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1. Our values, our continuing commitment

1. Our values, our continuing commitment

Trust, social commitment and 
excellence in service are the values 
that have inspired the operations 
of ”la Caixa” since its beginnings. 
This is why, even though 2009 
was a difficult year, the Entity has 
continued to bet on people and 
their projects and continues to 
be committed to the advance of 
society. 

In 2009, ”la Caixa” combined the 
development of its financial operations 
with its social action, to contribute to 
overcoming the current adverse economic 

situation. Along these lines, last year’s main 
lines of action were:

•  To give financial support to private 
individuals, the self-employed and 
companies, placing special attention on 
entrepreneurs’ innovatory initiatives, 
through MicroBank, Caixa Capital Risc 
and other channels.

•  To help private customers who were 
having short-term problems in paying 
their mortgages.

• To maintain jobs.

•  To contribute to the advance of society 
through ”la Caixa” Welfare Projects, 
which maintained its budget of 500 

million euros and focused on social and 
care programmes.

The commitment of ”la Caixa” to its 
stakeholders (customers, employees and 
society) has led it to set up consultation 
mechanisms to discover their expectations 
and give them a proper response. 

As a result of this dialogue, the themes 
to which ”la Caixa” and its stakeholders 
have given greatest priority and which 
are reported in its 2009 Corporate 
Responsibility Report are the following:

Maturity of the theme

Importance  
for   
stakeholders

Latent Being consolidated Integrated into ”la Caixa” strategy

Very Important

Ecological footprint Financial responses to the crisis
Impact of Welfare Projects
Commitment to the community
Environment management
Customer satisfaction
Financial inclusion

Important

Establishment and 
communication of 
objectives and challenges 

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

Growing
Financial Education (*) Socially responsible 

investment 

Relevant themes relating to customers. Relevant themes relating to employees.   (*) To be developed in the future.
Relevant themes relating to society. Relevant themes relating to the environment.
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2. ”la Caixa” with entrepreneurs

 
“The idea was born in the need I had 
for someone to come and look after my 
two dogs at home. Internet led me to 
MicroBank, to whom I put forward a 
viable project. It is very important that 
the security on the loan is your project. 
With the 15,000-euro microloan and some 
small savings, I was able to set up Cangur. 
There we offer a full service for pets, 
which includes service at home. I began 
on my own, but now there are two of us 
full-time. In addition, we donate 0.7% of 
our profits to entities working for animal 
welfare.”

Montse Nzang, biologist.

2. ”la Caixa” with entrepreneurs 
MicroBank, the social bank of ”la Caixa”, responding to the needs of entrepreneurs, families 
and social organisations

Supporting the country’s business 
fabric and the people who want 
to set up their own business 
and make it grow, is one of the 
challenges of ”la Caixa”, especially 
in a period marked by economic 
recession.

Many people have managed to start their 
business careers thanks to the microloans: 
loans thought up for entrepreneurs who 
want to develop a personal or professional 
project, but have no resources of their own 
and cannot easily obtain traditional credit.

Montse Nzang’s case is an example of 
the 32,008 microloans that, to a volume 
of 176.8 million euros, MicroBank has 
financed.

More on MicroBank

•  Microloans for the self-employed and 
small business-people have contributed 
to creating over 16,000 jobs. 6 out of 
every 7 businesses financed by MicroBank 
are successful and a fifth of them have 
had to take on more staff. 

•  In 2009, 4,131 business microloans were 
granted.

•  MicroBank responds to people’s needs, 
helping them to overcome short-term 
family difficulties or to develop personally. 
In 2009, 27,877 microloans for these 
purposes were granted.

•  During 2009 a credit line was created to 
attend to the needs of disabled people 
and their families.

•  417 entities throughout Spain work 
together with MicroBank to help 
concretise and develop business ideas.

•  MicroBank makes available to social 
entities products and services that enable 
them to develop their work in a more 
agile and comfortable way, such as to 
pay in advance invoices pending from the 
State or Autonomous Communities.

THE CHALLENGE:
”LA CAIXA” PLANS TO ACHIEVE IN 
THE 2009-2010 PERIOD: 

85,000 MICROLOANS 
100,000 CUSTOMERS  
350 MILLION EUROS INVESTMENT

MICROBANK INVESTMENT  
(Millions of euros)

07 08 09

33.7

176.8

137.1

NUMBER OF MICROLOANS GRANTED

07 08 09

3,099

32,008

20,641

For further information: www.microbanklacaixa.com
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2. ”la Caixa” with entrepreneurs

 
“Winning the prize has given an injection 
of self-esteem to all of us involved in the 
project. At the same time it gives us the 
chance to receive financing in a simpler 
way, in order to turn the company we had 
imagined into reality.”

Salvador Borros Gómez, SAGETIS.

We bet on innovation and entrepreneurs

Converting ideas into business 
projects is one of the aims of 
”la Caixa”, not only through the 
financing of business initiatives, 
but also through the training and 
consciousness-raising of future 
business-people.

For many entrepreneurs, the backing from 
”la Caixa” is a determining factor in their 
being able to carry out their projects. As 
well as obtaining finance and recognition 
of a good business plan, they are able to 
draw on the experience of ”la Caixa”. 

•  During 2009, through Caixa Capital Risc, 
”la Caixa” invested 3.6 million euros 
in various innovative Spanish projects 
belonging to emerging sectors such as ICT 
or biotechnology.

•  The EmprendedorXXI programme trains 
future business people and organises 
activities to raise entrepreneurs’ awareness 
of their social function. In addition, it assists 
the financing of projects through networks 

of private investors, such as the Keiretsu 
Forum. 

•  ”la Caixa”, through its 900 branches 
in rural areas, accompanies rural 
entrepreneurs, thanks to whom the quality 
of life of these areas is improved by the 
creation of new services and infrastructure. 
The Entity provided them with access to 
financing to the amount of 4,600 million 
euros. 

SAGETIS won the BioEmprendedorXXI 
programme, contest in which 18 projects 
were entered.

Financial responses for companies and support for their international deployment

Companies need access to credit 
lines and other products that 
enable them to finance their sales, 
reach new markets and develop 
their businesses.

”la Caixa” continues to construct an 
agile, effective and friendly structure that 
can adapt to the needs of every kind of 
company and to help Spanish businesses 
with their international expansion plans 
through its network of overseas branches.

•  ”la Caixa” has 11 representative offices 
in Europe, Africa and Asia. 2009 saw 
the opening of offices in Istanbul, 
Casablanca and Shanghai.

•  ”la Caixa” places at the disposal of 
companies 2 corporate banking offices 
and 80 business centres.

•  It collaborates with the ICO (Official 
Credit Institute) and the European 
Investment Bank to offer financing under 
company-friendly conditions.

•  It renewed its collaboration with the 
CEOE and the CEPYME for the granting 
of loans under the best possible 
conditions.

For further information: www.emprendedorxxi.com / www.caixacapitalrisc.es

THE CHALLENGE:
TO SUPPORT NEW RURAL INITIATIVES.

TO INCREASE PARTICIPATION IN THE 
EMPRENDEDORXXI PRIZE

THE CHALLENGE:
TO OPEN NEW COMMERCIAL OFFICES 
IN 2010 IN DELHI, ALGIERS AND 
DUBAI.
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3. Trust

3. Trust
Solid results

The trust of the customers of  
”la Caixa” has been constructed 
since its beginnings on the basis 
of its solvency and a prudent 
risks policy that guarantees all 
operations to the maximum.

”la Caixa” is one of the most solvent 
entities in the Spanish and European 
financial system. 

•  For yet another year, the international 
agencies that measure financial bodies’ 
solvency awarded ”la Caixa” a high 
rating (in the AA range).

•  ”la Caixa” maintained a good level of 
liquidity (7.8% of assets) thanks to its 
prudent management, based on the 
following of good practices. 

•  The portfolio of customer loans increased 
by 1,603 million euros, with over 1,084 
million operations and 104,045 million 
euros of risk on loans extended.

Ethics and transparency in its sales activity

The relations of ”la Caixa” with 
its customers are sustained on 
the basis of business ethics and 
transparency in sales activity.

•  It approved a new Code of Ethical Values 
and Operating Principles, based on its 
corporate values, which it wants to be 
a public commitment of ”la Caixa” to 
its surroundings. The Code promotes 
principles such as integrity, confidentiality, 
service to customers, transparency, 

respect for people and cultures, personal 
and social responsibility and team-work.

•  It maintains its commitment to 
transparency in its commercial 
communications, with an internal code 
that goes beyond the legal regulations. 
It also takes part in the Association 
for the Self-Regulation of Commercial 
Communication (AUTOCONTROL). 

•  It reinforced its systems for the 
prevention of money laundering and 
the financing of organised crime. The 
Operative Unit for the Prevention of 

Money Laundering investigated  
685 operations.

•  It safeguards strict compliance with the 
protection of the confidentiality of its 
customers’ data, in business conducted 
through both branches and other 
channels.

For further information: consult the new ethical code at www.laCaixa.es/corporateresponsibility

THE CHALLENGE:
TO KEEP ”LA CAIXA” AT THE TOP OF 
THE SPANISH SYSTEM’S FINANCIAL 
ENTITIES IN TERMS OF ITS SOLVENCY 
AND LIQUIDITY.

THE CHALLENGE:
TO APPLY AND SPREAD  
THE ETHICAL CODE.
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4. Excellence in service

4. Excellence in service 
We contribute solutions to the crisis

In the current economic climate,  
”la Caixa” has created new 
products and services to help its 
private and business customers 
to overcome any economic 
difficulties.

•  Aid Plan for people with a mortgage on 
their home, designed for families that 
have historically behaved well, in financial 
terms, towards the entity and who have 
now seen their income reduced due to 
temporary circumstances. Under the 
Plan, over 53,500 families benefited 
from postponements in repayments or 
reductions in them.

•  Credit Line of Mortgage Moratorium 
from the ICO for deferring repayments of 
the self-employed and private individuals 
with substantial reductions in income, 
with over 2,200 families benefited.

•  Financing through loans against security 
in kind (Monte de Piedad). The value of 
the pledges deposited marks the amount 
of the loan, which is granted at once  
at one year’s term. If necessary,  
”la Caixa” offers facilities to renew the 
loan for a further year. In 2009, the loans 
on pledges increased by 8.5%. 

•  ICO lines (such as ICO-liquidity for SMEs, 
ICO-Moratoria for SMEs and the Business 
Development Plan), so that its self-
employed and SME customers can gain 
access to this finance and stimulate their 
operations (16,278 loans to a total value 
of 773.7 million euros).

We support social organisations

”la Caixa” supports the “third 
sector” not only through its 
Welfare Projects, but also in its 
day-to-day operations.

Years ago, ”la Caixa” eliminated the 
charging of commissions on transfers that 
donated money to the accounts of these 
organisations. In 2009, this exemption 
reached approximately 300,000 euros.

•  MicroBank developed in 2009 a range of 
specific products and services for these 
organisations.

•  The collaboration of its customers 
through the Estrella Points programme, 
which allows customers to donate the 
value of points to social projects or 
exchange them for Fair Trade products.

•  The creation of financial products in 
favour of social and environmental 
causes such as the Solidarity Estrella 
Deposit Account.

For further information: www.microbanklacaixa.com

THE CHALLENGE:
TO STRENGTHEN THE ROLE OF  
”LA CAIXA” AS A LEADING ENTITY  
IN FINANCING SMES AND  
THE SELF-EMPLOYED.

THE CHALLENGE:
TO CONVERT ”LA CAIXA” INTO 
A REFERENCE FOR SOCIAL 
ORGANISATIONS.
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4. Excellence in service

We listen to our customers and give them replies

”la Caixa” is highly demanding 
with itself in seeking to satisfy its 
customers. It bases its relationship 
with them on trust, close contact 
and personal attention.

The evaluation of customer satisfaction 
enables improvements to be added all the 
time, both in products on offer and in the 
service provided. Just as ”la Caixa” is in 
close contact with its customers to get to 
know their concerns, it also responds to 
their suggestions and demands.

Permanent monitoring of customers’ 
views is the basis of its plans of ongoing 
improvement.  

Quality and customer service

•  In 2009, ”la Caixa” obtained the Madrid 
Excelente Prize for customer trust.

•  Various internal and external studies 
indicate that ”la Caixa” maintains 
consistently a level of service quality 
above the average in the sector.

•  In the first half-year of 2009, the number 
of complaints received increased, though 
in the second six months this trend 
reversed. The overall increase over 2008 
was about 60%. Despite this, ”la Caixa” 
is one of the entities with the fewest 
complaints received, in proportion with 
its business volume, according to the 
latest data available from the Bank of 
Spain.

•  Last year, objective indicators to measure 
quality were added. These complement 
the habitual indicators of perception of 
customer satisfaction. These indicators 
are based on measurements of various 
operating parameters. Examples of this 
kind of indicator are the time taken to 
replace a card or the non-availability of 
certain services.

 
“Giving customers good service involves 
improving every day, being attentive to 
their needs and searching for new ways 
to sort out problems. For this reason, 
and after discussing with several business 
customers the various possibilities of the 
on-line correspondence service, I thought 
it would be a good option to group all 
their receipts in just one pdf, to facilitate 
control of them and reduce consumption 
of paper. I put forward the proposal and 
this option was included in the service.”

Sergio Villegas Jiménez,  
Manager, Branch 1446 Quevedo (Madrid).

THE CHALLENGE:
TO REDUCE THE NUMBER OF 
CUSTOMER COMPLAINTS BY 15%.
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4. Excellence in service

We promote innovation and access to financial services

For ”la Caixa”, innovation is 
turning ideas into value for its 
customers, which includes offering 
services that become more and 
more accessible.

”la Caixa” responds to the needs for 
improvement through innovation, just 
as its 2007-2010 strategic plan defines. 
Similarly, it understands that access to 
financial services is a right for everyone.

In 2009, 166.5 million euros were invested 
in technology, of which 24.65 were 
dedicated to R+D+i.

Advances in 2009

•  Signature of accords with leading 
information technology companies (such 
as IBM, HP and Telefónica).

•  New services for customers such as a 
mobile phone search engine for branches 
and ATMs, the CaixaMóvil Store or new 
facilities in shops’ point-of-sale terminals. 

•  Multiple channels: branches, self-service 
terminals, mobiles (CaixaMóvil) and 
Línea Abierta (Internet, phone and digital 
television).

•  Adaptation of the websites, branches 
(30 in 2009) and self-service terminals 
(50.03% are already fully accessible).

•  Continuing collaboration with the 
ONCE Foundation in the INREDIS Project 
for developing technology to create 
channels of communication between 
visually handicapped people and their 
surroundings.

•  Presence in 100% of Spanish towns 
of over 20,000 inhabitants and in over 
90% of those with between 5,000 and 
20,000.

 
“From the Cards division, we work 
constantly to create new forms of 
payment that are comfortable for our 
customers. Thinking of professionals and 
the self-employed who do work at home, 
such as repairs of electrical appliances, 
we developed mobile POS terminals. With 
this, they only need a mobile phone to 
accept card payment -- it’s that easy. This 
removes the risk of theft or loss when 
carrying cash. In addition, they can offer 
their customers an easy way to pay and 
have the security of being paid for their 
work at once.”

Sergio Segovia Rubio, Administration 
Director of Electronic Banking.

THE CHALLENGE:
TO DEVELOP NEW FORMULAE FOR 
PAYMENT BY MOBILE PHONE.
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5. Social Commitment

5. Social Commitment 
Welfare Projects with impact

In the same way as ”la Caixa” with 
its financial business, so Welfare 
Projects responds to the concerns 
of the people with whom it works. 
In a year that was difficult for 
disadvantaged groups, ”la Caixa” 
paid special attention to their 
social requirements.

In 2009, ”la Caixa” allocated to Welfare 
Projects a fund of 500 million euros.

•  With the premise of helping people, by 
offering them, regardless of their age or 
circumstances, opportunities that help 
meet their needs, ”la Caixa” Welfare 
Projects prioritised in 2009 its social 
programmes, to which it dedicated 65% 
of the expended budget. The following 
stand out among these programmes:

•   CaixaProinfancia: to fight child 
poverty in Spain. Welfare Projects 
invested between 2007 and 2009 over 
100 million euros in improving the 
conditions of over 140,000 children.

•   Incorpora Employment Programme: 
to facilitate integration into work of 
groups at risk of social marginalisation. 
By the end of 2009, 30,850 people had 
found work thanks to this programme, 
which had 358 job placement experts 
and over 9,400 member companies.

•   Programme of Integrated Care for the 
Very Ill People: to provide help for those 
at the final stages of their lives. The 
programme set up 30 multi-disciplinary 
teams of emotional, psychological 
and spiritual support. ”la Caixa” has 
allocated 11 million euros since the start 
of the programme, which has already 
attended 6,793 patients and 10,794 
families.

•   Elderly People: to promote the 
integration and social participation 
of the elderly through lines of action 
encouraging volunteer work, learning 
new technology and preventing 
dependency.

•  In the area of education, the Scholarship 
programme stands out. This programme 
allows people to study postgraduate 
courses in Spain and other countries; it 
also promotes journalism placements  
and studies in biomedicine. In 2009,  
”la Caixa” granted 276 scholarships.

•  In conservation of the environment, 
“la Caixa” Welfare Projects promotes 
initiatives such as ”la Caixa” in Favour of 
the Sea and the conservation of natural 
spaces, within a project that prioritises 
the hiring of the less privileged and 
integrated over 1,800 people into jobs. 

•  The following cultural projects and 
projects to spread knowledge should also 
be emphasised:

•   The initiation of a new line of 
collaboration with major museums, 
such as the Prado and the Louvre.

•   Plans to give Saragossa and Seville their 
own CaixaForum centres in the future.

•   Reflection and analysis through the 
Research Department, the ”la Caixa” 
Economy and Society Chair and the  
”la Caixa” Business Social Responsibility 
and Corporate Governance Chair, in 
collaboration with the IESE.

 
“Now more than ever we must contribute 
to palliating citizens’ principal worries, 
among which are unemployment and 
poverty. It is time to move closer to 
people.”

Isidro Fainé, Chairman of ”la Caixa” and of 
the ”la Caixa” Foundation.

For further information: www.laCaixa.es/obrasocial

THE CHALLENGE:
TO COLLABORATE WITH THE GAVI 
ALLIANCE, THROUGH THE BUSINESS 
ALLIANCE FOR CHILD VACCINATION, 
IN ORDER TO ACHIEVE THE 
REDUCTION OF CHILD MORTALITY BY 
TWO-THIRDS BEFORE THE YEAR 2015.

TO STRENGTHEN BUSINESS 
AWARENESS IN FAVOUR OF HIRING 
PEOPLE WITH DIFFICULTIES OR AT RISK 
OF SOCIAL MARGINALISATION.

TO CONSOLIDATE THE PARTICIPATION 
OF THE EMPLOYEES OF THE 
”LA CAIXA” GROUP IN THE 
DEVELOPMENT OF SOLIDARITY 
ACTION.



2009 ”la Caixa” Annual Report 122

5. Social Commitment

In favour of sustainability

”la Caixa” understands that its 
responsibility cannot be limited 
to just identifying and financing 
economically viable projects, 
but that it must also ensure that 
these projects are socially and 
environmentally sustainable. 
In addition to this, the Entity 
is committed to reducing the 
negative impact of its operations 
on the environment.

The commitment of ”la Caixa” to 
sustainability is concretised in its financing 
of environmentally sustainable projects, 
its financial support for renewable energy 
projects and its attempts to reduce to the 
maximum the impact of its operations on 
the environment.

•  ”la Caixa” follows the Equator Principles 
in evaluating the economic, social and 
environmental viability of finance projects 
of more than 10 million dollars: 65 
projects in 2009, with a total volume of 
7,837 million euros.

•  Together with other entities, it financed 
21 renewable energy projects, to the sum 
of 3,172 million euros.

•  To reduce expenditure on electricity, by 
6.58%, it improved management of 
equipment, lighting and air conditioning. 
By means of these measures, and thanks 
to reduction in travel, CO2 emissions fell 
by 5,087.7 tonnes.

•  Paper consumption fell by 7% and use of 
recycled paper increased to 99%.

•  It offers its customers socially responsible 
investment products, in which the Entity 
cedes part of the handling charges 
to social projects and gives ethical 
guarantees on the use of funds.

We contribute to the welfare of society

In all its operations, ”la Caixa” is 
committed to Human Rights and 
people’s needs.

•  Since 2005, ”la Caixa” has been a part 
of the United Nations Global Compact 
for promoting an ethical and responsible 
business culture. In 2009, its subsidiaries 
Caixa Capital Risc, GDS-CUSA, 
PromoCaixa, ServiHabitat, Silk, Sumasa, 
Vivienda Asequible, MicroBank and  
e-la Caixa joined too.

•  Since 2008, ”la Caixa” has been 
contributing to the fight against 
child mortality as one of the strategic  
European partners of the GAVI Alliance. 

In 2009, it repeated the contribution of 
4 million euros made to this organisation 
in 2008. In addition, it promotes the 
Business Alliance for Child Vaccination, 
a responsible initiative to which over 150 
Spanish companies contributed more 
than 450,000 euros.

•  Through Affordable Housing  (Vivienda 
Asequible), the entity assists groups with 
difficulties to find a home. By 2012, 
3,000 flats will have been built for people 
aged 18 to 35 and for people over 65. 
The programme expanded in 2009 
with 1,000 new homes for low-income 
families.

THE CHALLENGE:
TO REDUCE ELECTRICAL 
CONSUMPTION BY 10%.

TO PROMOTE SOCIALLY RESPONSIBLE 
INVESTMENT.

THE CHALLENGE:

TO BUILD THE 4,000 HOMES 
PLANNED IN THE ACCESSIBLE 
HOUSING PROGRAMME.
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5. Social Commitment

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

Juan Antonio García Gálvez,  
General Manager of Banking Services.

A good company to work for

The most valuable asset of  
”la Caixa” are its employees, 
who are in charge of the day-to-
day transmission of the Entity’s 
corporate values. Recognising 
this, it seeks to maintain the most 
favourable working conditions, 
which permit its staff to develop 
their professional life to the 
maximum.

”la Caixa” was elected for the fourth 
consecutive year, according to the Merco 
Personas report, as the best company to 
work for in Spain. The Entity’s sensitivity to 
its employees’ expectations is key to this 
choice. 

Commitment to its employees

Despite the adverse economic climate,  
”la Caixa” continues to be faithful to its 
commitment to its employees. 

•  Defence of jobs: the new strategic model 
redistributed human resources. This led 
to the combination of some branches, 
in which no-one was made redundant, 
as staff opted for retirement, early 
retirement or partial retirement.

•  Equal opportunities: in 2009 a new 
equality plan began to be drawn up. A 
protocol to prevent and handle sexual 
harassment is in place.

•  Training and personal development: 
personal programmes of talent and  
skills management were drawn up.  
In addition, ”la Caixa” invested 10.99 
million euros in both class-room courses 
and virtual training, which added up to 
584,000 hours of training received. 

•  Reconciliation of private and professional 
life: ”la Caixa” applied a Protocol of 
Life/Work Balance and Equality, which 
watches over the welfare of its staff. 
Employees benefited from advantages 
and social benefits to the tune of 196 
million euros.

•  Encouragement of Corporate Volunteer 
work: through 45 associations in 46 of 
Spain’s provinces that channel the activity 
of 3,061 volunteers (current, retired, 
early-retired employees, family and 
friends), with a contribution of 328,100 
euros.

NUMBER OF EMPLOYEES OF ”LA CAIXA”  
GROUP

07 08 09

26,226 27,50527,818

54.8

45.2

53.8

46.2

52.9

47.1

DIVERSITY

07 08 09

Men Women

THE CHALLENGE:
TO CONSOLIDATE THE COMMITMENT 
OF ITS VOLUNTEERS AND 
ENCOURAGE VOLUNTEER WORK IN 
ITS SUBSIDIARY COMPANIES.
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5. Social Commitment

 
“We want to make sure that the products 
we buy have been manufactured with 
respect for the principles of the United 
Nations Global Compact on Human Rights 
and under the necessary conditions of 
protection of the environment. For this 
reason, we request outside audits of 
the factories concerned and demand 
compliance with the above principles.”

Carles Guillot Colls, Managing Director of 
PromoCaixa.

Commitment of our suppliers

The suppliers of ”la Caixa” must 
not only comply with legal 
requirements, but act in line with 
the corporate values and ethical 
commitments adopted by the 
Entity.

In 2009, the Entity had 551 strategic 
suppliers and a total turnover of  
1,144 million euros.

•  They are selected through a purchase 
forum or, depending on the volume, at 
public auction.

•  They must undertake to respect human 
rights and the environment, and must 
sign, in contract, clauses to protect the 
environment and respect the principles of 
the Global Compact.

•  They must be fully aware of their legal 
obligations.

•  They are especially tightly controlled if the 
supplies come from outside the OECD 
countries.

•  They may be inspected to evaluate 
compliance with these commitments. 
One of PromoCaixa’s audits, in 
Bangladesh, found that safety at work 
was not complied with and the contract 
was cancelled.

THE CHALLENGE:
TO OBTAIN THE CERTIFICATE OF THE 
EUROPE STANDARD ON PURCHASES.
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Note of the auditor and GRI stamp

This Corporate Responsibility Report of ”la Caixa” was drawn up in line with the regulations in the GRI Guide for Drawing up 
Sustainability Reports, published in 2006, and known as G3, and the financial services sector suplement, updated in 2009.

The Corporate Responsibility Report 
(CRR) of ”la Caixa” meets the requisites 
for the A+ rating for applying G3, which 
means it complies with the specifications 
for G3 Level A for Profile, Management 
Approach and Performance Indicators and 
that it has been subjected to verification 
mechanisms under the conditions set by 
this standard.

Deloitte checked the complete version of 
the ”la Caixa” CRR and concludes that 
in Chapter 5 of this report the scope of 
the review is explained in detail and that 
the indicators reviewed, included in an 
additional document to the complete 

version, that do not cover all the points 
recommended by GRI are identified.  
After them review, no aspect stood out  
to make them think that:

•  The ”la Caixa” CRR has not been 
prepared in line with the Guidelines  
for drawing up Sustainability Reports  
of the Global Reporting Initiative, 
version 3 (G3).

•  The information in the 2009 CRR of  
”la Caixa” on applying the principles  
of the AA1000 regulation on relevance, 
integrity and stakeholder feedback 
contains material errors or omissions.

•  The information provided on the 
advances in the lines of work on 
Corporate Responsibility in 2009 has 
significant errors.

•  In the complete version of the 2009  
”la Caixa” CRR, the pages and 
coverage of the requisites, management 
approaches and indicators are shown.


