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ABOUT
THIS REPORT
This is the first ‘Corporate Social Responsibility”
report of Hellenic Bank Public Company Limited
which has been prepared in accordance to the
Global Reporting Initiative framework (GRI
Standards: Core option) and is issued pursuant to
the provisions of section 151B of the Companies
Law, Cap. 113.
Section 151B of the Companies Law, Cap.
113 requires public interest entities, such as
the Bank, to issue a report disclosing such
information as is reasonably required to assist
in the understanding of their development,
performance, position and the effect of their
operations on environmental, social and
employment issues, the respect for human
rights, the fight against corruption and bribery
matters.

The information presented in this report
includes all the operations of the Group.
This report provides information in addition to
the information presented in our Annual Report.
Information on our financial data is included in
our Annual Report.
We will endeavor to evolve and improve our
CSR report over the coming years. We value
your opinion and welcome any feedback on this
report.
Please address any questions or suggestions to
csr@hellenicbank.com

References to “We”, “Bank”, “Group” all refer to Hellenic Bank
Public Company Limited
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CEO Message
Dear stakeholder,
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“Our aim is
for Hellenic Bank
to be widely
recognized for
behaving fairly
and responsibly
to meet
the expectations
of our valued
stakeholders”
Ioannis Matsis,
Chief Executive Officer

For Hellenic Bank, 2017 was a landmark year, marking the beginning
of our transformation journey. We made significant progress in
our strategic priorities, enhancing the Bank’s brand-name by
becoming a more customer-centric institution. At the same time,
we continued on our steady and disciplined course towards viable
organic growth, supporting and responsibly financing the Cypriot
economy.
Since its founding, Hellenic Bank has always worked hard to
meet its responsibilities to its customers, the community and the
society in general. Our efforts are reflected in this first Corporate
Social Responsibility (CSR) Report, which illustrates our promise
for frank and meaningful non-financial disclosure. The report
depicts what the Bank has been doing so far in order to make the
community we live in, more healthy and sustainable.
CSR is the process whereby we are all part of the development
which leads towards a common and sustainable future. For Hellenic
Bank, maintaining our values and ethical principles emphasizes the
responsibility we feel towards all of our stakeholders.
We see CSR as an ongoing process of continuously improving the
way we do business, and as a responsibility to contribute back to
the society. Our efforts regarding corporate social responsibility
are focused on four main pillars: People, Society, Marketplace and
the Environment.
We have included a series of metrics that we have been using on
an ongoing basis to assess our CSR performance and which we are
committed to expand where we can in order to go further. We are
also developing our structures in order to give higher priority to
CSR issues as we take this responsibility seriously in terms of acting
correctly as well as making commercial sense.
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Our strategy could not materialize without the dedication and
support of our staff. We are offering employment and career
development to more than 1500 people, which people are our
driving force. They will continue playing an instrumental role in
navigating the Bank in the future, with their loyalty, commitment
and support.
With the aim to embed a culture that will further promote our
corporate values, as well as encourage and motivate us towards the
achievement of our strategic priorities, a Culture Transformation
and Engagement Survey was conducted in 2017. The aim of the
survey was to blueprint the cultural characteristics and engagement
levels of the Bank and in extent identify and implement practical
and targeted initiatives that will make an impact to our people
and to the Bank as a whole. A detailed 3 year Transformation Plan
is currently being implemented. At the same time, we will keep
focusing on continuous and targeted staff development and
training.
In our efforts to enable a more efficient corporate structure,
streamline decision making and ultimately become fully customer
centric we have proceeded with a substantial re-organization of
the Bank in 2017. We have simplified our processes so as to make
it easier for customers to work with us. We have also made our
services more accessible by shifting towards technology. Our API
Banking was launched thus creating opportunities for cooperation
in seamless, straight through processing with our clients. Also, our
Group’s website was refurbished to offer a unique experience, with
improved features and modern design, user friendly navigation and
enhanced useful tools. Our hard work was rewarded by reputable
international institutions including Global Finance, Banking
Technology Awards, Citi Bank and others with various awards.
The Group acknowledges that the environment is under threat
and that modern organisations have an obligation to help
address the issue. In an attempt to mitigate its environmental
footprint, the Group has established an Environmental Policy,
with actions including certification of the Group with ISO 50001
Energy Management System, creation of energy friendly branches,
and certification of our Head Offices with the international
environmental quality mark Green Key. We are also actively
participating in environmental and voluntary actions, such
as Let’s Do It Cyprus and tree-planting and have a longstanding cooperation with Ecological Schools, aimed at raising
environmental awareness amongst students.

We intend to continue carrying out our role in supporting the local
economy while safeguarding our stakeholders’ value through
prudent policies and in line with the Bank’s target risk profile. We
do not underestimate the challenges that lay ahead of us. We are
confident that with the right management, discipline and insightful
decisions, we can turn challenges into opportunities. Therefore we
are committed to:
• Integrating CSR practices in our Strategy and decision making
processes
• Integrating, where feasible, CSR in our products and services
• Minimizing the environmental impact of our operations
• Implementing policies rendering people responsible and
accountable
• Continuously improving our CSR performance
This report also highlights the findings of employee and stakeholder
engagement process that we launched for the first time this year.
This communication process aims at establishing and facilitating
an open dialogue with our people, customers, vendors and other
stakeholders. We know our future success relies on having the
respect of the community and we plan to continue to listen and
value the opinion of our stakeholders, which we thank for their
continuous support. Our performance, targets and commitments
are presented in this report.
Ioannis Matsis
Chief Executive Officer
Nicosia, 29 June 2018

“ We have
concentrated on the
main values that
we consider critical
for creating strong
relationships with
our stakeholders”
Ioannis Matsis,
Chief Executive Officer
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RECENT MILESTONES
1st BANK TO SET UP AN INDEPENDENT SERVICER
IN CYPRUS

EMBEDDING ENVIRONMENTAL POLICY
AND TAKING ACTION

APS Cyprus operating independently ahead
of implementation plan

• Creation of energy friendly branches
• Certification of our Head Offices with the international
environmental quality mark Green Key
• 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

1st BANK TO EXECUTE AN NPE PORTFOLIO TRADE
IN CYPRUS
Transaction with B2Kapital Cyprus Ltd signed in December 2017
and completed in June 2018
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VOLUNTARY EARLY EXIT SCHEME (VEES)
IN DECEMBER 2017

CULTURE OF ENVIRONMENTAL/
SOCIAL CRITERIA INTO INVESTMENT

231 employees exiting (c. 15% of workforce)

• Procedure for the management and continuous monitoring of
environmental and social risks associated with the financing of
corporate client activities
• Assessment of environmental and social (E&S) risks as part of
decision making
• 162 cases amounting to €348mn were assessed for
environmental and social risks in 2017
• Granting of Loans with environmental and social impact in 2017:
Health €7mn, Education €2mn, Renewable Energy €0.1mn

NEW ORGANIZATIONAL STRUCTURE
•
•
•
•
•
•

Simplify decision making
Segmentation of duties and responsibilities
Delayering and increase efficiencies
Cultural transformation
Become more agile
Become more customer centric
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Hellenic Bank Group 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
banking and financial institutions in Cyprus

1976-1990
Operations begin with a branch in Nicosia and 33 employees.
The subsidiary company, Hellenic Bank (Finance) Ltd, is founded,
providing asset finance.
The subsidiary company, Hellenic Bank (Investments) Ltd, is
founded, providing investment services. The Card Services
Department is established and the first Hellenicard Visa is launched.
The Telebank service is introduced for the first time in Cyprus. The
Insurance Services Department is founded. The first International
Business Centre of its kind in Limassol.

1991-2000
Network of Automatic Teller Machines (ATMs) is established,
providing a 24-hour service.
Α new International Business Centre begins operations in Nicosia.
Acquisition of the operations of the onshore facilities of Barclays
Bank PLC in Cyprus.
The Card Services Department launches the first credit card in
association with MasterCard. Hellenic Bank (Investments) Ltd forms
a business alliance with Merrill Lynch International.
Our first branch opens in Greece, in the Kolonaki area. Opening
of Representative Offices in Sandton, South Africa and Moscow,
Russia. Hellenic Bank (Finance) Ltd offers asset finance in the form
of leasing facilities.
Creation of the Hellenic Bank (Factors) Ltd subsidiary. A new
insurance company is launched called Hellenic Alico Life Insurance
Company Ltd. Expansion of the Hellenic Bank branch network in
Greece continues with the opening of six new branches.

2001-2010
Hellenic Alico Life provides bancassurance products through the
Bank’s branch network across Cyprus. Opening of the Larnaca
International Business Centre.
Launch of Hellenic Net Banking. Opening of the Paphos
International Business Centre. Hellenic Bank Greece launches
operation of new company Hellenic Trust AEPEY.
Adoption of the Corporate Governance Code. Implementation of
the new organizational structure of the Bank.
Integration of the group’s subsidiary insurance companies
“Pancyprian Insurance Ltd” and “Ledra Insurance Ltd” under
Pancyprian Insurance Ltd. Hellenic Bank Investments Ltd obtains a
license from the Securities and Exchange Commission to operate as
a Cyprus Financial Services Company.

Adoption of EFQM (European Foundation for Quality Management).
Promotional campaign adopting the Hellenic Bank’s slogan:
Evolution is in our nature. Design and introduction of the Quality
Evolution Program.
Expansion of the branch network in Greece with two new branches.
The Ukrainian Central Bank grants approval for the opening of a
Representative Office in Kiev. Creation of Representative Office in
St. Petersburg, Russia.
Public offer made for 100% acquisition of Athena Cyprus Investment
Fund Ltd.
The Representative Office in Kiev, Ukraine commences operations.
The Central Bank of the Russian Federation grants Limited Liability
Company Commercial Bank HELLENIC BANK, a fully owned
subsidiary of the Group, a banking license for the Moscow region.
Our Private Banking Unit was recognized by the Euromoney
Magazine as the Best Private Banking Unit in Cyprus. Creation of
green loan “Eco Autoloan” for the purchase of hybrid/electric cars.
Signature of agreement between Hellenic Bank and European
Investment Bank for concession of loans with favorable terms to
small and medium-sized enterprises in Cyprus and Greece.
Signed the petition against Climate Change, in order to contribute
towards the national targets of Cyprus to safeguard the
environmental balance.
Our Net Banking for Business has been acclaimed as one the best
electronic banks for companies operating in Europe, through the
contest of the International Magazine Global Finance. We were
awarded the Citi Performance Award of the Citi Bank for our fully
automated swift transactions towards Citi Bank.
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2011 - TODAY
Opened the Shipping Business Centre, the first of its kind in Cyprus,
dedicated to exclusively serving the shipping business community
of the island and capitalizing on the Bank’s longstanding affiliation
with the shipping industry sector.

Our Net Banking Service is awarded, in a competition of the
international magazine Global Finance, as The Best Consumer
Internet Bank in Cyprus and The Best Corporate/Institutional
Internet Bank in Cyprus.

Following the bilateral agreement between Cyprus and Greece
and as dictated by the Troika, on 26 March 2013 we sold the Bank’s
branch network in Greece to Piraeus Bank as part of the MoU
agreed between the Republic of Cyprus and Troika.

Ranked the Safest Bank in Cyprus for 2014 in a survey of the
internationally reputable Global Finance Magazine carried out in
more than 100 countries worldwide.

Raised capital from domestic and international investors to
recapitalized the Bank twice in 2013 and 2014.
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Hellenic Bank is the only major Cypriot bank to avoid a bail-in of
deposits or a bailout from the Cypriot authorities.
Granted the Corporate Social Responsibility Award in Environmental
Issues at the 3rd Environmental Awards of Green Dot Cyprus.
Secured our autonomous course and played an important role in
boosting the Cyprus economy.
Hellenic Bank becomes the first bank to be certified with the
environmental quality mark Green Key for our Head Office and
Green Offices.
Sale of the Group’s Russian Subsidiary as part of the Group’s
continuous efforts for more effective management of available
resources, capital planning, active risk management and riskweighted assets and to focus on key markets.

The European Bank for Reconstruction and Development (EBRD)
acquires an equity stake of 5.4% in Hellenic Bank, investing €20
mn in newly-issued shares. In 2016 the EBRD steps up its support
to Cypriot exporters and importers with a €20mn trade facility to
Hellenic Bank under the EBRD’s Trade Facilitation Program (TFP).
A simple, smart and practical banking experience, the Hellenic
Bank Mobile App, is made available to the Bank’s customers.
Create the first independent loan servicer in Cyprus through the
establishment of APS Cyprus in July 2017 and agreed the first NPL
portfolio sale in the country, through the sale of a non-performing
loan portfolio of predominantly non-retail secured and unsecured
exposures to B2Kapital Cyprus Ltd.
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Vision and Mission
of Hellenic Bank
Our vision and mission for the future are presented bellow:

- VISION
To evolve dynamically
while preserving our
human perspective.
- MISSION
14

At Hellenic Bank,
friendliness is the
foundation of our
development.
We build strong
personal and
professional
relationships with
our customers.
We invest in our
people. We are
a bank that evolves
dynamically so as
to keep up with the
challenges of our
times.
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Values
The Bank’s corporate values underpin the way the Bank
does business with its customers and counterparties,
guide its decision-making and describe the manner
in which all persons subject to the Group’s Code of
Business Conduct and Ethics are expected to behave.

INTEGRITY

INTEGRITY

ACCOUNTABILITY

Individuals must act honestly, with decency and in a trustworthy
manner, obey defined limits and not take excessive risks. They must
ensure they provide advice, adopt a caring disposition towards
others, accept constructive criticism and admit any mistakes or
failures. Persons subject to this Code must effectively handle
ethical dilemmas and not exploit one’s trust in order to achieve
personal targets or objectives.

ACCOUNTABILITY
Individuals must take personal responsibility for individual and
collective actions. They must act with courage and confidence, see
things through completion, while seeking challenges and new responsibilities. They must take charge of all business-related issues
within their own area of responsibility, endeavouring to resolve
them as quickly and equitably as possible, keeping the parties
involved appropriately informed of progress and outcomes.

TEAMWORK
RESPECT
RELIABILITY
MERITOCRACY

TEAMWORK
Individuals must be willing to collaborate with others and accept
their feedback. They must work and consider themselves as part
of a team, share their ideas, knowledge, expertise, concerns and
common goals. All members of staff should feel responsible for
the work of the team and show trust to their colleagues in order to
maximise their effectiveness and achieve better results.

RESPECT
Individuals must have due regard to others including Customers,
Counterparties and Colleagues. They must provide good service at
all times, respecting the right of all stakeholders to be treated fairly
and equitably. They shall encourage and value the contributions
of colleagues from all hierarchical levels and promote a respectful
culture. All individuals must respect other’s opinion and
acknowledge their expertise.

RELIABILITY
Individuals must feel committed to their work and be worthy of their
role. The credibility of individual and collective actions remains
the Bank’s major investment. They must adopt a “results oriented”
approach, be consistent with it and deliver what is promised.
Reliability is the basis for building a long term relationship of trust
both among the Bank’s staff and towards its customers.

TRANSPARENCY
MERITOCRACY
Individuals must treat others equally and fairly, regardless of their
background and status. They must always act ethically and never
apply procedures in a devious and untrustworthy manner to
favor certain members of staff. Managers must apply transparent
procedures for their people’s assessment, never be discriminative
and vulnerable to outside interventions or pressure when
recruiting or assessing staff. They must also avoid personal biases
when taking decisions on performance related issues.

TRANSPARENCY
Individuals must communicate in a transparent and clear manner
and their communications with all stakeholders must be accurate,
timely and effective. The Bank’s employees must also make appropriate disclosures in relation to costs and charges and the receipt
of commissions. Communication between management and staff
must be transparent, two-way and involve frequent and honest
face-to-face feedback.

15
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How do we create value
Our products, services and Business Model

INCORPORATION, ACTIVITIES AND BRANCH NETWORK
Hellenic Bank Public Company Limited was incorporated in Cyprus

The Bank provides banking and financial services/products through

and is a public company in accordance with the provisions of the

its branch network. As at 31 December 2017 the branch network

Companies Law (Cap. 113), the Cyprus Stock Exchange Laws and

included 51 branches in Cyprus as well as representative offices

Regulations and the Income Tax Laws. The Bank’s registered office

in South Africa, Ukraine and Russia. Please refer to the Annual

is located at 200, Corner of Limassol and Athalassa Avenues, 2025

Report 2017 Hellenic Bank Group/ Group (Page 12) for complete

Strovolos, P.O. Box 24747, 1394 Nicosia.

information Link.

The principal activity of the Group during 2017 continued to be

The Bank is the holding company of Hellenic Bank Group. For

the provision of a wide range of banking and financial services/

further details and recent developments on the Group’s structure

products, which include financial, investment and insurance

refer to Note 21 and to Note 22 of the 2017 Annual Report Link.

services, custodian and factoring services as well as management
and disposal of properties. The success of the Hellenic Bank Group
is based on exemplary customer service and the use of the latest
technology in information and control systems.

HELLENIC BANK PUBLIC COMPANY LTD
Investments in subsidiary companies
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HELLENIC BANK
(INVESTMENTS)
LTD (100%)

HELLENIC BANK
ALICO LIFE
INSURANCE
COMPANY
LTD (72,5%)

HELLENIC BANK
TRUST
AND FINANCE
CORPORATION
LTD (100%)

PANCYPRIAN
INSURANCE
LTD (99,96%)

HELLENIC
INSURANCE
AGENCY LTD
(100%)

D4A2 LTD
(100%)
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Economic Performance and Resilience
Bank’s Strategic Plan

The main pillars of our strategy are the following:

17

Aiming for sustainable profitability, franchise growth, efficient
organisation and a significantly de-risked balance sheet

NPE STRATEGY

ASSET STRATEGY

• Reduce NPEs through execution
strategies at APS Cyprus and portfolio
sales and improvements in internal
capabilities

• Grow assets providing a healthy risk/return
relationship

• Solutions offered include D2As swaps,
cash collection, maturity extensions,
grace periods, foreclosures

• Finance households and key business sectors,
supporting the growth of the economy

FUNDING AND
CAPITAL STRATEGY

COST MANAGEMENT
STRATEGY

• Maintain a stable funding base and
adequate capital to cover the current
and forecast business needs and risks

• New organisation structure to improve
service, procedures and efficiency

• Focus on the performing loan book by seizing
opportunities both domestically/internationally

• Cost-conscious structure

our approach to CSR
• Materiality Process and Results
• Communicating and understanding our Stakeholders
• How we measure our performance
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Materiality Process
and Results
CSR 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 organizational structure,
internal processes and procedures as well as through the
implementation of action plans for the different CSR focus areas
we have identified.
These aspects were validated according to the respective
principles (as described in the GRI) 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.
In developing this report we have been involved in a process of
engagement with our personnel through a series of workshops on
sustainability and corporate social responsibility. We applied this
approach in an effort to identify our most material sustainability
issues that can occur within and/or outside Group. This process
was facilitated by an independent sustainability advisor and is
summarized bellow:

a) The first step of the process was to organize internal workshops
with a CSR project team representing different areas of the Bank.
The first objective of these workshops was to identify the main
stakeholders of the Bank. Then the stakeholder groups were
prioritized in terms of their interest for the Group and their
power to influence decisions. Then, the CSR issues relevant to
the Bank and the stakeholders were identified.
b) The CSR aspects were then grouped and prioritized in reference
to their level of importance for the stakeholder groups. This
formed the Stakeholder Axis in our Materiality Matrix.
c) The aspects were then prioritized according to the level of
relevance for the Bank. This formed the Organization Axis in our
Materiality Matrix.

MATERIALITY PROCESS
STAKEHOLDERS
WERE IDENTIFIED
AND RANKED

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

f) As a result of this process, a final Group materiality matrix was
defined for the Bank.

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

A SURVEY WAS
PERFORMED
TO VALIDATE
THE WORKSHOP
ANALYSIS

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

RESULTS
WERE PRESENTED
TO TOP MANAGEMENT
AND EXCO

MATERIALITY
WAS FINALIZED
AND APPROVED

d) Next the results were validated through a survey that included
both internal and external participants.
e) The consolidated results from both the internal analysis from
the workshops and the external analysis from directed feedback
from stakeholders from the survey were discussed with the top
management and the Board of Directors and final adjustments
were made.

CSR ASPECTS
WERE IDENTIFIED
FOR EACH
STAKEHOLDER
GROUP

CSR PRIORITY
AREAS
WERE DETERMINED
BASED ON
MATERIALITY

19
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The CSR Matrix identifies our most material aspects with reference
to their level of importance/perception for the organization
(horizontal axis) and the level of importance/perception for the
Stakeholders (vertical axis).
The matrix presents the material aspects from which four CSR
priority areas were identified. The CSR aspects are grouped under
these CSR priority areas as shown below:

PEOPLE
ENVIRONMENT
MARKETPLACE
SOCIETY

MATERIALITY MATRIX HELLENIC GROUP
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HIGHEST

ECONOMIC PERFORMANCE
AND FINANCIAL RESILIENCE

COMPLIANCE
CUSTOMER PRIVACY/DATA SECURITY

IMPORTANT TO STAKEHOLDERS

ANTI-CORRUPTION
EMPLOYEE MANAGEMENT
AND ENGAGEMENT
CUSTOMER SATISFACTION
LABOUR PRACTICES/LABOUR RIGHTS
COMMUNITY INVESTMENT
AND IMPACT ON SOCIETY

CONSUMER PROTECTION
AND RESPONSIBLE MARKETING

ANTI-COMPETITIVE BEHAVIOUR
INTERNAL ENVIRONMENTAL
MANAGEMENT/IMPACTS

GOVERNANCE AND
RISK CULTURE

FAIR PROCUREMENT PRACTICES

HEALTH, SAFETY
AND WELLBEING

SUPPLIER
ENVIRONMENTAL
SOCIAL
ASSESSMENT

TRAINING AND EDUCATION

ENVIRONMENTAL/SOCIAL CRITERIA
INTO INVESTMENTS

HIGH -

- HIGHEST
ORGANIZATION PERCEPTION
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PEOPLE
- Employee Management
and Engagement
- Labour Practices/
- Labour Rights
- Training and Education

ENVIRONMENT
- Internal Environmental
Management/Impacts
- Environmental/Social
criteria into Investment

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.
Following the materiality analysis, below are the CSR priority areas
for the Hellenic Bank Group:
• People
• Society
• Marketplace
• Environment
The diagram on this page presents the CSR aspects under the four
CSR priority areas.
Our CSR strategy is a central aspect of delivering our vision and
services. We are also guided by our long term ambitions for
sustainability and corporate responsibility for the CSR aspects
under each of four CSR priority areas. Our CSR Strategy consists of
the following:
• CSR aspects under each CSR priority area
• Commitments and actions under each CSR priority area
• Our targets, goals and performance metrics for each CSR aspect
We present these information in this report organized under the
four CSR priority areas.

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

21
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Communicating and understanding our Stakeholders
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: Our Materiality Process

22

STAKEHOLDER
GROUP

FORM OF COMMUNICATION

OUR UNDERSTANDING OF
YOUR MAIN AREAS OF INTEREST

Employees

Workshops, surveys, training,
internal meetings, Town Hall meetings

•
•
•
•
•
•

Employee Health, Safety & Well-being
Training & Education
Diversity & Equal Opportunity
Personal Data Protection
Employee Management and Engagement
Labour Practices/Labour Rights

Customers

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

•
•
•
•

Customer/Satisfaction and Service Quality
Customer Health & Safety
Product and Service Labelling
Customer protection and Responsible Marketing

Regulator

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

•
•
•
•
•
•

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

Society

Surveys, press releases, online and offline
meetings

•
•
•
•
•

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

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

Competitors

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

Management

Internal meetings, correspondence, telecoms,
Workshops, surveys, training, regular feedback
sessions, appraisals

•
•
•
•
•
•
•
•

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
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STAKEHOLDER
GROUP

FORM OF COMMUNICATION

OUR UNDERSTANDING OF
YOUR MAIN AREAS OF INTEREST

Suppliers

Meetings, feedback received from
Business Division/Retail Division, assessments,
project meetings, quality controls of products
and services

•
•
•
•
•
•
•
•

Environmental management
Supplier Environmental/Social Assessment
Governance and Risk Management
Economic Performance and Financial Resilience
Compliance
Customer Satisfaction
Anti-corruption
Fair Procurement practices

Community

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

•
•
•
•

Consumer Protection and Responsible Marketing
Customer Privacy/Data Security
Community Investment and Impact on Society
Environmental/Social criteria into Investment

Associations

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

•
•
•
•

Environmental/Social criteria into Investment
Consumer Protection and Responsible Marketing
Customer Privacy/Data Security
Community Investment and Impact on Society

Government

Meetings, monitoring regulations

•
•
•
•
•
•

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

Media

Media monitoring, press meetings, online and
offline meetings

•
•
•
•
•

Consumer Protection and Responsible Marketing
Customer Privacy/Data Security
Community Investment and Impact on Society
Anti-corruption
Compliance

Shareholders BoD

Shareholders meetings, Regulatory
announcements, Financial Disclosures

•
•
•
•
•
•
•
•

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
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Communicating and understanding
our Stakeholders
We understand that to fully appreciate sustainability we need to
engage our stakeholders. Through regular communication with
stakeholders, we improve our corporate objectives, products and
services. We listen to our stakeholders and engage with them on
an ongoing and ad hoc basis.
Our major stakeholders include among others clients, personnel,
the media, the public sector, cooperation partners, and associations
closely related to the retail sector.
With our first sustainability report, we set up a framework that
explains our approach towards Corporate Social Responsibility,
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.
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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, we organized 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 CSR
reporting process. The process we followed is described in detail in
the section: Our Material Process.
Furthermore, in order to engage with customers and understand
their sustainability agenda we have also used feedback from
customer surveys. Specifically for this CSR reporting project we
had received feedback by using an online survey to validate our
understanding of the most important CSR issues.
We will continue this effort in 2018 to get a better understanding
of our performance and to track our progress against our CSR focus
areas.

STAKEHOLDERS

EMPLOYEES
CUSTOMERS
REGULATOR
SOCIETY
RATING AGENCIES
COMMUNITY
MEDIA
SHAREHOLDERS
BOD
GOVERNMENT
ASSOCIATIONS
SUPPLIERS
MANAGEMENT
COMPETITORS
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How we measure
our performance
Evaluating the effectiveness of our approach includes
communication plans with stakeholders, materiality analyses
for strategy development, and measuring of our performance
through specific performance indicators. For each CSR aspect we
set action plans including targets and commitments. We follow
and implement these action plans on an annual basis and, at the
end of the year we review, update and adjust our targets and
commitments.
Over the following pages, we’ve set out these commitments
and actions in a separate table for each area of our sustainability
strategy. The progress we’ve made against each one is indicated
using the symbols shown in the table on this page. Furthermore,
in the sections that follow, we describe how these and their
respective impacts are managed. Please refer to each section for
more detailed information.

COMMUNICATING WITH THE MEDIA:
HELLENIC BANK PRESS OFFICE
The purpose of the Press Office is to ensure and maintain
constructive relationships with the media, create messages,
prepare and implement the Group’s communications policy, in line
with its strategy and targets.
In 2017, the Office was reinforced in its effort to upgrade
communications and improve the service offered to media
representatives. During the year, the Press Office participated in a
number of the Bank’s activities which necessitated the preparation
of communication management plans.
Within the framework of its responsibilities and obligations, the
Office monitored current events in the news and informed the
Bank’s management and administration. It simultaneously ensured
that the Bank’s updates and matters which concern the public were
transmitted and promoted in the best possible way.
In this context, a series of press conferences were held, contact
with media representatives was made, interviews were given to
electronic and print media, and articles regarding the Bank and the
financial sector in general were published.
The Press Office has been actively engaged in promoting all CSR
activities of the Bank.

METRICS AND TARGETS
We’ve established key performance indicators for each of the four
focus areas outlined in our strategy (Materiality Process and Results,
page 19), with published targets to hold ourselves accountable
and track how we’re doing. These indicators reflect the level our
business should aim to be sustainable and responsible on an
ongoing basis.
Periodically, we will be introducing new metrics and update targets
to ensure alignment with our strategy.

SYMBOLS USED TO INDICATE PROGRESS AGAINST OUR TARGETS
AND COMMITMENTS
COMMITMENT
New Commitment
Commitment not started
In progress
Complete
Ongoing commitment with no end date

SYMBOL
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our performance
people
In this section we present our performance for the ‘People’
pillar. Specifically we are focusing in the following areas:
• Employee Management and Engagement
• Labour Practices/Labour Rights
• Training and Education
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Employee Management
and Engagement
Employee management and engagement practices are very
important for Hellenic Bank. These practices greatly affect the way
we bring our services to the market, increase customer satisfaction
levels and increase trust for the Bank. In this section we present our
practices in these areas as well as relevant performance indicators.

STAFF CREDIT FACILITIES
Staff credit facilities (i.e. to buy or build a house,
flat, holiday/country house/apartment, land, car,
pay for children’s education etc.) were provided
successfully to members of staff and their families.

COLLECTIVE AGREEMENT
In July 2017, the Bank signed the Collective
Agreement of 2017–2018, with the employees’
representatives.

OUR EMPLOYEES
At the end of 2017, Group employees amounted to 1.535, 1.523
of whom were employed in Cyprus and the rest at the Group’s
Representative Offices overseas. Of the total workforce, 58% were
university graduates, 33% of whom had also completed postgraduate
studies. Furthermore, 17% were college graduates and, of the
remaining staff, 51% were holders of professional qualifications.

PAYROLL SYSTEM UPGRADE
In August 2017, the new Payroll System of SAP was
launched. The system was chosen because it shared
the same platform with the system already in use
by the Human Resource Unit, for the registration of
employees’ personal data.

VOLUNTARY EARLY EXIT SCHEME
Postgraduates

University graduates

In December 2017, the Bank completed a Voluntary

College graduates

School graduates

Early Exit Scheme with an attractive package
of benefits, resulting to the departure of 231
employees.

17%
25%

25%

ORGANIZATIONAL STRUCTURE
In November 2017, the revised Organizational
Structure was communicated to all staff, the
ultimate goal being to achieve the Bank’s Strategic

33%

Plan and enhance our ‘customer-centric’ approach,
through the simplification and centralisation of
procedures and departments.

APS DEBT SERVICING CYPRUS LTD

60%

holders of professional
qualifications

In July 2017, the transfer of 129 staff members from
Arrears Management Division to APS Debt Servicing
Cyprus Ltd was carried out, due to the sale of NPL
& Real Estate Management business of the Bank
to APS Cyprus. The employees were transferred
under the Transfer of Undertakings (Protection
of Employment Regulations), protecting their
employment rights.
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GENDER SPLIT OF EMPLOYEES

43%

CULTURE AND ENGAGEMENT
Our People are the driving force for the Group’s continuous
development and growth. Embedding a culture that will further
promote our corporate values, as well as encourage and motivate us
towards the achievement of our strategic priorities, is a substantial
part of our strategy.
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Α Culture and Engagement Survey was conducted to blueprint the
cultural characteristics and engagement levels of the Bank and in
extent identify and implement practical and targeted initiatives
and solutions that will make an impact to our people and to the
Bank as a whole. A detailed 3 year Action Plan is currently being
implemented. In addition, Get-Together Meetings with staff are
being conducted to disseminate the associated culture messages.

EMPLOYEE REMUNERATION
Group’s staff costs for the year ended 31 December 2017 amounted
to €86,9mn compared to €82,0mn for the year ended 31 December
2016, recording an increase of 6% and accounted for 43,3% of the
Group’s total expenses.
The Bank’s staff costs for the year ended 31 December 2017
amounted to €81,6mn compared to €76,6mn the year ended 31
December 2016, recording an increase of 7% and accounting for
43,1% of the Bank’s total expenses.

57%

EMPLOYEE COST (€MN)
2017

2016

2015

2014

€86,9

€82,0

€80,0

€75,3

As disclosed in the Annual Financial Statements

FEMALE TO MALE BASIC SALARY RATIOS
EMPLOYEE CATEGORY

RATIO

Staff

1:1,11

Supervisory Staff

1:1,10

Managerial Staff

1:1,33

Grand Total

1:1,36

FEMALE TO MALE REMUNERATION RATIOS RATIO
EMPLOYEE CATEGORY
Staff

1:1,13

Supervisory Staff

1:1,09

Managerial Staff

1:1,29

Grand Total

1:1,34

As per internal management reporting
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PEOPLE DEMOGRAPHICS
In this section additional people demographic information is presented:

TOTAL NUMBER OF EMPLOYEES AND THE REGIONS IN WHICH THEY ARE EMPLOYED
REGION
EMPLOYEE
CATEGORY

NICOSIA

LIMASSOL LARNACA

FAMAGUSTA PAPHOS

STAFF

583

200

81

31

57

SUPERVISORY
STAFF

270

71

39

16

20

MANAGERIAL
STAFF

128

14

5

2

3

GRAND TOTAL

981

285

125

49

80

MOSCOW

1

ST.PETERSBURG

KIEV

GRAND
TOTAL

1

953

1

418
152

1

1

1

1523

GENDER 2017
29
EMPLOYEE
CATEGORY

FEMALE

MALE

GRAND TOTAL

STAFF

613

340

953

SUPERVISORY
STAFF

203

215

418

MANAGERIAL
STAFF

44

108

152

GRAND TOTAL

860

663

1523

AGE GROUP 2017
EMPLOYEE
CATEGORY

<30 YEARS OLD

30-50 YEARS OLD

>50 YEARS OLD

GRAND TOTAL

STAFF

184

607

162

953

SUPERVISORY
STAFF

3

264

151

418

81

71

152

952

384

1523

MANAGERIAL
STAFF
GRAND TOTAL

187

HELLENIC BANK // CSR REPORT 2017

COMPOSITION IN THE BOARD OF DIRECTORS 2017
AGE GROUP

NUMBER

GENDER

NUMBER

30-50 YEARS OLD

10

Female

2

>50 YEARS OLD

3

Male

11

GRAND TOTAL

13

GRAND TOTAL

13

COMPOSITION IN THE BOARD OF DIRECTORS 2016

30

AGE GROUP

NUMBER

GENDER

NUMBER

30-50 YEARS OLD

9

Female

2

>50 YEARS OLD

3

Male

10

GRAND TOTAL

12

GRAND TOTAL

12

AGE GROUP

NO. OF
RECRUITMENTS

TOTAL
NO. OF STAFF

RATE

<30 YEARS OLD

53

187

3%

30-50 YEARS OLD

33

952

2%

>50 YEARS OLD

1

384

0%

GRAND TOTAL

87

1523

6%

AGE GROUP

NO. OF
DEPARTURES

TOTAL
NO. OF STAFF

RATE

<30 YEARS OLD

18

187

1%

30-50 YEARS OLD

108

952

7%

>50 YEARS OLD

72

384

5%

GRAND TOTAL

198

1523

13%

NEW HIRES 2017

DEPARTURES 2017

As per internal management reporting
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Performance Appraisal System
The Performance Appraisal System had been
upgraded contributing towards a common
sense of purpose, through the setting of
individual objectives which are directly linked
with the Bank’s Corporate Priorities, as well
as through the dissemination of the Bank’s
Corporate Values.

In March 2017, the Bank’s Performance Appraisal System was
upgraded, contributing towards a common purpose, through the
setting of individual objectives which were directly linked with the
Group’s Corporate Priorities and Values.
The system is designed on the principles of objectivity and consistency,
fairness, meritocracy and transparency.
All employees have access to the electronic Annual Performance
Appraisal System. Performance Appraisals are completed on an
annual basis, within a pre-determined period. Parallel to this process,
Managers/Supervisors are advised through a number of means
(e.g. guidelines, training programs, weekly HR communication to all
Managers/Supervisors), to provide regular feedback to their teams.
For employees on probation, the Appraisers, in liaison with HR,
conduct meetings every 3 months to discuss progress and the
Performance Appraisal System is completed towards the end of the
probation period. For permanent staff, who are hired for less than 6
months within a year, the formal Performance Appraisal process is
completed at the next performance period, to allow the proper onboarding of the employee and the objectivity of the Appraisal.
Relevant guidance is available to all employees, to ensure that the
process is conducted in an efficient and objective manner.
In this context, the following sources of support are available:
• Relevant Training Programs are conducted on an annual basis
for new Appraisers. All Appraisers are trained when changes in
the Performance Appraisal System occur.
• Consistency Meetings are conducted with all Appraiser Teams,
by HR, at the beginning of the pre-determined period, to ensure
coherence in the way evaluation is carried out
• Detailed relevant policy, guidelines & technical manuals,
translated both in Greek and English Languages, are available to
all employees
• Ongoing support and advise by HR and by IT (for technical
issues) to all employees

The system is also structured in a way to ensure objectivity and
customisation to the user, including the requirement to justify the
ratings, as well as the customisation of documents per hierarchical
level and based on the position (i.e. specialised competencies are
evaluated for a number of roles).
The system also contributes towards the dissemination of the
expected behaviours and values, through the evaluation of Core
Competencies.
Regular monitoring and follow up of the pending status is conducted
within the pre-determined period for the completion of the
Performance Appraisals, to ensure the on-time and appropriate
completion of the process.
Qualitative and quantitative analysis of the results is also performed at
the completion of the process and feedback is provided to all relevant
parties, to promote transparency and continuous improvement on
the way we employ the System.

FEEDBACK SURVEY
An ‘Appraising the Appraisal System’-Feedback Survey was also
conducted in 2017, to receive feedback from involved parties (i.e.
both appraisers and appraisees). Some changes were implemented
for the 2017 Performance Apppraisal period, as per the feedback
received. The results of the survey were disseminated to all
employees, to further promote transparency.
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Labour Practices /
Labour Rights
Labour/Management relations are important for achieving a
motivated and capable workforce that views its work as creative
and fulfilling. The Bank opts for healthy labour/management
relations in order to avoid unnecessary industrial actions which
creates work disturbances and frustration to employees.

FREEDOM OF ASSOCIATION
AND COLLECTIVE BARGAINING
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PARENTAL LEAVE
ELIGIBLE FOR
PARENTAL
LEAVE PER
GENDER

NUMBER
OF
ELIGIBLE
PARENTS

EMPLOYEES
WHO
RETURNED
TO WORK

PARENTAL
LEAVE
RETENTION
RATE
12 MONTHS
AFTER RETURN

FEMALE

229

52

50

TOOK PARENTAL
LEAVE

53

52

50

DID NOT TAKE A 176
PARENTAL LEAVE

The right of workers and the Bank to form and join organisations
of their own choosing is an integral part of a free & open society
to collectively express, promote, pursue and defend common
interests and the Bank gives great attention to it. This aspect is
important in enhancing Bank’s performance, managing change
and building harmonious industrial relations.

MALE

149

13

13

TOOK PARENTAL
LEAVE

13

13

13

The Bank following negotiation with the employees’ representatives
signed the Collective Agreement 2017-2018 and the Agreement
relating to the transferred employees of Arrears Management
Division to APS Debt Servicing Cyprus Ltd on 1st July 2017 for the
sale of Non-Performing Loan & Real Estate Management business
of the Bank to said company.

GRAND TOTAL

65

63

DIVERSITY AND EQUAL OPPORTUNITY
The Bank treats people fairly and without bias and creates
conditions in the workplace that encourage and value diversity and
promote dignity. All employees are conducted in a constructive
way that supports appropriate inclusion and does not give rise
to unjustified discrimination. This result in greater participation
that can be leveraged for success at an individual, team and
organizational level. Various policies/procedures are in place (e.g.
Code for dealing with harassment in the workplace, Whistleblowing
policy) so that unfair/unjustified instances are dealt successfully
and corrective actions are taken.

BENEFITS
A number of benefits are part of the Employment Packages,
including Medical Coverage, contribution to Provident Funds,
Life and permanent disability insurance and accident cover, as
well as staff Credit Facilities with favorable terms. In addition, the
Bank grants extra 2 annual leave days as a wedding present for
employees who get married and a monetary present for each child
who is born by an employee.

LEAVE DONATION BETWEEN EMPLOYEES
Staff members may, in case they wish to do so, grant, in the
form of ‘’a grant for a donation’’, part of their annual leave to
other colleagues who are in need of (e.g. for medical reasons,
family/personal reasons, etc.) provided relevant approvals are
obtained and certain conditions apply.

DID NOT TAKE A 136
PARENTAL LEAVE
378

2017 FEMALE RETURN TO WORK AFTER PARENTAL
LEAVE RATE

98%

2017 MALE RETURN TO WORK AFTER PARENTAL
LEAVE RATE

100%

2017 FEMALE RETENTION RATE AFTER PARENTAL
LEAVE RATE

96%

2017 MALE RETENTION RATE

100%

PARENTAL LEAVE
Every parent/stepparent, man or woman, is entitled to parental
leave without pay for a period of up to 18 weeks, on the grounds of
birth or adoption of a child, to enable him/her to take care of and
raise that child until the age of 8 years old. The employee is entitled
to return to work, in the same or similar job, which in no case can be
inferior to his/her job before the beginning of parental leave. After
the end of the parental leave, the rights of the employee, acquired
or in the process of being acquired, are maintained. The period
of absence is recognized and credited as insurance period under
Social Insurance Laws and is deemed to be a period of employment
for the purposes of annual leave with pay and of the Termination of
Employment Law.

PATERNITY LEAVE
In an effort to provide support to couples on the arrival of a new
family member the Bank covers the difference between the father’s
salary and the allowance received from social insurance during
paternity leave (same practice as with maternity leave).
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HUMAN RIGHTS
Human Rights mechanisms are essential to the Organization so
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 activities.
The Organization has various policies, procedures and other
mechanisms to manage human rights grievances, such as:
• Personal Grievance Committee
Its purpose is to deal with measure or situation concerning
labour relations between an employee and the Bank or affects
or may affect the working conditions of any employee.
• Code for dealing with harassment in the workplace
The Bank acknowledges the seriousness of harassment in
the workplace and confirms that such conduct is considered
unacceptable and unjustified and necessary actions are taken to
ensure it will not be repeated.
• Whistleblowing Policy
Named or anonymous reporting on issues of concern or
suspicion which call for the Management’s immediate attention.
• Code of Business Conduct & Ethics.
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 with
colleagues and shareholders.
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HEALTH AND SAFETY
Occupational Health and Safety is of utmost importance for the
Bank. As part of the Bank responsibilities the following activities
are implemented:
• Policy statement signed by the CEO
• Health, Safety and Security Policy approved by the Bank’s BoD
• Health and Safety Management System is implemented aiming
to minimize hazards and prevent accidents
• Health and Safety risk assessments take place on an ongoing
basis as well as on an ad hoc basis in order to minimize risks of
incidents/accidents

• Staff participation in seminars:
- In 2017, approx. 400 members of staff have been trained on
First Aid, on the use of Automatic External Defibrillators
(AED) and on security awareness
- Since 2009, 910 staff members have participated in external
and in-house training programs for the use of AED
- Since 2007, 773 staff members have participated in external
and in-house training programs on First Aid
Once a year all staff participate in fire and evacuation drills/tests

• Employees are represented in Health and Safety committees
• Awareness through alerts and site visits by the Health and Safety
Department

2017

2016

2015

MEN

-

3

5

WOMEN

9

11

9

TOTAL ACCIDENTS

9

14

14

TOTAL DAYS LOST

24

80

88

ACCIDENT
NUMBER
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Training and Education
The importance of the Aspect relates to the contribution of
training in the strategic objectives of the Group. The improvement
of knowledge and skills of members of staff, is important in
areas which are linked to the strategy, vision and values of our
Organization/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. It
assists the facilitation of members of the staff 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. Regular performance
evaluation of employees contributes to further growth and
development, resulting in improved performance levels. Both
training and evaluation of performance are means to achieve
continuous development of our people.
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The Learning and Development Team, part of Human Resources,
is the Unit that coordinates the implementation of training
for members of staff. Specific policies and procedures are
communicated to all members of staff. An annual Training Plan
is prepared. General Managers/all departments of the Group are
directly involved in the process of the identification of training
needs, as part of the process of preparation of the Training Plan.
The People & Organizational Effectiveness Team, part of Human
Resources, is responsible for the monitoring of the process of
the Performance Appraisals by providing ongoing support and
assistance to the users. There are available procedures/policy, as
well as toolkits and booklet which help users in the effective use of
the Performance Appraisal System.
Human Resources follows specific procedures for the evaluation
of the effectiveness of training, as well as for the effectiveness of
the performance evaluation, including detailed qualitative and
quantitative analysis of the evaluation results.

TYPES OF PROGRAMS
A number of programs are implemented for the continuous
improvement and upgrade of employees’ skills. The values and
competences of the Organisation form the basis for the skill
development programs, which include areas like leadership skills,
customer service, selling skills and negotiations skills.
Emphasis is also given to topics on compliance, anti-money
laundering, credit, risk culture awareness, energy and emissions
management, Corporate Social Responsibility, new systems,
information security, health and safety issues, as well as professional
skills in line with the vision and values of the Group.
In 2017 20 employees from different departments of the Bank
participated in CSR Reporting training sessions totaling 21 hours.

AVERAGE TRAINING HOURS PER EMPLOYEE
2017

2016

18,20

26,15

MALE

20,20

28,27

FEMALE

16,65

24,44

TOTAL
AVERAGE HOURS
BY GENDER

AVERAGE HOURS BY EMPLOYEE GATEGORY
STAFF

15,42

23,18

SUPERVISORY

18,18

29,00

MANAGERIAL

35,69

41,5

Increased training in 2016 compared to 2017 is related to a specialized
e-learning course on AML, consisting of 6 Modules with a duration of 6
hours. The majority of staff completed this course in 2016
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People
OUR ACTION PLAN FOR THE FUTURE
The following table presents our actions, targets
and commitments for the People section.

SYMBOLS USED TO INDICATE PROGRESS AGAINST OUR TARGETS
AND COMMITMENTS
COMMITMENT

SYMBOL

New Commitment
Commitment not started
In progress
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Complete
Ongoing commitment with no end date

ISSUE

ACTIONS, TARGETS AND COMMITMENTS

Employee
Management and
Engagement

• Further disseminate the Strategic Direction
• Management Capability Enhancement Journey-for enhancing management skills
• Disseminate Culture Change Messages (incl. ‘Get Together’ Meetings, CEO messages,
HR Metrics)
• Enhance HR Visibility (incl. HR Business Partners, Open Days)
• Design tools for making an impact to employees experience such as:
- talent management
- mentoring scheme
• Drive through Performance:
- Implement a “360o Feedback Scheme“ for People Managers to receive feedback 		
from their subordinates and/or peers by 2018

Labour Practices/
Labour Rights

• Policies/Procedures/Practices concerning Labour practices/Labour rights are reviewed/
amended at any time, as seemed appropriate
• Collective Agreements concerning employees terms & conditions of employment are
renewed upon expiration

Training and Education

• Launching of the HB Skill Development Lab, for further enhancing skill development in HB

PROGRESS

our performance
environment
In this section we present our performance for the ‘Environmental’
pillar. Specifically we are focusing in the following areas:
• Internal Environmental Management/Impacts
• Environmental/Social criteria into Investment
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Internal Environmental
Management/Impacts
The Group acknowledges that our environment is under threat and
that modern organisations have an obligation to help address the
problem. In an attempt to mitigate its environmental footprint, the
Group has drawn an Environmental Policy, with actions including
amongst others the following:
• Implementation of energy, water and paper saving systems
• Creation of energy friendly branches
• Certification of our Head Offices with the international
environmental quality mark Green Key
• 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.

ENVIROMENTAL 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
Company Ltd has been developed according to the provisions of
standard ISO 500001:2011. Τhe Energy Management System covers
all the activities and premises of our Organization 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 date
required to achieve them.
• To implement this Policy in our daily behaviour and decisions.

WE AIM TO:
GREEN OFFICES
In addition, Hellenic Bank, in cooperation
with the environmental organisation Cymepa
has achieved certification of a number of its
buildings with Green Key (Head Office building)
and Green Offices (35 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 the
first time implemented in Cyprus.
Through this scheme environmental targets and
action plans are activated in the buildings and
branches participating.

• Improve our environmental efforts to reduce waste, to save
energy, resources and water, reduce petrol consumption and
use of 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 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, organizations and everyone interested
in environmental and energy management matters.
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ENERGY MANAGEMENT
Hellenic Bank, in the context of its wider environmental culture and
actions, plays a pioneering role in the field of energy management.
It has established an Energy Management Policy five years ago,
through which it has managed to reduce (2017 v. 2012) its energy
consumption by almost 30% (kwh/m2), as a result its CO2 emissions
by over 20% and its electricity cost by over 50%.
From the beginning of 2015 the Bank has been certified with the
international standard ISO 50001 Energy Management System,
being the first organisation in Cyprus to achieve this certification.
The ISO 50001 Energy Management System is implemented across
the entire Hellenic Bank Group and its success depends to a great
extent on the awareness, contribution and involvement of all staff.
It is applicable to all services and buildings, irrespectively of size
or sector of activity, providing a systematic approach towards the
continuous improvement of energy performance, including energy
efficiency, use and consumption.

30%
REDUCTION IN ENERGY
CONSUMPTION (KWH/M2)
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20%
REDUCTION IN
CO2 EMISSIONS

50%
REDUCTION IN
ELECTRICITY COST
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Electricity Consumption
(kWh/Man hrs*)
2,75 2,80
The continued implementation of rational and prudent energy
management provides significant benefits, such as reducing
energy consumption and cost, as well as promoting an environment
friendly culture, something which makes our Group stand out.
Our performance is accomplished by enchasing energy efficiency
in our premises, finding more efficient ways to use our buildings,
and by upgrading the energy performance of our buildings. In our

2012

Electricity Consumption
(kWh/Man hrs*)
2,75 2,80

2012

2013

2015

2016

2013

2014

2015

2016

2017

Reduction in Electricity Consumption
(kWh/m2)

2,35 2,06 2,05 1,97

2014

2,35

1,97
effort to make our premises more2,06
efficient 2,05
we are also
contacting
energy Audits. We are confident that by implementing measures
that are the results of the Energy Audits we will further decrease
our energy consumption and decrease our emissions footprint.
The energy Audits are also a result of The EU EED. In 2017 we have
completed 25 audits and in 2018 we will be completing another 28
covering 100% of our premises.

2017

171

159

2012

2013

127

120

125

120

2014

2015

2016

2017

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

Reduction
in Electricity Consumption
• GHG emissions reductions achieved as a direct result
of initiatives to(kWh/m2)
reduce emissions, in metric tons of
171

CO2 equivalent. (Year 2012 - CO2 emissions: 17422
tones
CO2 , Year 2017 CO2 emissions: 13294 tones CO2 ,
159
reduction: 24%)
127 120 125 120

BASELINE:
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• The baseline was set in 2012 because the bank bought
the Amfipoleos building and it was the 1st year after
the catastrophe in Mari.
• Standards, methodologies, and assumptions used:
GREET, The Greenhouse Gases, Regulated Emissions
and Energy Use in Transportations Model GREET 1.8d.1,
developed by Argonne National Laboratory, Argonne
IL, released August 26, 2010

2012

2013

2014

2015

2016

2017

• Methodology for calculation of building energy
performance August 2009, Infotrend Innovations and
BRE for the Ministry Energy, Commerce, Industry and
Tourism.

GREENHOUSE GAS EMISSIONS
TOTAL TONES C02
SCOPE 1 EMISSIONS
DIRECT C02 EMISSIONS FUEL CONSUMPTION FOR HEATING/HOT WATER

67 Tones

DIRECT C02 EMISSIONS BUSINESS TRAVEL FROM OWNED/LEASED VEHICLES

Not Available

SCOPE 2 EMISSIONS
INDIRECT C02 EMISSIONS FROM ELECTRICITY ENERGY CONSUMPTION

13.293 Tones

SCOPE 3 EMISSIONS
INDIRECT C02 EMISSIONS FROM EMPLOYEE BUSINESS TRAVEL BY PLANES, TAXI ETC.

Not Available

INDIRECT C02 EMISSIONS FROM EMPLOYEE BUSINESS TRAVEL ON OWNED VEHICLES

Not Available
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(kWh/m 2)% (Reduction in electricity consumption Baseline: 2012)
2017
2016
2015
2014
2013

30%
27%
30%
30%
27%
26%
30%
26% 35%
30%

(kWh/m 2)% (Reduction in electricity consumption Baseline: 2012)
2017
2016
2015

8%

2014
0%

5%

10%

15%

20%

25%

8%

2013
0%

5%

10%

15%

20%

25%

30%

35%

Reduction in CO 2 emissions from electricity consumption (tons CO 2 )

17.422

15.527

13.671from
12.981
Reduction in CO 2 emissions
electricity13.606
consumption13.294
(tons CO 2 )

17.422

15.527
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2012

2013

2012

13.671 12.981

2014

2013

2015

13.606 13.294
2016

2014

2015

2017

2016

2017

ENERGY CONSUMPTION
UNIT

2017

2016

2015

TOTAL ENERGY CONSUMPTION

Giga Joules

25.943

25.873

24.684

ELECTRICITY CONSUMPTION

kWh

6.200.914

6.379.076

6.055.027

DIESEL FOR HEATING/HOT WATER

It

27.701

26.062

40.000

OWNED/LEASED VEHICLES-DIESEL

It

26.488

20.147

15.935

OWNED/LEASED VEHICLES-PETROL

It

52.851

39.420

27.592

SPACE NORMALIZED ENERGY CONSUMPTION (PER M2)

Giga Joules/m2

0,50

0,51

0,49

NUMBER OF EMPLOYEES NORMALIZED ELECTRICITY
CONSUMPTION (KWH/MAN HRS)

kWh/Man hrs

1,97

2,05

2,06
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WASTE MANAGEMENT

Our aim is also to reduce our consumption
of materials. For example reducing
the consumption of paper. Therefore
we are implementing technology to assist
in reducing printing and the use of paper.

HAZARDOUS WASTE

KG

BATTERIES AND ACCUMULATORS

(TOTAL) 1111

COPY PAPER CONSUMPTION PER EMPLOYEE
(KG/NO OF EMPLOYEES)
100000 kg

1546 Employees

(TOTAL ) 65kg

WASTE MANAGEMENT
PAPER

289,44 Tones

NUMBER OF ITEMS
PC

167

MONITORS

22

CASH MACHINES

7

FAX

16

RBS PRINTERS

10

LASER PRINTERS

39

COPIERS

14

SERVERS

14

We are implementing
strategies to minimize
waste from our operations.
In the following tables
we present the waste
management data from
different waste streams.

41
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Environmental /
Social criteria into Investment

162

cases totaling
€348mn were assessed
for E&S risks in 2017

The Bank has a procedure for the management and continuous
monitoring of environmental and social risks associated with
the financing of corporate client activities and facilities and the
promotion of good environmental and social business practices
among the Bank’s corporate clients.
We assess environmental and social (E&S) risks as part of our
decision making.
The loan application is rejected if significant E&S risks have been
found 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 E&S risk
control measures. Also, additional conditions are included in the
loan agreement in order to include mitigating actions.

MONITORING-ANNUAL REVIEW
Monitoring of the loans for E&S risks as 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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• Events or changes that could present new or increased E&S
risks (changes in their business or activities, any regulatory
investigations, fines, adverse media reports and accidents that
cause significant damage to environment or human health and
safety).
• The beneficiary’s progress in implementing agreed E&S risk
control measures.
Credit facilities can be terminated in cases which contain E&S risk
conditions which are not being met.

29 financing cases
for environmental and
social improvements in 2017
WASTE 1 CASE
HEALTH 15 CASES
SUSTAINABLE FISHERIES/
FORESTRY/FARMING 8 CASES
EDUCATION 5 CASES
Financing of 2
Windfarm Projects

€38mn
(2016)
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LOANS WITH ENVIRONMENTAL AND SOCIAL IMPACT
The Bank through granting loans has contributed positively
in various industries with a positive environmental and social
impact such as: Education, Health, Renewable energy. From Jan
to Dec 2017 the following loan amounts in Euro were given to the
following industries:
• Working towards a better Health sector:
- Health €7mn

Morfosi Loan:
A complete educational solution created to cater for
all student needs - from primary school to University.
Repayment up to 20 years, with grace period.

• Working towards development of Cyprus Human Capital:
- Education €2mn (financing Universities and colleges)
- Student Loans €0,7mn

Available to parents/legal guardians, students,
professionals.

• Renewable Energy and Climate change
- Renewable Energy €0.1mn

€0,1mn

€7mn

€2mn
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RENEWABLE
ENERGY

HEALTH
CARE

EDUCATION

SYMBOLS USED TO INDICATE PROGRESS AGAINST OUR TARGETS
AND COMMITMENTS
COMMITMENT

SYMBOL

New Commitment
Commitment not started
In progress
Complete
Ongoing commitment with no end date

ISSUE

ACTIONS, TARGETS AND COMMITMENTS

Internal
Environmental
Management/
Impacts

• To complete the Energy Audits for the Bank’s facilities and transportation means by end 2018
• To reduce electricity consumption (kWh/m2) by 33% (in reference to 2012 baseline 2012) by end 2018
• Another three (3) branches to be certified as Green Offices

Environmental
Social criteria
into Investment

• To integrate where feasible CSR in our products and services
• To continue financing projects in line with E&S criteria and the credit policy of the Bank

PROGRESS

our performance
marketplace
In this section we present our performance for the ‘Marketplace’
pillar. Specifically we are focusing in the following areas:
• 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 HIGHLIGHTS
Headline financial results for 2017 are set out below and reflect the
Group’s underlying improving performance. For a more detailed
analysis and breakdown for the Group’s performance, please visit
the Group’s investor website for the 2017 Annual Report and the
Group Audited Financial Results presentation for the year ended
31 December 2017.

FOR THE FULL-YEAR 2017
CHIEF EXECUTIVE OFFICER
MESSAGE FOR 2017

TOTAL ASSETS

€6.847mn

(EXTRACT FROM ANNUAL REPORT)

FINANCIAL RESULTS FOR 2017
Our primary objective for 2017 was to lay stronger foundations for
the future. It is for this reason that we decided to spend €41,3mn on
the VEES, which appears as a one-off cost burdening our financial
results for the 4th quarter 2017.
At the same time, it should be noted that the VEES will result in an
annual cost payroll saving of €14,8mn. The one-off cost incurred in
2017 will be repaid back in approximately 3 years, reflecting a very
attractive return on investment.
Additionally, during 2017, we continued the de-risking of the
balance sheet, introducing an even more conservative approach
towards provisioning for NPEs. As a result, the Bank recorded
€82,9mn of provisions for the year – leading to a NPE provision
coverage of 59,6%. Importantly, the net NPEs collateral coverage is
at 136,2%, indicating that the current value of assets collateralizing
our NPEs is 136,2% of the net book value that these NPEs are carried
on our balance sheet.
Reflecting the VEES and high provisions for impairment losses, the
Group reported a loss after tax of €45mn for 2017.
Meanwhile, as a consequence of depositors’ trust in Hellenic Bank,
the Group continued to maintain a robust liquidity position, with
the net loan to deposits ratio remaining at 48% as at 31st December
2017. On one hand, this excessive liquidity creates a drag in our
interest income and general 2017 results; on the other hand, the
excessive liquidity sets us up well for the future, enabling the Bank
to continue business expansion.
The result of our efforts is positively reflected in a stronger capital
position. On a consolidated basis, the capital adequacy ratio is
17,67% and the CET 1 ratio on a fully loaded basis is at 13,8%, well
above the minimum regulatory requirements.

LOANS TO CUSTOMERS

€4.055mn
PROFIT BEFORE PROVISIONS

€33,6mn
NEW LENDING

€526mn
CUSTOMER DEPOSITS

€5.808mn
CAPITAL ADEQUACY RATIO

17,7%
LOSS AFTER TAX

-€45,0mn
LOANS MARKET SHARE

8,1%
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The Bank through granting loans has contributed positively in
various industries such as: Education, Health, Renewable energy,
transportation, Hotels and restaurants, wholesale and retail trade.
The Bank cooperates with a number of suppliers/vendors, thus
indirectly supporting employment in Cyprus.
The Bank’s collaboration with EBRD regarding the issuance by them
of guarantees in favour of other financial institutions, facilitates (as
security for) the acceptance of LC’s and LG’s issued by the Bank and
routed to these institutions for customers’ transactions.

By providing EIB loans with low interest as well as loans in general,
the Bank contributes positively to the Cyprus economy via the
indirect economic effect. From these loans various opportunities
emerge such as:
• Improvement in productivity and quality of service e.g.
the purchase of medical equipment,
• Improvement in transportation e.g. the purchase of new buses,
• and other opportunities for jobs in the supply chain or
distribution chain of the Bank’s customers.

GRI framework disclosure for economic value generated
and distributed indicating information regarding how the
organization has created wealth for stakeholders

DIRECT ECONOMIC VALUE GENERATED AND DISTRIBUTED (EVG&D) (€MN)
46

DIRECT ECONOMIC VALUE GENERATED:

2017

REVENUES

270

ECONOMIC VALUE DISTRIBUTED:

OPERATING COSTS

106

EMPLOYEE WAGES AND BENEFITS

87

PAYMENTS TO PROVIDERS OF CAPITAL
(INCLUDING DEPOSITORS)

35

IMPAIRMENT LOSSES

83

TAXATION

(3)

PAYMENTS TO GOVERNMENT (BY COUNTRY)

7

COMMUNITY INVESTMENTS
(INCLUDING CORPORATION TAX, SPECIAL LEVY, VAT PAYMENTS)

1

ECONOMIC VALUE RETAINED (‘DIRECT ECONOMIC VALUE GENERATED’
LESS ‘ECONOMIC VALUE DISTRIBUTED’)

(45)

Numbers may not add up due to rounding
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Customer Satisfaction
QUALITY AND CUSTOMER SATISFACTION
IS AT THE CORE OF WHAT WE DO
QUALITY OF SERVICE
Service quality and customer satisfaction are two constructs on
which the Bank places a lot of importance.
A separate function in the Bank, Quality & Research, is responsible for
the creation of a quality culture among the Bank, the identification
through market research of service quality determinants and the
level of customer satisfaction among the Bank’s various functions,
and in general, the pursue of excellence in all facets of operations.
Quality models and standards have been adopted by the Bank;
specifically, ISO 9001: 2015 certification has been achieved for
its subsidiary Hellenic Alico Life Insurance Company Ltd and
its three International Banking Centers. Moreover, extensive
employee training on service quality and customer satisfaction
issues is delivered aiming at transforming all employees to quality
champions.
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REVISED ORGANIZATIONAL STRUCTURE
TO IMPROVE CUSTOMER EXPERIENCE
During 2017, the Bank introduced a revised Organizational
Structure. The reorganization aims for a more efficient corporate
structure, streamline decision making, improve efficiencies and
ultimately become more customer centric.
With the implementation of the new structure, the Retail Division,
the Business Division, and the International Banking Division will
be able to focus entirely on sales of all types of products and
services to their customers. The rest of the divisions have a unique
role to play which is to support the Frontline carry out efficiently
and swiftly its tasks.
The main changes effected are the centralization of our operations
under the Operations Division and the further development
of the specialized department responsible for new products/
services and the upgrading of existing ones. The aforementioned
products/services will be available to the three divisions servicing
the clientele of the Bank, individuals and corporate entities (Retail,
Business, International Banking).

“…the ultimate goal
of the re-organisation
is to transform
the customer journey
and facilitate
the implementation
of our medium- term
strategy…”
Ioannis Matsis,
Chief Executive Officer
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Customer Satisfaction
PRODUCT DEVELOPMENT
The Product Development monitors developments in the banking
sector, investigates customers’ needs through market research
and analysis of their suggestions and complaints and develops
products that meet those needs.
At the same time, the Department monitors the Bank’s products,
analyses their performance and makes adjustments where
necessary. It also monitors international trends in banking products
and works towards the development of innovative products and
services aimed at the greatest possible satisfaction of customer
needs.
During 2017, the Department developed new products and also
revised a number of existing schemes, while continuing to offer
support to the Bank’s branches and business centres with regard to
the promotion and sale of the various products.

CUSTOMER SURVEYS

SERVICE LINE
Service Line successfully provides professional and immediate
support to Hellenic Bank customers, particularly during the nonworking hours of the Bank. Professionalism, efficiency and high
quality of service are the fundamental pillars upon which the
department operates. The continuous increase in the demand of
the services provided by Service Line, reflects the high quality of
the department’s operation. Furthermore, the high technology
systems, which are constantly updated, along with the experienced
and well- trained personnel, ensure the continuous improvement
of the quality of the services provided to the customers.

DIGITAL BANKING & INNOVATION
48
RETAIL
CUSTOMER
SATISFACTION

75%
2 017

75%
2016

The Group continues to promote changes to its functional
capabilities and operating environment in order to allow the
business to exploit emerging and digital technologies, while
improve the customer experience.

KEY SUCCESS DRIVERS IN 2017
INNOVATION LAB

BUSINESS
CUSTOMER
SATISFACTION

75%

70%
2016

2 017

Designed and built an Innovation Lab to assist in fostering
growth and innovation by engaging with FinTech ecosystems and
hosting start-ups wishing to co-create using the Bank’s Open APIs
(Application Programming Interface). The objective is to accelerate
the enterprise- wide digital agenda by building the real products
for the marketplace (not just proof of concepts); and inventing new
business models in full alignment with strategic goals.

MOBILE BANKING APP
In 2017, the mobile channel was strengthened further by
introducing the first batch of push/smart notifications based on 6
use cases that are all related to monetary transactions to maximise
engagement.

MYSTERY RETAIL
CUSTOMER
TOUCHPOINTS
SATISFACTION

85%
2 017

API BANKING DEVELOPERS’ PORTAL
86%
2016

Launched the API Banking channel one year ahead of the PSD2
(Payment Service Directive) deadline and helped the Bank
become an early adopter and first mover in its region, to exploit
opportunities and unlock new business models by attracting
strategic partnerships that aim to boost growth. The portal
showcases 6 open APIs, a sandbox and a full governance process
that allow developers to publish and monetize their products.
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ERP BANKING USE CASE FOR OPEN BANKING

OPEN BANKING MARKETPLACE

Implemented a business use case for Open Banking whereby
customers are able to bank directly from their ERP systems. Moving
money in bulk and reconciling transactions instantly and in real
time maximises operational efficiency (eliminates the need to
exchange files or build custom APIs per customer).

Built a proprietary store that was integrated into the business web
banking channel to help customers choose, activate and manage
3rd party products/platforms/apps.

BUSINESS WEB BANKING
In 2017, the first increment of the revamped business web banking
channel was delivered. Emphasis was placed on improving the user
experience by utilising design-thinking principles, to re-engineer
65 unique features and achieve a look & feel consistent with that of
the mobile app.

PUBLIC WEB SITE REVAMP
A design-thinking approach was adopted to implement an
engaging, needs-based, customer-centric sales platform to act
as the new digital store front. It’s all about supporting customers
through life’s big moments.

MONETARY USAGE PREFERENCES

18%

26k

8%
7%

Enrolled Users (Dec-17)
76% Engagement Rate
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TOP LIVE OPEN
APIS CONSUMED

66%

25

Between own accounts

Within HB

Other payments

SEPA/SWIFT

MOBILE APP TRANSACTIONS

20
15
10
5

2018

December

November

October

August

July

June

May

April

March

February

September

2017

0
January

Millions (€)

- Account Reporting
- Mass Payments

Award by Global Finance magazine at country level (Cyprus) for Best Corporate/Institutional Digital Bank
for 4 consecutive years
Award for Digital Bank of Distinction in the consumer category at a global level
Award for Best Digital Initiative for the Open Banking Project at the Banking Technology Awards 2017
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Governance and Risk Culture
GOVERNANCE
The Board of Directors (BoD) of Hellenic Bank Public Company
Limited 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 ongoing 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
50

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 organization 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 major shareholders,
appointment or removal of the Chief Executive Officer, matters
concerning the composition and organization of the Board and
Board Committees, governance matters, etc.

BOARD OF DIRECTORS OF HELLENIC BANK
PUBLIC COMPANY LTD
Irena A. Georgiadou
Chairwoman
(until 24.05.2017)
Evripides A. Polykarpou,
Chairperson
(fulfilling the duties of the Chairperson as from 24.05.2017)
Marinos S. Yannopoulos,
Vice-Chairperson
Marianna Pantelidou Neophytou
Ioannis A. Matsis
David Whalen Bonanno
Christodoulos A. Hadjistavris
Andreas Christofides
Lambros Papadopoulos
Andrew Charles Wynn
Stephen John Albutt
Demetrios Efstathiou
Lars Kramer
Irena A. Georgiadou
As at 31 December 2017

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 2018 the BoD performed the annual evaluation
of the Board and its Committees for 2017. The first external
evaluation by external advisors was conducted in June 2015. An
external evaluation was also conducted by external advisors in the
first quarter of 2018.
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BOARD COMMITTEES
The following four committees operate within the Company:
a) Audit Committee
b) Remuneration Committee
c) Nominations/Internal Governance Committee
d) Risk Management Committee
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.
The Chairpersons and Members of the Committees periodically
submit reports or proposals to the Board of Directors following
meetings of the corresponding Committees, depending on the
subjects being addressed.

COMPOSITION OF BOARD COMMITTEES:
A. AUDIT COMMITTEE
Chairperson: Lambros Papadopoulos
Members:
Christodoulos A. Hadjistavris
Andreas Christofides
Stephen John Albutt
Irena A. Georgiadou
B. REMUNERATION COMMITTEE
Chairperson: Evripides A. Polykarpou
Members:
David Whalen Bonanno
Christodoulos A. Hadjistavris
Lambros Papadopoulos
Stephen John Albutt
C. NOMINATIONS/INTERNAL GOVERNANCE COMMITTEE
Chairperson: Irena A. Georgiadou
Members:
Marianna Pantelidou Neophytou
David Whalen Bonanno
Dr Evripides A. Polykarpou
Demetrios Efstathiou
D. RISK MANAGEMENT COMMITTEE
Chairperson: Andrew Charles Wynn
Members:
Marianna Pantelidou Neophytou
Marinos S. Yannopoulos
Andreas Christofides
Demetrios Efstathiou
As at 31 December 2017
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CSR GOVERNANCE
Effective corporate governance promotes
accountability and sound business practices.

transparency,

The Bank has a long-standing commitment to transparency and
integrity. Our Board of Directors oversees management in order
to ensure that our core values and our vision is followed and
enhanced.
A Board level committee demonstrates the commitment of the
Bank to sustainability at the highest possible level.

Our Executive Committee is responsible to implement our CSR
strategy and increasing transparency through the CSR reporting
process.
We have also embedded our CSR strategy into the appropriate parts
of our business, with dedicated Sustainability teams for each focus
area. Furthermore, the Sustainability teams are also responsible for
collecting all relevant data required for the CSR report.

The Nominations-Internal Governance committee supports the
BoD in overseeing, and challenging actions related to CSR. It has
the overall responsibility for the development and implementation
of our CSR strategy.

BOARD OF DIRECTORS

NOMINATIONS - INTERNAL
GOVERNANCE COMMITTEE
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GROUP CSR
(EXCO UNDERTAKING THE CSR ROLE)
HEAD OF CSR
COMMITTEE MEMBERS

CSR TEAM

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

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

SUSTAINABILITY TEAMS
(CHAMPIONS OR OWNERS)
IN DIFFERENT CSR AREAS
AS REQUIRED
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RISK MANAGEMENT
ENTERPRISE RISK MANAGEMENT FRAMEWORK
The Enterprise Risk Management Framework (ERMF) is the highestlevel risk framework that sets out its approach to the identification,
assessment and management of risks across the Group. The ERMF:
• 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 Board as ultimately responsible for
the risk and control environment within the Group, as well as the
Board and Executive Management committee structures, roles
and responsibilities with respect to risk management
• Confirms that the Bank adopts a three line of defence model and
sets out the roles of each
• Recognises 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

A revised Risk Appetite Framework (RAF), approved during
2017, was developed by the Risk Management Unit in line with
international standards and best practice. 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 ICAAP. The
framework 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
in line with the Three Lines of Defence model and the ERMF.

RISK GOVERNANCE
The Board 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 (b) maintaining a sufficient
control environment to manage the principal risks. A number of
Executive and Board committees (shown in the chart) assists the
Board in fulfilling the above responsibilities and in monitoring the
embedding of the ERMF.

BOARD AND EXECUTIVE COMMITTEE STRUCTURE
BOARD OF DIRECTORS

BOARD AUDIT
COMMITTEE

INTERNAL AUDIT

BOARD
REMUNERATION
COMMITTEE

CHIEF EXECUTIVE
OFFICER

BOARD RISK
MANAGEMENT
COMMITTEE

RISK MANAGEMENT
UNIT
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BOARD NOMINATIONS/
INTERNAL GOVERNANCE
COMMITTEE

INFORMATION
SECURITY

COMPLIANCE
EXECUTIVE
COMMITTEE
(CEO)

EXECUTIVE LOAN
COMMITTEE

ALCO

SENIOR LOAN
COMMITTEE

ENTERPRISE RISK
MANAGEMENT AND
COMPLIANCE COMMITTE

CREDIT ADMINISTRATION
LOAN COMMITTEE

ARREARS AND PROPERTY
MANAGEMENT
COMMITTEE

IMPAIRMENT
COMMITTEE
PRODUCT & CONDUCT
COMMITTEE
TECHNOLOGY
STEERING
COMMITTEE

Please refer to the Group’s Annual
Report 2017 and Pillar 3 Disclosure
for more information on risks and
risk management.

HELLENIC BANK // CSR REPORT 2017

Compliance and
Anti-corruption
COMPLIANCE
The Compliance Unit (CU) promotes and sustains the compliance
culture within the Group and ensures the Group’s prompt and
on-going compliance with the applicable legal and regulatory
framework.
The main activities of CU include the following:
• Monitoring and registering the legal, regulatory and business
requirements which govern and/or affect the operations of the
Group
• Communicating the identified requirements to the relevant
entities and departments of the Group, aiming to their
incorporation in the business procedures and practices
• Prevention of the legalisation of proceeds from illegal activity
and the financing of terrorism-(AML/CTF)

In 2017, CU also strengthened the monitoring programme in
accordance with the stringent data protection requirements
deriving from the new Data Protection regulation so as to uphold
the Group’s commitment to maintaining the protection of its
customers’ data.
Furthermore, the CU continued the implementation of high
standards and best practices that relate to the Group’s compliance
with the requirements of the Common Reporting Standard (CRS)
and Foreign Account Tax Compliance Act (FATCA).

REGULATORY COMPLIANCE

• Ensuring compliance with laws regarding investment services
• Prevention, detection and effective management of compliance
and regulatory risks
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• Educate the staff and create open channels of communication
with them regarding compliance issues
• The protection of personal data, including the personal data of
the Group’s customers
The scope of compliance continues to be broad and complex, with
a significant impact on the business. As regulatory expectations
continue to increase, the challenge is to successfully implement a
compliance programme that constitutes a proactive component
of the institution’s risk management culture, embedded in the
Group’s business units.

ANTI-BRIBERY AND CORRUPTION POLICY

CU, aiming for the Group’s adherence to the applicable laws
and regulations as well as the directives and other regulatory
communications, develops and implements programmes such
as the AML/CTF, Investment Services and the Data Protection
Program (DPP).

Compliance Unit releases the new GP020-Anti-Bribery and
Corruption Policy that was developed in conformity with the
applicable European and International legislative and regulatory
framework and was approved by the Board of Directors on
27/04/2017.

In 2017, CU continued the efforts to strengthen the Group’s AML/
CTF compliance programme. Among other actions, GCU proceeded
with the following:

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 Risk
Appetite Framework. The Group declares that acts of bribery and
corruption are completely unacceptable to business integrity,
causing damage to its reputation and interests and takes the
necessary measures to prevent occurrences of bribery and
corruption among employees, managers and any third parties.
Should such occurrences be detected, the Bank proceeds to
direct accountability of responsibilities of all involved. Any Policy
violation will be dealt with under the Group’s Disciplinary Code and
with reference to the Code of Business Conduct & Ethics.

• Ongoing verification of customers’ data that form the basis of an
appropriate KYC practice
• Further upgrade of the Group’s transaction monitoring system
for the identification of AML/CTF suspicious activity
• Revision of the relevant policies and procedures
• Expansion of the monitoring programme of the main AML/CTF
programme controls through a sampling procedure
• Further enhancement of the AML/CTF training programme,
both for the GCU staff and for all Hellenic Bank Group staff
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SYMBOLS USED TO INDICATE PROGRESS AGAINST OUR TARGETS
AND COMMITMENTS
COMMITMENT

SYMBOL

New Commitment
Commitment not started
In progress
Complete
Ongoing commitment with no end date

ISSUE

ACTIONS, TARGETS AND COMMITMENTS

Economic Performance
and Financial Resilience

• To achieve Financial Targets

Customer Satisfaction

• Retail customer satisfaction-2018 target 78%
• Business customer satisfaction-2018 target 78%
• Mystery retail customer touchpoints satisfaction-2018 target 88%

Governance
and Risk Culture

• Corporate Governance
- Fully compliant with Corporate Governance Code

Compliance

• Comply with the applicable legal framework

Anti-Corruption

• Prevent and confront bribery and corruption

PROGRESS
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our performance
societ y
In this section we present our performance for the ‘Society’
pillar. Specifically we are focusing on the following areas:
• Consumer Protection and Responsible Marketing
• Customer Privacy/Data Security
• Community Investment and Impact on Society
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Consumer Protection
and Responsible Marketing
In order to be updated and fully comply with the advertising law and
regulations we are members of the Cyprus Advertising Regulation
Organisation (CARO) and the Cyprus Advertisers’ Association (CAA).
The CARO is a non-profit company with the main objective of
controlling the advertisements displayed in Cyprus to ensure that they
are legal, decent, honest, truthful, socially responsible and consistent
with the current legislation and the principles of fair competition.
The CARO is a self-regulatory organization in the communications
industry since it involves all three stakeholders:
• Advertisers who are the promoters of any advertising
communication

The policy includes the following:
• Roles and Responsibilities
• Principles relating to processing of personal data
• Data subjects’ rights
• Consent
• Security of data
• Disclosure of data
• Retention and disposal of data
• Data Transfers
• Registries

• Advertisers who are the creators of the ads

• Data Impact Assessment

• SMEs that take over the recording or transmission
of advertisements

• Monitoring
• Data Breach

The CAA is a non-profit organization representing the companies
advertised in Cyprus in all fields and in all directions. Amongst other,
they preside over the Survey Control Committee, ensuring that the
data on which we buy television time are audited by independent
auditors. The Association also includes the Association of Advertising
and Communication Companies and Alpha Cyprus, ANT1, TVONE, RIK
and Sigma.

• Supervisory authority

Customer Privacy/
Data Security
Technological developments and globalisation have brought new
challenges in relation to the protection of personal data. Technology
allows the use of personal data on unprecedented scale resulting to a
significant increase in collection and sharing of personal data.
In order to ensure a consistent and high level of protection of physical
persons and to remove the obstacles to flows of personal data within
the European Union (EU), a new EU Data Protection framework
was adopted in the form of a Regulation, namely the General Data
Protection Regulation (GDPR), which will be directly applicable in all
Member States. GDPR replaced the existing EU Directive 95/46, and
the Processing of Personal Data (Protection of Individuals) Law of 2001
and became applicable on 25 May 2018.
The Bank, has implemented a Data Protection Policy, to prevent any
acts of unlawful processing of personal data and ensure compliance
with the Bank’s obligations as imposed by the prevailing regulatory
framework.

• Sanctions
In 2017, the GCU also strengthened the monitoring programme in
accordance with the stringent data protection requirements deriving
from the new Data Protection regulation so as to uphold the Group’s
commitment to maintaining the protection of its customers’ data.
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Community Investment
and Impact on Society
SUPPORTING ART, CULTURE AND SPORTS

THEATERS €19K
PURCHASE OF TICKETS IN ORDER TO SUPPORT
VARIOUS CHARITY ORGANIZATIONS €1K
ATHLETICS €15K
VARIOUS CSR SPONSORSHIPS €19K

The Hellenic Bank’s Corporate Social Responsibility program
includes actions for the Society, Education, Health and Research
and Arts and Culture.

CULTURE
Over time, Hellenic Bank has been supporting in diverse
ways pioneering museums, cultural productions, exhibitions,
publications and events, theatre performances and specific arts,
such as engraving. Moreover, in regard to culture, the Bank opted
to support theatrical productions, sending a message of creativity
in a difficult economic environment as well as supporting local
productions and promoting talent.

SPORTS
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The Group took part in the Dorians Challenge, giving participants
and visitors the opportunity to become a “Dorian Donor” in
cooperation with the Karaiskakio Foundation. To this day, the
Foundation is the first and only official organised group of bone
marrow volunteer donors in Cyprus. The Dorians Challenge also
gave the opportunity to become a Dorian Sponsor in cooperation
with Karaiskakio and Triathlon. Another sporting event within the
wider framework of the Group’s CSR was the support of the “Ayia
Napa Triathlon” for the third consecutive year.

IMPACT ON SOCIETY
CAMPAIGNS
During 2017 we have participated in initiatives aiming to ease social
problems, supporting families and other organisations active in
supporting vulnerable groups of the population.
Various divisions of the Bank continued to carry out campaigns
and charitable events, collecting money, food and other products,
which were delivered to Municipalities, Associations and other
bodies.
Examples include monetary donations to PASYKAF and the Red
Cross, support for the Anti-narcotics Association, Thermokoitida
Agapis, social grocery stores and a substantial number of other
associations, societies and NGOs that meet the stringent criteria
we have set for this purpose.
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ECO SCHOOLS €11K
LET’S DO IT CYPRUS €6K
ΕΚΣΤΡΑΤΕΙΑ
ΕΝΑΝΤΙΑ
ΣΤΟ BULLYING!

XAMOGELASE CAMPAIGN €159K
HOPE FOR CHILDREN €4K

#xamogelase
Furthermore in 2017 we have performed a comprehensive
campaign to brief, confront and prevent bullying at school. Joining
forces with the Ministry of Education and Culture in the fight against
bullying, the Bank launched the big campaign “XAMOGELASE”,
contributing to the National Strategy for the Prevention and
Management of Violence in Schools.
At the same time, the Bank continues with great success its longstanding support for the “Ecological Schools” programme.

Corporate Social
Responsibility is much more
than mere charity, it’s an
obligation. In this context, we
are encouraged to improve
the future of the people in
the community in several
fields, which in turn, inter
alia, will sustain business
in the future. CSR provides
us with the opportunity to
strengthen our business
while contributing to society.

Society
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OUR ACTION PLAN FOR THE FUTURE
The following table presents our actions, targets and
commitments for the Society section.

SYMBOLS USED TO INDICATE PROGRESS AGAINST OUR TARGETS
AND COMMITMENTS
COMMITMENT

SYMBOL

New Commitment
Commitment not started
In progress
Complete
Ongoing commitment with no end date

ISSUE

ACTIONS, TARGETS AND COMMITMENTS

Consumer Protection
and Responsible Marketing

• All campaigns are in line with relevant legislation and directives in
relation to the marketing of financial services. All advertising material
is aired only after review and legal vetting from Legal and Compliance
departments.

Community Investment
and Impact on Society

• The Bank is committed to continue its contribution to Society via
donations and sponsorships.
• We contribute and donate to a number of charity organizations, NGOs
and Societies targeting vulnerable groups of the Society.
• We will continue to contribute via sponsorships in three very important
pillars i.e. Culture, Sports, Environment.

PROGRESS

additional
information
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Glossary and Definitions
ExCo: Executive Committee
Control Functions: Risk Management, Information Security,
Compliance, Internal Audit
Front Line: Retail Banking, International Banking, Business Division
Head Office: CEO’s Office, Company Secretariat, Human Resources,
Finance, Legal Services
Supporting Unit: Technology, Operations & Channels, Corporate
Development Products
Staff: Staff with no promotions
Supervisory: Staff with up to 2 promotions
Managerial Staff: Staff with 3 promotions or more
Senior Management: Managers reporting to the CEO
VEES: Voluntary Early Exit Scheme
GRI: Global Reporting Initiative
The GRI Context Index is a separate document and is available
on our website.

61

HELLENIC BANK // CSR REPORT 2017

62

HELLENIC BANK // CSR REPORT 2017

Disclaimer
This report is issued solely for the purposes of the Group’s
compliance with the provisions of section 151B of the Companies
Law Cap.113 and for no other purpose.
This report does not and should not under any circumstances be
considered or taken to constitute a recommendation with respect to
any securities nor shall be used in connection with any investment
decision regarding any of the Group’s securities or in relation to
any decision whether or how to vote on matters submitted to
the Group’s shareholders. This report is not intended to be relied
upon as advice, should not be treated as such and does not form
the basis for an informed investment decision. No representation
or warranty, express or implied, is made concerning, and no
reliance should be placed on the accuracy, fairness, correctness or
completeness of the information presented herein.
The information, statements and opinions contained in this report
do not constitute an offer to sell, or the solicitation of an offer
to buy, or recommendation or advice, to acquire or dispose of
any securities or to engage in any other transaction. This report
contains some publicly available information from inter alia,
governmental and regulatory sources and the Group makes no
representation or warranty, express or implied, as to the accuracy,
fairness, correctness or completeness of such information. Nothing
contained herein shall constitute any representation or warranty,
express or implied, as to future performance of any security, credit,
currency, rate or other market or economic measure. The Group’s
past performance is not necessarily indicative of future results.
Certain statements in this report including, but not limited to,
presentations and references to the business strategy and plans
of the Group (current goals and expectations, projections, beliefs,
possibilities relating to the Group’s future financial condition and
performance) contain ‘forward – looking statements’ (such as
statements that include the words ‘expect’, ‘estimate’, ‘project’,
‘anticipate’, ‘believe’, ‘should’, ‘intend’, ‘plan’, ‘could’, ‘probability’,
‘risk’, ‘target’, ‘goal’, ‘objective’, ‘may’, ‘endeavour’, ‘outlook’,
‘optimistic’, ‘prospects’ and similar expressions or variations of
these expressions).
By their nature, ‘forward - looking statements’ involve risks and
uncertainties because they relate to events and depend on
circumstances that may occur in the future. Therefore these risks

and uncertainties could adversely affect the outcome and financial
effect of what is described herein and any reader of this report is
cautioned not to place undue reliance on such ‘forward - looking
statements’. When relying on ‘forward - looking statements’,
investors should carefully consider that there are important
factors that could cause actual results to differ materially from
those in ‘forward-looking statements’, certain of which are beyond
the control of the Group, including, but not limited to, political
stability, industrial action, domestic and global economic and
business conditions, sanctions, market related risks such as interest
or exchange rate risk, changes in legislation, the development of
standards and interpretations under existing or new regulations or
laws, unexpected changes to regulation, the outcome of current
or future litigation or investigations, the impact of competition,
technological conditions and other. ‘Forward - looking statements’
contained in this report are made as at the date of publication of
this report and the Group undertakes no obligation to update or
revise any of these ‘forward-looking statements’ to reflect events
or circumstances after the date hereof or to reflect the occurrence
of unanticipated events, unless otherwise required by applicable
law. Analyses and opinions contained herein may be based on
assumptions and projections that, if altered, can change the
analyses or opinions expressed.
This report should not be taken or transmitted directly or indirectly
to any country or jurisdiction where to do so would be prohibited.
Any failure to comply with this restriction may constitute a violation
of applicable law.
To the fullest extent permissible by applicable law, the Group
expressly disclaims any responsibility and/or liability for the
accuracy of the information expressed in this report, any errors
or omissions in distributing the information and/or any uses to
which the information is put. Each reader of this report is strongly
advised to seek its own independent advice in relation to any
investment, financial, legal, tax, accounting or regulatory issues.
This presentation should not be construed as legal, tax,
investment or other advice.
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