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Windfarm

Cover and pages 64-65 photos

Second largest windfarm and source of renewable energy in Cyprus,
financed by the Bank in 2016 and 2019. Wind renewable energy is clean,
environmentally friendly to both flora and fauna, produces no greenhouse
gases and creates economic development. The operation and maintenance of
the wind farm has created new jobs with the surrounding communities entitled
to 2% of the income generated.

About this Report
This is the third “Sustainability” report of Hellenic Bank Public Company Limited.

The Sustainability report has been

social and employment issues, the

included in our Annual Financial Report.

prepared in accordance to the Global

respect for human rights, the fight

We will endeavor to evolve and improve

Reporting Initiative framework (GRI

against corruption and bribery matters.

our Sustainability report over the

Standards: Core option) and is issued

coming years. We value your opinion

pursuant to the provisions of section

The information presented in this report

and welcome any feedback on this

151B of the Companies Law, Cap. 113,

includes all the operations of the Group.

report.

which requires public interest entities,

This report provides information in

such as the Bank, to disclose information

addition to the information presented

Please

that assist in understanding the effect

in

suggestions to

of their operations on environmental,

Information on our financial data is
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Sustainability Highlights Across our Priority Areas

Marketplace

ESG
factors integrated into
Allianz products distributed
by the Bank

Capital Adequacy Ratio

Liquidity Coverage Ratio

153k1
of active digital users

New Lending

digitally engaged ratio

1 ) Active digital users refers to digital users who have logged in at least once to mobile or web in the last 3 months. Data as of 15 June 2020
2 ) Digitally Engaged Ratio: customers who have performed at least one transaction in any of the channels over the total number of customers. Data as of May 2020

Society

3
pronged plan
to bolster the
economy and
support the
society during
COVID-19 crisis
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100
Financial and digital
literacy initiatives
including seminars
in 100 villages

€315k
Volunteerism
through blood
donations,
reforestations and
cleaning up waste

Scholarships to students

2019 In Business CSR Award

People

Prioritising employee health and well-being during COVID-19

52%
of non-network staff
worked from home
during COVID-19

Performance Appraisal
system upgrading

639

6

training courses

e-learning courses

Integration training
courses

hires of permanent
and temporary staff

Environment

151
cases totalling €225 m
assessed for E&S risks

Renewable energy
finance

28%

83

Energy consumption
reduction (kWh/m2)

financing cases for
Environmental
and social
improvements
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Chairman Message
Dear Stakeholder,

Bank’s Performance Appraisal System and (e) the approval

Year 2019 was a challenging and transformational one for

of salary increases to all staff.

Hellenic Bank, following the acquisition of certain assets
& liabilities from the ex-CCB in September 2018. Through

With respect to society, Hellenic Bank has supported its

careful planning, strict governance, hard work and the

community both through sponsorships as well as through

cooperation and understanding of our stakeholders,

the generous actions of its staff. Our personnel have

the integration process of the acquired business was

participated in a number of school related initiatives such

successfully and timely completed in September 2019.

as (a) enhancing Financial Education in primary schools

Through the acquisition, we became the leading Retail

in co-operation with the Cyprus Banks Association and

Bank in Cyprus with an enlarged and diversified customer

Junior Achievement, (b) supporting the ‘Youth Action Day

base and, based on our customer-centric approach, we

2019’, where students had the chance to experience a

achieved significant progress in our strategic priorities,

real-time working environment (c) participating in Career

steadily continuing towards sustainable growth.

Fairs organised by local and international universities, and
(d) providing children of vulnerable families throughout

Hellenic Bank aspires and works towards meeting its

Cyprus with brand new school supplies. Furthermore

responsibilities to its customers, shareholders and society

Hellenic Bank employees have participated in blood

in general, guided by its corporate values (passion,

donations, volunteered in reforestations all over Cyprus,

commitment and respect). Our Vision is to be the preferred

participated in “Let’s Do It Cyprus” and have competed in

choice thanks to the customer experience that we offer

corporate marathons for charitable causes.

and to be recognised as the safest, most reliable partner.
To this end, all our efforts towards supporting the Cypriot

With regards to community investment, Hellenic Bank’s

economy and society, are described in this Sustainability

«Έχεις την δύναμη» campaign and short documentaries

Report.

series contributed to charities through targeted donations,
as well as the fulfilment of hardship requests. Moreover,

Our efforts regarding Sustainability are centred on

Hellenic Bank launched its ‘Jumpstart’ Scholarships

four main pillars: People, Society, Marketplace and the

Scheme which provides support to university students in

Environment. We are using a series of metrics to monitor

need. It also supported members of the local community

our Sustainability performance in these pillars, to

through initiatives that helped enhance their financial and

determine the way forward and to continuously improve

digital skills and financially contributed to cultural events

the way we do business.

such as local community festivals, exhibitions, productions
and theatre performances.

With regards to our people, it is important to note that
our strategy for 2019 could not have materialized without

The Hellenic Bank was also one of the main sponsors of the

the dedication and support of each member of our staff.

Cyprus Breast Health Forum, the “Movember” charity event

We are offering employment to almost 3.000 people, who

which raises awareness on men’s health issues and the

we regard as the heart and soul of the organisation and

‘Miniature Horse Therapy’, an innovative project offering

we consider our role as an employer very important. In

‘horse healing’ services to children with disabilities and

2019, among the initiatives completed to promote staff

other health problems. Hellenic Bank also carried out

engagement and enhance career development were (a)

campaigns in cooperation with NGOs and foundations

the launch of the HB Skill Development Lab and the Credit

such as Hope for Children, the Sophia Foundation and the

Academy which focused on the enhancement of skills and

Elpida Foundation.

the improvement of customer experience, (b) the provision
of HR Management tips to our Team Leaders, (c) the creation

With regards to the environment, we acknowledge the huge

of a three pillar Well-being Plan to promote mental and

impact that climate change is having on the environment

physical health in the workplace, (d) the upgrading of the

and the responsibility we have as a modern organisation,
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Committed to our goal to have a long-lasting and
positive impact on our society
to help address and mitigate such a threat. Our Environmental and Energy Management
Policy describes how via the upgrading of equipment and building installations, as well as
the education of our workforce, we are managing our environmental impact. Our aim is to
encourage viable and sustainable growth, promote environmental awareness and maximize
our energy efficiency, in order to mitigate our environmental footprint. Within this context,
we continued implementing a number of actions in 2019, including:
• Recertification of the operations of the Bank with the ISO 50001 Energy Management
System
• Creation of energy friendly buildings/ branches (through the Green Offices Program,
environmental targets and action plans are implemented in the participating buildings/
branches)
In addition to the above, we continue our long-standing cooperation with Ecological Schools.
We committed ourselves to adopting and implementing the 2030 United Nations Sustainable
Development agenda and work effectively with our stakeholders to accelerate inclusive
growth, confront climate change and achieve sustainable development. Our Sustainability
aspects are mapped with the 17 United Nations Sustainable Development Goals.
In 2019, Hellenic Bank was awarded the 2019 CSR In Business Award. While we have many
reasons to be proud of this achievement, we would not have succeeded this without the
respect of our community. To this end, we take the feedback of our stakeholders very
seriously and indeed encourage it, through surveys and other channels of communication.
During the first half of 2020, the COVID-19 outbreak has emerged as an unprecedented
health crisis around the world, mutating into a significant economic shock to the global
economy, including Cyprus. We swiftly put into action our business continuity plan and took
all necessary measures to ensure the well-being of our employees and customers alike.
Appropriate measures were taken aiming to continue serving our customers whilst at the
same time protecting the health and safety of our colleagues and the public in general.
During the period, we operated a reduced network of branches, focusing at the same time
on migrating our customers and educating them on the use of alternative channels, such as
the ATMs, online access and customer contact centre. With a solid financial position, we are
better equipped to withstand the health challenge and we are ready to support our viable
clients, households and businesses, affected by the pandemic.
We do not underestimate the challenges that lay ahead but we are confident that with
the right management, policies, products and services, we can turn challenges into
opportunities. We remain committed to our goal to have a long-lasting and positive impact
on our society and we thank our stakeholders for their continuous support.

Dr. Evripides A. Polykarpou
Chairman of the Board
Nicosia, September 2020
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INTRODUCTION
• Hellenic Bank History
• Our Common Purpose
• How we Create Value
• Sustainability Governance
• Our Strategy
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Hellenic Bank History
The Hellenic Bank Group commenced operations in 1976. In a relatively short period of
time, it managed to establish itself as one of the largest financial institutions in Cyprus

1976 – 1990

2001 – 2010

Hellenic Bank Group commences

Hellenic Net Banking is launched.

operations with its first branch in

The Group’s subsidiary insurance

Nicosia and 33 employees.

companies, Pancyprian and Ledra
merge into Pancyprian Insurance Ltd.

The Card Services Department is
established, and the first Hellenic card

Representative Offices in St. Petersburg

Visa is launched.

(Russia) and Kiev (Ukraine) are

Award in Environmental Issues at the
3rd Environmental Awards of Green Dot
Cyprus.
Hellenic Bank is the first bank to
be certified with the environmental
quality mark Green Key for its Head

established.

Office and Green Offices.

Agreement with the European

The Web Banking Service is recognized

The Telebank service is introduced for
the first time in Cyprus.

The Bank is awarded with the CSR

Investment Bank for the concession of
The first International Business Centre

loans with favourable terms to SMEs in

of its kind starts to operate in Limassol.

Cyprus and Greece.

as The Best Consumer Internet Bank
in Cyprus and The Best Corporate/
Institutional Internet Bank in Cyprus
by the international magazine, Global
Finance.

1991 – 2000

2011

Α network of ATMs is established,

The Shipping Business Centre, the

providing 24-hour service.

first of its kind in Cyprus, commences
operations focusing exclusively

2014 – 2016
Hellenic Bank is ranked as the Safest
Bank in Cyprus according to a Global

Acquisition of the operations of the

on serving the shipping business

onshore facilities of Barclays Bank PLC

community of the island.

Finance Magazine survey amongst

The first credit card is launched in

2013

The Hellenic Bank Mobile App is

association with MasterCard.

The Bank’s branch network in Greece is

Start operating in Greece, with the

sold to Piraeus Bank as part of the MoU

first branch opened in Kolonaki,

agreed with the Troika. Hellenic Bank is

Athens.

the only major Cypriot bank to avoid a

in Cyprus.

bail-in of deposits and a bail-out from
Hellenic Alico Life Insurance Company
Ltd is launched.
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the Cypriot authorities.

more than 100 countries worldwide.

launched offering a simple, smart and
practical banking experience.

2017
APS Cyprus, the first independent loan
servicer in Cyprus is established.

2018
First NPL portfolio sale in Cyprus: sale
of a non-performing loan portfolio to
B2Kapital Cyprus Ltd.
Acquisition of certain assets and
liabilities of the Cyprus Cooperative
Bank (CCB), establishing Hellenic Bank
as the leading Retail bank in Cyprus.

2019
Successful and timely completion of
the Integration of the acquired CCB
business.
A €150 mn share capital increase
to strengthen its capital position
following the acquisition of the CCB
business.
Hellenic Bank receives the CSR In
Business Award.
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Our Common Purpose
To be the preferred choice for the Customer Experience offered and to be recognised as the
Safest, most Reliable Partner, consistently working with Passion, Commitment and Respect

The Bank’s corporate values underpin the way it conducts its business with its customers and counterparties, guide its decision-making and determine the manner in which all persons subject to the Group’s Code of Business Conduct and Ethics are
expected to behave.

Passionate

Commited

Respectful

Passionately
serving you
whenever you
need us and when
it really matters

Committed to our
tradition as your
safest and most
reliable partner

Displaying
personal, human
touch and
respect
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OUR VISION
SAFEST MOST
RELIABLE PARTNER

PRIMARY BANK

• Ongoing resilience to weather the pandemic

• Improve customer experience

induced economic crisis

• Enhance primary relationships

• Solid capital position

• Target industries with growth opportunities

• Robust liquidity

• Responsibly support our staff and customers

• Well provisioned against

• A solid, stable, primarily retail deposit base

problem loans
• Strong human capital

• Modernization initiatives and digital strategy
implementation

2019 SUSTAINABILITY REPORT 13

How we Create Value
Our products, services and Business Model

INCORPORATION, ACTIVITIES AND BRANCH
NETWORK

custodian and factoring services, as well as management and

Hellenic Bank Public Company Limited was incorporated and

Following the Acquisition of the CCB Business, the Bank aims

domiciled in Cyprus and is a public company in accordance
with, the provisions of the Companies Law (Cap. 113), the
Cyprus Stock Exchange Laws and Regulations, and the Income
Tax Laws. The Bank’s registered office is located at 200, Corner
of Limassol and Athalassa Avenues, 2025 Strovolos, P.O. Box

disposal of properties.

to continue its pivotal role in supporting the Cypriot economy,
servicing credit-worthy Cypriot businesses and households,
with a comprehensive range of quality banking services. The
Bank remains focused on becoming a stronger bank that
meets the expectations of its shareholders as well as those of

24747, 1394 Nicosia.

the economy and society.

The principal activity of the Group during 2019 continued to be

The Bank is the holding company of Hellenic Bank Group (the

the provision of a wide range of banking and financial services,
which include financial, investment and insurance services,

“Group”). For further details and recent developments on the
Group’s structure, please refer to Note 23 of the 2019 Annual
Financial Report.

HELLENIC BANK PUBLIC COMPANY LTD

100%
HELLENIC BANK
(INVESTMENTS)
LTD

100%
HELLENIC
LIFE
INSURANCE
COMPANY LTD1

100%

99,96%

100%

100%

HELLENIC BANK
TRUST AND
FINANCE
CORPORATION
LTD

PANCYPRIAN
INSURANCE LTD

HELLENIC
INSURANCE
AGENCY LTD

INVESTMENT
ENTITIES2

1) As of 10 March 2020 Hellenic Alico Life Insurance Company Ltd, has been renamed to Hellenic Life Insurance Company Limited 2) Includes 13 investment holding legal
entities, related to assets acquired in satisfaction of debt, which are acquired either directly or indirectly, through wholly owned Special Purpose Vehicles (SPVs)
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44
BRANCHES

14

19 CASH
OFFICES

BRANCHES
6 CASH
OFFICES

KYRENIA

31

22

BRANCHES

8

BRANCHES
2 CASH
OFFICES

7 CASH
OFFICES

BRANCHES
8 CASH
OFFICES

Branch Network as of 30/06/2020
Branches

Cash Offices

Nicosia

39

14

Limassol

27

8

Larnaca

18

6

Famagusta

8

2

Paphos

12

5
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Sustainability Governance
Effective

corporate

governance

promotes

transparency,

Bank towards Sustainability at the highest possible level.

accountability and sound business practices.
The Nominations / Internal Governance Committee has the
The Bank has a long-standing commitment to transparency

overall responsibility for the development and implementation

and integrity. Our Board of Directors oversees management

of the Bank’s Sustainability strategy and supports the Board

in order to ensure that our core values and our vision are

in overseeing and challenging actions related to it. The

followed and enhanced.

Committee reviews and recommends for approval of the
annual Sustainability Report by the Board.

A Board level committee demonstrates the commitment of the

BOARD OF DIRECTORS

NOMINATIONS / INTERNAL
GOVERNANCE COMMITTEE

GROUP SUSTAINABILITY (EXCO UNDERTAKING
THE SUSTAINABILITY ROLE)
HEAD OF SUSTAINABILITY
COMMITTEE MEMBERS
SUSTAINABILITY TEAMS

SUSTAINABILITY TEAMS
(CHAMPIONS OR
OWNERS)
IN DIFFERENT
SUSTAINABILITY
AREAS AS REQUIRED
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SUSTAINABILITY TEAMS
(CHAMPIONS OR
OWNERS)
IN DIFFERENT
SUSTAINABILITY
AREAS AS REQUIRED

SUSTAINABILITY TEAMS
(CHAMPIONS OR
OWNERS)
IN DIFFERENT
SUSTAINABILITY
AREAS AS REQUIRED

Our Strategy
Implementing our Strategic Plan ensures the Bank’s growth and resilience

Aiming for sustainable profitability, healthy return on equity,
efficient organisation and a significantly de-risked balance sheet

Our main strategic priorities are:

FOCUSED GROWTH

NPA DELEVERAGING

• Invest in assets providing a sustainable return on risk

Reduce NPEs by organic reduction of the NPA balance

adjusted capital

and active exploration of any portfolio sale opportunities

• Continue to enhance primary relationships in Retail and
Business to grow lending and fees by cross selling
• Transform the Insurance subsidiaries through the expansion
of product offering and growth of bancassurance income
• Diversify lending through responsible international credits
• Grow and diversify the bond portfolio in a healthy/return way
• Maintain adequate capital to cover the business needs and
associated risks considering the Risk Appetite and regulatory
requirements
• Reduce the cost of non-income generating deposits, whilst
offering deposit products and investment services to meet
retail customer needs, including wealth management offering,
as an alternative option for savers
• Achieve efficiencies and cost reductions through
modernization initiatives and digital strategy implementation
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OUR
APPROACH TO
SUSTAINABILITY
• Materiality Process and Results
• Our Sustainability Strategy
• Contribution to UN Sustainable
Development Goals
• Communicating and Understanding
our Stakeholders
• How we Measure our Sustainability
Performance
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Materiality Process and Results
As part of last year’s update, we carried out a materiality

September 2019, and replace it with Transformation as one

workshop with participants from different areas of the

of the main strategic priorities of the Group. The materiality

Bank. During the workshop, we introduced one new aspect,

matrix, as well as the Sustainability report were confirmed

Integration, reflecting the changes to the Group emanating

and approved by the members of Bank’s Management (ExCo),

from the acquisition of the CCB business in September 2018.

Nominations/Internal Governance Committee and BoD.

For the 2019 reporting period we carried out an update of

In developing our first materiality matrix, we involved our

the materiality matrix based on developments that took

personnel and management in a process of engagement,

place during the course of the year. As a result a few changes

through a series of workshops on sustainability and corporate

and modifications were made on certain aspects. The most

social responsibility. The analysis was validated through a

important change was to remove the Integration aspect

survey that included both internal and external stakeholders.

following the completion of the Integration process in

The materiality process was carried out according to the GRI reporting principles, in order to ensure that the report provides a
reasonable and balanced representation of the company’s sustainability performance, including both its positive and negative
impacts. We also applied this approach in an effort to identify our most material sustainability issues that can occur within and/or
outside the Group.
The materiality process was carried out according to the GRI reporting principles:
• Materiality: the most important issue to our business, and our stakeholders
• Stakeholder Inclusiveness: understanding and responding to stakeholder expectations and interests
• Sustainability Context: presenting our performance in relation to the broader concept of sustainability, and
• Completeness: inclusion of all the information collected, in order to give rise to significant economic, environmental and social
impacts as well as to enable stakeholders to assess our performance.

This process was facilitated by an independent sustainability

b) The Sustainability aspects were then grouped and prioritized

advisor and is summarized below:

in reference to their level of importance for the stakeholder

a) For our first Sustainability materiality matrix, we organised

groups. This formed the Stakeholder Axis in our Materiality

internal workshops with a Sustainability project team,

Matrix.

representing different areas of the Bank. The first objective of

c) The aspects were then prioritized according to the level of

these workshops was to identify the main stakeholders of the

relevance for the Bank. This formed the Organisation Axis in

Bank. Then, the stakeholder groups were prioritized in terms

our Materiality Matrix.

of their interest for the Group and their power to influence

d) Next the results were validated through a survey that

decisions. Then, the Sustainability aspects, relevant to the

included both internal and external participants.

Bank and the stakeholders were identified.

e) The consolidated results from the internal analysis
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(workshops) and the external analysis (direct feedback from

g) In 2018, we repeated a workshop with Management to identify

stakeholders survey) were discussed with the top management

the necessary and potential adjustments to the materiality

and the Board of Directors, and final adjustments were made.

matrix. In 2019 the current aspects were adjusted and new ones

f) As a result of this process, a final Group materiality matrix

added. Then the final materiality matrix was approved by the

was defined for the Bank.

ExCo, Nominations / Internal Governance Committee and BoD.

Sustainability is related to activities that deliver positive economic, social and environmental impacts for our stakeholders, the
environment, and the society in general. The materiality process is conducted to highlight the most material and significant
sustainability and corporate responsibility issues of the Group.
We manage our material aspects/issues by applying a proactive approach, that consists of reviewing our organisational structure,
internal processes and procedures, as well as through the implementation of action plans for the different Sustainability focus
areas we have identified.

MATERIALITY PROCESS:

STAKEHOLDERS
IDENTIFIED
AND RANKED

MATERIALITY
FINALIZED
AND
APPROVED

MATERIALITY
WAS
ADJUSTED
BASED ON
GROUP
CHANGES

SUSTAINABILITY
ASPECTS
IDENTIFIED
FOR EACH
STAKEHOLDER
GROUP

ASPECTS
GROUPED AND
PRIORITIZED
ACCORDING TO
RELEVANCE FOR
STAKEHOLDERS
(STAKEHOLDER
AXIS)

RESULTS
PRESENTED
TO TOP
MANAGEMENT
AND EXCO

USING THE
WORKSHOP
AND SURVEY
RESULTS THE
MATERIALITY
MATRIX FOR
THE BANK WAS
PLOTTED

SUSTAINABILITY
PRIORITY AREAS
WERE
ADJUSTED
BASED ON
MATERIALITY

ASPECTS
PRIORITIZED
ACCORDING
TO RELEVANCE
FOR THE BANK
(ORGANISATION
AXIS)

A SURVEY WAS
PERFORMED
TO VALIDATE
THE
WORKSHOP
ANALYSIS

MATERIALITY
FINALIZED AND
APPROVED
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MATERIALITY MATRIX

presents the material aspects from which four Sustainabiity

The Materiality Matrix identifies our most material aspects

importance (and included in the matrix) when it reflects a

priority areas were identified. An issue is deemed of material

with reference to their level of importance/perception for the
Organisation (horizontal axis) and the level of importance/

organisation, or when it influences the decision-making of our
stakeholders.

- HIGHEST

perception for the Stakeholders (vertical axis). The matrix

significant economic, social or environmental impact of the

Transformation

Employee
Management
and Engagement

Customer Privacy/
Data Security

Anti-corruption

IMPORTANCE TO STAKEHOLDERS

Compliance

Labour Practices/
Labour Rights
Community
Investment and
Impact on Society

Anti-competitive
Behavior

Internal
Environmental
Management /
Impacts

Environmental
and Social Criteria
into Investments

Economic Performance
and Financial Resilience

Customer
Satisfaction
Training and Education
Consumer Protection
and Responsible
Marketing

Health, Safety
and Well-being

Governance and
Risk Culture

Fair
Procurement
Practices

Supplier Environmental /
Social Assessment
- HIGH

- HIGHEST
ORGANISATION PERCEPTION
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Our Sustainability Strategy
Our Sustainability strategy is a central aspect of delivering

Our Sustainability Strategy consists of the following:

our vision and services. We are also guided by our long term

• Sustainability aspects under each Sustainability priority area

ambitions for sustainability and corporate responsibility for

• Commitments and actions under each Sustainability priority

the Sustainability aspects under each of four Sustainability

area

priority areas.

• Our targets, goals and performance metrics for each
Sustainability aspect.

The Sustainability aspects are grouped under these sustainability priority
areas as shown below:

PEOPLE
• Employee Management and 		
Engagement
• Labour Practices / Labour Rights
• Training and Education
• Health, Safety and Well-being*

ENVIRONMENT
• Internal Environmental 			
Management/Impacts
• Environmental/Social Criteria into
Investment

SOCIETY
• Consumer Protection and 		
Responsible Marketing
• Customer Privacy/Data Security
• Community Investment and Impact
on Society

MARKETPLACE

• Governance and Risk Culture
• Economic Performance & Financial
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Transformation

*This aspect became material beginning of 2020 following the COVID-19 pandemic.
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Contribution to the UN
Sustainable Development Goals
WHAT ARE THE UN SUSTAINABLE
DEVELOPMENT GOALS?
In 2015, all 193 United Nations Member States endorsed
the 2030 Agenda for Sustainable Development, setting out
an ambitious plan to end poverty, fight inequality, and
protect the planet. The 17 Sustainable Development Goals
(SDGs), are global, universal and interconnected, providing a
common language, both to governments and businesses, for
contributing to solving these challenges, while generating
new business opportunities. Each of these 17 United Nations
SDGs has specific targets that need to be achieved by 2030.
For the goals to be reached, everyone needs to do their part:

24 HELLENIC BANK

governments, the private sector (i.e. business), civil society
and individuals. The SDGs are equally applicable both to the
developed world as well as to the developing world.
The SDGs aim to enhance the industry, innovation and
infrastructure, responsible consumption and production,
climate action, and responsible investment. Governments have
already started using the SDGs as their roadmap, for sharing
national policy and regulations, and many organisations act
and report upon the priority areas covered by the SDGs, such as
climate change, energy management and working conditions.

At Hellenic Bank, we consider the Financial Sector to be a major

contributions to each SDG and relevant SDG targets is also

player with regards to achieving Sustainable Development.

presented in the SDG Relationship Matrix that follows. In the

Therefore, we have mapped our Sustainability Aspects with

sections of the Sustainability report that follow, we also

the 17 SDGs. The diagram below shows how our 4 Sustainability

indicate this relationship by using the relevant SDG icon where

Priority Areas are linked to the different SDGs. Our specific

applicable.

PEOPLE

ENVIRONMENT

SOCIETY

MARKETPLACE
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RELEVANT
SDG
TARGETS

1.2
1.4
1.5

2.3
2.4

ENVIRONMENT

MARKETPLACE

SOCIETY

OUR IMPACT

We contribute through impact investment
to vulnerable groups to improve their
standard of living.
We contribute to the agricultural
productivity and incomes of small-scale
food producers (farmers and fishers), who
have access to financial services via loan
availability.

3.6
3.8

We contribute to the provision of quality
essential health-care services and access
to medicines, by providing health coverage
to all employees. We also contribute by
providing a safe workplace to all.

4.1
4.3
4.4
4.7

We support youth and adults to have
relevant skills for employment, decent jobs
and entrepreneurship and ensure that they
all acquire the knowledge and skills needed
to promote sustainable development,
sustainable lifestyles, human rights, gender
equality and appreciation of cultural
diversity.

5.1
5.5

We ensure women’s full and effective
participation and equal opportunities for
leadership at all levels of decision-making
and provide equal opportunities to women
to have access to financial services.

6.3
6.6

7.2
7.3

8.2
8.3
8.5
8.8
8.9
8.10
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PEOPLE

We contribute to water quality improvement
by managing our environmental impacts
and reducing our pollution. Through
impact investment, we support the
local communities in improving water
management and aid in restoring waterrelated ecosystems for example, via treeplanting.
We contribute by producing renewable
energy, increasing its share in the global
energy mix and we increase our energy
efficiency
through
effective
energy
management.
Through general investment into the
economy, we promote job creation,
entrepreneurship,
innovation,
growth
of micro-, small- and medium-sized
enterprises. We take the necessary steps
to protect labour rights and promote safe
and secure working environments for all
workers. We implement policies to promote
sustainable tourism.

RELEVANT
SDG
TARGETS

PEOPLE

ENVIRONMENT

MARKETPLACE

SOCIETY

We provide finance and commercial services
integrating social and environmental
criteria into impact investment, increasing
the access of the small-scale enterprises
to affordable credit, and to cleaner
environmental technologies.

9.2
9.3

We adopt our policies to progressively
achieve greater equality.

10.2
10.4

11.1

By providing mortgage financial services,
we provide access to adequate, safe, and
accessible housing.

12.2
12.5

By managing our environmental and
social impacts, we continuously use more
efficiently natural resources, and we work
towards minimising our GHGs emissions
and waste generation through prevention,
reduction, recycling and reuse.
By managing our environmental and
social impacts and improving our energy
management
through
training,
we
minimise our impact to climate change
and strengthen our resilience to climaterelated risks. Our main aim is to identify,
assess, control and manage the impact of
climate change risk with specific actions.

13.1
13.3

Through
the
implementation
of
environmental criteria to our impact and
community investment, as well as managing
our own environmental performance,
we reduce land pollution and promote
sustainable use of the ecosystem and
biodiversity.

15.1
15.4

By eliminating bribery and corruption,
we combat organised crime and we
develop accountability and transparency
throughout our organisation.

16.5
16.6
16.7

People:

Employment management and engagement

Environment:
Marketplace:
Society:

OUR IMPACT

Labour practices and rights

Internal Environmental Management / Impacts

Training and education

Environmental / Social criteria into investment

Governance and Risk Culture Economic performance & financial resilience
Anti-corruption
Transformation

Customer Protection and Responsible Marketing
impact on Society

Health, Safety & Well-being

Customer Privacy / Data Security

Compliance

Customer satisfaction

Community Investment and
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Communicating and
Understanding our Stakeholders
Hellenic Bank is in a regular dialogue with a wide range

reporting process. The process we followed is described in

of stakeholders, who together, represent a diverse set of

detail in the section: Materiality Process and Results. For the

priorities and interests.

2017 Sustainability reporting process, we had received feedback

Through regular communication with them, we improve our

by using an online survey to validate our understanding of the

corporate objectives, products and services. We understand

most important Sustainability issues. Furthermore, in order

that, to fully appreciate sustainability, we need to engage our

to engage with customers and understand their sustainability

stakeholders.

agenda we have also used feedback from customer surveys.
Our effort to improve and understand our stakeholders, their

Our

stakeholders

vary

from

government

authorities/

interests and expectations will continue. This will also give us

regulators to employees, local residents and our customers.

the opportunity to better understand our performance and

Our major stakeholders include, among other, clients,

track our progress against our Sustainability focus areas.

personnel, the media, the public sector, cooperation partners,
and associations closely related to the retail financial services
sector.
With our first sustainability report, we set up a framework that
explains our approach towards Sustainability, our stakeholder
engagement and the impact of our daily business operations.
Our stakeholder approach provides the Group with the tools
to understand and respond to our stakeholders’ needs and
expectations.
The frequency and type of engagement we maintain with our
various stakeholders is diverse. We listen to our stakeholders
and engage with them on an ongoing and ad hoc basis. Topics
addressed in our stakeholder consultations are determined
on the basis of the material aspects. Our stakeholder
engagement approach includes focus groups, workshops,
meetings, conferences, committee meetings, and structured
questionnaires and surveys.
Furthermore, the Bank’s Executive Team is in close cooperation
with our stakeholders, as part of their management
responsibilities. Internally, in the last 3 years, we organised a
series of workshops with a number of employees representing
different departments, in our effort to identify our most
material sustainability aspects as part of the Sustainability

28 HELLENIC BANK

• EMPLOYEES
• CUSTOMERS
• REGULATOR
• SOCIETY
• RATING AGENCIES
• COMPETITORS
• MANAGEMENT
• SUPPLIERS
• COMMUNITY
• ASSOCIATIONS
• GOVERNMENT
• MEDIA
• SHAREHOLDERS

The table below presents our key stakeholders, the respective forms of
engaging them and the material aspects per stakeholder group as identified
through the process described in section: Materiality Process and Results.

STAKEHOLDER
GROUP

Employees

FORM OF
COMMUNICATION

OUR
UNDERSTANDING
OF YOUR MAIN
AREAS OF INTEREST

Workshops, surveys, training,

• Employee Health, Safety & Well-being

internal meetings, Town Hall meetings

• Training & Education
• Diversity & Equal Opportunity
• Personal Data Protection
• Employee Management and Engagement
• Labour Practices/Labour Rights
• Transformation

Customers

Surveys, meetings, complaints
management, ongoing feedback, media
tracking

Regulator

Supervisory dialogues (On & Off-site
Meetings), Video & Teleconferences,
regulations, directives, circulars

• Customer/Satisfaction and Service
Quality
• Health, Safety & Well-being
• Product and Service Labelling/Product
Offering Simplification
• Customer protection and Responsible
Marketing
• Transformation
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Governance and Risk Culture
• Economic Performance and Financial 		
Resilience
• Compliance
• Anti-corruption
• Health, Safety & Well-being

Society

Surveys, press releases, online and
offlinemeetings

• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Community Investment and Impact on
Society
• Internal Environmental Management/
Impacts
• Environmental/Social criteria into
Investment
• Transformation
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STAKEHOLDER
GROUP

FORM OF
COMMUNICATION

OUR
UNDERSTANDING
OF YOUR MAIN
AREAS OF INTEREST

Rating Agencies

Reports, meetings

• Consumer Protection and Responsible
Marketing
• Customer Privacy/ Data Security
• Governance and Risk Management
• Economic Performance and Financial
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Transformation

Management

Media, association meetings

• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Governance and Risk Management
• Economic Performance and Financial
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Labour practices/Labour rights
• Anti-Competitive behavior
• Transformation

Regulator

Internal meetings, correspondence,

• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Governance and Risk Culture
• Economic Performance and Financial
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Labour practices/Labour rights
• Transformation

telecoms, Workshops, surveys, training,
regular feedback sessions, appraisals

Suppliers

Meetings, feedback received from
Business Division/Retail Division,
assessments, project meetings, quality
controls of products and services
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• Environmental management
• Supplier Environmental/Social 		
Assessment
• Governance and Risk Management
• Economic Performance and Financial
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Fair Procurement practices
• Transformation

STAKEHOLDER
GROUP

Community

FORM OF
COMMUNICATION

Surveys, social media, press releases,
press conferences, conferences, social
events

Associations

Meetings, surveys, seminars, workshops,
BoD and Committees participation

Government

Media

Meetings, monitoring regulations

Media monitoring, press meetings, online
and offline meetings

Shareholders

Shareholders meetings, Regulatory
announcements, Financial Disclosures

OUR
UNDERSTANDING
OF YOUR MAIN
AREAS OF INTEREST
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Community Investment and Impact
on Society
• Environmental/Social criteria into
Investment
• Transformation
• Environmental/Social criteria into
Investment
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Community Investment and Impact
on Society
• Transformation
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Governance and Risk Management
• Economic Performance and Financial
Resilience
• Compliance
• Anti-corruption
• Transformation
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Community Investment and Impact
on Society
• Anti-corruption
• Compliance
• Transformation
• Consumer Protection and Responsible
Marketing
• Customer Privacy/Data Security
• Governance and Risk Management
• Economic Performance and Financial 		
Resilience
• Compliance
• Customer Satisfaction
• Anti-corruption
• Labour practices/Labour rights
• Transformation
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How we Measure our
Sustainability Performance
Evaluating the effectiveness of our approach includes
communication plans with stakeholders, materiality analyses

METRICS AND TARGETS

for strategy development and measuring of our performance

We have established key performance indicators for each

through specific performance indicators. For each Sustainability

of the four Sustainability priority areas outlined in our

aspect, we set action plans including targets. We follow and

Sustainability strategy (Materiality Process and Results, page

implement these action plans on an annual basis and at the

20), with published targets to hold ourselves accountable and

end of the year, we review, update and adjust our targets and

track how we are doing. These indicators reflect the level our

commitments.

business should aim to be sustainable and responsible on an
ongoing basis.

In pages that follow, we set out these actions and targets in
a separate table for each area of our Sustainability strategy.

Periodically, we will be introducing new metrics and updated

The progress we made against each one is indicated using the

targets to ensure alignment with our Sustainability strategy.

symbols shown in the table below on this page. Furthermore,
in the following sections, we describe how these and their
respective impacts are managed. Please refer to each section
for more detailed information.

SYMBOLS USED TO INDICATE PROGRESS AGAINST
OUR ACTIONS AND TARGETS
COMMITMENT 						
NEW COMMITMENT
COMMITMENT NOT STARTED
IN PROGRESS
COMPLETE
ONGOING COMMITMENT WITH NO END DATE
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SYMBOL

OUR
PERFORMANCE
PEOPLE
• Employee Management and
Engagement
• Labour Practices/Labour Rights
• Training and Education
• Health, Safety & Well-being
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Employee Management
and Engagement
Employee management and engagement practices are very important for the Bank

We strive to create a respectful, rewarding, diverse, positive and
productive working environment that enables our employees to
thrive in order to further enhance the Bank’s competitiveness
and meet its strategic goals.

School
Graduates 22%

In this section, we present the practices we follow to achieve the
above working environment, as well as relevant performance
indicators.

CULTURE
One of the most important drivers of our success is our
growth culture branded by passion, commitment and respect.
We fundamentally believe that we need to be able to create
an organisational culture that identifies challenges and
opportunities in order to keep the organisation growing. Over
the years we have been focusing more on the importance of
cultural transformation, the establishment of a common culture
and the promotion of transparency among all staff.
Aiming to further enhance communication and cooperation
between the Bank’s Divisions, the new initiative “Let’s Meet
- HB Divisions” was launched, through which each Division is
presented, including its Organisational Structure, as well as its
main activities.
Our people are the driving force of the Bank and by embedding
a culture that encourages and motivates people towards the
achievement of the strategic priorities is key. For this reason,
a series of Focus Groups, Breakfasts and Town Hall meetings,
as well as Team Building activities were conducted during 2019

OUR EMPLOYEES
At the end of 2019, Group employees amounted to 2.561
compared to 2.495 as at the end of 2018 (excluding temporary
staff and following the onboarding of 1.100 staff as a result of
the CCB Business acquisition).
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University
Graduates 26%

College
Graduates 19%

Post Graduates 33%

41% holders
of professional
qualifications

School Graduates
University Graduates

College Graduates
Post Graduates

Launching of new initiative
‘Let’s meet HB Divisions’
6 presentations published
up to now

9 Town Hall
meetings
implemented
all over Cyprus
Enhanced
transparency

3 focus groups
and a series
of breakfast
and
Team building
activities

During 2019, a number of temporary employees was recruited,
most of which have recently graduated from reputable
Universities and were holders of a bachelor’s and/or
postgraduate degree.
Through their employment, temporary employees are offered
an opportunity to gain experience in the banking sector,
acquire new skills, as well as improve their employability in
the labour market.
We also provide access to opportunities to talented individuals
looking to elevate their careers. We share success stories of
attracting and selecting a diverse pool of talented individuals
for filling specialized positions and bringing new skills across
the full spectrum of banking services.
We have also focused on finding the right talent internally to
drive both organisational and career growth opportunities. We
support Internal Position Mobility as it provides new learning
opportunities, enriches employees overall experience,
enhances employee engagement, and prepares employees to
assume managerial positions and other key roles. In 2019 a
total of 42 Internal Positions had been announced, 319 internal
applications had been processed and 149 interviews had been
conducted.
For making our candidate’s experience more immediate,
efficient and personal, a centralised recruitment line was setup.
Furthermore, additional communication tools such as virtual
meetings and social media were introduced so as to bridge any
communication barrier, adapt to candidates’ particularities
and ensure modernization. Launch of assessment centres
that combines a variety of assessment tools, such as business
simulations, role plays and other interactive activities, for
assessing an employee’s suitability for a position, as well as
leveraging employees’ strengths.

149 interviews for
internal vacancies
40 internal
announcments

952 interviews
(for permanent
and temporary
staff)

HEALTH AND WELL-BEING
a. HR MANAGEMENT TIPS
This initiative provides Team Leaders with examples of good
practices and tips in the form of videos, articles, inspirational
talks, etc., which aim to assist them in carrying out their role
successfully and inspiring their teams to perform even better
in order to enhance passion, loyalty, commitment and support,
towards achieving the Bank’s strategic goals.
b. WORK-LIFE BALANCE
The Bank acknowledges the importance of following market
trends in helping employees to maintain a work-life balance
experience. This refers to employees being able to devote time
to their families and their mental/physical health, along with
going the extra mile for their career.
The three pillar Well-being Plan will promote:
1. Mental and Physical Health:
•
Establishment of a support mechanism / a specific
helpline (1471) was set in cooperation with Pancyprian
Association of Psychologists to offer HB employees
psychological support in case of a need during a specific
period of time (COVID-19)
•
Continue supporting of HB sports teams
2. Social Interaction:
•
Encourage outings/ teambuilding activities
•
Official establishment of ‘Hellenic Bank Volunteers’ team
and promotion of volunteering work
3. Email overload management:
•
Minimise amount of emails by encouraging personal
messaging (physically, personal calls or virtual meetings
with the camera on, etc)

280 hires
(for permanent
and temporary
staff)

Intro of
new assesing
methods
Launch of
assesments
centres

Set up of a
recruitment
line
22500005
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Employee Management and Engagement
and COVID-19 Pandemic
OUR BANK’S RESPONSE TO THE COVID-19 EMERGENCY
Within the context of our business continuity management

Committee (CMC). An HR Staff Emergency Line was activated, to

system, we aimed to ensure the continuation of critical

which staff members may address any equiries and inquiries.

services operations during the COVID-19 lockdown.

• Business trips and overseas training have been cancelled.
Following the Ministry of Health recommendations to avoid

Several precautionary measures have been taken, aiming to

crowded spaces, inhouse trainings have been limited to those

both enhance staff awareness as well as health and safety

absolutely necessary and instructions have been routed to

arrangements. Our first and foremost target was to protect

limit face-to-face meetings by requesting staff members to

the health and well-being of employees and customers. With

hold meetings via video calls or teleconferencing.

a particular focus on client-facing colleagues working in

• The Customer Contact Centre has been reinforced with

branches, the Branch network has been reduced to less than

additional staff so as to better serve the increased volume

half, urging clients to use alternative service channels, while

of incoming calls due to the closure of branches during the

continued to service customers visiting branches.

pandemic lockdown period.
• The Bank obtains advice from a specialist epidemiologist

Measures taken by the Bank:

for precautionary measures, handling of incidents as well as

• Staff is being informed via internal Communication on a

other queries.

continuous basis of all-important announcements issued by

• Remote-enabled staff who can perform the whole spectrum

authorities as well as, all precautionary measures taken within

of their work from home, was working from home. For business

the Bank, including those decided by the Crisis Management

continuity purposes, critical departments have been split in

COVID-19 our priority: the health and well-being of our employees

31%

of HB staff worked
from home
during COVID-19
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52%

of non-network staff
worked from home during
COVID-19
(excluding Retail network staff )

10%

of staff on special leave
for children care
during COVID-19

two working groups at different locations.
• The Bank has been implementing all governmental announced
restrictive measures, including Ministry of Health guidelines
and Ministry of Labour, Welfare and Social Insurance decisions
in relation to staff leaves (i.e.

parental care of children,

vulnerable health groups, staff in need of self-imposed
isolation etc).

EMPLOYEE REMUNERATION
Group’s staff costs for the year ended 31 December 2019
amounted to €127 mn compared to €88 mn for the year ended
31 December 2018, recording an increase of 45% and accounted
for 46% of the Group’s total expenses. The increase was mainly
due to the onboarding of about 1.100 employees from ex-CCB
and due to retrospective salary increases effective 1 January
2019.

FEMALE TO MALE REMUNERATION RATIOS
BY EMPLOYEE LEVEL			
RATIO
EMPLOYEE LEVEL		

2019

2018

2017

Staff

1:1,15

  1:1,13   1:1,13

Supervisory Staff

1:1,10

  1:1,09   1:1,09

Managerial Staff

1:1,28

  1:1,39   1:1,29

Onboarded

1:1,22

  1:1,22     n/a

Temporary Staff

1:0,95

  1:1,03     n/a

FEMALE TO MALE BASIC SALARY RATIOS BY
EMPLOYEE LEVEL			
RATIO
EMPLOYEE LEVEL		

2019

2018

2017

Staff

1:1,13

1:1,10

1:1,11

Supervisory Staff

1:1,13

1:1,11

1:1,10

Managerial Staff

1:1,27

1:1,35

1:1,33

Onboarded

1:1,22

1:1,21    n/a

Temporary Staff

1:0,94

1:1,03    n/a
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TOTAL NO OF EMPLOYEES BY EMPLOYEE LEVEL AND THE REGIONS IN WHICH THEY
ARE EMPLOYED 					
REGION
SOUTH
AFRICA

MOSCOW

ST.PETERSBURG

KIEV

GRAND
TOTAL

57

0

0

0

1

953

28

59

1

4

2

2

900

89

30

62

1

3

2

1

947

71

39

16

20

0

1

1

0

418

240

64

31

12

18

1

1

1

0

368

2019

259

67

31

13

21

1

1

1

1

395

2017

128

14

5

2

3

0

0

0

0

152

2018

108

10

6

1

3

0

0

0

0

128

2019

116

11

6

1

3

0

0

0

0

137

2017

0

0

0

0

0

0

0

0

0

0

2018

550

224

193

42

90

0

0

0

0

1.099

2019

537

220

188

41

96

0

0

0

0

1.082

2017

0

0

0

0

0

0

0

0

0

0

2018

212

69

39

6

7

0

0

0

0

333

2019

282

96

60

6

10

0

0

0

0

454

2017

981

285

125

49

80

0

1

1

1

1.523

2018

1.654

544

352

89

177

2

5

3

2

2.828

2019

1.781

566

374

91

192

2

4

3

2

3.015

EMPLOYEE LEVEL

YEAR

STAFF

2017

SUPERVISORY STAFF

MANAGERIAL STAFF

ON BOARDED STAFF
FROM EX CCB

TEMPORARY STAFF

GRAND TOTAL

NICOSIA

LIMASSOL

LARNACA

FAMAGUSTA

583

200

81

31

2018

544

177

83

2019

587

172

2017

270

2018

PAPHOS

NO OF EMPLOYEES BY GENDER AND
EMPLOYEE LEVEL				

NO OF EMPLOYEES BY AGE GROUP AND
EMPLOYEE LEVEL				

EMPLOYEE LEVEL

YEAR

EMPLOYEE LEVEL

YEAR

<30
YEARS
OLD

30-50
YEARS
OLD

>50
YEARS
OLD

GRAND
TOTAL

STAFF

2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019

STAFF

2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019
2017
2018
2019

184
162
145
3
3
2
n/a
24
11
n/a
266
347
187
455
505

607
608
631
264
244
243
81
69
67
n/a
1.023
992
n/a
63
104
952
2.007
2.037

162
130
171
151
121
150
71
59
70
n/a
52
79
n/a
4
3
384
366
473

953
900
947
418
368
395
152
128
137
n/a
1.099
1.082
n/a
333
454
1.523
2.828
3.015

SUPERVISORY
STAFF
MANAGERIAL
STAFF
ON BOARDED
STAFF FROM
EX CCB
TEMPORARY
STAFF
GRAND TOTAL
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FEMALE

613
579
616
203
181
198
44
39
42
n/a
810
802
n/a
245
329
860
1.854
1.987

MALE

340
321
331
215
187
197
108
89
95
n/a
289
280
n/a
88
125
663
974
1.028

GRAND TOTAL

953
900
947
418
368
395
152
128
137
n/a
1.099
1.082
n/a
333
454
1.523
2.828
3.015

SUPERVISORY
STAFF
MANAGERIAL
STAFF
ON BOARDED
STAFF FROM
EX CCB
TEMPORARY
STAFF
GRAND TOTAL

TOTAL NO OF EMPLOYEES BY EMPLOYEE LEVEL BY EMPLOYMENT CONTRACT / TYPE AND
TURNOVER
2019				
By Employment type:
Permanent Employees
(Full Time and Part Time)

New
Employee
hires

2018

Departures

%
Hired

%
Departures

New
Employee
hires

Departures

%
Hired

%
Departures

FULL TIME PERMANENT EMPLOYEES – MEN

53

33

2%

1%

14

80

0%

3%

FULL TIME PERMANENT EMPLOYEES – WOMEN

57

20

2%

1%

15

81

1%

3%

TOTAL FULL TIME PERMANENT EMPLOYEES

110

53

4%

2%

29

161

1%

6%

PART TIME PERMANENT EMPLOYEES – MEN

0

0

0%

0%

0

0

0%

0%

PART TIME PERMANENT EMPLOYEES - WOMEN

0

0

0%

0%

0

0

0%

0%

TOTAL PART TIME PERMANENT EMPLOYEES

0

0

0%

0%

0

0

0%

0%

TOTAL PERMANENT EMPLOYEES - MEN

53

33

2%

1%

14

80

0%

3%

TOTAL PERMANENT EMPLOYEES - WOMEN

57

20

2%

1%

15

81

1%

3%

TOTAL PERMANENT EMPLOYEES

110

53

4%

2%

29

161

1%

6%

TEMPORARY EMPLOYEES – MEN

75

38

2%

1%

94

11

3%

0%

TEMPORARY EMPLOYEES – WOMEN

165

74

5%

2%

244

18

9%

1%

TEMPORARY EMPLOYEES – TOTAL

240

112

8%

4%

338

29

12%

1%

TEMPORARY EMPLOYEES (SEASONAL)
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NEW EMPLOYEE HIRES AND EMPLOYEE TURNOVER BY AGE AND GENDER				
NEW EMPLOYEE HIRES							
NO. OF RECRUITMENTS			
2019

2018

2017		

<30 YEARS OLD

216

281

53

30-50 YEARS OLD

120

82

>50 YEARS OLD

14

GRAND TOTAL

TOTAL NO. OF STAFF		
2019

RATE		

2018

2017

2019

2018

2017

505

455

187

7%

10%

3%

33

2.037

453

952

4%

3%

2%

4

1

473

1.920

384

0%

0%

0%

350

367

87

3.015

2.828

1.523

12%

13%

6%

Men

128

259

n/a

1.028

974

4%

9%

Women

222

108

n/a

1.987

1.854

7%

4%

GRAND TOTAL

350

367

n/a

3.015

2.828

12%

13%

EMPLOYEE DEPARTURES		
NO. OF RECRUITMENTS			
2019

2018

<30 YEARS OLD

84

26

30-50 YEARS OLD

78

>50 YEARS OLD

2017		

TOTAL NO. OF STAFF		

RATE		

2019

2018

2017

2019

2018

2017

18

505

455

187

3%

1%

1%

35

108

2.037

453

952

3%

1%

7%

3

129

72

473

1.920

384

0%

5%

5%

GRAND TOTAL

165

190

198

3.015

2.828

1.523

5%

7%

13%

Men

71

99

95

1.028

974

663

2%

4%

3%

Women

94

91

103

1.987

1.854

860

3%

3%

2%

GRAND TOTAL

165

190

198

3.015

2.828

1.523

5%

7%

6%

INDIVIDUALS WITHIN THE ORGANISATION’S
GOVERNANCE BODIES PER GENDER AND AGE

COMPOSITION IN THE BOARD OF
DIRECTORS BY AGE GROUP AND GENDER
		

2019

2018

Men

26

Women

MALE

FEMALE

2019 2018 2017 2016

2019 2018 2017 2016

RATE 2019

RATE 2018

26

84%

76%

30-50 YEARS OLD

6

9

10

9

2

2

2

2

5

8

16%

24%

>50 YEARS OLD

7

4

3

3

11

11 11

10

Total

31

34

100%

100%

GRAND TOTAL

13

13

13

12

13

13 13

12

<30 YEARS OLD

0

0

0%

0%

30-50 YEARS OLD

14

22

45%

65%

>50 YEARS OLD

17

12

55%

35%

GRAND TOTAL

31

34

100%

100%
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Performance Appraisal System

The Performance Appraisal System (PAS) was upgraded in 2019 to align with one’s role
and position within the team. The Performance Appraisals process was also upgraded
to include more targeted discussions of results between appraisers,
aiming to further promote consistency
in the evaluation approach and support the appraisers for providing objective
and fair appraisals to appraisees.

The PAS is designed on the principles of objectivity and

and consistency of the process, as well as support Appraisers

consistency, fairness, meritocracy and transparency. The PAS

in their challenging role of evaluating their team members.

contributes towards the dissemination of a common sense of
purpose, through the setting of individual objectives which

• Detailed relevant policies & technical manuals, both in Greek

are linked with the Bank’s corporate priorities. In addition, the

and English, are available to all employees.

PAS describes and evaluates the expected behaviours based
on the Bank’s Values and Code of Business Conduct & Ethics,

The PAS is also structured to ensure the objectivity and

through the evaluation of Core Competencies.

customization of the process based on each employee’s role
and position in the respective teams.

Several tools and resources are utilized to guide and support
both appraisers and appraisees, as well as disseminate key

A qualitative and quantitative results’ analysis is performed

messages for performing objective evaluations and providing

upon the completion of the process and feedback is provided,

constructive feedback. These include:

as appropriate, to all relevant parties. This promotes
transparency and continuous improvement in relation to the

• Relevant Training Programs on an annual basis for new
Appraisers and for experienced Appraisers for any changes in
the PAS. In 2019, a series of training programs were conducted

way we use the PAS.

ANNUAL PAY INCREASE SYSTEM

for new Appraisers and mini-sessions were also conducted for
experienced appraisers.

The Bank in cooperation with independent consultants
introduced a revised Annual Pay Increase System for 2019,

• Consistency Meetings are conducted between Heads of

aiming to create a modern work environment, utilizing HR best

Divisions/Control Functions and appraisal teams, with the

practices directly linked to a culture of meritocracy.

support and participation of HR to safeguard the objectivity
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Labour Practices / Labour Rights
Labour/Management relations are important for achieving a

executive directors will necessarily vary from time to time.

motivated and capable workforce that views its work as creative

The Bank has set an aspirational target to have members of

and fulfilling. The Bank opts for healthy labour/management

the under-represented sex make up 40% of the Board’s non-

relations which are important in enhancing the Bank’s

executive membership by the end of 2022.

performance, managing change and building harmonious
industrial relations. These aim to avoid unnecessary industrial
actions which disrupt the Bank’s operations and cause
employee frustration.

BENEFITS
For fairness and equality amongst all our employees in the
workplace, the Bank achieved an alignment on some of the

FREEDOM OF ASSOCIATION AND COLLECTIVE
BARGAINING

main terms of employment. The Bank aims to establish a new

The right of workers and the Bank to form and join organisations

harmonization of the various Collective Agreements so as

of their own choosing is an integral part of a free and open

to further increase transparency, firmness, meritocracy and

society to collectively express, promote, pursue and defend

consistency amongst its employees.

single Collective Agreement which will achieve uniformity
of various benefits/rights across the Bank through the

common interests, and is of great importance to the Bank.

DIVERSITY AND EQUAL OPPORTUNITY
The Bank treats people fairly and without any bias and
creates conditions in the workplace, that encourage and value
diversity and promote dignity. All employees are managed in

Several benefits are part of the Employment Packages,
including Medical Coverage, contribution to Provident Funds,
Life and permanent disability insurance, accident cover etc.
Furthermore, credit facilities with favourable terms and
conditions were succesfully provided to our employees.

a constructive way, that supports appropriate inclusion and

424 Loans to HB staff
Total amount of
€16.323.268

does not give rise to unjustified discrimination. This results in
greater participation and engagement that can be leveraged
for success at the individual, team and organisational level.
Various policies/procedures are in place (e.g. Code for dealing
with harassment in the workplace, Whistleblowing policy) so

FAMILY SUPPORT

that any unfair/unjustified cases are dealt successfully, and

a. MARRIAGE AND NEWLY BORN CHILD

corrective actions are taken.

The Bank grants 2 extra annual leave days as a wedding present
for employees getting married and a monetary present for

The Board as a whole should reflect the Bank’s diversity
policy. Each Board Member must have the skills, experience,
knowledge and perspectives, including gender and age
diversity.
When appointing new Board Members, the Bank will strive
to achieve the desired gender diversity of the Board and will
ensure that all appointments are assessed on merits and
against the defined selection criteria. As a result, the number
of members of the under-represented sex, executive or non-
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each newly born child.
b. LEAVE DONATION BETWEEN EMPLOYEES
As part of our efforts to support our colleagues in difficulties
or with serious health or other personal issues (either
themselves or members of their immediate family), the “Leave
Donation Program” was introduced to strengthen the sense of
solidarity and support amongst our employees. Staff members
may donate part of their annual leave to other colleagues who
are in need. HR assesses each case and grants the required

number of donated annual leaves. During 2019, 604 days were

gross monthly salary and the amount they receive from the

donated to this Program from colleagues of all Levels and

Social Insurance Fund during their absence with Maternity or

Divisions and following the necessary assessment, 529 days

Paternity Leave (instead of the 50% currently in force).

were donated to 18 colleagues in need.
For supporting new mothers, the Bank provides a maternity
c. BEREAVEMENT LEAVE

leave for 20 consecutive weeks instead of the 18 weeks leave

The Bank acknowledges their employees’ need for time off to

as per Cyprus Legislation requirement. In case of twins new

mourn the loss of a family member and provides one day paid

borns, the maternity leave extends to 24 weeks (instead of 22

leave as a response to this need to put aside work so as to

weeks required by the Cyprus Legislation), while for births of

manage personal feelings and issues during this difficult time.

more than two babies (i.e. birth of triplets, etc.) the maternity
leave increases to 28 weeks (instead of 26 weeks required by

d. MATERNITY & PATERNITY LEAVE

the Cyprus Legislation).

Within the context of the ongoing support for new parents colleagues, the Bank has adopted additional best practices on
Maternity and Paternity Leave. The Bank will pay the affected
colleagues 100% of the difference between the amount of their

PARENTAL LEAVE		
NUMBER OF
ELIGIBLE PARENTS
WHO TOOK
PARENTAL LEAVE

EMPLOYEES WHO
RETURNED TO WORK
AFTER PARENTAL
LEAVE

RATE OF EMPLOYEES
WHO RETURNED TO
WORK (%)

see formula in note bellow

PARENTAL LEAVE
RETENTION 12
MONTHS AFTER
RETURN
(no of employees)

PARENTAL LEAVE
RETENTION 12 MONTHS
AFTER RETURN
(% Rate) see formula in
note bellow

2019

2018

2017

2019

2018

2017

2019

2018

2017

2019

2018

2017

2019

2018

FEMALE

124

83

53

121

83

52

98%

100%

98%

120

83

83

99%

100% 96%

MALE

39

30

13

39

30

13

27

30

30

69%

100% 100%

GRAND
TOTAL

163

113

66

160

113

65

147

113

113

92%

100% 174%

*Return to work rate

=

**Retention rate

=

		

100.0% 100% 100.0%
98%

100%

98%

Total number of employees that did return to work after parental leave

2017

x 100

Total number of employees due to return to work after taking parental leave
Total number of employees retained 12 months after returning
to work following a period of paternal leave
Total number of employees returning from paternal leave in the prior reporting period(s)

x 100
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RESPECTING HUMAN RIGHTS

• Code for dealing with harassment in the workplace

Human rights respect, rooted in the Bank’s Values, requires

the workplace and confirms that such conduct is considered

continuous and collective work with all involved parties to

The Bank acknowledges the seriousness of harassment in
unacceptable and unjustified and all necessary actions are

enhance our practices and promote awareness.

taken to ensure it will not be repeated.

The Bank’s practices and processes are designed so that (in

• Whistleblowing Policy

cases of recruitments, selection, promotions, etc) the most
suitable person is selected, based on their respective abilities
and no person is treated unfairly on the grounds of race,
color, gender, ethnic or national origins, religion and beliefs,
nationality, sexual orientation, marital status, age, social

Named or anonymous reporting on issues of concern or
suspicion (e.g. serious irregularities and omissions, unethical
or questionable practices, etc.) which call for the Management’s
immediate attention is directed to the Board of Directors via a
specific independent and autonomous route or to the Central

background or disability.

Bank of Cyprus.

Human Rights mechanisms are essential to the Bank given

• Code of Business Conduct and Ethics

that employees whose human rights are negatively impacted
by corporate operations are becoming ever more vocal and
successful in demanding that their grievances be addressed.
A grievance, when handled in the right way, may prevent,
terminate, mitigate and/or remediate harmful business

The Code defines the standards, principles, values and rules of
conduct by which, all activities of the Bank should be governed
in all dealings with customers, counter parties, as well as
colleagues and other stakeholders.
• Recruitment Policy & Recruitment of Key Function Holders

activities.

Policy

The Bank has various policies, procedures and other

most suitable candidates to fill vacant positions (External

The Policies set the relevant procedure for selecting the

mechanisms to manage human rights grievances, such as:

Recruitment),

• Personal Grievance Committee

of any kind and meritocracy throughout the selection and

Its purpose is to deal, with measures, situations concerning
labour relations between an employee and the Bank, affecting
or that may affect the working conditions of any employee.
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ensuring

the

principles

of

transparency,

objectivity, equal opportunities, absence of discrimination
recruitment process.

Health, Safety & Well-being
Occupational Health and Safety is of the utmost importance for

as well as to encourage the cooperation of all employees.

the Bank. As part of the Bank’s responsibilities, the following

The Group has established Health and Safety Committees to

activities, policies, and process are implemented:

ensure employee participation. These Committees provide a

• The Bank has in place a Health and Safety Department with

solid channel for the effective communication of health and

an appointed Health and Safety Officer.

safety issues to the top management.

• The Health, Safety and Security Policy approved by the Bank’s
BoD.
• The Health and Safety risk assessments are carried out on
an ongoing basis, as well as on an ad hoc basis, in order to
minimize risks of incidents/accidents.
The Bank is constantly

The Bank ensures the availability of the necessary resources,
such as a budget, human resources for health and safety,
provision of personal protective equipment, provision of
appropriate fire protection equipment, training of personnel
on health and safety issues.

taking measures to promote

occupational health and safety, implementing a proactive

We monitor and measure the health and safety performance

approach with the aim to prevent accidents. The Bank

and we are setting targets and objectives to minimize

recognizes, evaluates and controls occupational health and

accidents/incidents in the workplace. Proactive actions are

safety risks associated with its activities. Risk assessments are

implemented to achieve continuous improvement of our

carried and measures are implemented to minimize the risks.

performance in this area.

The Group complies with all relevant legal and other

The employees are actively involved in the Group’s efforts

requirements. All accidents and incidents occurring in the

and are aware of their responsibilities for compliance with

Group’s premises, are recorded and investigated. If required,

the Health and Safety Policy and all the relevant occupational

necessary preventive measures are implemented to avoid

Health and Safety procedures. Alerts and site visits by the

recurrence of the incident/accident.

Health and Safety Department are helping the Bank in creating

Ensuring the continuous monitoring of branches, the Health
& Safety Department conducted 68 Health & Safety risk
assessments, where the suggestions and recommendations of
the Health & Safety committees were considered.
At the same time, the Group ensures the readiness of the
personnel in case of emergency and regularly organises
emergency drill exercises based on the Emergency Evacuation
Plans, which are assessed for their effectiveness.
The Group’s policy is to promote health and safety at work

Members of staff
trained in
Automatic External
Defibrillators (AED)

awareness in this area.
Below is a short list of staff participation through appropriate
and systematic training:
• In 2019, approximately 332 members of staff have been
trained for the usage of Automatic External Defibrillators (AED)
and in 2018, 270 members in security awareness.
• Since 2009, 1.432 staff members participated in external and
in-house training programs for the use of AED.
• Since 2007, 773 staff members participated in external and
in-house training programs for First Aid.
• Once a year, all staff participates in fire and evacuation drills.

773

Staff members
participated in external
and in-house training
programs on First Aid
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Health and Safety Policy
Hellenic Bank considers occupational Health and Safety (H&S) a major commitment to
it’s employees, customers’ and suppliers, as well as visitors within it’s working
environment and has developed a Health and Safety Policy communicated to all.
This Policy Statement commits to the following basic principles and goals:

PRINCIPLES
• To incorporate in our strategies, policies and practices measures which aim for the improvement of H&S performance;
• To set and review H&S objectives and goals aligned with our business goals through a documented and holistic approach, and
secure the resources and data required to achieve them;
• To demonstrate personal leadership for the health and safety of employees, customers and third parties;
• To promote an open dialogue with our employees, customers and other interested parties, in matters which concern H&S;
• To achieve continuous improvement in our management of H&S;
• To implement the practices outlined by this Policy in our daily behavior and decisions;
• To exceed, wherever possible, all relevant H&S regulations and other requirements to which the Bank subscribes.

WE AIM TO
• Provide and maintain a safe working environment, facilities and equipment, and safe systems of work;
• Prevent accidents, injuries and ill-health at work, and minimize H&S risks;
• Ensure that H&S is part of the core values of management and leadership teams;
• Develop a H&S culture through engagement with our people and enhance awareness of their personal obligations and 		
responsibilities;
• Use resources, information, instructions and provide enhanced training to all employees, for the effective implementation of
the Health and Safety Management System;
• Continuously identify, evaluate and control all H&S risks using a hierarchy of controls and ensure that significant risks are
managed at the appropriate management level;
• Set and review H&S objectives and targets and implement an effective management system in order to minimize risks;
• Measure, monitor and review H&S performance at regular intervals;
• Ensure that suppliers and contractors deliver services and products according to our H&S criteria and policies;
• Integrate measures to promote H&S in our daily operations.
The Health and Safety Policy, which is in line with all the relevant Health and Safety requirements, will be reviewed on a regular
basis and updated requirements will be notified to all employees, customers, suppliers, visitors and all interested parties.
Policy authorised by:
Ioannis Matsis
Chief Executive Officer									
Date: 9th of June 2017
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Health, Safety & Well-being and COVID-19 pandemic

OUR BANK’S RESPONSE TO THE COVID-19 EMERGENCY
•

The ‘Crisis Management Plan’ was immediately activated and the Bank’s ‘Crisis Management Committee’ sustains
and adjusts the functionality of our Bank in compliance with the measures announced by the competent authorities
of the Republic of Cyprus, the World Health Organisation (WHO) and the Central Bank of Cyprus.

•

Human Resources and Health & Safety Department provide staff with all relevant updates through Alerts, using the
internal HR circular, and by updating of the SharePoint portal (Hub).

•

The HR staff emergency line (0400) and the e-mail address (COVID19incidenthandling@hellenicbank.com) were
introduced to staff, for guidance on and reporting of COVID-19 issues.

•

A cooperation with a professional epidemiologist, specialized in domestic/ internal pathology and infection control,
was established, for consultation and guidance in relation to COVID-19.

Immediately,
•

Completed a specialized disinfection of all premises and provided additional means/ products for use wherever
deemed necessary, while the cleaning services were required to effect a more detailed cleaning and disinfecting
practice.

•

Posted adhesive signs at branches and buildings, for personal and public hygiene & protection and floor guidesignage for the 2 meters social distance.

•

Supplied all staff with personal protective items (antiseptics, masks, gloves), and ensure their replenishment.

•

Placed plexiglass partitions at branch counters and other work places for protection.

•

Complies with the government’s directive for the maximum number of people in presence and other restrictions
in customer service areas and offices and manages accordingly the flow of incoming persons to branches/ units.

•

Provided infrared thermometers to measure the temperature of persons entering its premises (staff, visitors,
customers).

•

Chose electronic communication via teleconferences (e.g. Microsoft Teams, conference calls, e-mails) with colleagues,
customers and external associates and avoided all unnecessary movement within and in between its buildings.

•

Suspended/limited travel abroad, in compliance with the government directives.

•

Gave priority to the customer service of the vulnerable public groups

•

Provided to staff the facilities directed by the Ministries of Health and Labour, Welfare and Social Insurance - special
leaves for colleagues with children up to 15 years of age, distancing from the workplace of vulnerable health groups
of colleagues (pregnant women, with respiratory problems, with heart problems etc.).

•

Provided secure access to employees to “work from home” and gave access to systems, all to the possible extend.

•

Adjusted the air conditioning systems, heating, fresh air and ventilation systems to be in continuous (24-hour)
operation - at a temperature between 22°C and 27°C and instructions were given to select the FAN mode (air only)
when the premises are vacant of staff and visitors.

•

Assigned additional guarding services to enhance entrance control measures.
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Training and Education
The importance of this Sustainability Aspect relates to the contribution of training in the
strategic objectives of the Group. The development of knowledge and skills of staff,
is important in areas which are linked to the strategy, vision and values of our Bank,
in areas which are directly related to participants’ duties and responsibilities.

Training contributes to the improvement of employees’
performance and thus the increase in overall productivity.

OPPORTUNITIES INCLUDE:
Customised training on technical
aspects and needs of each Division

It assists the facilitation of staff members to better adapt
in a changing environment and to meet new challenges.
It additionally leads to the enhancement of a culture of
continuous learning and of personal and professional
development.

Customised manager training to
enhance leadership and mentoring
skills

A Training Plan is conducted every year in cooperation with
the General Managers/Heads which is customized according
to the specific training needs of each Division.
To support our growth culture and meet the learning needs

E-learning opportunities on Code of
Business Conduct & Ethics/Criminal
Law, Information Security,
Anti-Bribery & Corruption,
Introduction to Anti-Money
Laundering, GDPR, Conflicts of
Interest, and Personal Transactions.

of our employees, we offer a diverse range of learning and
development opportunities. We believe training can be more
than formal instruction, and our training philosophy focuses
on providing the right learning, at the right time, in the right
way for the right people.

AVERAGE TRAINING HOURS PER EMPLOYEE
AVERAGE HOURS BY GENDER

AVERAGE TRAINING HOURS BY EMPLOYEE
LEVEL					

			

2019

2018

2017

2016

			

2019

2018

2017

2016

MALE

22,3

15,0

20,2

28,3

STAFF

17,5

14,5

15,4

23,2

FEMALE

21,1

11,4

16,6

24,4

SUPERVISORY

22,8

20,5

18,2

29,0

TOTAL

21,5

12,6

18,2

26,1

MANAGERIAL

30,9

37,1

35,7

41,5

On-boarded

24,5

6,6

n/a

n/a

Temporary

18,5

9,4

n/a

n/a
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In 2019, several programs that are linked to the strategic

great emphasis on developing employees’ knowledge and

objectives of the Group were implemented for the continuous

skills on credit issues.

improvement and advancement of employees’ soft skills.
Through the HB Skill Development Lab, launched in 2018

To this end, the Bank has implemented specialised credit

emphasis is given on the courses related to skills development.

courses, with experienced internal or external trainers, based

The skill development programs, implemented with internal

on distinct Divisions training needs identified.

and external trainers cover areas like leadership skills,
customer experience, selling skills and building trust. on the

The Bank has been approved as an ACCA Approved Employer

basis of the values and competencies of the organisation.

for Professional Development, helping the Bank to support
ACCA members of staff in their continuing professional

Through the launch of the Credit Academy, the Bank placed

development (CPD).

Skills Development Lab
69 courses
1.218 participations

Credit Academy
30 courses
550 participations

Integration Trainings
165 courses
4.999 participations

We became an ACCA
approved employer

Classroom Trainings
639 courses
9.415 particiaptions
53.102 hours

E- Learning
6 courses to all staff
15.300 completions
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People
Our action plan for the future
ISSUE

ACTIONS AND TARGETS

Employee
Management and
Engagement

•

Aspirational target to have members of the under-represented
gender make up 40% of the Board’s non-executive membership
by the end of 2022

•

Management Capability Enhancement Journey for enhancing
management & leadership skills, as well as skills related to the
Bank’s values

•

Disseminate Culture Change Messages

•

Work from home: permanent introduction of the option by the
end of 2020

•

Drive through Performance: Implement a “360o Feedback Scheme“
for Managers to receive feedback from subordinates and/or peers
in 2020

•

Drive through Recognition: Implement an annual team incentive
scheme (Bank Achievement Model) to recognize team effort and
contribution to the success of the Strategic Priorities

•

Enhance collaboration and communication through the “Let’s MeetWhat our Team Does” initiative, for staff to become familiar with
the Bank’s organisational structure, activities and key objectives

•

In order to enhance leadership skills, collaboration and
communication between ExCo members a series of team building
events are organised

•

Assignment of an occupational doctor

•

Assignment of Risk Assessments (RAs) to vendors for ex-CCB
buildings (H&S to execute RAs for the rest of the buildings)

•

Specialized for COVID-19 Risk Assessments

•

Policies/Procedures/Practices for Labour practices/Labour
rights reviewed/amended any time deemed appropriate

Health, Safety &
Well-being

Labour Practices/
Labour Rights

Training and
Education
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•

Learning and Development is committed to the
implementation of specific courses for continuous
improvement of knowledge and skills, for the professional
development of human capital

•

Introduction to Sustainability e-learning courses in 2021

RELEVANT
SDGs
PROGRESS

OUR
PERFORMANCE
ENVIRONMENT
• Internal Environmental
Management/Impacts
• Environmental/Social Criteria 		
into Investment
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Internal Environmental
Management/ Impacts
At Hellenic Bank we acknowledge that the environment is undergoing climate change and
modern organisations have an obligation to help address this threat, considering the
environmental and energy challenges our country faces due to climate change.

We recognize environmental protection and energy saving are

• Engage all staff members to ensure their environmental

important both to economic and social growth. Our activities

awareness and involvement

impact the environment directly, mainly through the use of

• Promote electronic banking, work towards a paperless office

our buildings (e.g. fuel for heating, electricity for cooling), use

and reduce hard copy archiving

of own cars and the use of technology (IT systems). Indirectly,

• Ask suppliers to deliver services and products complying to

we impact the environment mainly through our use of energy

our environmental and energy goals

in our operations, our business travel (planes, taxis and

• Promote/sponsor events of environmental and energy nature

employees’ cars), procurement in our supply chain, and our

• Engage in an open and positive dialogue with customers, staff,

lending portfolio. Therefore, we are committed to reduce our

authorities, suppliers, organisations and everyone interested

impact and work closely with clients, employees, suppliers

in environmental and energy management matters

and other stakeholders, to employ practices that reduce our
ecological footprint and contribute to the protection of the
environment by saving our natural resources.
Our Environmental and Energy Management Policy, describes
how we are managing our environmental impacts in order to
mitigate our environmental footprint. Our aim is to encourage
viable growth, environmental awareness and maximize our
energy efficiency.

OUR ENVIRONMENTAL AND ENERGY
POLICY, WHICH IS COMMUNICATED TO ALL
EMPLOYEES, IS BASED ON THE FOLLOWING
BASIC PRINCIPLES AND GOALS:
• Improve our environmental efforts to reduce waste, to save
energy, resources and water, reduce petrol consumption and
use products that are less hazardous to the environment
• Support the purchase of energy-efficient products and
services
• Provide for the most energy-efficient design of premises,
equipment, systems and processes of the group
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HELLENIC BANK
GREEN OFFICES PROGRAM
In cooperation with the environmental
organisation Cymepa the Group has achieved
certification of a number of its buildings with
Green Offices (28 branches and offices).
The Green Offices program is a pioneering
activity of the Hellenic Bank Group in
cooperation with Cymepa, as it has been for

In 2019 we continued amongst others
with the following actions:
• Implementation of energy, water and paper saving systems
• Maintenance of the ISO 50001 EnMS certification for

the first time implemented in Cyprus.
Through this scheme, environmental targets
and action plans are activated in the
buildings and branches participating.

the operations of the Group in Cyprus.
• Creation of energy friendly branches.
• Active participation in environmental and voluntary actions,
such as Let’s Do It Cyprus and tree-planting.
• Long-standing cooperation with Ecological Schools,
aimed at raising environmental awareness amongst students.
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Environmental and Energy Management policy
At Hellenic Bank, taking into account the environmental and energy challenges that our country faces due to climate
changes, we recognize our responsibility to employ practices that reduce our ecological footprint and contribute to the
protection of the environment and saving of natural resources.
The policy of the Energy Management System of Hellenic Bank Public Company Ltd has been developed according to
the provisions of standard ISO 50001:2011. Τhe Energy Management System covers all the activities and premises of
our Organisation in Cyprus.
Additionally, we recognize that environmental protection and energy saving are important to both economic and social
growth. Our aim is to encourage viable growth, environmental awareness and maximize our energy efficiency.
Our Policy is based on the following basic principles and goals:

PRINCIPLES
• To incorporate in our strategies, policies and practices, measures aiming on the improvement and energy performances,
as well as on the minimization of CO2 emissions.
• To abide, to or even exceed, all relevant regulatory requirements relating to environmental management, the use and
consumption of energy and energy performance.
• To achieve continuous improvement in our environmental and energy performance.
• To set and review objectives and goals, through a documented and holistic approach, and secure the resources and
data required to achieve them.
• To implement this Policy in our daily behavior and decisions.

WE AIM TO
• Improve our environmental efforts to reduce waste, to save energy, resources and water, reduce petrol consumption
and use products that are less hazardous to the environment.
• Support the purchase of energy-efficient products and services.
• Provide for the most energy-efficient design of premises, equipment, systems and processes of the Group.
• Engage all staff members to ensure their awareness and involvement.
• Promote electronic banking, work towards a paperless office and reduce hard copy archiving.
• Ask suppliers to deliver services and products complying to our environmental and energy goals.
• Promote/sponsor events of environmental and energy nature.
• Engage in an open and positive dialogue with customers, staff, authorities, suppliers, organisations and everyone
interested in environmental and energy management matters.

Policy authorised by:
Ioannis Matsis
Chief Executive Officer									
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WHAT WE AIM TO ACHIEVE

OUR PRINCIPLES
• To incorporate in our strategies, policies and practices,
measures aiming on the improvement and energy
performance, as well as on the minimization of CO2
emissions.
• To abide to, or even exceed, all relevant regulatory
requirements relating to environmental management,
the use and consumption of energy and energy
performance.
•

To

achieve

continuous

improvement

in

our

environmental and energy performance.
• To set and review objectives and goals, through a
documented and holistic approach, and secure the
resources and data required to achieve them.
• To implement this Policy in our daily behavior and
decisions.

• Improve our environmental efforts to reduce waste,
to save energy, resources and water, reduce petrol
consumption and use products that are less hazardous to
the environment.
• Support the purchase of energy-efficient products and
services.
• Provide for the most energy-efficient design of premises,
equipment, systems and processes of the Group.
• Engage all staff members to ensure their awareness and
involvement.
• Promote electronic banking, work towards a paperless
office and reduce hard copy archiving.
• Ask suppliers to deliver services and products complying
to our environmental and energy goals.
• Promote/sponsor events of environmental and energy
nature.
• Engage in an open and positive dialogue with customers,
staff, authorities, suppliers, organisations and everyone
interested in environmental and energy management
matters.

WHAT WE HAVE DONE

by the Group. Examples are energy efficient equipment,

• Achieved Certification with the international standard

walls).

ISO 50001: 2011 Energy Management System, becoming
the first organisation in Cyprus to be awarded with this
certification.
• Established an energy management team across the
Group.
• Certified with Green Offices (Head Oficce and 28 branches
/ offices).
• Reduction of our energy consumption by almost 24%
(kWh/m2), its CO2 emissions over 21% and its electricity
cost by almost 46%, between 2012-2019.
• Energy audits for Hellenic Bank Buildings.
• All new and/ or renovated branches and offices are
designed with energy saving specifications established

facility energy upgrades (e.g. double glazing, insulated
• Evaluation parameters and selection criteria are used
to evaluate the proposals regarding the offered services/
equipment/machines.
• Have implemented technology to assist in reducing
printing and proper use of paper, and promote reuse of
paper and duplex printing.
• Have implemented a training program which includes
modules in energy management.
• All newly recruited employees are informed regarding the
energy management matters, through an
induction training course.
• We have installed photovoltaics on roof tops of 4 buildings
and produced 61.680kWh of renewable energy in 2019
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ELECTRICITY CONSUMPTION
(kWh/Man hrs*)

ENERGY MANAGEMENT
Hellenic Bank, in the context of its wider environmental culture and
actions, plays a pioneering role in the field of energy management.
The Group acknowledges that the implementation of an effective

2,75

2,80
2,35

Energy Management System (EnMS), contributes to the reduction of

2,06

its impact on the global greenhouse effect as well as to the overall

2,05

1,97

2,05

2017

2018

1,80

protection of the environment.
Seven years ago, as part of its EnMS, the Group has established an
energy management policy. This policy assisted the Group to reduce
its energy consumption by almost 24% (kWh/m ), its CO2 emissions
2

2012

2013

2014

2015

2016

2019

*Does not include overtime. Only former Hellenic Bank employees are included in the estimate

over 21% and its electricity cost by almost 46%, between 2012-2019.

Since 2015, the Group has been certified with the international
standard ISO 50001: 2011 Energy Management System, becoming the
first organisation in Cyprus to be awarded with this certification. We
are now working towards achieving certification with the new ISO
50001:2018, expected to be completed by end of 2020.
Currently, the EnMS is implemented across the Hellenic Bank
Group, excluding the properties that belong to the ex CCB group. It

REDUCTION IN ELECTRICITY
CONSUMPTION (kWh/m2)

is our goal to collect all essential information and implement the
Energy Management System across the whole Hellenic Bank Group,
including ex CCB properties.

171

159
127

ENERGY MANAGEMENT AFFECTED BY
INTEGRATION AND COVID-19

120

125

120

120

2017

2018

131

The Integration of the acquired ex-CCB business has affected the
Bank’s efforts for energy management as per below:

2012

2013

2014

2015

2016

2019

A. The target of accrediting 2 branches as Green Offices in 2019 was
not achieved
B. The reduction in energy consumption of 24% kWh/m2 was less
than the target of 33% set for 2012-2019, mainly due to:
a. Increased staff numbers in the Bank’s buildings primarily
following the onboarding of ex-CCB staff;
b. The exclusion of the ex-CCB buildings due to data 		
limitations has affected the calculation for energy rates. 		
The Bank aims to address this by end-2021.

REDUCTION IN CO2 EMISSIONS
FROM ELECTRICITY
CONSUMPTION (TON CO2)		

Energy consumption in 2020 is also expected to be impacted by
COVID-19. The air conditioning systems, heating, fresh air and
ventilation of the Bank’s buildings are operating on a 24/7 basis
with open windows, as required by the authorities due to the

17.422

pandemic risk. The Bank fully supports all actions for the benefit

15.527

of its clients and employees which are considered a priority due to

13.671

12.981

13.735
13.606 13.294
13.143

the current developments and accepts that the energy consumption
is unavoidably expected to be considerably increased. The Bank
monitors the energy consumption and following the lifting of the
COVID-19 measures shall set new targets for the coming periods.
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2012

2013

2014

2015

2016

2017

2018

2019

GREENHOUSE GAS EMISSIONS
TOTAL TONS CO2
2019		

2018

SCOPE 1 EMISSIONS
11

67

Not Available

Not Available

13.735

13.143

INDIRECT CO2 EMISSIONS FROM EMPLOYEE BUSINESS TRAVEL BY PLANES, TAXI ETC.

Not Available

Not Available

INDIRECT CO2 EMISSIONS FROM EMPLOYEE BUSINESS TRAVEL ON OWNED VEHICLES

Not Available

Not Available

DIRECT CO2 EMISSIONS FUEL CONSUMPTION FOR HEATING/HOT WATER
DIRECT CO2 EMISSIONS BUSINESS TRAVEL FROM OWNED/LEASED VEHICLES
SCOPE 2 EMISSIONS
INDIRECT CO2 EMISSIONS FROM ELECTRICITY ENERGY CONSUMPTION
SCOPE 3 EMISSIONS

% REDUCTION IN ELECTRICITY CONSUMPTION (BASELINE: 2012) (kWh/m2)		
24%

2019
2018

30%

2017

30%
27%

2016

30%

2015

26%

2014
2013

8%

ENERGY CONSUMPTION
UNIT

2019

2018

2017

2016

2015

Giga Joules

27.028

25.679

25.943

25.873

24.684

kWh

6.406.706

6.130.594

6.200.914

6.379.076

6.055.027

lt

39.150

27.639

27.701

26.062

40.000

OWNED/LEASED VEHICLES-DIESEL

lt

29.979

31.311

26.488

20.147

15.935

OWNED/LEASED VEHICLES-PETROL

lt

40.885

41.229

52.851

39.420

27.592

Giga Joules/
m2

0,56

0,50

0,50

0,51

0,49

kWh/Man
hrs

1,80

2,05

1,97

2,05

2,06

TOTAL ENERGY CONSUMPTION
ELECTRICITY CONSUMPTION
DIESEL FOR HEATING/HOT WATER

SPACE NORMALIZED ENERGY
CONSUMPTION (PER m2)
NUMBER OF EMPLOYEES NORMALIZED
ELECTRICITY CONSUMPTION (kWh/man hrs)
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ENERGY MANAGEMENT SYSTEM

The continual implementation of rational and prudent energy

EnMS and its successful implementation, depends mostly on the

energy consumption and cost, as well as promoting an environmentally

awareness, contribution and the engagement of all personnel,
providing a systematic approach towards the continuous improvement
of the Group’s energy performance. As a result of the implementation
of the EnMS, the Group’s significant energy uses have been identified,
energy consumption is systematically recorded, monitored and
measures are being implemented.

management practices, provides significant benefits, such as reducing
friendly culture, making our Group stand out.
The continual improvement of our energy performance, is achieved by
increasing energy efficiency in our premises and finding more efficient
ways to utilize our buildings.
In our effort to make our premises more energy efficient, we have also

Meanwhile, energy performance is continually assessed, energy
targets and objectives are set and monitored, and action plans are in
place to reduce energy consumption and emissions.

conducted Energy Audits, in order to identify areas of improvement and
undertake relevant measures. We are confident that by implementing
these measures, we will further decrease our energy consumption and

OUR EnMS JOURNEY

2013 2014
The Group
established
an energy
management
policy
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Desicion to
implement an
EnMS and achieve
certification
according to
ISO 50001

2015
Certified with the
international standard
ISO 50001:
2011 Energy
Management System,
becoming the first
organisation in Cyprus
to be awarded with
this certification

2016
Certified with Green
Key (Head Office),
Green Offices
(24 branches &
Offices)

our emissions footprint. The Energy Audits are also a requirement by

equipment/machines, the purchase/ renting of existing buildings/

the European Union Energy Efficiency Directive.

premises or renovating the existing buildings/premises to ensure the

During the design of the new and/ or renovated branches and offices,

most suitable energy choices are made.

energy parameters are taken into account. Examples are energy
efficient equipment, facility energy upgrades (e.g. double glazing,

Furthermore, as the Group pursuits the most cost-effective and energy

insulated walls), and other opportunities which aim to improve the

efficient products/services for its operations, it has determined

Group’s energy performance and operational control.

evaluation parameters and selection criteria, which are used to
evaluate the proposals regarding the offered services/ equipment/

The Group has set specifications for assessing the purchase/ renting

machines.

of new buildings/shops for housing Units, the purchase of new

2017
Energy Management
system recertified with
ISO 50001

2018
Energy Audits to
all Hellenic Bank
Premises and
Energy Audits to
transportation

2019
Reduction of energy
consumption by
almost 24% (kWh/m2),
its CO2 emissions over
20% and its electricity
cost by almost 46%,
between 2012-2019
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ORGANISATIONAL CHART OF THE ENERGY
MANAGEMENT TEAM

GROUP ENERGY COMMITTEE

GROUP ENERGY REPRESENTATIVE

ENERGY MANAGER

COMMITTEE MEMBERS

NICOSIA LARGE
BUILDING
COMMITTEE

NICOSIA
REGIONAL
ENERGY
COMMITTEE

LIMASSOL
REGIONAL
ENERGY
COMMITTEE

LARNACA AND
FAMAGUSTA REGIONAL
ENERGY
COMMITTEE

PAPHOS
REGIONAL
ENERGY
COMMITTEE

For the successful implementation of the EnMS, the following

• The Group has an annual training program which includes

energy management governance structure is implemented:

modules in energy management. The Group also ensures all

• Group Energy Representative has the overall responsibility

newly recruited employees are informed regarding the energy

for the EnMS.

management matters, through an induction training course.

• Energy Manager has the operational and technical

• The Group informs personnel regarding energy management

responsibility for the implementation of the EnMS.

matters,

• Group Energy Committee: this committee approves the

communication line), and for matters associated with energy

energy strategy of the Group, sets the energy targets, provides

performance such as the Energy policy of the Group, as well as

the necessary resources to meet energy targets, and oversees

the Group’s results against energy goals and set targets etc.

the effective implementation of the EnMS.

Documents associated with the Energy Management System

• District Energy Committees: meet several times a year to assist

are posted on the Group’s internet portal.

in the effective implementation of the EnMS, communicate the

• The Group informs external stakeholders about energy

policies across the Group and promote energy culture.

management matters through communication with suppliers

through

defined

mechanisms

(e.g.

internal

and/or subcontractors, clients, relevant authorities and
Furthermore, the following actions and policies were

the media. The Group has sent relevant information to the

implemented:

suppliers/ subcontractors/ consultants, through a formal

• Target setting and providing the necessary resources to meet

letter about its EnMS being implemented and generally about

energy targets by investing in the best available practices and

their energy matters.

using more energy efficient products and services.
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WASTE MANAGEMENT

RECYCLING OF LAMPS

A major consideration of the Group is the proper waste

The Group, as part of its energy management practices, invests

management that is derived from its operations. The Group

in energy efficient technology. For example, LED lamps with

aims for the minimization of waste and takes measures to

high life expectancy are used in the Group’s facilities. All

achieve it. The following actions are examples of our initiatives

damaged/ burned lamps are collected by licensed collectors/

in this area:

recyclers, to properly manage and dispose the waste.

• Promoting environmental culture through communication
initiatives

HAZARDOUS SOLID WASTE

• Collaboration with external licensed contractors (by the
Department of Environment Service), who collect certain

Hazardous solid waste is generated mostly from office

waste streams such as lamps, IT equipment, plastic, etc.

operations such as printing machine toners and batteries. For

• Recycling of paper

this waste stream, a licensed collector/ recycler who gathers
hazardous waste, was appointed as an external contractor to
process the waste.

WASTE MANAGEMENT

Moreover, we are implementing strategies to minimize waste
from our operations. In the following tables we present the

NUMBER OF ITEMS				

2019

2018

PC

199

124

MONITORS

59

60

CASH MACHINES

9

5

FAX

4

8

RBS PRINTERS

9

13

LASER PRINTERS

26

34

• Technology to assist in reducing printing and proper

COPIERS

10

3

use of paper,

SERVERS

22

62

• Measures to enhance employees’ awareness and

Total kg
2019
2018

waste management data from different waste streams.

PAPER CONSUMPTION
The Group is continuously trying to minimize paper
consumption in efforts to conserve natural recourses.
The Group is therefore implementing the following actions:

environmental culture,
• Promoting reuse of paper and duplex printing,
• Training all employees on environmental issues.

HAZARDOUS WASTE
BATTERIES AND ACCUMULATORS

895

692

COPY PAPER CONSUMPTION PER EMPLOYEE

53

57*

Our aim is also to reduce our consumption of the materials we
use, such as cleaning chemicals.

*Consumption for 2018 adjusted to reflect the onboarding employees of ex-CCB
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Environmental / Social Criteria
into Investment
MANAGEMENT OF CLIMATE CHANGE RISK

Compliance, Sustainability, Health & Safety and Technical

Regarding the management of climate change risk, in 2019

The main aim is to identify, assess, control and manage

a working group has been setup with participants from the
relevant units (Operational risk, Insurance risk, Credit risk,
Strategy, Product development, Marketing, Retail, Business,

Services).
the impact of climate change risk with actions assigned to
business owners and determine controls and mitigation
actions by the end of the year.

We assess Environmental and Social (E&S) risks as part of our decision making.

The Bank has a procedure for the management and continuous

• Events or changes that could present new or increased E&S

monitoring of the environmental and social risks associated

risks (changes in their business or activities, any regulatory

with the financing of corporate client activities and facilities

investigations, fines, adverse media reports and accidents that

and the promotion of best environmental and social business

cause significant damage to environment or human health and

practices among the Bank’s corporate clients.

safety).

We assess Environmental and Social (E&S) risks as part of our

risk control measures.

decision making.

Credit facilities can be terminated in cases containing E&S risk

• The beneficiary’s progress in implementing the agreed E&S

conditions which are not being met.
Loan applications are rejected in case of significant E&S risks
and the beneficiary is unable or unwilling to mitigate the risks.
The application is approved from an E&S risk perspective,
if E&S risks are acceptable and/or the beneficiary agrees to
the E&S risk control measures. Additional conditions are also
included in the loan agreement in order to include mitigating
actions.

MONITORING-ANNUAL REVIEW
Monitoring of the loans for E&S risks are part of the annual
loan review since these may change during the lifetime of the
loan. There are two areas to consider when monitoring E&S
risks:
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151

CASES TOTALING
€225 m ASSESSED FOR E&S RISKS IN 2019

83 FINANCING CASES

FOR ENVIRONMENTAL AND SOCIAL
IMPROVEMENTS IN 2019

• WASTE MANAGEMENT
• HEALTH
• SUSTAINABLE FISHERIES/ FORESTRY/ FARMING
• EDUCATION
• RENEWABLE ENERGY

LOANS WITH ENVIRONMENTAL AND
SOCIAL IMPACT
The Bank through lending has contributed positively in various
industries with a positive environmental and social impact
such as: Education, Health, Renewable energy.

• Working towards development of Cyprus Human Capital:
- Education €1,8 m (financing Universities
and colleges)

From January to December 2019 the following loans were given
to the following industries:

• Renewable Energy and Climate change
- Renewable Energy €8,5 m

• Working towards a better Health sector:
- Health €2,4 m

• Responsible Consumption and Production
- Sustainable Fisheries / Forestry / Farming €11,6 m

€11,6 m

€8,5 m

€2,4 m

€1,8 m

SUSTAINABLE
FISHERIES /
FORESTRY /
FARMING

RENEWABLE
ENERGY

HEALTH CARE

EDUCATION
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Financing Renewable Energy

44 million kWh of clean electricity generated
by the windfarm in 2019, equivalent to almost
10k households annual consumption
As part of its commitment for sustainable financing, in 2019
the Bank provided additional financing of €8 m to the second
largest windfarm and source of renewable energy in Cyprus.
The project Wind Farm Alexigros of Ketonis Developments Ltd
was originally built in 2011 and Hellenic Bank refinanced the
project in November 2016.
Renewable

energy

such

as

wind

or

solar

is

clean,

environmentally friendly to both flora and fauna, produces
no greenhouse gases and creates economic development.
The wind farm in 2019 generated 44 m kWh of clean electricity
which corresponds to the annual consumption of almost 10k
households, avoiding the emission of 29,8001 tons of CO2. The

operation and maintenance of the wind farm has created 5 new

job positions and the surrounding communities are entitled
to 2% of the income generated by the wind farm, on average
€150k per year contributing to the co-financing, development
and realisation of various community projects.
Footnote 1: The avoided CO2 emissions from renewable energy production can be
calculated as: avoided CO2 emissions = electricity production x emissions factor
The “emissions factor” describes the average emission rate of a GHG (greenhouse
gas), in this case CO2 , for a specific source.
In the case of Cyprus, it entails for the conventional power stations that are using
HFO (heavy fuel oil) and gas oil for the electricity production and its emissions
factor is given as 0.67729 tCO2/MWh (source: carbonfootprint.com).
Therefore the annual avoided CO2 emissions are : 44,000 MWh (44m kWh) x
0.67729 tCO2/MWh = 29,800 tCO2
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Environment
Our action plan for the future
ISSUE

ACTIONS AND TARGETS

Environmental
Social criteria
into Investment

•

To continue financing projects in line with
E&S criteria and the credit policy of the Bank

Internal Environmental
Management/ Impacts

•

Review bank practises to assess and
mitigate Climate change risk and revise
policies and procedures accordingly

•

Another two (2) branches to be certified as
Green Offices by end-2021

•

Include EnMS in ex-CCB buildings and
branches by end-2021

•

Bank certification with new ISO50001:2018
by end-2020
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RELEVANT
SDGs

PROGRESS

OUR
PERFORMANCE
MARKETPLACE
• Economic Performance and
Financial Resilience
• Customer Satisfaction
• Governance and Risk Culture
• Compliance and Anti-corruption
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Economic Performance
and Financial Resilience
FINANCIAL RESULTS
FOR 2019

the Bank completed a €150 million share

In 2019, we completed the integration of

the confidence and support of existing

capital raise in March 2019, with the
successful capital increase evidencing

the business acquired from the ex CCB,
bringing Hellenic Bank to the forefront of
the Cypriot banking system.

a strategic transaction and a catalyst in
creating sustainable profitability for the
Bank, by strengthening our position in
the local market and bringing greater
to

the

country’s

Bank’s Management.
In 2019, the Group reported a Profit after

The acquisition of the CCB business was

stability

and new shareholders, towards the

financial

tax of €108 m and a Return on Equity of
11,4%. During the year, the Bank achieved
further progress in resolving its NPEs,
with the NPEs ratio, excluding NPEs
covered by the Asset Protection Scheme,
reduced to 25,0% at 31 December 2019,

system.

compared to 26,5% a year earlier. The

Through the acquired business, Hellenic

31 December 2019, compared to 65% a

NPEs provision coverage totaled 67% at

Bank became the leading retail bank in
Cyprus, with market shares in household
deposits and in household loans of 38,5%
and 29,8%, respectively, at 31 December
2019.

The

Bank’s

operations

were

enhanced with a wider and diversified
client base and a bigger, significantly derisked balance sheet.
Related to the CCB business acquisition,
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year earlier.
The share capital increase of March 2019
and the internally generated capital
through the 2019 profitability boosted
the Bank’s capital position, with the
Capital Adequacy Ratio reaching 22,6%
at 31 December 2019, compared to 18,5%
a year earlier.

Financial Results Highlights
Headline financial results for 2019 are set out below and

website for the 2019 Annual Financial Report and the Group

reflect the Group’s underlying improving performance. For

Audited Financial Results presentation for the year ended 31

a more detailed analysis and breakdown for the Group’s

December 2019.

performance, please visit the Group’s investor relations

FOR THE FULL - YEAR 2019
TOTAL ASSETS

CUSTOMER DEPOSITS

CAPITAL ADEQUACY RATIO

€16.308 m

€14.602 m

LOANS TO CUSTOMERS

€7.244 m

PROFIT BEFORE PROVISIONS

LOANS MARKET SHARE

NEW LENDING

PROFIT AFTER TAX

CUSTOMER DEPOSITS (€ m)
14.709

6.111

5.808

2016

2017

2018

€132 m

LOANS TO CUSTOMERS (€ m)

14.602

2019

NEW LENDING (€ m)

4.300

4,187

2016

2017

7.636

7.244

2018

2019

CAPITAL ADEQUACY RATIO
22,6%

812
354

2016

526

2017

594

2018

2019

17,2%

17,7%

2016

2017

18,5%

2018

2019
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The Bank, through lending, has contributed positively in

By providing EIB loans with low interest rates as well as loans

various industries such as: Education, Health, Renewable

in general, the Bank contributes positively to the Cypriot

energy, transportation, Hotels and restaurants, wholesale and

economy via the indirect economic effect. From these loans

retail trade.

various opportunities emerge such as:
• Improvement in productivity and quality of service e.g.

The Bank’s collaboration with EBRD, regarding the issuance

the purchase of medical equipment

by them of guarantees in favor of other financial institutions,

• Improvement in transportation e.g. the purchase of new

facilitates (as a security for) the acceptance of LC’s and

buses

LG’s issued by the Bank and routed to these institutions for

• Other opportunities for jobs in the supply chain or

customers’ trade transactions.

distribution chain of the Bank’s customers.

DIRECT ECONOMIC VALUE GENERATED
AND DISTRIBUTED (EVG&D) (€ m)
DIRECT ECONOMIC VALUE GENERATED:							
2019
2018
REVENUES1										
474,0 646,0
ECONOMIC VALUE DISTRIBUTED:
PAYMENTS TO PROVIDERS OF CAPITAL 2							
67,9
56,7
EMPLOYEE WAGES AND BENEFITS								
126,7
87,6
OPERATING COSTS									
124,5
98,5
IMPAIRMENT LOSSES									
36,7
68,5
PAYMENTS TO GOVERNMENT 3								
21,2
15,0
TAXATION										
(12,0)
(0,6)
COMMUNITY INVESTMENTS 								
0,6
0,2
ECONOMIC VALUE RETAINED (‘DIRECT ECONOMIC VALUE
108,4 320,0
GENERATED’ LESS ‘ECONOMIC VALUE DISTRIBUTED’)						
Numbers may not add up due to rounding.
Notes:
1) Adjusted for Negative Goodwill, share of results of associate and Net Fee and Commission Income.
2) Includes payments to depositors and other interest expense.
3) Includes tax payments such as Special Levy and VAT.
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Corporate Affairs
During 2019, Hellenic Bank upgraded its efforts to be actively

To name a few of the Organisations: Cyprus Employers and

involved through constructive and energetic participation

Industrialists Federation, Cyprus Chamber of Commerce

in Government and non-Governmental Bodies that shape

and Industry, all the Local Chamber of Commerce and

policies and lay the ground work for future decisions that

Industry Associations, Association of Cyprus Banks, Cyprus

affect the well-being of our economic and social framework

Securities and Exchange Commission/participate, Cyprus

on the Island. Moreover, through our participation, in several

Stock Exchange/participate, Institute of Certified Public

cases as Members of the Board of Directors of various

Accountants, Cyprus Association of Public Listed Companies,

Organisations, we safeguard the interests of our shareholders,

Cyprus Organisation for Standardization, Cyprus Advertisers

our employees and the public in general. Simultaneously we

Association,

endeavour to further promote industry-wide concerns that

Cyprus-U.K. Business Association, Cyprus-Russian Business

affect the interests of the economy on the Island.

Association, Cyprus-Germany Business Association etc.

American-Cyprus

Chamber

of

Commerce,
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Transformation

INTEGRATION JOURNEY SUCCESS FOLLOWED
BY TRANSFORMATION OBJECTIVE
A full-scale plan for the integration of the acquired ex-

into HB systems was executed smoothly and any issues

CCB business was developed, comprising an analytical

arising were handled by dedicated help desks and a war

plan with detailed Integration activities of 14 workstreams

room, set up as part of the Post GoLive Support and Incident

and an integration budget. The plan was launched and

Reporting Governance.

completed with the assistance of international specialised
advisors and was implemented over 12 months. During the

The branches opened to the public on Monday, 16 September

execution phase, infrastructure was expanded and tested to

2019 and no major problems were encountered. Systems

ensure that all systems perform well given the anticipated

performance was smooth resulting in all customers being

increased volume and four GoLive Rehearsals and three

served from any branch. The digital channels opened on

Full Dress Rehearsals were completed.

Sunday, 15 September 2019. Information regarding the
Integration was continuously communicated to customers

The Main Rollout weekend activities started on Friday,

via HB’s website and social media channels, while the

13 September 2019, at 11:30. The Main Rollout weekend

Customer Contact Center was fully engaged in assisting

activities were governed by a complex activities Schedule,

customers and answering queries.

containing over 1.000 activities. The process of integrating

Following the successful Integration of the acquired

• Acting as a cost approval authority thus ensuring that

ex-CCB business, the Bank established the Executive

the key expenditure of the Bank is aligned with the overall

Transformation Committee for the effective oversight and

direction of the Operational Plan.

input, for smoothly implementing the Transformation Plan.

• Identifying, prioritizing and resolving any bottlenecks or
issues arising.

The Executive Transformation Committee is an Executive

The Committee deals with the Main Transformational

Committee tasked with:

Projects (Loan Origination Project, Branch Operating

• Leading the Bank’s Transformation focusing on delivering

Model, Digital Channels Strategy and Insurance) as well as

change and synergies as envisioned by the Bank’s

a number of additional initiatives considered important or

Operational Plan with a special focus on the customers and

exhibit interdependencies in the execution of the overall

the key transformation initiatives

Transformation Journey of the Bank.
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TRANSFORMATION PLANNING
AND GOVERNANCE

A full-scale

A strong project

Transformation

Established a

Transformation

management

Governance has

Transformation

Plan devised with

governance

been established

Committee at BoD

the assistance

and clear

involving specialized

level to ensure the

of specialized

communication

work streams,

effective oversight

advisors

channels set up for

Transformation

and input of the

the identification,

Management

BoD in smoothly

prioritization

Office, Individual

implementing the

and resolution of

Projects Steering

transformation

issues arising

Committees,

plan

Executive and Board
Transformation
Committees
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Customer Satisfaction
Quality and customer satisfaction is at the core of what we do

QUALITY OF SERVICE

Several indices are monitored monthly to this effect including:

Service quality and customer satisfaction are of paramount

not to terminate cooperation, Secure customer index, Customer

Net promoter score, Overall customer satisfaction, Intention

importance for the Bank.

effort score, Overall service quality, Customer engagement
index and Bank reliability index.

Quality & Research, a separate function in the Bank,

is

responsible for the creation of a quality culture throughout
the organisation, using market research to identify the
determinants of service quality, the level of customer
satisfaction and loyalty among the Bank’s various department,
and the pursuit of excellence in all facets of the Bank’s

Furthermore, the Bank’s Quality Standards Directive has been
circulated to all personnel and uploaded to its portal, covering
most aspects of its operations. Specifically, it provides clear
guidelines on areas such as:
• Branch appearance and atmosphere – branch external

operations.

appearance, ATM operation and appearance, branch internal

Quality models and standards have been adopted by the Bank;

signage, etc.

atmosphere, personal work space, branch internal layout,

specifically, ISO 9001: 2015 certification has been achieved for
its subsidiary Hellenic Life Insurance Company Ltd as well as
its three International Banking Centres. Moreover, extensive
employee training on service quality and customer satisfaction
issues is undertaken, aiming to turn employees into quality
champions.
Numerous

• Personnel – Appearance, courtesy, friendliness, behaviour
and manners, readiness and willingness to serve customers,
respect, confidentiality, speed of service, work knowledge,
sufficiency of training, lack of errors, enquiry handling,
complaint handling, telephone communication, written and
electronic communication, tone of voice, body language, etc.
• Advertising material – Signs, leaflets, brochures, TV screens,

market research surveys are conducted on an

annual basis, the majority of which are tracker studies.
Emphasis is given on monitoring constructs such as customer
satisfaction, customer loyalty and retention, as well as
customer experience.

86%
75% 75%

etc.
The effective implementation of the Quality Standards is being
monitored with the use of research tools, such as Customer
satisfaction studies and Mystery customer surveys.

86% 85% 85%

82%

80%

78%
72%
70% 75%

2016
2017
2018
2019

RETAIL
CUSTOMER
SATISFACTION
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BUSINESS
CUSTOMER
SATISFACTION

MYSTERY RETAIL
CUSTOMER
TOUCHPOINTS
SATISFACTION

PRODUCT DEVELOPMENT

simplify the Bank’s retail product offerings and streamline

In relation to the Bank’s Sustainability, the Product and

Morgage Solution “Λύση ONE”. The main objective of this

Conduct Committee, as per its latest Terms of Reference:
• Oversees the development, implementation, and monitoring
of products and services in relation to the Bank’s Sustainability
strategy, considering the requirements of the European
Directive on Non- Financial Reporting.

the associated procedures with the introduction of the
key activity is to make the Bank’s products’ characteristics
easier to understand and the products more accessible to the
customers, as it is even more targeted towards their needs.
Furthermore, the PD seeks to simplify the end-to-end process

• Ensures compliance with the applicable laws and regulations.

from first contact with the customer until the ultimate

Product Development’s (PD) role is to develop innovative

process. Additionally, it introduced new products and revised

products and services that meet customer’s needs. At the
same time, it regularly monitors the Bank’s existing Retail
Products/Services, standardized SME and micro-SME loan

receipt of the product, which, is an ongoing coordinated
several existing schemes, while continuing to offer support
to the Bank’s branches and business centres regarding the
promotion and sale of the various products.

products, including European Investment Bank / European
Investment Fund products, analyses their performance and
adjusts the characteristics where necessary. Furthermore, it
monitors competition both locally and internationally.
In line with the Bank’s approved governance, among others,
the PD:
• Regularly monitors developments in the local banking sector
and international trends in this sector
• Assesses and analyses customers’ needs through market
research and customers’ suggestions and complaints
• Simplifies products and procedures and diverts all possible
actions where applicable via digital channels
• Evaluates feedback from the front line and following
thorough consultation with the relevant internal stakeholders,
including the 2nd line of defence (i.e. Risk Management,
Compliance Unit and Information Security), and develops
innovative products and services that meet those needs at
the greatest possible satisfaction level
As one of the key activities of the operational plan for 2019,
the PD initiated and implemented a coordinated exercise to
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Λύση ONE

15X22.pdf

1

10/03/2020

13:35

A rebranding and consolidation of three existing products
reinforcing the simplification of products. It is the main loan
product supporting up to 5 different financing purposes,
being available to all individuals, new and existing customers,
residents of Cyprus. Financing purposes related to energy are
included.

PRODUCT DEVELOPMENT AND COVID 19
PANDEMIC
Taking part to the overall relief measures to customers due to
COVID-19, and aiming to communicate and reinforce moral and
financial support, the PD has engaged in the:

C

M

Y

CM

MY

1. Design and implementation of the installment’s deferral
scheme according to the Directive of the Ministry of Finance.

CY

CMY

K

2.Design and implementation of the Ministry of Finance interest
subsidisation schemes for both housing loans and loans to SMEs
and professionals.
3. Wave issuance fee for debit cards.

PARTNERSHIP WITH ALLIANZ GLOBAL
INVESTORS

markets striving to build a concentrated portfolio with a focus

In November 2019, Hellenic Bank established a strategic

underpins integration of ESG assessment, by a dedicated

partnership with Allianz Global Investors (AllianzGI)

on stock selection. Its investment objective is to attain capital
growth over the long term and this focus on long term growth
for

offering a suite of investment solutions to the Bank’s Retail
and Institutional client base.

One of the world’s leading

active investment managers, AlllianzGI

aims to integrate

environmental, social and governance (ESG) factors throughout
its investment value chain to better manage risk and generate

inhouse ESG Analyst, across each of the equities incorporated
within the fund for which a comparative assessment is
conducted:
• As a weighted average across the fund portfolio and
• As a weighted average across the fund benchmark

sustainable, long-term returns.

Exposure within the fund is across a diverse range of sectors

ESG factors are integrated into €118 b of the ~€500 b AUM

• Industrials

actively managed by AllianzGI including Allianz Global Equity
Unconstrained which is exclusively distributed by the Bank in
Cyprus. The said Equity Fund invests primarily in global equity
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including:
• Health Care
• Consumer Discretionary and
• Information technology

CUSTOMER CONTACT CENTER (CCC)
CCC is one of the main customer service channels of the Bank,
through which customers’ inquiries are promptly addressed
and problems are effectively solved during working and nonworking hours.
By contacting the CCC, customers can be serviced in relation
to a vast range of queries relating to accounts, cards, web
banking etc, without having to visit a branch.
Aiming to enhance the service provided, CCC was sufficiently
staffed throughout the year and one of the most important
achievements, was the extensive support provided, especially
during the integration of the CCB business. The staff worked
with commitment and devotion at a time when there was an
unprecedented high volume of inbound calls (up to 250%
increase from the norm).
Despite the challenges of the integration period all Key
Performance Indicators (KPI’s) set at the beginning of the year,
were achieved through hard work and proper planning.
An analysis of the most important metrics is shown below:
1. Volume of calls handled: 685 thousand calls during 2019
compared to 270 thousand calls in 2018 (+154 %)
2. Abandoned calls: Despite the high increase of incoming calls,
the average abandonment rate for 2019 was 5% compared to
20% in 2018 (-75%). Target for the year was up to 8%
3. Speed to answer: Incoming calls were answered on average
in less than 1 minute, another great achievement of 2019.
Target for the year was 90 seconds.

With service excellence being a top priority of the CCC, the
Quality Assurance Department (QAD) has been created in
2019 within the CCC. The main aim of the QAD is to further
cultivate the culture of excellent support through training, call
appraisals, performance reports, KPIs, etc. The key objective
is to continue providing solutions and proper service so as to
improve customer experience.

CUSTOMER CONTACT CENTER AND COVID-19
PANDEMIC
The adverse environment has highlighted the importance of
CCC, as we have been called to service an increased number of
customers seeking for solutions without the need to visit their
branch. It is noted the unprecedented volume of incoming
calls and written communication of the last months, which
reasonably led to an increased rate of abandoned calls. Even
in this demanding environment though, the CCC managed to
offer additional services to customers via phone such as debit
card issuance, change of contact information etc.
Mitigating Actions to improve the service offered &
Abandonment rate:
1. Interactive Voice Response (IVR) automated messages to
provide information to customers on frequently asked
questions.
2. Additional employees have been transferred to increase
the capacity of the Centre.
3. We have moved more capacity during the peak hours, to
ensure that more customers are being serviced.

Incoming Calls Handled Increase

685k

2019

2018

270k

Call Abandonment
Rate Improvement
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Digital Channels Strategy
Channels, Technology and Data Analytics are the key components for the
Bank’s Digital Strategy. The Channels & Digital Products unit of the Bank
sets the strategy for the customer digital migration as well as the overall strategy
of the Branch Operating Model.

CHANNELS STRATEGY IS BASED ON THREE
STREAMS PUTTING THE CUSTOMER AT THE
CORE OF THE TRANSFORMATION
OMNI-CHANNEL PLATFORM

BRANCH OPERATING MODEL
The Bank is taking a cautious approach in rethinking and
reshaping all customer journeys within all core business units.
The Branch Operating Model initiative aims to transform how
customers interact with the bank by blurring the lines between

The Bank has established a Digital-First approach for Digital

physical and digital while providing effortless access to our

Channels to enhance the customer experience through the

services. Continuous process simplification across banking

implementation of an Omni-Channel Platform to accelerate

services with the aim of removing roadblocks and pain points

digital migration.

is at the core of the transformation.

DISTRIBUTION CHANNELS OPTIMIZATION

The accelerating shift of basic servicing to remote channels

Elevating the role of the Customer Contact Center as well as

interactions by providing support on complex banking and

the extensive ATM network with primary focus on the Bank’s

insurance products.

creates room for the physical space to focus on value-add

digital products.
The Bank has introduced specialized roles across branches to
The Bank has also initiated the rollout of a globally recognized

educate and support our customers on using remote channels

enterprise ATM platform to enhance security and user

with the aim to ensure that our primary servicing channels are

experience. Within 2020 over 180 ATM’s of the Bank support

accessible to our wide customer base.

Fast Cash Withdrawals with Contactless Technology reducing
overall physical contact.

In parallel, the Customer Contact Centre is taking a lead role as
the human element behind our remote channels, focusing on

Additionally, the Bank offers for Hellenic Bank Visa Card

customer care and ensuring uninterrupted service.

holders, the Hellenic Bank Wallet which enables customers
to perform tap to pay payments using their Android mobile
devices. In parallel, the Bank continues to enhance the
contactless wallets with support for Mastercard as well as
development of Apple Pay for iOS devices.
Continuous development of the Open Banking API’s focused
on the expansion of the ecosystem through connectivity with
3rd parties. First bank to offer B2B (Business-to-Business) API’s
for Corporate customers allowing integration of the Bank’s
systems with the customers own applications.
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153k

from 125k end of 2019, prior to COVID-19
active digital users1

66%

digitally engaged ratio2
1) Active digital users refers to digital users who have logged in at least once to mobile or web
in the last 3 months.
Data as of 15 June 2020
2) Digitally Engaged Ratio: customers who have performed at least one transaction in any of
the channels over the total number of customers. Data as of May 2020

COVID-19 crisis is changing the way customers transact
with the Bank through the various channels
Customers are shifting to online channels for their transactions

The following projects are currently in progress as part of the

d. Upskilling workforce: Training of employees on key

Digital Transformation of the Bank:

collaboration/communication technologies to upskill our

a. Robotics Process Automation (RPA): Deploy RPA technology

workforce to improve customer service

in identified areas in order to increase business productivity,
by freeing up employees working on high-volume, repetitive
jobs, decreasing cost, people-based risks and cycle times (24x7
operation)
b. Document Generation Engine (DGE): Defined as a centralized
Customer Communication Platform to support both internal
and external channels
c. Business Process Management (BPM): Business Process
Management tool is aiming in digitalization of processes
and empowering business users while reducing Technology
involvement

TECHNOLOGY AND COVID-19 PANDEMIC
During COVID-19 the Bank launched Office 365 as a technology
enabler to protect our customers and employees.
• Seamless transition to working remotely.
• Safeguarding business continuity by ensuring remote access
to documents and applications.
• Collaboration and productivity boost via virtual meetings,
real-time co-authoring of documents, across all types of
devices (desktop and mobile).

Channel Usage (% of volume of transaction1)

13%

13%

14%

15%

18%

18%

27%

21%

19%

46%

47%

47%

49%

47%

47%

48%

52%

52%

41%

40%
41%

39%

36%

35%

35%

26%

27%

29%

ΟCT-19

ΝΟV-19

DEC-19

JAN-20

FEB-20

MAR-20

APR-20

MAY-20

JUN-20

1) Monetary transactions activity in Branch, ATM (Withdrawals) and online (Web and Mobile).

Online Transactions
ATM Transactions
Branch Transactions
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Governance and Risk Culture
GOVERNANCE
The Board of Directors (BoD) of Hellenic Bank Public Company
Limited has fully adopted the Code of Corporate Governance
(Code), as published by the Cyprus Stock Exchange.
The BoD believes that good corporate governance, based
on the Code, in conjunction with the terms of reference and
the practices followed by the various Board Committees,
constitutes a fundamental factor in achieving the corporate
goal of maximising shareholder value. The BoD acknowledges
that there is an on-going process of formulating principles of
corporate governance based on both international and local
conditions. As such, the BoD continually follows a policy of
reviewing and readjusting the various aspects of corporate
governance accordingly.

BOARD OF DIRECTORS
The Company is governed and controlled by the BoD, which
operates on the basis of the Code, the relevant Companies,
Stock Exchange and Business of Credit Institutions Laws
and the Company’s Articles of Association. The BoD sets the
strategic aims of the Group and ensures that, the necessary
financial and human resources are in place, to meet the
strategic and operational objectives of the Group.
The BoD has the overall responsibility for:
• Setting and overseeing the values and standards of the
Group.
• Setting and overseeing the business model of the Group.
• Maintaining effective systems and controls to ensure effective
operation of the Group and compliance with applicable laws
and regulations.
• Setting the framework and policy for effective governance
and oversight of the Group.
• Monitoring business performance against the strategic
objectives, risk appetite and expected standards.
The BoD is responsible for ensuring that Board and Committees
composition and organisation are appropriate.
The Bank’s Corporate Governance Framework includes a list of
matters reserved for the Board. Such matters include, inter alia,
setting of the Group’s overall strategy and targets, approval
of the annual budget, approval of capital and funding plans,
decisions relating to the capital structure of the Company,
decisions on important matters and material transactions,
transactions with Board Members and Senior Executives or
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major shareholders, appointment or removal of the Chief
Executive Officer, matters concerning the composition and
organisation of the Board and Board Committees, governance
matters, etc.

BOARD OF DIRECTORS OF HELLENIC BANK
PUBLIC COMPANY LTD As at 31 December 2019
Evripides A. Polykarpou
Chairman
(Chairman from 28.08.2019, Senior Independent Director until 28.08.2019)

Andrew Charles Wynn
Vice - Chairman
(Vice - Chairman from 28.08.2019)

Irena A. Georgiadou
Marianna Pantelidou Neophytou
Ioannis A. Matsis
David Whalen Bonanno
Andreas Christofides
Stephen John Albutt

(Senior Independent Director from 28.08.2019)

Demetrios Efstathiou
Lars Kramer
Kristofer Richard Kraus

(Director from 19.06.2019)

Marios Maratheftis

(Director from 28.08.2019)

Marco Comastri		

(Director from 28.08.2019)

On 6 March 2020 Mr A. Christofides automatically vacated the office of the Interim
Director, upon the appointment of Mr Christos Themistocleous as Independent
Non-Executive Director following the relevant consent of the European Central
Bank / Central Bank of Cyprus. Mr Chr. Themistocleous had been elected at the
Annual General Meeting of the Shareholders held on 28 August 2019.
Mr David Whalen Bonanno has withdrawn his candidacy for re-election as
Member of the BoD of the Bank at the Annual General Meeting of the Shareholders
held on 16 June 2020. Therefore, his tenure ended on 16 June 2020.
The Board of Directors of Hellenic Bank Public Company Ltd elected Mr Marco
Comastri as Vice-Chairman of the Board of Directors of Hellenic Bank on 16 June
2020.
The Employment Agreement of Mr Ioannis Matsis, Chief Executive Officer of the
Group, has been mutually agreed to be terminated as from 1st September 2020.
Mr Matsis has also resigned as Executive Member of the Board of Directors of
the Bank.
On 3 September 2020 Mrs Irena A. Georgiadou automatically vacated the office of
the Interim Director, upon the appointment of Mr Michael Spanos as Independent
Non-Executive Director following the relevant consent of the European Central
Bank / Central Bank of Cyprus

EVALUATION OF PERFORMANCE OF THE
BOARD OF DIRECTORS
Pursuant to the provisions of the Governance Directive and
best practices on Corporate Governance, the Board performs
an assessment of the BoD and its Committees at least on an
annual basis. Furthermore, the Bank must assign at least every
three years, the review and evaluation of the composition,
efficiency and effectiveness of the Board and its Committees
to an independent external consultant.
The Bank has established policies and procedures that
govern the evaluation of the performance of the Board and
its Committees. In the first quarter of 2020, the BoD performed
the annual evaluation of the Board and its Committees for
2019. The first external evaluation by external advisors was
conducted in June 2015. A second external evaluation followed
in the first quarter of 2018.

BOARD COMMITTEES
The following four permanent committees operate within
the Company:
a) Audit Committee
b) Remuneration Committee
c) Nominations / Internal Governance Committee
d) Risk Management Committee.

COMPOSITION OF BOARD COMMITTEES
A. AUDIT COMMITTEE
Chairperson:

Stephen John Albutt

Members:
Irena A. Georgiadou
Marianna Pantelidou Neophytou
Andreas Christofides
B. REMUNERATION COMMITTEE
Chairperson:

Dr. Evripides A. Polykarpou

Members:
David Whalen Bonanno
Irena A. Georgiadou
Stephen John Albutt
Marios Maratheftis
C. NOMINATIONS / INTERNAL GOVERNANCE COMMITTEE
Chairperson:

Dr. Evripides A. Polykarpou

Members:
Marianna Pantelidou Neophytou
David Whalen Bonanno
Demetrios Efstathiou
Andrew Charles Wynn
Kristofer Richard Kraus
Marco Comastri
D. RISK MANAGEMENT COMMITTEE
Chairperson:

Andrew Charles Wynn

Members:
Demetrios Efstathiou

The terms of reference of the above Committees are based
both on the relevant provisions of the Code pertaining to
them and the relevant guiding Directives of the Central Bank
of Cyprus.
Within the framework of the provisions of the Code concerning
relations with Shareholders, the Chairpersons of these
Committees are available to answer any questions at the
Annual General Meeting, at which all shareholders are
encouraged to participate.

Kristofer Richard Kraus
Marios Maratheftis
Marco Comastri
As at 31 December 2019
Following the acquisition of certain assets and liabilities from
the ex-Cyprus Cooperative Bank Limited, the BoD decided to
establish a temporary / ad hoc Integration Committee of the
Board as from 1st August 2018. The Integration Committee was
established to ensure the effective oversight and input of the
Board of Directors in smoothly implementing the integration
plan of the acquired business into that of the Bank. The

The Chairpersons and Members of the Committees periodically

operation of the Integration Committee was terminated on

submit reports or proposals to the Board of Directors following

16 December 2019. The composition of this Committee as at

meetings of the corresponding Committees, depending on the
subjects being addressed.

16 December 2019 was as follows:
INTEGRATION COMMITTEE
Chairperson:

Irena A. Georgiadou

Members:
Andreas Christofides
Marco Comastri
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Risk Management

The Enterprise Risk Management Framework (ERMF) is the highest level risk framework that
sets out its approach to the identification, assessment and management of risks across the
Group.

THE ENTERPRISE RISK MANAGEMENT
FRAMEWORK:
• Serves as the umbrella framework under which all risk
frameworks, policies and procedures are developed.
• Sets out the principles under which risk is managed and
applies to all risks being taken and managed by the Bank.
• Sets out the roles of the BOD as ultimately responsible for
the risk and control environment within the Group, as well as
the BOD and Executive Management committee structures,
roles and responsibilities with respect to risk management.
• Confirms that the Bank adopts a three line of defense model
and sets out the roles of each.
• Recognizes the importance of having a robust risk culture
within the Board and supports the key factors that contribute
to an open and transparent environment where, well-trained
and informed individuals take intelligent risk, under clear
policies, in pursuit of achieving the Group’s business strategy.
• Defines the architecture of risk frameworks and policies for
use across the Bank.
During 2019, the BOD approved a revised Risk Appetite
Framework (RAF), developed by the Risk Management Unit in
line with international standards and best practices. The new
RAF is part of the broader ERMF and prescribes the process
for risk appetite setting, feeding from the formulation of
Material Risk Assessment and with a direct input into the
Strategic Plan and the Internal Capital Adequacy Assessment
Process (ICAAP). The RAF encompasses both quantitative and
qualitative limits across an array of the risk types facing the
Bank and delineates responsibilities for its implementation,
monitoring and governance (which also entails a breach
escalation framework) in line with the Three Lines of Defense
model and the ERMF.

82 HELLENIC BANK

RISK GOVERNANCE

(b) maintaining a sufficient control environment to managing
the principal risks.

The BOD is the Bank’s primary governing body and is
responsible for: (a) approving overall policy in relation to the
types and level of risk that the Bank is permitted to assume
in the implementation of its strategic and business plans, and

A number of Executive and BOD committees as shown
in the below chart, assist the BOD in fulfilling the above
responsibilities and in monitoring the embedding of the ERMF.

BOARD OF DIRECTORS
BOARD AUDIT COMMITTEE

INTERNAL AUDIT
(CHIEF INTERNAL
AUDITOR)

COMPLIANCE
(CHIEF COMPLIANCE
AUDITOR)

BOARD
REMUNERATION
COMMITTEE

CHIEF EXECUTIVE
OFFICER

EXECUTIVE
COMMITTEE
(CEO)
ALCO
PRODUCT &
CONDUCT
COMMITTEE

BOARD RISK MANAGEMENT
COMMITTEE

RISK
MANAGEMENT
UNIT
(CHIEF RISK
OFFICER)

BOARD
NOMINATIONS
/ INTERNAL
GOVERNANCE
COMMITTEE

INFORMATION
SECURITY

ENTERPRISE RISK
MANAGEMENT
COMPLIANCE
AND
INFORMATION
SECURITY
COMMITTEE

IMPAIRMENT
AND WRITE OFF
COMMITTEE

TECHNOLOGY
COMMITTEE
TRANSFORMATION
COMMITTEE
PROPERTY
VALUATIONS
COMMITTEE
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Compliance and Anti Corruption
COMPLIANCE

regulatory, legal and business requirements as well as the

The Compliance Unit (CU) is responsible for the monitoring

been developed in view of their implementation;

of the domestic and international legislative and regulatory
framework that governs the Group’s operations, the
identification of risks with regards to the Group’s compliance
with this framework and the formulation of proposals
towards their mitigation. In this respect, the CU sets the
fundamental principles of promoting a corporate culture
of compliance and integrity across the institution with
the purpose of embedding an appropriate and effective

links to the internal policies and/or procedures that have
2. Development of processes and procedures to assess
Compliance Risk associated with the Bank’s business
activities on a pro-active basis;
3. Identification, on an on- going basis, with the assistance
of the Bank’s Legal Services and other competent Units, of
legal, regulatory and business requirements which govern
and/or affect the operations of the Bank;
4. Communicating to all relevant Units the legal, regulatory

compliance management.

and business requirements applicable to them;

The CU categorizes its operations into the following distinct

6. Evaluating the effectiveness of controls designed so as

areas:
• Anti-Money Laundering (AML), dealing with combatting
money laundering, Terrorism Financing (TF) and Economic
Sanctions (ES). This area is of particular importance given the
great emphasis placed on the subject internationally.
• Regulatory Compliance (RC) addressing the wider range
of compliance requirements aiming to ensure compliance
with the Cyprus and international legislative and regulatory
framework which govern the Group’s operations.
• Analysis & Quality Assurance (A&QA), also referred to as
“Monitoring & Testing” (M&T), relates to the provision of
reasonable assurance across key compliance risks as second
line of defense. The A&QA function evaluates the effectiveness
of the Bank’s existing internal control framework and adopts
a risk-based approach for continuously monitoring the
Bank’s compliance risks and evaluating the need for the
enhancement of existing and/or the implementation of
new controls in order to eliminate any compliance related
inherent risks or to reduce them to an acceptable level.
• Data Protection Office, addressing the GDPR requirements

5. Conducting of compliance monitoring, testing and reviews;
to ensure adherence to key regulatory requirements and
corresponding polices, as well as to mitigate conduct-related
risks;
7. Overseeing the complaints process and utilizing customer
complaints as a source of relevant information in the context
of its general monitoring responsibilities;
8. Ensuring the Group’s compliance with the Prevention and
Suppression of Money Laundering Activities Law and the CBC
Directives and circulars for the prevention of ML/TF;
9. Development and implementing the Compliance AML
program, including AML/CTF/ES policies and procedures.
10. Assessment of the Bank’s overall AML/CTF/ES risk and
implementation of mitigating actions.
11. Utilization of specialized IT systems and implementation
of controls for the continuous monitoring of transactional
activity.
12. Cooperating and exchanging information with other
internal control and risk management functions on
compliance matters;
13. Reporting promptly to Senior Management and the BoD

aiming to ensure compliance of the Group’s operations.

on material compliance failures and weaknesses in policy

The main activities of CU are the following:

14. Verifying that new / revised products and procedures

1. Maintaining an updated Regulatory Library of the
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and internal control procedures;
comply with the current legal environment and business

standards as well as, any known changes to legislation,
regulations,

supervisory

requirements

and

business

standards;
15. Performance of a Compliance Risk Assessment, with a
separate AML/CTF/ES and RC Risk Assessment, to identify
inherent and residual risks;
16. Periodically assessing the Bank’s compliance with the
provisions of the Investment Services and Activities and
Regulated Markets Law;
17. Organising regular training and educational programs
for the BOD, Senior Management and staff on compliance
matters.

ANTI-BRIBERY AND CORRUPTION POLICY
The CU maintains the Anti-Bribery and Corruption Policy
of the Group, in conformity with the applicable Domestic,
European and International legislative and regulatory
framework. The Policy is revised on an annual basis or more
frequently if required, because of changes of circumstances,
and is approved by the BOD.
The purpose of this Policy is to prevent, identify, confront and
detect bribery and corruption stemming from the Group’s
zero tolerance to bribery and corruption, in accordance with

The scope of compliance continues to be broad and complex,
with a significant impact on the day-to-day operations. As
regulatory expectations continue to increase, the challenge
is to successfully implement a compliance program, that
constitutes a proactive component of the institution’s risk
management culture, embedded in the Group’s business
units.

the RAF. Further information in reference to Risk Management
can be found in the section Governance and Risk Culture.
The Group declares that, acts of bribery and corruption
are completely unacceptable to business integrity, causing
damage to its reputation and interests therefore the Group
takes the necessary measures to prevent occurrences of
bribery and corruption among employees, managers and

The Compliance Program is commensurate with the Bank’s
risk profile and aims to identify and mitigate compliance
risks. In 2019, the CU was involved in a number of activities,
in line with the 2019 Compliance Action Plan, as prepared in
accordance with the Governance Directive, and proceeded
with the following actions:
Enhancement of Compliance structure

•

Preparation of the Annual Compliance Plan

•

Update of compliance policies and procedures

•

Preparation of Compliance Risk Assessments

•

Ongoing employee compliance training program

•

Review

new

and

existing

high-risk

Group proceeds to direct accountability of responsibilities of
all involved. Any Policy violation will be dealt with according
to the Group’s Disciplinary Code and to the Code of Business
Conduct & Ethics.
In the second quarter of 2019, the Bank developed and

•

of

any third parties. Should such occurrences be detected, the

launched the “Anti-Bribery & Corruption” Awareness Message
/ Learning Bite as well as a 45 minutes e-Learn course, which
was addressed to all members of staff. As at 31 December
2019, 2.857 employees completed the said course.

business

relationships
•

Continuous monitoring of transactional activity

•

Development and implementation of a robust 3-year
A&QA
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Fair Procurement Practices
CENTRAL PROCUREMENT DEPARTMENT

implies openness, communication, and accountability.

Following its strategic decision to centralize Vendors

necessary to facilitate submission of appropriate and

(suppliers) management, the Bank established the Central
Procurement Department (CPD) to manage centrally its
procurement process. CPD is under the remit of Operations
Control, within Operations Division, thus safeguarding its
independence. The Bank manages its Vendors’ agreements
and associated risks, through the establishment of an
effective procurement process, based on fundamental
best practice principles and appropriate assessment of
consequential risks. Vendor risk assessment includes
amongst others reputation / conduct risk, compliance &
legal risk, counterparty risk, disruption of service risk, service
quality inadequacy risk and information security risk.
The following main principles govern all procurement
processes /requests for proposal (RFP) for the supply
of goods / services / functions as well as any direct

Proposal-related documents include all the information
competitive proposals. Administration of procurement
activities is transparent to support accountability and to
promote clarity and shared understanding of respective roles
and obligations between the Bank and any external parties
entering into procurement arrangements. The proposal
assessment

is

transparent

and

utilises

standardized

methods based on commonly acceptable best practices. CPD
ensures the transparency of the scoring / evaluation process
and of the criteria, via the completion and agreement of
the evaluation templates prior to the submission of the
proposals.

Managing conflicts of interest / Independence: As
part of the general obligation to act fairly, all internal and
external parties, involved in the procurement process,
must ensure their decision-making processes cannot be

appointments:

challenged on the basis of actual or potential bias and/

Fairness: The Bank acts fairly and reasonably, so that it

of interest relating to the Bank’s business activity or the

is, and is seen to be, impartial in its decision-making. All
candidates are treated fairly, through neutral (not vendor
/ brand specific) specification of requirements focusing on
meeting specific needs of the Bank. Evaluation / assessment
methodology is predetermined to avoid bias in any stage
of the procurement process. The procurement centralized
approach promotes consistency regarding the process
and, thus, the equal treatment of candidates. Cases of
direct appointments are challenged and are approved
when justified as per the Bank’s policies & procedures. The
procurement centralized approach also enhances expertise

or conflicts of interest (actual or perceived). Any conflicts
parties involved in the process must be explicitly declared
without undue delay, evaluated and managed following
the provisions of the Conflicts of Interest Policy and
relevant Procedure. Any person to whom it applies does not
participate in the tendering / procurement process.

Cost-Quality-Effectiveness

(Value

for

money):

Decisions are not only made on the basis of the financial
proposal but also take into consideration the quality of the
goods/services, as well as the candidates’ performance /
competence and risks undertaken. The principle of value for

as well as, the application of best practices.

money for procuring services or goods does not necessarily

Transparency: The Bank operates with transparency so that

outcome over the whole period of services / life of the asset.

it is easy for third parties to see what actions are performed
throughout the whole procurement process. Transparency
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mean selecting the lowest price, but rather the best possible
Defining the most appropriate evaluation / assessment
methodology that is proportionate to the value, risk and

complexity of the procurement, facilitates the achievement
of best value for money. Sound procurement processes are
followed whereby the Bank is risk aware.

Contracts / SLAs with Vendors:
The Bank’s relationships with Vendors are governed by
clear, transparent and detailed contracts and service-level
agreements (SLAs). These include confidentiality, conflict
of interest, anti-bribery and anti-corruption clauses and,
where applicable, GDPR related clauses, as these are
defined in relevant policies and procedures of the Bank.
The rights, responsibilities and expectations of all parties
are exhaustively covered by the contracts / SLAs. Vendors’
arrangements are in compliance with the Bank’s legal and
regulatory requirements, where applicable. Additionally,
they comply as a minimum, with their respective industry’s
legal requirements and where applicable industry best
practices.

Some additional insight as to the Bank’s procurement
process:
• The Bank currently handles the entire tendering process
electronically.

Gradually,

as

its

central

procurement

Payments made to suppliers in 2019 were

€163 m out of which €146

m (90%)

related to local suppliers

department grows and matures, it aims to progress all
other stages of the procurement cycle electronically in
order to ensure an efficient and environmentally friendly
management of all procurement requests.
• Procurement personnel carefully manage confidential
information relating to potential / awarded assignments
and safeguard intellectual property rights.
• Products to be procured must meet safety and quality
standards prescribed under laws and regulations as well as
industry standards.
• To the extent possible, the Bank ensures that its vendors
are respectful to human / labour rights (Forced labour, Child
labour, Foreign workers rights, Wages and welfare benefits,
Discrimination)
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Marketplace
Our action plan for the future
ISSUE
Customer
Satisfaction

ACTIONS AND TARGETS

		

RELEVANT
SDGs

•

Product Offering (Simplification and Improvements)

•

Enhance customer experience across all channels

•

Retail customer satisfaction-2020 target 85%

•

Business customer satisfaction-2020 target 75%

•

Mystery retail customer touchpoints satisfaction-2020 target 85%

•

Expand the range of services offered by the CCC

•

Execution of outbound campaigns to our customers

•

Improve the systems used by CCC to provide more automations

Economic
Performance and
Financial Resilience

•

To focus on Sustainable performance within
a risk prudent framework

Compliance

•

Comply with the applicable legal / regulatory framework

•

Provide regular training to employees on compliance
matters through awareness messages / learning bites,
e-learn courses or classroom training sessions. The
e-learning covers a variety of compliance topics and trains
all employees.

Governance and Risk
Culture

•

Maintain full adherence to the overall Corporate
Governance Framework

Transformation

•

Digital-first approach for Retail customers

•

Incentivise customers to migrate to digital channels by
adjusting the tariffs
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PROGRESS

OUR
PERFORMANCE
SOCIETY
• Consumer Protection and
Responsible Marketing
• Customer Privacy/Data Security
• Community Investment and
Impact on Society
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Consumer Protection and
Responsible Marketing
CONSUMER PROTECTION AND RESPONSIBLE
MARKETING

COMMUNICATING WITH THE MEDIA:
HELLENIC BANK PRESS OFFICE

Any conflict between the interests of customers and the

In engaging with the Media, we are expected to communicate

interests of the Bank and/or Bank personnel should be
addressed and managed, ensuring the fair and responsible
use of products and services.
In order to fully compliant with advertising law and regulations,
the Bank is a member of both the Cyprus Advertising
Regulation Organisation (CARO) and the Cyprus Advertisers’
Association (CAA).
CARO is a non-profit company with the main objective of

about our performance, products and services in an open,
transparent and timely manner. The PR and Communications
team strives to act as a reliable partner in this context.
The 2019 top priority was communicating internally and
externally about the smooth integration of systems and
customers of the former CCB into the Hellenic Bank systems.
The communication involved actions taken before, during and
post the integration.

monitoring and controlling that any advertisement in Cyprus

The Press Office responsibilities include ensuring the news

is legal, decent, honest, truthful, socially responsible and

about the Bank and matters that concerned the public were

consistent with the current legislation and the principles

transmitted and promoted effectively. In this context, a series

of fair competition. CARO is a self-regulatory organisation

of press conferences were held by the Press Office, who also

within the communications industry involving all three key

liaised with the media and participated in interviews with

stakeholders:
• Companies buying advertising.
• Advertising and/or creative agencies.
• Media organisations disseminating /transmitting
advertisements.
The CAA is a non-profit organisation representing companies
advertising in all fields and in all aspects in Cyprus. Amongst
other things, they preside over the Survey Control Committee,
ensuring that the data used by companies for purchasing
television time are audited by independent auditors. The
Advertising and Communication Companies Association, TV
stations such as Alpha Cyprus, ANT1, Omega, CyBC and Sigma
also participate in the Survey Control Committee.
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online and print media for the publication of articles regarding
the Bank and the financial sector in general.
The Press Office has been actively engaged in promoting all
CSR activities of the Bank.

Data Protection
Technological developments and globalization have

95/46 on the protection of individuals with regard to the

brought new challenges in relation to the protection of

processing of personal data and on the free movement of

personal data. Technology allows the use of personal data

such data.

on unprecedented scale resulting to a significant increase
in collection and sharing of personal data.

From 25 May 2018, the provisions of the GDPR apply.
Furthermore, on the 31st of July 2018, the new Cyprus law

In order to ensure a consistent and high level protection

on processing of personal data “The Protection of Natural

of natural persons and remove the obstacles to flows

Persons as to the Processing of their Personal Data and

of personal data within the European Union (EU), an EU

the Free Movement of such Data Law 125(I) of 2018 (Law)”-

Data Protection framework was adopted in the form of a

translation ours) was published in the Official Gazette. The

Regulation, namely the General Data Protection Regulation

Law supplements the GDPR and with the entry into force of

(GDPR), which is directly applicable in all Member States.

its provisions, the Processing of Personal Data (Protection

GDPR has replaced the previously applicable EU Directive

of the Individual) Law of 2001 as amended was abolished.

2019 SUSTAINABILITY REPORT 91

Considering the large volume and complexity of its processing

The Bank has adopted the Data Protection Policy (DPP), to

activities, that involve personal data, and the possible risks to

prevent any acts of unlawful processing of personal data and

the people’s rights and freedoms the Bank/Group has a vision

ensure compliance with the Bank’s obligations as imposed by

to develop a GDPR/protection of personal data compliance

the prevailing national and European regulatory framework.

culture in the Bank, to increase public trust, to implement

The DPP sets out the basis on which any personal data are

appropriate technical and organisational measures in order to

collected/ processed and outlines the steps that must be

fulfil the requirements of the regulatory framework concerning

taken to ensure that the privacy and security of personal

protection of personal data of natural persons including the

information is respected throughout the organisation.

GDPR and the Law.
Processing personal data of natural persons must be
The Group has established and keeps developing a Data

conducted in accordance with the data protection principles

Protection Program, in order to:

as set out in the GDPR. The Bank’s/Group’s policies and

a) Implement and maintain effective and transparent policies

procedures are designed/ monitored to ensure compliance

and procedures for the processing of personal data.

with these principles.

b) Ensure it can respond to requests from both the supervisory
authority and data subjects.

On 4 March 2020, the GDPR Commissioner issued a decision

c) Monitor its activities that involve personal data of natural

against the Bank stating that there was breach by the Bank1: (i)

persons and ensure that relevant risks for the Bank are

in one of the principles governing the processing of personal

continuously and effectively managed.

data (article 5, par. 1 (f)), (ii) of article 32(1)(b) as the Bank
did not implement appropriate technical and organisational

The Group pursuant to the provisions of the GDPR,

measures to ensure a level of security appropriate to the

has appointed a Data Protection Officer (DPO) and has

risk, and (iii) of article 33(1) as the Bank did not notify the

communicated its appointment to the Commissioner for

Commissioner within 72 hours after having become aware of

Personal Data Protection (Commissioner). The DPO must be

the said incident.

involved, properly and in a timely manner (the earliest stage
possible), in all issues relating to the protection of personal

The Commissioner after considering the mitigating factors

data. Ensuring that the DPO is informed and consulted from

provided by the Bank, decided not to impose any administrative

the outset will facilitate compliance and promote a privacy by

fine, but instructed the Bank to: (a) implement additional

design approach. The DPO is supported by the Data Protection

security measures and practices in order for its processing

Office.

activities to be in compliance with the GDPR, and (b) notify
the Commissioner within 3 months for the actions it took to
comply with said decision
The Bank has taken all necessary steps to be in compliance
with the Commissioner’s decision and has replied to the
Commissioner on 1 June 2020.
1

REGULATION (EU) 2016/679 OF THE EUROPEAN PARLIAMENT AND OF THE

COUNCIL of 27 April 2016 on the protection of natural persons with regard to
the processing of personal data and on the free movement of such data, and
repealing Directive 95/46/EC (General Data Protection Regulation)
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Community Investment
and Impact on Society
We maintain an open dialogue with local authorities,

Hundreds

communities,

organisations

demonstrating that humanity, solidarity and faith in people

(NGOs) and organised associations in the society in order to

and their power are thriving values in our society and

understand their concerns and address related social and

sometimes all that is needed is a reason for them to become

environmental issues. In tandem, we aim to create, enhance

more active and prominent.

various

non-governmental

of

Support

Intentions

were

submitted,

and maintain relationships with them by supporting projects
through financial contributions and employee volunteering.

Through this initiative, 13 individuals identified as being in
need were supported by Hellenic Bank.

The Bank is engaged in activities, sponsorships and
donations in line with the Group’s Sustainability Strategy.
Education, children in need, health-related issues, culture

DOCUMENTARIES “YOUR STRENGTH”

and supporting local communities were among the most

Hellenic Bank, in cooperation with a local TV channel,

important areas of social investment for Hellenic Bank in

produced and published short TV documentaries that

2019. Furthermore, the Bank contributed through targeted

placed the spotlight on local people who had the power to

donations to charities and hardship requests during the year.

overcome obstacles and create a positive impact on the lives
of different groups of people.

Below are some of our most important social projects that we
implemented in 2019.

The documentaries focused on people who altruistically
reached out to their fellow citizens in their free time in order
to provide any help they could, without any monetary gain.

Hellenic Bank believes in people’s strengths
and empowers them to rise above their
circumstances and accomplish feats that may
at first seem impossible.

Through these documentaries, the local community had
the opportunity to meet some of these heroes and find out
how they managed to change the lives of different groups of
people positively.
Ultimately, all 10 individuals in the documentaries were
supported by the Bank, whom assisted them to continue and
enhance their work in the future. Sustainability is much more

In April 2019 a new social image campaign was launched,

than just charity, it is an obligation. In this context, our aim is

focused on giving back to the society and engaging people as

to improve the future of people in the community in several

part of the process. The aim was to support initiatives with

fields, which in turn will sustain businesses in the future.

a long-term impact, raising awareness among the community

Sustainability provides us with the opportunity to strengthen

and inspiring people. The core idea was that people would

our business while contributing to the society.

be assigned leading roles, proving that anything is possible
when we believe in each other. In this campaign, we invited
and encouraged people to propose someone in need, so we
could help him/her achieve something that thus far seemed
impossible.
To facilitate this campaign, a dedicated website was created,
www.exeistidynami.com, through which anyone could declare
a Support Intention for someone who needed support.
Hellenic Bank also established an Evaluation Committee,
which evaluated each proposal individually.
2019 SUSTAINABILITY REPORT 93

Education
HELLENIC BANK SCHOLARSHIP SCHEME

STUDENT AWARDS

Jumpstart

Hellenic Bank has supported projects encouraging local

In September 2019 Hellenic Bank launched its scholarships

students to participate in competitions abroad. Additionally, it

program, branded as “Jumpstart” as it aims to “boost” and

has offered recognition awards to best performing University

financially support young students from low income families.

Students and to all best performing graduates from high

Its purpose is to provide financial support to graduates

schools across Cyprus.

throughout their academic studies at any university or higher
education establishment in Cyprus or abroad.
Applications can be completed and submitted online for a
predetermined period every year and are evaluated based
on a points system that takes into account the family’s
financial status, special social conditions and the academic
performance of the applicant.

The program is a continuation of the
scholarship scheme that was previously
operated by the former Cyprus Co-Operative
Bank, with the total number of scholars
receiving aid from Hellenic Bank in 2019
amounting to 106.

INITIATIVES TO ENHANCE FINANCIAL
& DIGITAL LITERACY
Insufficient financial literacy can result in poor management
of financial resources/capital and/or inappropriate use of
financial products and services.
Therefore, enhancing the financial literacy of our customers
improves their ability to properly use financial products and
services. Our initiatives in this area includes the following:
• Our new website is more user friendly, providing information
and access to our customer base.
• In cooperation with NGO Reaction, the Bank executed a
project aimed at educating people in villages on how to use
online services such as HB web banking, online payments,
TAXISNET etc. As part of this project educational seminars took

All 106 students have access to our HR Team who provide
comprehensive advice and information regarding their careers,
CVs and interview tips.
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place in more than 100 villages all over Cyprus.

Environment
“ECO-SCHOOLS” PROGRAM
In cooperation with CYMEPA, the Bank continues to provide
its long- standing support for the “Eco-Schools” program in
Cyprus which has achieved great success. In 2019, more than
220 public and private schools with over 40k students and 5k
teachers participated in this program. Eco-Schools is a global
initiative that encourages young people to engage with the

HELLENIC BANK CAREER OPEN DAY
In the context of building leading talent practices and
attracting a wider pool of future young talents, the HR team
of the Bank organised and run successfully the first Career
Open Day on the 21st of December 2019 with Students from
universities in Cyprus, Greece and the UK. During the event

environment by giving them the opportunity to actively protect

students had the opportunity to meet in person and interact

it. It starts in the classroom and then expands throughout the

with representatives from various departments of the Bank,

school, ultimately fostering change in the wider community.

get insights regarding our business, services and culture, learn

Through this program, young people experience a sense of

more about career opportunities offered at Hellenic Bank

achievement at being able to actively participate in directing
the environmental management policies of their schools,
ultimately steering them towards certification and the prestige
that comes with being awarded a Green Flag. In 2019, 114
schools were awarded a Green Flag.

as well as participate in interactive workshops, attend mock
interviews and get tips on how to improve their interviewing
skills.

CAREER FAIRS

SCHOOL-RELATED INITIATIVES

To further promote the Bank’s career opportunities, as well

Our Bank is supportive of school related initiatives serving

as identify future talents, the HR Team participated in Career

as a bridge between schools and the business community

Fairs organised by local reputable Universities, as well as other

in order to empower young people with the values and life
skills which will enable them to succeed both personally and
professionally.
Our HR internal trainers along with colleagues from other
Divisions, in co-operation with the Association of Cyprus
Banks and Junior Achievement (“JA”) Cyprus, have participated
voluntarily in the “More than Money” program. The program
integrates money management concepts with helping children
to identify their interests and learn basic business skills.
Our colleagues, acting as business volunteers and following
a training specifically designed and delivered by JA Cyprus,
offered 6 one-hour sessions to primary school students aged

stakeholders. During Career Fairs, visitors gained an insight
into the Bank’s services, interact and network with the Bank’s
Representatives, as well as learn about vacant positions,
career opportunities and further develop within the Bank.

VOLUNTEERISM
Hellenic Bank employees support
the society by organising Blood
donations and reforestations all
over Cyprus. They also coordinate
and participate in the collection

10 to 12 and helped them understand the role of money in our

of necessity goods throughout

lives and learn about earning, spending, sharing and saving

the year for the people in need. In

money.

addition to these, they participate

For the second year, the Bank welcomed a number of students
from a private school who had the chance to experience a
real-time working environment and get an opportunity to
experience if a certain future job or related university choice

HELLENIC BANK
VOLUNTEERS

in various tournaments with the Bank’s teams in Basketball,
Shooting, Football and charity Beach Volley tournaments as
well as taking part in Marathon Runs organised by various
organisations on the island.

will actually suit them. Instead of being paid, participating
students offered their wages to a Charity Organisation.
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LET’S DO IT CYPRUS

horses, ‘Mini’ & ‘Helen’, visit hospital units, special schools

Hellenic Bank is a strategic supporter of ‘Let’s Do it Cyprus’

as well as to give courage, strength and hope to the children in

which is part of the ‘Let’s Do it World’ campaign implemented
in 94 countries that aims to clean rubbish from the world.
The goal of ‘Let’s Do it Cyprus’ is to clean up the waste from
around the island in a single day through the participation of
thousands of volunteers. The government, local authorities,
private companies, community service companies, recycling
companies, non-governmental organisations, associations and
schools all participate in this effort to improve the environment
we live in. In addition to financial support provided by the
Bank, employees also participate as volunteers in this great
effort.

SUPPORT OF LOCAL COMMUNITIES
& CULTURE
Throughout its existence, Hellenic Bank has been supporting
cultural productions, local community festivals, exhibitions,
events and local theatre performances.

Health Related Projects
MINIATURE HORSE THERAPY ORGANISATION
‘MAJESTIC’
Hellenic Bank is one of the main sponsors of the “Miniature
Horse Therapy” project operated by the non-profit organisation
MAJESTIC which was established in Cyprus to offer ‘horse
healing’ services or equine-assisted therapy to children with
disabilities and other health problems. Two trained miniature
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and nursing homes to bring some charm to the patients’ lives,
need. Miniature horses are used to partner psychologists and
nursing staff at visits with the patients. The program is ideal
for children with additional needs, cancer and rare diseases,
behavioural disorders, psychiatric problems, children who
have suffered abuse, children with neurological problems, and
much more.
Throughout its history, Hellenic Bank has provided support to
the Cyprus Breast Health Forum, Movember and other health
related initiatives.

Supporting Vulnerable groups and Promoting Activism
Throughout 2019, we have participated in initiatives aimed

Through high employee involvement, the Bank continued to

at easing social problems, supporting families and other

carry out campaigns in cooperation with reputable foundations

organisations who actively engage in supporting vulnerable

such as Hope for Children, Sophia Foundation, Elpida Foundation

groups within the population.

as well as other NGOs and charity organisations.

€315k

Scholarships to students
(incl the academic year 2018-2019 & 2019-2020 academic years)

€30k

€65k

€35k

student awards

local communities

support health-related
projects

€130k

€60k

€10k

“exeis ti dynami”
cases support

supporting vulnerable
groups

eco schools

€5k

let’s do it cyprus and
voluntary work
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Impact on Society and COVID-19 Pandemic
OUR BANK’S RESPONSE TO THE COVID-19 EMERGENCY
A 3-PRONGED PLAN TO BOLSTER THE
ECONOMY AND SUPPORT THE SOCIETY
DURING THE COVID-19 PANDEMIC

charge.

In early 2020, our society was confronted with an

g) No charges are being applied when money is withdrawn

unprecedented situation that turned our daily lives and the
economy on their heads. From the outset, Hellenic Bank has
been working intensively in close cooperation with the other
competent bodies, the Central Bank, the Ministry of Finance,
the Association of Cyprus Banks, and other social players, to
put in place specific measures to bolster the Cypriot economy

f ) We have set charges for sending up to €1,000 in both Cyprus
and the rest of Europe to zero, thereby making it easy to send
money to students abroad.
from student cards anywhere abroad.
2. Helping reduce the spread of the virus - Promoting our
digital channels
a) We are issuing free debit cards.
b) We are the first bank in Cyprus to allow customers to

and, by extension, society.

register via our digital channels without needing to visit a

A specific, 3-pronged strategic plan has been implemented

c) We have increased the cash deposit limit at ATMs from

branch, and without any physical contact.

which is constantly being adjusted as the situation unfolds:

€10.000 to €30.000.

1. At our customers’ side

protecting our staff and customers by reducing the number

a) In light of the Minister of Finance’s decree to suspend
instalment payments, we have given our customers who have
not yet applied to suspend payments, the right to do so by
the end of the year, and if instalments have already been
taken from your account, they will be retroactively returned
backdated to 30 March 2020.
b) To ensure that our customers who continue to be
economically viable receive practical support on top of the
state aid scheme, there are specific measures to directly
boost liquidity, in order to support households, SMEs and big
businesses, so they can weather this unprecedented crisis as
unscathed as possible.
c) Accounts were opened immediately for any of our fellow
citizens who do not already have one. All that is needed is
to fill out a simple form for them to get an IBAN and start
receiving state benefits.
d) Instructions given to staff to refrain from deducting any
Ministry of Labour allowances from customers for any of their
loans.
e) We have set interest rates on credit cards to zero for 2
months, so that people can use their cards without any
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d) In line with the Ministry of Health decrees, we are
of branches in the network, bolstering support via our
customer call centre and taking all the necessary protective
measures. Utilising the bank’s technological infrastructure, a
large portion of our staff are working from home as part of
our effort to stop the spread of the virus.
3. Providing practical support to society and vulnerable
groups
In addition to measures to support customers and offer
additional digital tools, Hellenic Bank has been implementing
measures to bolster society and vulnerable groups using the
slogan #ΕίμαστεΔίπλαΣας, which translates as “We are there
for you”. Just some of the actions we have taken so far are
listed below and more will follow:
A. Supporting healthcare professionals
•

Hellenic Bank was quick to respond to the request
from the Cyprus Nurses Union (PASYNO) and other
organisations to provide assistance in procuring the
necessary Personal Protective Equipment (PPE) for
healthcare professionals who are in the front line,
covering the cost of a large number of masks, gloves, and

other items of protective equipment.
B. Assisting vulnerable groups meet their basic needs
•

•

C. Countering the psychological effects of the crisis on society
•

On the initiative of Hellenic Bank, lines of communication

Hellenic Bank is providing financial support for the

were started and partnerships developed with the

Emergency Service of the Cyprus Red Cross to help

Pancyprian Society of Psychologists and the State Health

vulnerable groups or older people who cannot leave

Services Organisation. We are offering financial assistance

home meet their basic needs. Support involves volunteers

and equipment so that professional psychological

delivering medicines and necessities to their homes, and

support can be provided free of charge to patients, their

where necessary, those necessities are provided free of

loved ones and anyone who needs to talk to professional

charge.

psychologists in any area of specialisation because of

As part of its long-term support of the Hope For Children

the crisis we are experiencing.

charity, the Bank has recently undertaken to cover the

•

We have also ensured that remarkable initiatives are

cost of disinfecting the 3 private children’s shelters run

being taken to provide alternative forms of entertainment

by the Hope For Children CRC Policy Centre, which are

and cultural events during the quarantine period. We

located in Larnaca and Limassol and currently house

are providing financial support to the Fairytale Museum

112 children. In addition to offering housing, these

as well as the alternative methods of accessing culture

shelters also provide children with protection and

offered to the public by the Pattihio Municipal Theatre in

safety, specialised legal services, as well as continuous

partnership with the Municipality of Limassol.

psychosocial support and counselling.

“Fairytales over the phone”
Volunteers from the Fairytale Museum, phone parents daily and having asked
the age of the children, arrange a time when they can call back to read fairytales
to the children.

“Let me tell you a story”
This action includes live narrations of fairy tales on the Fairytale Museum’s
Facebook page. Well-known, much loved authors, actors, presenters and other
celebrities read their favourite fairytale every day.

“Stay at Home with the Pattihio”
The stage of the Pattihio Municipal Theatre is hosting artists who have been left
without any income because of the measures taken to combat the pandemic.
With the aid of technology, performances are now being streamed online, offering
the public a bit of cultural escapism while also giving artists the chance to work.
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Society
Our action plan for the future
ISSUE

ACTIONS AND TARGETS

Consumer
Protection and
Responsible
Marketing

•

All campaigns will continue to be in line with
relevant legislation and directives in relation to the
marketing of financial services.

Community Investment
and Impact on Society

•

The Bank is committed to continue its contribution
to Society via donations, sponsorships and other
activations.

•

We will continue to contribute and donate to
a number of charity organisations, NGOs and
Societies targeting vulnerable groups of the
Society

•

Official establishment of ‘Hellenic Bank Volunteers’
team. The team will implement a number of
specific initiatives under various pillars (society,
environment, sports) within 2020-2021
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GRI Content Index
GENERAL DISCLOSURES
GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

ORGANISATIONAL PROFILE
GRI 102: GENERAL

GRI 102-1

Name of the organisation

Please refer to page 34, Note 1 of the
2018 Annual Financial Report
How we create value, Page 14

GRI 102-2

Activities, brands, products,
and services

How we create value, Page 14
https://www.hellenicbank.com/
portalserver/hb-en-portal/en/
about-us

GRI 102-3

Location of headquarters

Please refer to page 34 Note 1 of the
2019 Annual Report
How we create value, Page 14

GRI 102-4

Location of operations

Please refer to page 1 of the 2019
Annual Financial Report

GRI 102-5

Ownership and legal form

How we create value, Page 14
Presentation for the Group Financial
Results for the year ended 31
December 2019, Slide 52

GRI 102-6

Markets served

How we create value, Page 14
Annual Financial Report 2019,
Page 1

GRI 102-7

Scale of the organisation

Hellenic Bank Group Annual
Financial Report 2019

GRI 102-8

Information on employees
and other workers

Employee Management and
Engagement, Pages 34-41
Labour Practices/Labour Rights,
Pages 42-47

DISCLOSURES 2016
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GRI STANDARD

DISCLOSURE
NUMBER AND TITLE
GRI 102-9

Supply chain

PAGE NUMBER(S) AND/OR
URL(S)
Our products, services and business
model, Page 14
Economic Performance and Financial
Resilience, Pages 68-70
Internal Environmental Management
Impacts, Pages 52-61
Central Procurement Department
Pages 86-87

GRI 102-10

Significant changes to the
organisation and its supply
chain

Transformation, Pages 72-73
Recent Millstones, Page 5
How we create value, Page 14
Hellenic Bank Group Annual
Financial Report 2019, Page 7

GRI 102-11

Precautionary Principle or
approach

Environmental/Social criteria into
Investment, Pages 62-63
Risk Management Pages 82-83

GRI 102-12

External initiatives

Internal Environmental
Management/Impacts,
Pages 52-61
Customer Satisfaction, Pages 74-79
Achieved Certification with the
international standard ISO 50001:
2011 Energy Management System,
becoming the first organisation
in Cyprus to be awarded with this
certification.
Established an energy management
team across the Group.
Certified with Green Key (Head
Office), Green Office (33 branches &
Offices).

GRI 102-13

Membership of associations

Corporate Affairs Page 71
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GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)
STRATEGY

GRI 102-14

Statement from senior
decision-maker

Chairman Message, Pages 6-7

GRI 102-15

Key impacts, risks, and
opportunities

Internal Environmental
Management/Impacts,
Pages 52-61
Environmental/Social Criteria into
Investment, Pages 62-63
Governance and Risk Culture, Risk
Management, Pages 80-81
Compliance and Anti-Corruption,
Pages 84-85

ETHICS AND INTEGRITY

GRI 102-16

Values, principles, standards,
and norms of behavior

https://www.hellenicbank.com/
portalserver/hb-en-portal/en/aboutus/who-we-are/overview/vision-values
https://www.hellenicbank.com/
portalserver/hb-en-portal/en/
about-us/who-we-are/overview/
vision--values/principles-and-codesof-ethics
The Group is dedicated to a culture
of trust, integrity and corporate
ethics that empower individuals
to exercise judgement and alert
management on issues that call for
their immediate attention.
The Group’s Code of Business
Conduct & Ethics does not allow
behavior that could result in the
Group engaging in any improper,
unethical or illegal activity.
Annual Financial Report 2019,
Page 206,210
Our common Purpose, Page 12

GRI 102-17

Mechanisms for advice and
concerns about ethics

Governance and Risk Culture,
Pages 80-81
Compliance and Anti-corruption,
Pages 84-85

GOVERNANCE
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GRI 102-18

Governance structure

Governance and Risk Culture,
Pages 80-81

GRI 102-19

Delegating authority

Governance and Risk Culture,
Pages 80-81

GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

GRI 102-20

Executive-level
responsibility for economic,
environmental, and social
topics

Sustainability Governance, Page 16

GRI 102-21

Consulting stakeholders on
economic, environmental,
and social topics

Sustainability Governance, Page 16
Communicating and understanding
our stakeholders, Pages 28-31

GRI 102-22

Composition of the highest
governance body and its
committees

https://www.hellenicbank.com/
portalserver/hb-en-portal/en/aboutus/investor-relations/managementteam/corporate-governance
Governance and Risk Culture,
Pages 80-81
Sustainability Governance, Page 16

GRI 102-23

Chair of the highest
governance body

Governance and Risk Culture,
Pages 80-81

GRI 102-24

Nominating and selecting
the highest governance
body

2019 Annual Financial Report,
Page 216
Governance and Risk Culture,
Pages 80-81
Sustainability Governance, Page 16

GRI 102-26

Role of highest governance
body in setting purpose,
values, and strategy

Sustainability Governance, Page 16
Our common purpose Page 12
2019 Annual Financial Report,
Page 207

GRI 102-29

Identifying and managing
economic, environmental,
and social impacts

Internal Environmental
Management/Impacts Pages 52-61
Economic Performance & Resilience,
Pages 68-70
Materiality Pages 20-22

GRI 102-30

Effectiveness of risk
management processes

Governance and Risk Culture,
Pages 80-81

GRI 102-31

Review of economic,
environmental, and social
topics

Governance and Risk Culture,
Pages 80-81
Materiality Pages 20-22

GRI 102-32

Highest governance body’s
role in sustainability
reporting

Governance and Risk Culture
Pages 80-81
Sustainability Governance, Page 16

GRI 102-35

Remuneration policies

Governance and Risk Culture, Pages
80-81, 2019 Annual Financial Report,
Page 211

STAKEHOLDER ENGAGEMENT
GRI 102-40

List of stakeholder groups

Communicating and understanding
our Stakeholders, Pages 28-31
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GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

GRI 10-41

Collective Bargaining
agreements

Employee Management and
Engagement Pages 34-41
Labour Practices/Labour Rights
Pages 42-47

GRI 102-42

Identifying and selecting
stakeholders

Materiality Process and Results,
Pages 20-22
Communicating and understanding
our Stakeholders, Pages 28-31

GRI 102-43

Approach to stakeholder
engagement

Communicating and understanding
our Stakeholders, Pages 28-31

GRI 102-44

Key topics and concerns
raised

Materiality Process
Pages 20-22

and

Results,

REPORTING PRACTICLE
GRI 102-45

Entities included in the
consolidated financial
statements

The Bank is the most material entity
in the Group, thus the Sustainability
Report focuses on the Bank.
Information regarding other legal
entities is also included where this is
considered material.
Hellenic Bank Group Annual Financial
Report 2019, note 23
How we create value, Page 14
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GRI 102-46

Defining report content and
topic Boundaries

Materiality Process
Pages 20-22

and

Results,

GRI 102-47

List of material topics

Materiality Process
Pages 20-22

and

Results,

GRI 102-48

Restatements of information

Materiality Process
Pages 20-22

and

Results,

GRI 102-49

Changes in reporting

Materiality Process
Pages 20-22

and

Results,

GRI 102-50

Reporting period

2019

GRI 102-51

Date of most recent report

CSR Report 2018, published in June
2019

GRI 102-52

Reporting Cycle

Annual

GRI 102-53

Contact point for questions
regarding the report

sustainability@hellenicbank.com

GRI 102-54

Claims of reporting in
accordance with the GRI
Standards

About this report, Page 4

GRI 102-55

GRI content index

GRI Content Index, Page 104

GRI 102-56

External Assuarance

No

GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: GOVERNANCE AND RISK CULTURE
GRI 103: MANAGEMENT
APPROACH 2016

GRI 102: GENERAL
DISCLOSURES 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal
Governance and Risk Culture,
Pages 80-81

GRI 103-2

The management approach
and its components

Governance and Risk Culture,
Pages 80-81

GRI 103-3

Evaluation of the
management approach

Governance and Risk Culture,
Pages 80-81

GRI 102-18

Governance structure

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-19

Delegating authority

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-20

Executive-level
responsibility for economic,
environmental, and social
topics

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-21

Consulting stakeholders on
economic, environmental,
and social topics

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-22

Composition of the highest
governance body and its
committees

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-23

Chair of the highest
governance body

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-24

Nominating and selecting
the highest governance
body

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 102-30

Effectiveness of risk
management processes

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)
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TOPIC SPECIFIC
DISCLOSURES ECONOMIC
GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: ECONOMIC PERFORMANCE & FINANCIAL RESILIENCE
GRI 103: MANAGEMENT
APPROACH 2016

GRI 201: ECONOMIC
PERFORMANCE 2016

GRI 206:
ANTI-COMPETITIVE
BEHAVIOR 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Economic Performance & Financial
Resilience, Pages 68-70

GRI 103-2

The management approach
and its components

Economic Performance & Financial
Resilience, Pages 68-70

GRI 103-3

Evaluation of the
management approach

Economic Performance & Financial
Resilience, Pages 68-70

GRI 201-1

Direct economic value
generated and distributed

Economic Performance & Financial
Resilience, Pages 68-70

GRI 201-3

Defined benefit plan
obligations and other
retirement plans

Economic Performance & Financial
Resilience, Pages 68-70

GRI 206-1

Legal actions for anticompetitive behavior,
anti-trust, and monopoly
practices

Please refer to note 36 (Contingent
liabilities and commitments) of the
2019 Annual Financial Report (Page
133)

MATERIAL TOPIC: ANTI-CORRUPTION

GRI 103: MANAGEMENT
APPROACH 2016

GRI 205:
ANTI-CORRUPTION
2016

108 HELLENIC BANK

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Compliance and Anti-Corruption,
Pages 84-85

GRI 103-2

The management approach
and its components

Compliance and Anti-Corruption,
Pages 84-85

GRI 103-3

Evaluation of the
management approach

Compliance and Anti-Corruption,
Pages 84-85

GRI 205-1

Operations assessed for
risks related to corruption

Compliance and Anti-Corruption,
Pages 84-85

GRI 205-3

Confirmed incidents of
corruption and actions
taken

Compliance and Anti-Corruption,
Pages 84-85
No incidents of corruption reported

SOCIAL
GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: LABOUR PRACTICES/LABOUR RIGHTS
GRI 103: MANAGEMENT
APPROACH 2016

GRI 402: LABOUR/
MANAGEMENT RELATIONS
2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal
Labour Practices/Labour Rights,
Pages 42-47

GRI 103-2

The management approach
and its components

Boundary: Internal
Labour Practices/Labour Rights,
Pages 42-47

GRI 103-3

Evaluation of the
management approach

Boundary: Internal
Labour Practices/Labour Rights,
Pages 42-47

GRI 402-1

Minimum notice periods
regarding operational
changes

We follow the requirements as
described in relative Legislation,
such as the Collective Redundancies
Law, the Safeguarding of Employees’
Rights in the Event of Transfers of
Undertakings and the Consultation
and Information Law.
Labour Practices/Labour Rights,
Pages 42-47

GRI 401:
EMPLOYMENT 2016

GRI 412:
HUMAN RIGHTS
ASSESSMENT 2016

GRI 401-1

New employee hires and
employee turnover

Employee Management and
Engagement, Pages 34-41

GRI 401-2

Benefits provided to fulltime employees that are not
provided to temporary or
part-time employees

Labour Practices/Labour Rights,
Pages 42-47

GRI 401-3

Parental Leave

Labour Practices/Labour Rights,
Pages 42-47

GRI 412-1

Operations that have
been subject to human
rights reviews or impact
assessments

Environmental/Social criteria into
Investment, Pages 62-63

MATERIAL TOPIC: HEALTH, SAFETY AND WELL-BEING
GRI 103: MANAGEMENT
APPROACH 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal
Health, Safety and Well-being
Pages 45-47

GRI 103-2

The management approach
and its components

Boundary: Internal
Health, Safety and Well-being
Pages 45-47

GRI 103-3

Evaluation of the
management approach

Boundary: Internal
Health, Safety and Well-being
Pages 45-47
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GRI STANDARD
GRI 403:
OCCUPATIONAL
HEALTH AND SAFETY
2016

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

GRI 403-1

Workers representation in
formal joint management
worker health and safety
committees

GRI 403-2

Types of injury and rates of injury,
occupational diseases, lost days,
and absenteeism, and nummber
of work-related fatalities

Health, Safety and Well-being
Pages 45-47

Health, Safety and Well-being
Pages 45-47

MATERIAL TOPIC: TRAINING AND EDUCATION
GRI 103: MANAGEMENT
APPROACH 2016

GRI 404: TRAINING
AND EDUCATION 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal
Training and Education, Page 48-49

GRI 103-2

The management approach
and its components

Training and Education, Page 48-49

GRI 103-3

Evaluation of the
management approach

Training and Education, Page 48-49

GRI 404-1

Average hours of training
per year per employee

Training and Education, Page 48-49

GRI 404-2

Programs for upgrading
employee skills and
transition assistance
programs

Training and Education, Page 48-49

GRI 404-3

Percentage of employees
receiving regular
performance and career
development reviews

Employee Management and
Engagement, Pages 34-41

MATERIAL TOPIC: EMPLOYEE MANAGEMENT AND ENGAGEMENT
GRI 103: MANAGEMENT
APPROACH 2016

GRI 405: DIVERSITY
AND EQUAL
OPPORTUNITY 2016
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GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal
Employee Management and
Engagement,
Pages 34-41

GRI 103-2

The management approach
and its components

Employee Management and
Engagement, Pages 34-41

GRI 103-3

Evaluation of the
management approach

Employee Management and
Engagement, Pages 34-41

GRI 405-1

Diversity of governance
bodies and employees

Employee Management and
Engagement, Pages 34-41
Labour Practices/Labour Rights,
Pages 42-47

GRI 405-2

Ratio of basic salary and
remuneration of women to
men

Employee Management and
Engagement, Pages 34-41
Credit facilities with favourable
terms and conditions were
successfully provided to our
employees

GRI STANDARD
GRI 406:
NON-DISCRIMINATION
2016

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

GRI 406- 1

Incidents of discrimination
and corrective actions taken

No Incidents of discrimination
are reported during 2019

GRI 407-1

Operations and suppliers in
which the right to freedom
of association and collective
bargaining may be at risk

Employee Management and
Engagement, Pages 34-41
Labour Practices/Labour Rights,
Pages 42-47

GRI 408- 1

Operations and suppliers at
significant risk for incidents
of child labour

The Bank is not aware of its
suppliers being at significant risk for
incidents of child Labour.

GRI 409: FORCED OR
COMPULSORY LABOUR
2016

GRI 409- 1

Operations and suppliers at
significant risk for incidents
of forced or compulsory
labour

The Bank is not aware of its
suppliers being at significant risk for
incidents of forced or compulsory
labour.

GRI 412: HUMAN
RIGHTS ASSESSMENT
2016

GRI 412- 1

Operations that have
been subject to human
rights reviews or impact
assessments

Labour Practices / Labour Rights,
Pages 42-47

GRI 412- 3

Significant investment
agreements and contracts
that include human rights
clauses or that underwent
human rights screening

The Bank has a procedure for the
management and continuous
monitoring of environmental and
social risks associated with the
financing of corporate client
facilities.

GRI 407: FREEDOM
OF ASSOCIATION
AND COLLECTIVE
BARGAINING 2016

GRI 408: CHILD
LABOUR 2016

Environmental/ Social criteria into
investments, Pages 62-63
MATERIAL TOPIC: COMPLIANCE
GRI 103: MANAGEMENT
APPROACH 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Compliance and Anti-Corruption,
Compliance, Pages 84-85

GRI 103-2

The management approach
and its components

Compliance and Anti-Corruption,
Compliance, Pages 84-85

Evaluation of the
management approach

Compliance and Anti-Corruption,
Compliance, Pages 84-85

Non-compliance with laws
and regulations in the social
and economic area

Refer to note 36 (contingent
liabilities and Commitments) of the               
2019 Annual Financial Report
Page 133

GRI 103-3

GRI 419:
SOCIOECONOMIC
COMPLIANCE 2016

GRI 419-1
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GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: CUSTOMER SATISFACTION
GRI 103: MANAGEMENT
APPROACH 2016

GRI 417: MARKETING
AND LABELLING 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Customer Satisfaction, Pages 74-79

GRI 103-2

The management approach
and its components

Customer Satisfaction, Pages 74-79

GRI 103-3

Evaluation of the
Management approach

Customer Satisfaction, Pages 74-79

GRI 417-1

Requirements for product
and service information and
labeling

Consumer Protection and
Responsible Marketing, Pages 90-92

MATERIAL TOPIC: CONSUMER PROTECTION AND RESPONSIBLE MARKETING
GRI 103: MANAGEMENT
APPROACH 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Consumer Protection and
Responsible Marketing, Pages 90-92

GRI 103-2

The management approach
and its components

Consumer Protection and
Responsible Marketing, Pages 90-92

GRI 103-3

Evaluation of the
management approach

Consumer Protection and
Responsible Marketing, Pages 90-92

GRI 206-1

Legal actions for anticompetitive behavior,
anti-trust, and monopoly
practices

Refer to GRI 206-1 in Economic
Performance &
Financial Resilience (in GRI Content
Index)

GRI 417: MARKETING
AND LABELLING 2016

GRI 417-1

Requirements for product
and service information and
labeling

Refer to GRI 417-1 in Customer
Satisfaction (in GRI Content Index)

GRI 419: SOCIOECONOMIC
COMPLIANCE 2016

GRI 419-1

Non-compliance with laws
and regulations in the social
and economic area

Refer to GRI 419-1 in Compliance (in
GRI Content Index)

GRI 206:
ANTI-COMPETITIVE
BEHAVIOR 2016
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GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: CUSTOMER PRIVACY/DATA SECURITY
GRI 103: MANAGEMENT
APPROACH 2016

GRI 418: CUSTOMER
PRIVACY 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Customer Privacy/Data Security,
Pages 91-92

GRI 103-2

The management approach
and its components

Customer Privacy/Data Security,
Pages 91-92

GRI 103-3

Evaluation of the
management approach

Customer Privacy/Data Security,
Pages 91-92

GRI 418-1

Substantiated complaints
concerning breaches of
customer privacy and losses
of customer data

Customer Privacy/Data Security,
Pages 91-92

MATERIAL TOPIC: COMMUNITY INVESTMENT AND IMPACT ON SOCIETY
GRI 103: MANAGEMENT
APPROACH 2016

GRI 203: INDIRECT
ECONOMIC IMPACTS 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: external,
Community Investment and Impact
on Society, Pages 93-99

GRI 103-2

The management approach
and its components

Community Investment and Impact
on Society, Pages 93-99

GRI 103-3

Evaluation of the
management approach

Community Investment and Impact
on Society, Pages 93-99

GRI 203-1

Infrastructure investments
and services supported

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)

GRI 203-2

Significant indirect economic
impacts

Refer to GRI 102: General Disclosures
2016 (in GRI Content Index)
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ENVIRONMENT
GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: INTERNAL ENVIRONMENTAL MANAGEMENT/IMPACTS
GRI 103: MANAGEMENT
APPROACH 2016

GRI 302: ENERGY 2016

GRI 305: EMISSIONS 2016

GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Internal Environmental Management/
Impacts, Pages 52-61

GRI 103-2

The management approach
and its components

Internal Environmental
Management/Impacts, Pages 52-61

GRI 103-3

Evaluation of the
management approach

Internal Environmental
Management/Impacts, Pages 52-61

GRI 302-1

Energy Consumption within
the organisation

Internal Environmental
Management/Impacts,
Energy Management, Pages 52-61

GRI 302-3

Energy intensity

Internal Environmental
Management/Impacts,
Energy Management, Pages 52-61

GRI 302-4

Reduction of energy
consumption

Internal Environmental
Management/Impacts,
Energy Management, Pages 52-61

GR 305-1    

Direct (Scope 1) GHG
emissions

Internal Environmental Management
Impacts, Energy Management
Pages 52-61

GRI 305-2

Energy indirect (Scope 2)
GHG emissions

Internal Environmental
Management/Impacts, Energy
Management, Pages 52-61

MATERIAL TOPIC: ENVIRONMENTAL/SOCIAL CRITERIA INTO INVESTMENT
GRI 103: MANAGEMENT
APPROACH 2016
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GRI 103-1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Environmental/Social criteria into
Investment, Pages 62-63

GRI 103-2

The management approach
and its components

Environmental/Social criteria into
Investment, Pages 62-63
Internal Environmental
Management/Impacts, Pages 52-61

GRI 103-3

Evaluation of the
management approach

Environmental/Social criteria into
Investment, Pages 62-63
Internal Environmental
Management/Impacts, Pages 52-61

GRI STANDARD

G4 SECTOR DISCLOSURES,
FINANCIAL SERVICES

GRI 412: HUMAN RIGHTS
ASSESSMENT 2016

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

FS7

Monetary value of products
and services designed to
deliver a specific social
benefit for each business
line broken down by
purpose

Internal Environmental Management/
Impacts, Pages 52-61

FS8

Monetary value of products
and services designed
to deliver a specific
environmental benefit for
each business line broken
down by purpose

Internal Environmental Management/
Impacts, Pages 52-61

GRI 412-1

Operations that have
been subject to human
rights reviews or impact
assessments

Labour Practices/Labour Rights,
Pages 42-47
Environmental/Social criteria into
Investment, Pages 62-63

GRI 412-3

Significant investment
agreements and contracts
that include human rights
clauses or that underwent
human rights screening

Environmental/Social criteria into
investments, Pages 62-63
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Other
(COMPANY SPECIFIC)
GRI STANDARD

DISCLOSURE
NUMBER AND TITLE

PAGE NUMBER(S) AND/OR
URL(S)

MATERIAL TOPIC: Transformation

GRI 103: MANAGEMENT
APPROACH 2016
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GRI 103- 1

Explanation of the material
topic and its Boundary

Boundary: Internal, external
Transformation, Pages 72-73

GRI 103- 2

The management approach
and its components

Transformation, Pages 72-73

GRI 103- 3

Evaluation of the
management approach

Transformation, Pages 72-73

Glossary and Definitions
AML:

Anti-Money Laundering

b:

Billions

CEO:

Chief Executive Office

EED:

European Energy Directive

EnMS: Energy Management System
ERMF: Enterprise Risk Management Framework
ExCo:

Executive Committee

GDPR: General Data Protection Regulation
GHG:

Greenhouse gas

GRI:

Global Reporting Initiative

ISO:

International Organisation for Standardisation

k:

Thousands

m:

Millions

Managerial Staff: Staff with 3 promotions or more
NGOs: Non-Governmental Organisations
RAF:

Risk Appetite Framework

SDG:

Sustainable Development Goals

SME:

Small and medium-sized enterprises

Staff:

Staff with no promotions

Supervisory:

Staff with up to 2 promotions

UN:

United Nations

VEES:

Voluntary Early Exit Scheme
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Disclaimer
This report is issued solely for the purposes of the Group’s

and uncertainties because they relate to events and depend

compliance with the provisions of section 151B of the

on circumstances that may occur in the future. Therefore these

Companies Law Cap.113 and for no other purpose.

risks and uncertainties could adversely affect the outcome

This report does not and should not under any circumstances

and financial effect of what is described herein and any reader

be considered or taken to constitute a recommendation with

of this report is cautioned not to place undue reliance on such

respect to any securities nor shall be used in connection

‘forward - looking statements’. When relying on ‘forward -

with any investment decision regarding any of the Group’s

looking statements’, investors should carefully consider that

securities or in relation to any decision whether or how to vote

there are important factors that could cause actual results to

on matters submitted to the Group’s shareholders. This report

differ materially from those in ‘forward-looking statements’,

is not intended to be relied upon as advice, should not be

certain of which are beyond the control of the Group, including,

treated as such and does not form the basis for an informed

but not limited to, political stability, industrial action,

investment decision. No representation or warranty, express

domestic and global economic and business conditions,

or implied, is made concerning, and no reliance should be

sanctions, market related risks such as interest or exchange

placed on the accuracy, fairness, correctness or completeness

rate risk, changes in legislation, the development of standards

of the information presented herein.

and interpretations under existing or new regulations or laws,

The information, statements and opinions contained in this

unexpected changes to regulation, the outcome of current or

report do not constitute an offer to sell, or the solicitation of

future litigation or investigations, the impact of competition,

an offer to buy, or recommendation or advice, to acquire or

technological conditions and other. ‘Forward - looking

dispose of any securities or to engage in any other transaction.

statements’ contained in this report are made as at the date

This report contains some publicly available information from

of publication of this report and the Group undertakes no

inter alia, governmental and regulatory sources and the Group

obligation to update or revise any of these ‘forward-looking

makes no representation or warranty, express or implied, as

statements’ to reflect events or circumstances after the date

to the accuracy, fairness, correctness or completeness of such

hereof or to reflect the occurrence of unanticipated events,

information. Nothing contained herein shall constitute any

unless otherwise required by applicable law. Analyses and

representation or warranty, express or implied, as to future

opinions contained herein may be based on assumptions

performance of any security, credit, currency, rate or other

and projections that, if altered, can change the analyses or

market or economic measure. The Group’s past performance

opinions expressed.

is not necessarily indicative of future results.

This report should not be taken or transmitted directly or

Certain statements in this report including, but not limited

indirectly to any country or jurisdiction where to do so would

to, presentations and references to the business strategy

be prohibited. Any failure to comply with this restriction may

and plans of the Group (current goals and expectations,

constitute a violation of applicable law.

projections, beliefs, possibilities relating to the Group’s

To the fullest extent permissible by applicable law, the Group

future financial condition and performance) contain ‘forward

expressly disclaims any responsibility and/or liability for the

– looking statements’ (such as statements that include the

accuracy of the information expressed in this report, any

words ‘expect’, ‘estimate’, ‘project’, ‘anticipate’, ‘believe’,

errors or omissions in distributing the information and/or any

‘should’, ‘ intend’, ‘plan’, ‘could’, ‘probability’, ‘risk’, ‘target’,

uses to which the information is put. Each reader of this report

‘goal’, ‘objective’, ‘may’, ‘endeavour’, ‘outlook’, ‘optimistic’,

is strongly advised to seek its own independent advice in

‘prospects’ and similar expressions or variations of these

relation to any investment, financial, legal, tax, accounting or

expressions).

regulatory issues. This presentation should not be construed

By their nature, ‘forward - looking statements’ involve risks

as legal, tax, investment or other advice.
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