT EnVIROnMEnTAL IMPACT

water (m3) I 

Total water consumed

variation in consumption of water per employee

Paper II

Total paper consumed (kg)

variation in consumption of paper (%)

Paper consumed per employee

% recycled paper over total consumed

2009 2008 

”la Caixa”

20092008

grupo ”la Caixa”

73.847

1.928.713 

76,13

64,55

75.202

-2,20

1.795.913 

-6,89 

71,99 

99,25

76.379

1.996.412 

76,62 

63,60

75.202

-1,55

1.830.692 

-8,30 

71,22

98,30

note: Data for 2007 has not been included here as this information does not assist in making a comparison with data provided 
for 2008 and 2009
  I water: head office building of “la Caixa”, Caixa Capital Risc, e-la Caixa, Silk, Sumasa, Servihabitat.
II Paper: overall data provided for “la Caixa”, Caixa Capital Risc, e-la Caixa, GDS-Cusa, MicroBank, PromoCaixa, Silk, Sumasa, 

Servihabitat and vivienda Asequible.

780,124

30.03

5,503

82,944

407.77 II

82,536.12 II

0.109

21,600,334

17,491,283

3,392,686

716,365

2,840.77

85,784.77

729,748

28.48

10,113

77,980,01

748.36 

77,231.65 

0.115

22,200,929

18,187,943

3,065,992

946,994

2,954.40

80,934.41
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wASTE COLLECTEd SUBJECT TO REgULATORy SPECIfICATIOnS 2009 I

Total toner cartridges (units)

Total chemical products containers (kg)

Total fluorescent lights (kg)

Total paper & cardboard (kg)

Total batteries (kg)

Total plastic (kg)

2008 I

4,546

351

998

184,038

574

1,842

  II  Toner cartridges includes the data for “la Caixa” head offices, Caixa Capital Risc, e-la Caixa, PromoCaixa, Sumasa and 
Servihabitat. Chemical products containers and batteries includes the date for “la Caixa” head offices. Fluorescent lights 
includes the date for “la Caixa” head office” and e-la Caixa. Paper and cardboard includes the date for “la Caixa” head 
offices, Caixa Capital Risc, e-la Caixa, GDS-Cusa, PromoCaixa, Sumasa, Servihabitat and vivienda Asequible. The total for 
plastic includes the date for “la Caixa” head office” and e-la Caixa.

IndIRECT EnERgy COnSUMPTIOn fOR ”LA CAIxA”- BREAkdOwn PER 
PRIMARy EnERgy TyPE COnSUMEd (gJ) 
Conversion factor: gJ per kwh: 0.0036. Source: gRI Technical Protocols

2009

Biomass

Coal 

natural gas

hydroelectric

nuclear

Oil

wind

2008 I

17,579

986,120

35,067

115,832

934,385

207,454

14,466

 I  note: data provided for “la Caixa” and subsidiaries

16,858.68

945,729.43

33,630.30

111,087.66

896,113.95

198,956.80

13,873.61

5,140

564

754

167,006

604

4,151
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7,108

The Equator Principles
In 2007, ”la Caixa” adopted the Equator Principles, 
representing a series of voluntary directives based 
on standards outlined by the International Finance 
Corporation (IFC), and which must ensure not only the 
economic viability of a project, but also bearing in mind 
the social and environmental implications at the time of 
appraising project finance in excess of 10 million dollars. 
Projects must be viewed overall in a favourable light 
before receiving finance. 

In 2009 ”la Caixa” made significant progress in the 
application of The Equator Principles and internal 
Protocol is now in place for appraisal, classification, and 
management of these projects, in addition to a plan for 
communicating the protocol to employees.

During the previous reporting period, ”la Caixa” 
participated in 65 projects (in Spain, Europe and America), 
with an overall investment to the tune of EUR 7,837 million, 
EUR 2,125 million assigned directly and underwriting a 
further EUR 1,573 million. All the aforementioned projects 
received “type C” classification, given to projects with 
minimal or no environmental or social impact, with only 
three projects receiving the “type B” classification.

Project finance

Project finance 2009

Subject to the Equator 
Principles

62
3

overall volume of 
operations
(EUR million)

729

TyPE A TyPE B TyPE C

Subject to the Equator 
Principles

65

7,837 

64
28

4,649.75

overall volume of 
operations
(EUR million)

07 08 09

11,132

Project finance / Sector 

Energy

18
3 0

Infrastructure

Type B Type C

44

Project finance / Location of Projects

high income 
oECD countries

60

3 0

outside high 
income oECD

Type B Type C

2

http://portal.lacaixa.es/responsabilidadcorporativa/medioambiente_en.html?tab2
http://portal.lacaixa.es/responsabilidadcorporativa/medioambiente_en.html?tab2
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agrEEMEnts fOr financing prOjEcts which 
fOcus On iMprOving EcO-EfficiEncy and 
sustainability
“la Caixa” collaborates with public administrations in 
initiatives focusing on energy efficiency through its 
adherence to cooperative agreements for financing 
projects designed to conserve or improve the 
environment: among these, the ones that stand out 
are the ICo-FuturE (promoting more environmentally 
efficient tourism activities),the ICo-vIvE Buses (to 
replace existing buses with more sustainable vehicles), 
the ICo-Incendios (designed to tackle repair work or 
replacement of facilities and equipment damaged 
by fire or flooding) or the agreement signed with 
the Institut Català d’Energia (to promote the use of 
renewable energy). In 2010, work is already underway 
to introduce credit facilities for individuals or 
companies wishing to purchase more environmentally 
efficient goods.

Renewable energies

number of 
operations 

21

3,172

3316

389.78 

overall investment
(EUR million)

07 08 09

3,347

Type of energy financed 2009 

Co-generation wind 
energy

Photovoltaic 
energy

Small-scale 
hydroelectric 
energy schemes

Solar thermal 
energy

1 project (EUR 14 million)

7 projects 
(EUR 1.266 

million)

8 projects 
(EUR 601 million)

4 projects 
(EUR 1.240 million)

1 project 
(EUR 50 million)

Project finance for renewable energy projects
In order to contribute to generating long-term positive 
environmental impact, a financial institution can play 
an important role in funding environmentally friendly 
projects or which are grounded in renewable energy 
sources. within this framework, during 2009 ”la Caixa” 
participated, either independently or together with other 
institutions, in 21 funding operations for an overall amount 
of EUR 3,172 million, with ”la Caixa” underwriting EUR 
575 million and investing a further EUR 587 million. These 
projects represent a combined energy output of 1,554 Mw.

over the past few years, the Institution has been increasing 
its funding participation in these kinds of operations, 
and consequently, specialists in the field have been 
incorporated into the team. From 2009 onwards, any 
project in excess of 10 million dollars will be subject to prior 
validation by an independent technical advisor pursuant to 
criteria established under the Equator Principles. Similarly, 
every project is subject to ongoing review during the 
development stages in order to ensure compliance with 
environmental standards.

Also in 2009, a new line of leasing specifically allocated for 
installation of solar energy farms was implemented and in 
this regard, 13 operations were carried out for a sum of 
EUR 23 million.
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Socially responsible investment
one of the challenges for ”la Caixa” is to continue 
providing customers with products tailored to their 
specific needs, with ever greater long-term profitability 
and security expectations. The trend in socially 
responsible investment is one of the lines ”la Caixa” being 
consolidated on a gradual basis with the addition of 
products which meet objective criteria.

The institution’s portfolio includes several socially 
responsible investment funds. on the one hand, the 
FonCaixa Cooperación Socialmente Responsable is an 
equity investment fund which assigns investment to 
companies who comply with corporate responsibility 
standards. on the other hand, FonCaixa Privada Fondo 
Activo Ético is an international mixed equity fund with 
the same asset selection policy as the previous fund. The 
fund is also subject to the appraisal of an Ethics Committee 
made up of renowned independent professionals of 
prestige in the field of social responsibility.

Both of these funds are of a socially responsible nature 
given that, in the case of the first fund, a portion of the 
administrative commission fee is assigned to welfare projects, 
and in the second case it is assigned to a non-governmental 
organisation chosen by the participants.

In 2009 the FonCaixa Cooperación Socialmente Responsable 
had a total equity of EUR 4.39 million, while the FonCaixa 
Privada Fondo Activo Ético amounted to EUR 5.86 million. In 
the future plans have been made to increase promotion of 
this product kind in collaboration with InverCaixa and Private 
Banking.

Socially responsible investment funds
(EUR million)

FonCaixa 
Cooperación

4.39 5.864.3

FonCaixa Privada 
Fondo Activo Ético

08 09

8.8
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Contribution to the welfare of society
In 2009, ”la Caixa” redoubled its commitment to the needs of 
people in general and to human Rights. The involvement of 
the Institution’s subsidiary companies in the United nations 
Global Compact, the extension of the Affordable housing 
programme to include new segments of the population and 
the renovation of its commitment to the GAvI Alliance, are just 
some of the examples.

Commitment to human Rights
Since 2005, ”la Caixa” has been a signatory of the United 
nations Global Compact, an international initiative set up to 
promote ethical and responsible business practises through 
a series of ten principles grounded in human rights, workers 
rights, the environment and the fight against corruption. 
In 2009, the following subsidiary companies adopted the 
Global Compact: Caixa Capital Risc, GDS-Cusa, PromoCaixa, 
MicroBank, Servihabitat, e la Caixa, Silk, Sumasa and vivienda 
Asequible. 

Adherence to these ten principles is reflected in the day-to-day 
and strategic management of ”la Caixa” and its subsidiaries, 
and is outlined in the Institution’s Code of Ethics. Compliance 
with these principles is monitored from the Auditing or 
Regulatory Compliance Departments.

Commitment to the community
Affordable housing
In 2009, the Affordable housing programme championed 
by ”la Caixa” was extended and a further 1,000 houses for low-
income families will be added to the 3,000 houses allocated for 
young people between the ages of 18 to 35 and for over 65s that 
are already under construction and due for completion by 2012.

The Affordable housing programme was set in motion in 2004 
and by 2012, will have been allocated a total investment of 
EUR 610 million with the construction of 4,000 houses. In the 
first phase of the programme (2004-2006) 1,084 apartments 
were built and the keys handed over to young persons and 
the elderly. In the second phase (2007-2009) 998 houses were 
built, 526 of which have already been assigned. In addition, 
the programme is to have a third phase (2010-2012) during 
which a further 954 properties will be built, thereby fulfilling 
the allocation of 3,000 residences for young people and the 
elderly, in addition to a further 1,000 new apartments assigned 
to low-income families. All building developments are located 
in provincial capital cities, urban areas and other municipalities 
where this kind of housing is in shortage.

The rental contract for young people and the elderly is for 
a 5 year term and is renewable in the event that the tenant 
continues to be in compliance with access requirements 
as established under regulation. In the case of housing for 
families, some of the building developments offer tenants the 
option to purchase the dwelling.

FollowInG ThE CoMMITMEnT UnDERTAkEn By 
”lA CAIxA”, ITS SUBSIDIARIES, CAIxA CAPITAl RISC, 
GDS-CUSA, PRoMoCAIxA, SERvIhABITAT, E-lA CAIxA, 
MICRoBAnk, SIlk, SUMASA AnD vIvIEnDA ASEqUIBlE 
All BECAME SIGnAToRIES In 2009 oF ThE UnITED 
nATIonS GloBAl CoMPACT

ExtEnsiOn Of thE affOrdablE hOusing 
prOgraMME with a furthEr 1,000 nEw 
apartMEnts availablE fOr rEnt tO faMiliEs

with a view to expanding the commitment undertaken by 
”la Caixa” to include other social groups and to facilitate 
access to rented housing, in April 2009 the extension plan 
to the Affordable housing programme was unveiled in 
Barcelona to provide accessible housing for low income 
families from any age sector of the population. In this 
way, not only the young people and the elderly would 
benefit from the advantages under the programme. 
Rental conditions for this kind of housing better than the 
conditions offered by subsidized housing market, and 
both the approach and the surface area (up to 85 m², with 
two or three bedrooms) make them an ideal choice for 
families without occupation limitations.
The first property development in this extension, which 
will eventually develop 1,000 new apartments throughout 
Spain by 2012, is being built in Sentmenat (Barcelona), 
where 150 apartments are due to be constructed.

http://portal.lacaixa.es/responsabilidadcorporativa/modelo_en.html?tab4
http://portal.lacaixa.es/responsabilidadcorporativa/modelo_en.html?tab4
http://portal.lacaixa.es/responsabilidadcorporativa/sociedad_en.html?tab4
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Through its welfare Projects, ”la Caixa” entered into a 
strategic European partnership with the GAvI Alliance 
in 2008. This global alliance between the public and 
private sectors fights infant mortality in underprivileged 
countries, improving access to vaccination programmes 
and their distribution, as well as contributing to bolstering 
healthcare systems in these areas.

In 2009, the Institution ratified this commitment, donating 
EUR 4 million for the second year in succession to the GAvI 
Alliance, thereby holding its position as the organization’s 
most important private European partner and restating 
its firm commitment to world healthcare issues and the 
Millennium Development Goals. 

”la Caixa” also fostered the creation of the Business 
Alliance for Childhood vaccination, a groundbreaking 
initiative whose objective is to provide Spanish companies 
who wished to participate in the initiative with the 
necessary means to do so, guaranteeing that donations 
are entirely allocated to childhood vaccination schemes 
through the GAvI Alliance. Since its inception, 150 
companies from all over Spain have joined the Alliance, 
which has already raised more than EUR 450,000.

“Today, the Procoin Group is made up of ten companies with operations in substantial 
number of lines of business, safeguarding its firm ethical undertaking and company policy 
based on the grounded belief that the company should generate wealth, while effecting 
an improvement on the global environment in which it operates. It’s hard to understand 
corporate ambition if this does not go hand-in-hand with an equally ambitious social 
commitment. The companies which make up the Procoin Group take an active role in 
several CSR programmes, among which, undoubtedly the one that stands out is the Group’s 
adherence to the Business Alliance for Childhood vaccination in 2008 in collaboration with 
the GAvI Alliance. This Alliance provides hope and opportunity for those who lived with 
the uncertainty of an easily avoidable death. It’s hard to imagine a more effective, just 
and universal way to contribute to eradicating inequality and marginalization of entire 
communities”. Constantino Martínez Pérez, President of the Procoin group.

ThE BUSInESS AllIAnCE FoR ChIlDhooD vACCInATIon 
IS A GRoUnDBREAkInG SoCIAlly RESPonSIBlE BUSInESS 
InITIATIvE In SPAIn SPEARhEADED By ”lA CAIxA”, AnD 
whICh AIMS To ConTRIBUTE TowARDS MEETInG ChIlD 
hEAlTh MIllEnnIUM DEvEloPMEnT GoAl: To REDUCE 
InFAnT MoRTAlITy By Two ThIRDS In 2015

Business Alliance for Childhood Vaccination

http://portal.lacaixa.es/responsabilidadcorporativa/sociedad_en.html?tab3
http://portal.lacaixa.es/responsabilidadcorporativa/sociedad_en.html?tab3
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our human resources team are the most valuable asset 
which ”la Caixa” possesses and a factor which can mark the 
difference between us and other financial institutions. It is 
not surprising that the employees themselves in their day-
to-day activity take it on themselves to transmit the values 
of the Institution. 

In 2009, a total of 25,706 professionals made up ”la Caixa” 
and its subsidiaries Caixa Capital Risc, e-la Caixa, GDS-Cusa, 
MicroBank, PromoCaixa, Servihabitat, Silk, Sumasa and 
vivienda Asequible.

A great place to work
Satisfaction of ”la Caixa” employees is achieved by taking 
into account their current and future work-related 
concerns, as well as personal motivation. ”la Caixa” strives 
to ensure stability, acknowledge equality in working 
conditions and reward employees in accordance with 
personal merit and the task performed. Moreover, the 
Institution undertakes to provide professional development 
for the entire staff and addresses their social concerns by 
fostering involvement in society through the Corporate 
volunteer programme.

In this respect, for the fourth year in succession, ”la Caixa” 
was chosen as the best company to work for in Spain, 
according to the results of the Merco Personas 2009 survey. 
The Institution is at the forefront of the 100 companies 
analysed in the study, according to the 10,000 people 
surveyed (employees, university students, alumni of business 
schools and the general public). In a group specific analysis, 
”la Caixa” comes top as the company highest rated among 
its employees.

Commitment to preserving jobs
over the last two years, the adverse economic climate 
in Spain has driven the banking sector to rethink its 
dimensions and structure. In this respect, ”la Caixa” has 

“I began working at ”la Caixa” thirty-five years ago and throughout my long career
have been able to develop my profession in a stable working environment, taking
advantage of the opportunities for learning and professional growth that the
Entity offers us”.
Juan Antonio garcía gálvez, deputy Managing director of Banking Services.

FoR ThE FoURTh yEAR In SUCCESSIon, ”lA CAIxA” wAS 
ChoSEn AS ThE BEST CoMPAny To woRk FoR In SPAIn, 
ACCoRDInG To ThE MERCo PERSonAS 2009 REPoRT

human Resources

http://portal.lacaixa.es/responsabilidadcorporativa/empleados_en.html?tab4
http://portal.lacaixa.es/responsabilidadcorporativa/empleados_en.html?tab4
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designed a new business model in order to adapt to the 
new situation, while to the extent possible, preserving jobs. 

The new model is grounded in two principles: optimization 
of the sales network and efficiency in strategic decision 
making. In other words, the institution aims to locate the 
available human resources in its most strategic areas or 
in those areas where they can offer broader and better 
quality service to customers. This process has resulted in a 
restructuring process which translates to branches being 
absorbed and streamlining the structure at head offices, 
but also in the opening of new Business Banking centres, 
with a view to enhancing customer service in this business 
segment.

The majority of branch integration operations carried out in 
2009 were due to the reduced size of the branch absorbed, 
with less than three employees, and located near another 
larger branch which absorbed the workload and a portion 
of the staff, all the time ensuring that customer care was 
not affected. Branches in some small towns with only one 
employee have also been affected by the change. The 
process mostly affected Catalonia and The Balearic Islands, 
where ”la Caixa” has a greater number of branches. Staff 
movement was performed in conjunction with retirement, 
early retirement and partial retirement programmes.

Moreover, the implementation of the new business model 
has resulted in the definition of seven separate business 
areas (Corporate Banking, high net worth Customers, 
Business Banking, Private Banking, SME Banking,
Individual Banking and Personal Banking) thereby resulting 
in a clearer definition of new more specialized professional 
tasks. Among these we can find, private banking 
consultants, company banking managers, personal banking 
managers or SMEs consultants. work is underway to define 
profiles for these new positions, as well as providing specific 
training with a revised and adapted salary scale.

Equal opportunities for all employees 
our commitment to the human resources team at the 
Institution, respect for diversity and the capacity for 
personal and professional growth are the key elements 
responsible for the retail banking leadership position of 
”la Caixa” in Spain and the largest savings bank in the 
world. The Institution goes to great lengths to prevent 
discrimination on the grounds of sex, age, disability or for 
any other reason.

”lA CAIxA” ConTInUES PRoMoTInG EqUAl 
oPPoRTUnITIES AnD non-DESCRIMInATIon on ThE 
GRoUnDS oF SEx, RACE, AGE, DISABIlITy oR Any oThER 
GRoUnDS AMonG EMPloyEES
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Ongoing efforts in favour of equality and 
In 2008, ”la Caixa” carried out an internal assessment of 
equality in the entire organisation. Based on the results of 
the assessment and with prior experience in the application 
of the work/life Balance Protocol, a new equality plan was 
designed in 2009 in order to establish the basis upon which 
the equality indicators defined can evolve in a positive light. 

It is worthy of note that in 2009, no incidents of 
discrimination were reported and the role of female 
employees continued its consolidation within ”la Caixa” 
and the Institution.

Similarly, staff at ”la Caixa” is comprised of 504 
professionals of varying nationalities, and as such, the 
staff profile perfectly reflects the demographic profile in 
Spain, affords all employees an opportunity for cultural 
enrichment and represents added value for our foreign 
customers, as they can enjoy more personalised care with 
greater attention given to bridge cultural and language 
differences.

Moreover, in compliance with existing legislation in force 
regarding equality for disabled workers, ”la Caixa” fulfils 
the 2% quota reserved for disabled workers either through 
direct hiring of staff with 129 employees on staff in 2009, 
or by way of the legally established alternatives such as 
financial contributions to companies employing disabled 
workers or which undertake projects focused on disabled 
members of the community. In this respect, The human 
Resources Department has set itself the goal to reach 2% 
quota through the direct hiring of disabled workers. 

A fare and equal salary scheme
The remuneration of the professional team at ”la Caixa” 
is in accordance with professional ranking and the 
tasks performed, regardless of sex, or country of origin. 
The Institution strives to promote team work as well 
as individual effort. Therefore, employees’ efforts are 
acknowledged through a fixed salary system, in addition 
to a variable system pursuant to achieving a series of 
individual and team objectives.

In 2009, a new variable salary administration system 
was introduced which allows for aligning variable salary 
payments more with commercial activity and with results 
for every individual within the business objectives set for 
the business unit.

It should be pointed out here that minimum wage for 
”la Caixa” employees is above that established under 
agreements for the sector.

”la caixa”, an óptiMa cErtifiEd institutiOn

In 2006, ”la Caixa” obtained the Óptima Programme 
certificate from the Ministry for Equality in 
acknowledgement of collaborating as a company which 
promotes equality in the workplace. This certificate 
was successfully ratified in 2009, after ensuring that all 
recruitment, promotion, communication and training 
processes are in compliance with the programmes 
directives:
• Promote equality between male and female workers.
• Incorporate female staff members into areas where 

they are underrepresented.
• Ensure permanence.
• Foster promotion to management positions.
• Promote work/life balance measures.

sExual harassMEnt prEvEntiOn and 
rEspOnsE prOtOcOl

In 2009, the institution introduced a new Protocol for 
the prevention, response, and eradication of sexual 
and workplace harassment. The document establishes 
preventative measures to be adopted to fight mobbing 
(harassment in the workplace, sexual or gender-based 
harassment) and proposes response procedures to 
address any doubts, queries or possible complaints.
Furthermore, two external mediators were assigned to 
deal with queries and harassment complaints and to try 
to resolve conflicts. A free phone number and e-mail 
address are available in order to facilitate the best 
possible course of action for each case.

http://www.migualdad.es/ss/Satellite?pagename=MinisterioIgualdad/Page/MIGU_home&language=en_GB


4. Acting in accord with corporate values

70Corporate Responsibility - ”la Caixa” 2009

Commitment to training and personal development
Training is a key factor in the personal and professional 
development of employees. It reflects positively on 
the development of ”la Caixa” activities and improves 
competitive advantage and customer care.

Training
”la Caixa” provides employees with a wide range of 
training options to chose from:
• Regulated / Institutional training.
• job specific training itineraries.
• Training portal virt@ula.

one of the keys to success in integrating new recruits 
within the corporate culture at ”la Caixa” is the “new 
Employees welcome Programme”. This programme is 
supplemented by the “First year training plan”. Both 
initiatives seek to encourage new recruits and provide 
them with the necessary training in different aspects 
of interest: banking, economy and finance, taxation, 
insurance or online banking, among others. 

In 2009, investment by the Institution in training 
witnessed a decrease as a result of, among other factors, 
the decision by ”la Caixa” to undertake virtual online 
training (e learning), with an increase of more than 
63% in the number of hours training using this training 
method which, incurring lower costs, allows for greater 
efficiency and enhanced agility. Furthermore, the 
decrease in the number of new recruits, who require a 
significant investment in training during the initial stages 
of employment, and the use of in-house trainers with no 
associated costs has meant that the Institution managed 
to maintain adequate employee training levels with 
increased economic efficiency. 

PRovIDInG onGoInG TRAInInG FoR ThE TEAM oF 
PRoFESSIonAlS AT ”lA CAIxA” REMAInS A kEy FACToR 
FoR IMPlEMEnTInG ConSTAnT IMPRovEMEnTS In 
CoMPETITIvE STAnDInG AnD CUSToMER SATISFACTIon

virt@ula 2.0
”la Caixa” set up virt@ula 2.0, an innovative e-learning 
platform based on web 2.0, accessible to all employees 
in the Institution. The aim of the project is to encourage 
employees to become trainers for their colleagues in the 
areas they are most qualified in. 
For this, the “virtual space” was set up and includes 
web 2.0 resources such as blogs (expert discussions), 
forums (tools for conversation and debate), wikis (group 
articles), video platforms and areas where live training 
sessions can be held.
The platform is a benchmark virtual interactive training 
community in Spain and was awarded the prize for 
the best online training initiative by the Asociación 
Española de Formación on-line (AEFol). 

Training (EUR million)

Investment in 
training by 
”la Caixa”

2.2

10.99

15.08 
13.87

2.2 

Investment 
by FEFE in 
”la Caixa”

07 08 09

3.06 

hours training 

hours in-situ

275,525
308,522

465,408
393,849

161,333

hours online

07 08 09

168,891
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”lA CAIxA” UnDERTAkES ThE PRoFESSIonAl 
DEvEloPMEnT oF EMPloyEES ThRoUGh DESIGnInG 
TAIloRED SkIllS AnD ABIlITIES MAnAGEMEnT 
PRoGRAMMES

Professional development
In 2009, the finishing touches were put to initiatives set in 
motion the previous year to develop methods which enable 
the identification and development of employees´ skills 
according to their professional profile. These programmes fall 
within the bounds of the “Administration and Development 
of Management Skills” project, which was set up to detect and 
develop the skills available to the Institution.

The “Skills management programme”, which involved the 
entire Institution, assesses the management capabilities 
in order to foster development or, if the case be given, 
improvement in this area. The programme consist in 
elaborating a skills profile which includes the attitudes and 
behaviour considered critical for developing this position and 
which focus on four main areas: commercial management, 
business management, leadership and team development, 
as well as projection and impact of branch environment. 
The programme will be gradually extended to reach all the 
employees of the Institution. 

The “Skills programme”, closely linked to the one mentioned 
above, based on a leadership model for management, and 
which has been used to assess members of the management 
team from different areas of the organisation. The process was 
completed with an individual report including orientation for 
professional development and which defines the skills map of 
the Institution. 

In 2009, 4,756 employees of the Institution were assessed using 
these two programmes.

TRAInIng

Overall investment in employee training (thousand €)

Overall subsidies received for employee training (thousand €)

Overall number of staff trained

Overall number of hours training

Overall number of hours in-situ training

Overall number of online training

Overall number employees who act as in-house trainers

Overall number of employees in Occupational hazard training course

2008

15,088

3,066

22,348

634,296

465,408

168,891

486

2,911 

2008

15,675

3,071

22,552

639,945

470,847

169,098

487

3,225

2009

11,632

2,228

22,803

595,517

319,625

275,892

646

5,892

2009

10,991

2,200

22,308

584,047

308,522

275,525

642

5,577

”la Caixa” ”la Caixa” and subsidiaries
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Commitment to striking a work/life balance
”la Caixa” is aware that professional development can only go 
hand-in-hand with personal development. As a result, striking 
a work/life balance remains a priority in order to ensure 
employee welfare.

The initiatives undertaken by the Institution to strike a 
work/life balance are structured through the Óptima 
programme, in collaboration with the Instituto de la Mujer 
and the Ministry for labour and Immigration. within the 
framework of this programme the Armonía project was 
set up to design and implement policy to promote striking 
a balance between working, personal and family life of 
those who work at ”la Caixa”. 

In this regard, The Equality and work/life Balance Protocol has 
been in force since 2008 and which includes specific directives 
such as redefining work schedules and time management, 
leave of absence, time off and training programmes. This 
protocol is assessed by the Commission to Monitor Progress 
in work/life Balance, which monitors the application of 
the measures designed and proposes freshen ones. In this 
regard, during 2009 the conditions for granting advances for 
maternity were completed and priority has been given to 
transfers on the grounds of work/life balance.

All these initiatives are supplemented by additional welfare 
benefits (insurance or healthcare cover and salary subsidies) 
for full-time and part-time employees, to which ”la Caixa” and 
its subsidiaries allocated a total of EUR 196 million in 2009.

”lA CAIxA” IMPlEMEnTS A woRk/lIFE BAlAnCE AnD 
EqUAlITy PRoToCol FoR ThE wElFARE oF All ITS 
EMPloyEES

typE a flu rEspOnsE plan 
 
In accordance with recommendations from healthcare 
authorities and who directives, in 2009, ”la Caixa” 
set in motion a Response Plan to prevent the spread 
of the type A flu virus. Some of these measures 
adopted included developing the Type A flu portal 
in the corporate Intranet, information pamphlets in 
branches, redoubling cleaning and hygiene measures 
for all surface areas workers come into contact with 
and a daily follow-up on all absenteeism. A Monitoring 
Committee was also set up in charge of monitoring the 
ongoing situation and deciding whether to activate or 
deactivate the measures outlined in the plan.
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The aim of the ”la Caixa” Corporate volunteer programme 
is to encourage the potential for willingness to help of 
our human resources, as well as fostering the idea of 
volunteering in general and the strengthening of social 
fabric.

According to the Report on Corporate volunteering 
in Spain, prepared by the Corporate volunteering 
observatory in 2009, ”la Caixa” is one of the top 
benchmark companies for the general public in this area. 

Currently, ”la Caixa” has over 45 volunteer associations 
located in 46 provinces around Spain, with 3,061 
volunteers. of these, 74% are active employees, 8% are 
retired and the remaining 18% are friends or family 
members of the employees and retired employees. 
”la Caixa” is well aware that every one of these 
associations are independent and as such, is completely 
free to choose the volunteer projects they wish to develop. 

In 2009, ”la Caixa” transferred a total of EUR 328,100 
to these associations, and the money was allocated to 
developing 1,347 volunteer initiatives. In addition, in order 
to ensure the utmost development of the initiatives set 
in motion, the Institution provides training courses for 
members.

Among the initiatives that stand out, one campaign was 
run to collect foodstuffs at the end of December last year 
“your grain of sand amounts to tons” which, in just five 
days, employees of the ”la Caixa” Group collected a total 
of 102.4 tons of basic foodstuffs for people in greatest 
need and which were subsequently delivered to a Food 
Bank. 

ThRoUGh ThE CoRPoRATE volUnTEER PRoGRAMME, 
”lA CAIxA” oFFERS ITS EMPloyEES, whEThER RETIRED 
oR ACTIvE, ThE ChAnCE To PARTICIPATE DIRECTly In 
wElFARE PRojECTS, ThEREBy ChAnnEllInG SoCIAl 
ConCERnS In An oRGAnISED FAShIon

sOlidaridad EMplEadOs (EMplOyEE wElfarE 
prOgraMME)

This initiative enables means that employees of the 
Institution can participate by financing humanitarian 
projects with a donation from as little as 1 Euro a 
month. By the end of 2009, 660 employees of the Group 
had participated in the programme, collecting a total of 
EUR 55,900 throughout the year for different causes:
• The Incorpora project and Spanish Red Cross, who 

support the work life integration of women who are 
victims of domestic violence.

• GAvI Alliance, dedicated to the fight against infant 
mortality. 

• The MCCh project (Maquita Cushunchic), a nGo 
devoted to providing training for entrepreneurial 
women from rural communities in Ecuador.

“The social commitment characteristic of ”la Caixa” is also one of the hallmarks of its 
employees. As a result, from welfare Projects, and through the Corporate volunteer 
Programme, we strive to assist our employees in taking an active role in cooperating with 
acts of solidarity and charities that they hold dear”. 
Elisa durán, Assistant Executive director of Presidency of welfare Projects.

“It all started two years ago with a phone call from a friend and colleague. Since then, one 
Sunday every month I collaborate in the CiberCaixas located in hospitals. on other occasions, 
and always with the support of my wife, we took a group of blind people on a trek wearing 
snow shoes in the Pyrenees in Aragon, water sports activities with young people who 
suffered from cerebral palsy, etc. Reaching out to welfare organisations who need support 
means that our association makes sense and that day by day our numbers grow, with an 
objective that all volunteers share: we gain far more than we give”.
Óscar Bailera. Aragon Business Centre (Zaragoza).

Promoting corporate volunteer programme
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ThE CoMMITMEnT oF ”lA CAIxA” AnD ITS SUBSIDIARIES 
To RESPECTInG ITS SURRoUnDInGS AnD FoR BASIC 
hUMAn RIGhTS IS REFlECTED In ThE InTRoDUCTIon 
oF CoMPUlSoRy CoMPlIAnCE ClAUSES In EvERy 
ConTRACT SIGnED whICh EnSURE EnvIRonMEnTAl 
ConSERvATIon AnD CoMPlIAnCE wITh ThE PRInCIPlES 
oF ThE UnITED nATIonS GloBAl CoMPACT By All 
SUPPlIERS

Purchasing policy at ”la Caixa” is grounded in the strictest 
compliance with the established legal framework. 
In addition, the Institution, mindful of the need for 
responsible management in relation to its suppliers 
and for this it fixes the ideal criteria as being a balance 
between service quality and reliability as well as the 
value of ethical commitments the Institution adheres to. 
For this, among its undertakings are that of striving for 
transparency and rigour in the selection processes for 
new suppliers and in awarding contracts –all purchases 
made are subject to purchasing approval and depending 
on the amount, for public auction - or that suppliers must 
demonstrate environmentally friendly and respect for 
human Rights, thereby promoting cooperation between 
both parties and loyalty.

All suppliers of ”la Caixa” must be up to date with all the 
legal requirements before being able to work with the 
Institution. This generic control is more strict for sectors 
which present greater risk, such as suppliers from countries 
beyond oECD and those who manufacture very specific 
products or articles for the Institution.

In 2009, ”la Caixa”, with a total of 551 strategic suppliers, 
had a purchasing total volume of goods and services 
of EUR 1.144 million, which was paid through 659,841 
invoices. 90% of invoices were paid within the agreed 
60-day payment timeframe. The top five suppliers were 
paid a combined total of EUR 191.8 million.

“In PromoCaixa we want to make sure that the products we buy have been 
manufactured in accordance with the human Rights principles of The United 
nations Global Compact and that they are made using necessary environmental 
friendly practises. For this, we have for some time now, requested external audits of 
manufacturing plants where the goods are produced and we require that include a 
compulsory clause affirming their adherence to the aforementioned principles for all 
contracts with our suppliers. In the event that an issue arises, we contact the supplier 
and try to resolve the situation in the shortest time possible. If this is not possible, 
then we consider the option of changing suppliers”. 
Carles guillot Colls, Managing director of PromoCaixa.

Our relationship with suppliers
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Extending environmental and human rights commitments 
through the value chain
In 2009, in relation to the approval process for suppliers, 
”la Caixa” as well as its subsidiaries continued introducing 
different demands concerning the Group’s objectives to 
contribute to conserving the environment and respecting 
basic human Rights. These measures are reflected in the 
contract model used with suppliers, and which includes 
environmental protection clauses which are compulsory, 
suppliers are requested to present any environmental 
certificates they may possess, and the commitment to 
respect the principles of The United nations Global 
Compact.

within this framework, as of 2010, ”la Caixa” will adopt 
the new European Procurement Regulations presented in 
2009 by the AERCE (Asociación Española de Profesionales 
de Compras, Contratación y Aprovisionamiento). This 
regulation, the first of its kind with a transnational nature 
designed by purchasing departments of medium sized 
and large companies, will permit, among other things, 
guarantee that operations of these departments are 
respectful of environmental, ethical and sustainability 
issues.

prOMOcaixa and MOnitOring activity with 
suppliErs

PromoCaixa requests external audits for suppliers 
factories situated in the Third world when specific 
production processes are needed. These audit controls 
assess correct management of aspects of production 
concerning work contracts, length of working day, safety 
in the workplace and the absence of child labour.
In 2009, there were a total of 6 audits concerning the 
manufacturing of articles for launching in significant 
campaigns. one of these audits took place in Bangladesh, 
and brought to light severe non-compliance with issues 
regarding safety in the workplace, and it was therefore 
refused the contract. All remaining audits detected 
incidents regarding working conditions which were 
addressed and therefore production went ahead.
one of the objectives for 2010 will be the inclusion of an 
even more restrictive clause within the bid specifications 
for tender which, in the event that the audit and 
subsequent inspection of a factory were to generate 
a negative result, will mean that the contract will 
automatically not be celebrated and if a second audit is 
required, the cost of same will be payable by the supplier.
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For further information:

General
”la Caixa”
Caja de Ahorros y Pensiones de Barcelona
Business address: Av. Diagonal, 621-629 – 08028 Barcelona, España
Tax Identification Number: G-58899998
Telephone no.: (34) 93 404 60 00
Fax: (34) 93 339 57 03
Website address: www.lacaixa.es

Corporate Responsibility Report
Jordi Fabà
Corporate Responsibility Director
Avda. Diagonal, 621-629. 08028, Barcelona
Telephone no.: 93 404 60 00 / Fax: 93 339 57 03

If you wish to send us any remarks or have any queries regarding this
report, please write to the following address: rsc@lacaixa.es
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