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Dialogue with stakeholders

It is essential for ”la Caixa” to
ascertain the expectations of the
people and institutions it deals
with and thus lead the way in its
Corporate Responsibility policies.

In the 2010 Corporate Responsibility
Report, the Institution features the main
progress made in the year in addition
to including the priority issues for its
stakeholders.

The issues that appear in this diagram are covered in greater detail in the 2010 Corporate Responsibility Report. A more extended version
may be consulted at: www.lacaixa.es/responsabilidadcorporativa

The issues which emerged from this consultation process are included in the following diagram:
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To determine the nature of these issues,
the methodology established by the
AA1000 standard was used to conduct
interviews and surveys with employees
from the Institution, corporate
responsibility experts in Spain and
representatives of the ”la Caixa”
stakeholders.

Solvency

Financing for customers

With people and their projects
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A sound institution

”la Caixa” is one of the most
solvent financial institutions in
Spain and Europe.

• The European Banking Supervisors
Committee (EBSC) stress test confirmed
the soundness of ”la Caixa”, even in the
most adverse macroeconomic scenario.

• The main rating agencies maintained
high ratings for ”la Caixa” in 2010.

• The level of liquidity stood at 19,638
million euros with practically the whole
amount being immediately available.

”la Caixa” boasts a high level of
solvency, with core capital totalling
8.6%

• Having this high level of liquidity has
enabled the institution not only to
confront the growth of its business with
security and improve its position compared
to rivals but also to its customers’
financing needs.

Further information at: www.emprendedorxxi.com / www.caixacapitalrisc.es

Solutions in a complex economic environment

”la Caixa” managed to keep
up its support for the country’s
productive fabric and strived
to provide solutions for
customers in a year marked
by an unfavourable climate.

The credit portfolio for customers was
up 11,520 millions (+6.5%), reaching
189,546 millions with 939,463 operations
in the last 12 months and 99,491 million
euros in loans were granted.

With the individual customers

”la Caixa” has an Aid Plan for Individuals
and families with mortgages who are
experiencing temporary situations of
low incomes. In 2010 the total volume
of contracts signed in one of the Plan’s
options stood at 27,432.

10.5 million customers trust the
”la Caixa” management model and
are a stimulus to keep on working
to provide them with a better and
more comprehensive service

Support for entrepreneurs

In 2010 ”la Caixa” strived to provide a
response for the financial needs of self-
employed professionals and companies:

• ”la Caixa” was ranked the third largest
institution to collaborate with the Official
Loan Institute (ICO), granting over 40,000
loans to companies and self-employed
professionals worth 1,579 million euros.

• ”la Caixa” boasts 820 expert managers
to attend to SMEs and 83 company
centres to provide service to medium and
large-size companies.

• ”la Caixa” accompanies business
customers in their expansion abroad
and has 3 operating branches and 5
representation offices in Europe, Africa
and Asia. In 2010 representation offices
were opened in Dubai and New Delhi.

• ”la Caixa” carries out an array of support
and financial activities, accompanying
new company initiatives with a potential
to grow. Through Caixa Capital Risc
”la Caixa” foments innovative projects
using venture capital tools. In 2010,
the committed investment stood at
7.5 million euros.

• The EmprendedorXXI initiative has
several programmes to set up companies
in specific sectors, to aid researchers
and experts to successfully launch their
business project.

• ”la Caixa” has created the
EcoEmprendedorXXI Programme to
facilitate the founding and consolidation
companies in the clean technologies
sector.

Main challenges for 2011

• To maintain the levels of financing
for individuals, self-employed
professionals and companies.

• To open new representation offices
in Algeria, Singapore and Egypt
to support companies expanding
abroad.

• To increase the number of
accompanied companies through
the various EmprendedorXXI
initiatives.

• To set up a new programme titled
EmprendedorXXI.net, specialised
in information technologies and
Internet.

With people and their projects
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MicroBank

From when it was set up in 2007
to the end of 2010, MicroBank, the
benchmark in Europe’s microloan
sector, has financed a total of
93,897 entrepreneurial and family
projects.

MicroBank aims to promote financial
inclusion and social cohesion by granting
microloans.

• This is aimed at self-employed
professionals, small employers and
entrepreneurs to set up, expand or
consolidate their projects, together with
people and families with low incomes
or with difficulties to use the traditional
loan systems, and is found in over 5,400
branches of ”la Caixa”. Since 2010, small
companies have also been able to use this
form of financing.

• Since it began its activity 588.9 million
euros have been invested.

• To conduct its activity, it receives support
from the European Investment Fund and
the Council of Europe’s Development Bank.

MicroBank Ethical Fund

MicroBank works to promote Socially
Responsible Investments as a tool to
contribute to sustainable development.

In 2010, the MicroBank Ethical Fund was
set up as an ethical cooperation investment
fund which evolved from the merger of
FonCaixa Europe Socially Responsible
Cooperation and FonCaixa Private Active
Ethical Fund.

• This fund includes ethical, social and
environmental principles when selecting
assets for its portfolio, which are
determined by an Ethics Committee
made up of independent experts.

• 25% of the commission to manage the
assets is allocated to aiding projects by
NGOs and not-for-profit institutions
designated by the contributors

• The ”la Caixa” Foundation contributes an
equivalent amount to that granted by
the fund to charities every year.

Microloans benefit labour
inclusion and, since 2007,
MicroBank is estimated to
have contributed to creating or
consolidating over 30,000 jobs.

Main challenges for 2011

• To grant microloans worth 550
million euros in the next two years.

• To achieve 85,000 microloans in
portfolio in 2011 with an investment
of 425 million euros.

• To foment Socially Responsible
Investment through the MicroBank
Ethical Fund.

Further information at: www.microbanklacaixa.com

MICROLOANS GRANTED

08 10

137.120,641

36,845
212

09

32,008
176.8

Microloans granted
Amounts paid out in millions of euros
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Sustainable investment and financing

”la Caixa” considers the social
and environmental implications
of its activity as part of its social
commitment

Sustainable financing

”la Caixa” believes that the projects it
finances should not only be economically
viable but also sustainable from a social
and environmental viewpoint.

• Since joining the Equator Principles in
2007, approving finance projects worth
over 10 million dollars requires a previous
positive assessment, which includes
social and environmental factors in the
analysis.

• In 2010 ”la Caixa” participated
in 55 finance projects worth a total
of 9,980 million euros.

• ”la Caixa” passed a loan investment
policy related to the weapons sector, in
pursuance of which it will not finance the
production or exporting of weapons. Nor
will it establish commercial relationships
with companies related to the production
or sale of antipersonnel mines and/or
cluster bombs.

”la Caixa” promotes projects that respect
the environment as a way to encourage
long-term environmental sustainability.

• In 2010 ”la Caixa” financed 20
renewable energy projects in conjunction
with other institutions, worth a total
of 2,458 million euros.

Investing responsibly

• ”la Caixa” markets the SAM Sustainable
Climate fund, which promotes renewable
energies and focuses on fighting climate
change.

• The ”la Caixa” employee pension fund,
which has adhered to the United Nations
Principles of Responsible Investment (PRI)
since 2008, has invested 80,18 million
euros in socially responsible funds
(3,28% of the total amount invested
and 8,05% of the total equity).

Main challenges for 2011

• To apply a procedure to assess
social and environmental risks of
syndicated operations for amounts
over 7 million euros.

• To raise awareness and boost the
market penetration of Socially
Responsible Investment in
collaboration with InverCaixa
and Private Banking.
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Environmental policy and management

The commitment of ”la Caixa”
to respect the environment
encompasses all its projects,
services and products in addition to
the Welfare Projects programmes
and boasts the involvement of
employees, subsidiaries and
collaborating companies.

The ”la Caixa” environmental policy
and management is coordinated by the
Environmental Committee, which works
to lower the Institution’s direct and indirect
impact on the environment.

• Electricity consumption was 7.01% lower
thanks to several initiatives. Among
these were awareness-raising campaigns
for employees, automatic standby of
computer equipment and installing light
sensors in rooms which house the Data
Processing Centres (DPC).

• In 2010, the number of branches
managed remotely reached 1,900. This
involved a one-switch operation to avoid
the use of electricity outside work hours.

• Teleconference systems together with
other systems enabled us to reduce the
distance travelled by 1,311,314 km,
which represented a saving of 322.7
tonnes in CO

2 emissions.

• 99.1% of the paper used was recycled
material and lowered the total use of
paper by 5.2%.

• In 2010, the number of customers with
digitalised mail reached 2.85 million and
the number of letters sent was reduced
by 48.2 million compared to those sent
in 2009.

The EcoCaixa space provides the
general public with advice on the
environment and enables them
to check the main initiatives of
”la Caixa” in terms of sustainability.

Main challenges for 2011

• To promote new initiatives for
employees regarding good
environmental practices.

• To reduce the use of paper by 5%,
the use of electricity as a whole and
CO2 emissions in journeys.

• To continue the process of building
new, more efficient DPC (Data
Processing Centres) which use less
energy.

Further information at: http://portal.lacaixa.es/ecocaixa/ecocaixa_es

Sustainability
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Innovative, more accessible and secure

”la Caixa” works to guarantee
excellence in service and believes
in continuous innovation, which
has enabled it to develop new
ways to access its products
and services in addition to
guaranteeing security in
transactions.

Closeness and accessibility

”la Caixa” provides access to its products
and services through an array of channels
which include an extensive network of
branches and cash machines and works
so that these channels can be used by the
largest number of people as possible.

• The largest network of branches in Spain,
with branches in at least 100% of
towns with over 20,000 inhabitants.
At the close of the year ”la Caixa” had
5,409 branches, 83 more than in 2009.

• ”la Caixa” has a full range of services
available 24 hours a day through
channels such as the internet, mobile
telephone, digital television and several
pioneering applications for products such
as iPad and iPhone.

• In 2010, the AQmetrix consulting
company rated ”la Caixa” as the financial
institution with the best level of service
provided via internet in Spain.

• ”la Caixa” continued to work to promote
accessibility and, in 2010, adapted 33
branches and eliminated architectural
barriers for people with reduced mobility.

• The Serviticket website and operations
have been adapted for the visually
impaired.

Innovation and security

”la Caixa” is committed to on constant
innovation to provide its customers with
new solutions and develop more efficient
processes.

• Through its CaixaProtect system, used
by 6 million customers, over 8 million
free alerts were sent to customer mobile
phones, informing them about any
operations featuring large quantities of
money.

• ”la Caixa” conducted a pilot payment
scheme in retail outlets via mobile
telephone based on radio frequency
communications, a technology which
provides a faster purchasing process for
customers and businesses.

• ”la Caixa” has its own online shop,
CaixaMóvil Store, the first with banking
applications for mobile telephones in
the world, enabling its customers to
download over 36 free applications.

• ”la Caixa” works to constantly improve
its Línea Abierta and has implemented
over one hundred of the best suggestions
submitted by customers.

TRANSACTIONS MADE THROUGH
ELECTRONIC CHANNELS

Línea Abierta

CaixaMóvil
Cash machines

23%
526.9 million

74%
1,729.1 million

3%
77.5 million

”la Caixa” invested a total of 155.9
million euros in technology, of
which 29.32 million were spent on
R&D and innovation.

Main challenges for 2011

• To increase the number of
operations and sign languages
available in videos to aid deaf and
mute persons at cash machines and
with the Línea Abierta.

• To consolidate the INREDIS project
(Interfaces of links between the
Surroundings and Handicapped
Persons) in collaboration with the
ONCE.

• To be first in the AQMetrix ranking,
which measures the quality of the
service, in internet banking and
mobile banking.

Further information at: http://portal.lacaixa.es/infocorporativa/accesibilidad_en.html

Excellence in service
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Better service every day

”la Caixa” works through
personalised management and
quality to guarantee excellence
in service and maintain trust and
leadership, which constitute,
together with social commitment,
its corporate values.

Quality Improvement Plan

With the aim of improving the rating
received by branches in terms of quality,
”la Caixa” developed a Quality
Improvement Plan in 2009 which was
implemented in 2010.

• In 2010 the Active Quality Portal was set
up on our corporate intranet with the
aim of collecting information related to
quality in one single space and to share
good practices among employees.

• Quality workshops were held where
branches, rated the best by their
customers according to the satisfaction
surveys conducted, “supervise” branches
which need more improvement.

• A faster, more effective service and
the wide range of electronic channels
have enabled a reduction in waiting
time by 44%.

In 2010 customer complaints
fell by 35% compared to the
previous year

Main challenges for 2011

• To adopt general measures to raise
the effectiveness of managing
suggestions received: from 2011
branches may check online the
quality of response to suggestions
made regarding improvements.

• To upgrade the ”la Caixa”
anticorruption and anti-bribery
policy.

• To pass a new commercial
communications policy.

8.38.5 8.4

Línea
Abierta

8.98.7 8.7

2008 2009 2010

8.2

Companies

8.08.3

Individuals

SATISFACTION RATE OF CUSTOMERS

Cash machinesCash machines
area

SATISFACTION SURVEYS

8.78.7 8.78.38.2 8.1

Excellence in service
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A great team

”la Caixa” applies personnel
policies on based on fomenting
equality and diversity, work-life
balance, training and professional
development to stay as leader as a
source of attracting talent

The 28,651 people who work in the
“la Caixa” Group constitute its main asset,
and the Institution works to guarantee
its labour policies promote employees’
personal development and welfare.

• In 2010 ”la Caixa” incorporated
personnel from Caixa Girona in the
workforce with the premise to conserve
jobs by implementing relocations and
early retirement when possible.

• ”la Caixa” remained at the top
of the list in the employees ranking of
the Merco Marcas Financieras Award
2010, particularly highlighting its talent
management.

• In 2010 a skills appraisal process was set
up for people in a management post.

• The Protocol to Prevent, Deal with
and Eliminate Sexual Harassment and
Mobbing came into force by means of a
free telephone service and an e-mail box
which collects queries and complaints.

• Virtaula, the ”la Caixa” distance learning
community, managed to generate over
500 blogs, 300 forums, 286 videos and a
library with over 3,500 documents, most
created by its employees.

The “Másfamilia” foundation
accredited ”la Caixa” as a Family
Responsible Company (FRC).
acknowledging its aim to foster
work-life balance and equality
for its employees.

Safety and health

• ”la Caixa” boasts a Safety and Health
Management System certificate in
compliance with the OSHAS 18001
international standard which certifies the
excellence of its preventive system.

• The instruction was implemented to
assess and act in situations of hold-
ups and violent acts and to protect
particularly sensitive employees and
maternity and breast feeding.

NUMBER OF EMPLOYEES IN THE
”LA CAIXA” GROUP AND ”LA CAIXA”

08 10

27,818
26,056 25,288

28,651

09

24,944
27,505

”la Caixa”
”la Caixa” Group

PERCENTAGE OF WOMEN ON THE
MANAGEMENT TEAM

08 10

12.20
14.58

09

14.60

Main challenges for 2011

• To progress in applying the profiles
of workplace skills to cover most of
the workforce.

• To create a Leadership Centre to
foment managers’ professional
development.

• To pass an Equality Plan to be
applied generally.

• To spread the Corporate
Responsibility course among
employees.

Commitment to society



2010 ”la Caixa” Annual Report  10

Welfare projects, closer to people

”la Caixa” kept up its commitment
to society by allocating 500 million
euros to its Welfare Projects, of
which 67% were aimed at social
and care programmes.

In 2010, the Welfare Projects were aimed
mainly at programmes which seek
to contribute to improving peoples’
living conditions and facilitate both their
integration and development as a way for
society to progress.

• The CaixaProinfancia programme,
aimed at comprehensive promotion and
development of children, has helped over
165,000 children under 16 years old at
risk or in a situation of social exclusion,
since it was set up until the end of 2010.
The accumulated investment reached 100
million euros.

• The programme for the Elderly is the
oldest of the Welfare Projects. Its aim is to
contribute to healthy ageing and prevent
situations of dependency.

• In two years the programme to provide
Integrated Care for Very Ill People
attended 15,342 patients and 24,896
families with support provided by
30 multi-disciplinary teams.

• ”la Caixa” kept up its commitment with
GAVI Alliance, the international alliance
which fights child mortality in the most
underdeveloped countries. The Institution
has contributed 11 million euros over
three years, which has enabled 1.2 million
children to be vaccinated.

• ”la Caixa” set up its Intercultural
Community Relations Programme, to
which it allocated 3 million euros with
the aim of creating a model of community
involvement as a reference to manage
cultural diversity.

• Through its Affordable Housing
programme it worked to attend the
needs of groups with difficulties to
afford a home. In late 2010 there were
over 1,846 houses managed and
940 more under construction.

Main challenges for 2011

• To promote commitment to
the needs of society in terms
of overcoming exclusion and
creating job opportunities for
underpriviledged groups, through
Incorpora.

• To foment social cohesion and
coexistence in the community
through the new Intercultural
Community Relations Programme.

• To have, at the end of 2012, over
2,800 managed affordable rent
houses for the young and elderly.
To provide 955 houses awarded to
and managed for families with low
incomes by late 2012.

• To consolidate both its research and
training programmes and projects
to benefit knowledge and spread
culture.

Further information at: www.obrasocial.lacaixa.es

DISTRIBUTION OF INVESTMENT BY PROGRAMME

Welfare programmes

Cultural programmes
Environmental and scientific programmes

Educational and research programmes

13%

14%
67%

6%

Commitment to society
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Promoting Corporate Responsibility

”la Caixa” believes that spreading
responsible principles and
practices in its enviroment forms
part of its social commitment
to make headway together
towards progress in social and
environmental terms.

Among employees

”la Caixa” boasts a Corporate Volunteers
Programme which channels all the interest
in aid projects shown by its employees.

• Our 3,286 volunteers carried out
1,546 actions, which reached
83,659 beneficiaries.

• ”la Caixa” invested 328,100 euros
in the programme.

• In 2010, in collaboration with the
Institution’s customers, 205.9 tonnes
of food were collected for the
underprivileged and 81,000 books for
education projects in Latin America.

• Through the Espacio Solidario over
1,000 employees contributed over
78,500 euros to four aid projects.

Among customers and society
in general

• ”la Caixa” customers may take part in
several aid projects:

• Through the Aid Deposits which allow
customers to choose the percentage of
net interest they wish to donate to four
NGO projects.

• By donating Puntos Estrella, 551,000
euros were allocated this way for aid
projects in 2010.

• The Institution offers Spanish companies
several projects concerned with
Corporate Responsibility, such as the
Business Alliance for Child Vaccination.
26 companies donated over 166,000
euros in 2010.

• The ”la Caixa” subsidiaries presented its
first Communication on Progress in 2010,
which summarises the progress made
regarding the principles of the UN Global
Compact.

• ”la Caixa” joined the National Financial
Education Plan promoted by the Spanish
Securities and Exchange Commission
(CNMV) and the Bank of Spain to
contribute to improving financial
knowledge among the population.

Among suppliers

”la Caixa” extended its commitment to
corporate responsibility to its supply chain.

• In 2010 a Master Plan was defined
to control suppliers with the aim of
improving transparency and rigour in
contracts, which will be implemented in
2011.

• The total amount of purchases from
suppliers reached 1,078.4 million euros,
with 90.87% complying with the agreed
payment period.

• PromoCaixa carried out auditing on
manufacturers of items made in China
that are used in important campaigns,
except when these were suppliers of
renowned brands, with no incidents
worthy of comment.

At the close of 2010, over
13,600 companies were
collaborating with the Incorpora
Programme for Labour Integration,
which has contributed to finding
jobs for 38,821 people at risk
of social exclusion.

Main Challenges for 2011

• To spread the Business Alliance for
Child Vaccination among companies
in Spain.

• To increase the chance to collaborate
in the Espacio Solidario projects in all
society.

• To improve the control of
suppliers through a new process
of registration and standards,
fomenting respect for the principles
of the UN Global Compact.

Commitment to society
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