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LETTER FROM ThE ChaiRMaN aNd ThE PRESidENT aNd CEO OF ”La Caixa”

We are pleased to present the 4th Annual Corporate Responsibility Report detailing the foremost events and 
developments in the management of ”la Caixa” in 2007, in terms of corporate responsibility. For the first 
time, this year the report presents data from subsidiaries of ”la Caixa” –GDS-Cusa, MicroBank, PromoCaixa, 
Servicios Informáticos, ServiHabitat, Sumasa and Vivienda Asequible– , together with recommendations from 
expert independent consultants within the framework of the consultancy and dialogue process we carry out in 
accordance with the principles of standard AA1000.
 
This report has been verified by external audit by Deloitte, complies with the indicators established by the 
Global Reporting Initiative (GRI-3), at its highest possible level (A+), and constitutes a presentation of the 
advances in the strategic objective of developing the Triple Balance: Economic, Social and Sustainable. 
The report also details our actions in financial and social engagement with stakeholders, which consists of 
advancing people’s social and financial integration, improving accessibility to financial services, and furthering 
both professional and personal development of employees. 

In order to enable financial and social integration of those at risk of exclusion, ”la Caixa” has created 
MicroBank, the ”la Caixa” community bank, which aims to provide support for personal, family, and  
self-employment projects by awarding social and financial microcredits. At the same time, we have provided 
our foreign customers with the necessary services and technological channels to help them integrate within 
our society and facilitate them in the transfer of in excess of 100,000 remittances to their native countries  
each month.

With regard to access to financial services, all new branches of ”la Caixa” incorporate the concept of  
“no barriers” –eliminating the height difference between footpaths and the interior of the branches–.  
All 8,000 ATMs have been adapted to include a keyboard for the visually impaired so that basic operations 
are no longer a problem. Also, our internet banking services have been modified to include several new 
operations, thereby providing access to a more complete range of services. 

Our commitment to respecting the environment is a reality for ”la Caixa” with the entire branch network 
adopting sound initiatives, not to mention the ambitious projects undertaken by Social and Cultural Outreach 
Projects. The most important event in 2007 has been the adoption of the Equator Principles by which the 
Institution makes the commitment that any project financing with a project capital financial threshold above 
USD10 million, rates positively in its environmental and social impact, in accordance with regulations of the 
International Finance Corporation. 

Finally, ”la Caixa” continues to promote the personal and professional development of all those working for 
the Institution and to foster the reconciliation of family life and working life. In line with recent trends, once 
again in 2007 the increase in the number of staff, with 1,004 new employees, is a reflection of the growth 
and expansion of ”la Caixa”, which has made us one of the most important full-time job creators in Spain. 
With regard to labour issues, ”la Caixa” has reached an agreement with trade unions about a far-reaching 
protocol on Equality and Reconciliation to assist our employees in striking a balance between working life and 
family life. This agreement details the new measures affecting Equality, leaves of absence, and staff training 
programs. 

All these measures have contributed to ”la Caixa” being named the top rated Institution to work for by a 
MERCO (Spanish Monitor of Corporate Reputation) study, for the second year running.

With the present Corporate Responsibility Annual Report, we summarize ”la Caixa”’s commitment to our 
customers, employees, and the community in general. We take this opportunity to express our gratitude to all 
of you who have placed your trust in us and we hope that the information in this report is a suitable reflection 
and presentation of the principal developments and events over the past year. 





1. Faithful to our commitments

1.1. Contribution to economic growth  
1.2. Responsible management at ”la Caixa”
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1. Faithful to our commitments 

1.1. Contribution to economic growth 

1.2. Responsible management at ”la Caixa”

active contribution and positive 
impact

The direct contribution of ”la Caixa” to 
Spain’s GDP in 2007 was 0.43% of the 
total. In addition, the indirect effects  
on the GDP of the operations of  
”la Caixa” should be borne in mind. 
These effects are due to the economic 
activity caused by the entity’s purchases 
from its suppliers. In meeting this 
demand, the suppliers, who at the same 
time increase their purchases from their 
own suppliers, also contribute to the 
GDP. The input-output table on the 
Spanish economy is used to calculate 
this effect. This table provides data 
on the structure of purchases that are 
intermediate between different sectors of 

the economy. Thus, for every  
100 euros of added value in the financial 
intermediary service sector to which 
”la Caixa” belongs, about 29 euros are 
generated indirectly in the economy. 
To put it another way, the total effect 
is 29% higher than the direct effect. 
As such, the total direct and indirect 
contributions of ”la Caixa” represented 
0.55% of Spain’s GDP in 2007 (Source: 
”la Caixa Studies Service”).

”la Caixa” is the entity that has 
created most stable employment  
in the country in recent years

”la Caixa” is the financial entity that has 
the greatest presence in the country. The 
5,468 branch offices located throughout 
the state, along with one in Poland, one in 
Rumania and 10 foreign delegations, have 
become major creators of employment. 
In fact, in the 2006-2007 period, the 
entity increased its staff by over 1,000 
people. The professionals of ”la Caixa” 
have a vocation of service that contributes 
to turning the project of the entity into 
reality. With this commitment to service, 
”la Caixa” has become Spain’s leading 
financial entity in terms of creating stable 
jobs. 

The Stakeholders of  ”la Caixa”

”la Caixa” is a non-profit Savings and 
Financial Services Entity, in the form of a 
private foundation, which is not attached 
to any other company and which dedicates 
its business to attracting, administering 
and investing the savings that are 
entrusted to it by its customers.

The stakeholders of ”la Caixa” are its 
customers, its employees and society as a 
whole. These three groups are represented 
in its General Assembly, which is the 
supreme governing and decision-making 
body of the entity.

The Caixa d’Estalvis i Pensions de 
Barcelona specifies in its Articles 
of Association the percentages of 

representation as follows, out of a total  
of 160 members of the Assembly:

•  58 general directors representing 
depositors: 36% of the total.

• 48 representatives of the founding  
 institutions and other social bodies:  
 30% of the total.

• 34 representatives of local government 
  bodies: 21%.
• 20 representatives of the employees,  
 accounting for 13%.
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ThE MOdEL OF MaNagEMENT 

For ”la Caixa”, corporate responsibility entails acting in line with our corporate values of Trust, Social Commitment and Quality,  
including when these go well beyond the legally required minima. We also want employees, customers and society to see  
the results of our operations.  
These values define the strategy of ”la Caixa” in the business and organisation areas.

1.2. Responsible management at ”la Caixa”

1. Faithful to our commitments 
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1. Faithful to our commitments 

To ensure consistency in the application of 
these principles, ”la Caixa” has introduced 
a management model that rests on five 
pillars:

• Guidance for customers in accordance 
 with their social and financial  
 requirements.
• Personal treatment from the 26,342  
 professionals who work for the  
 ”la Caixa” Group. 
• Risk management based on good  
 practice and reliability. 
• Multi-channel management simplifying 
  access to the services offered by  
 ”la Caixa”. 
• Propinquity through the fullest network 
 of branch offices in Spain.

dialogue and relevant questions 

”la Caixa” makes available to its 
stakeholders a number of channels for 
dialogue:

• Its network of 5,480 branch offices and  
 24,725 employees.
• Internal and external communication  
 tools.
• Research and studies into social and  
 financial needs.
• Contact and collaboration with  
 business, social, cultural, educational  
 and environmental institutions and  
 organisations.

These channels enable ”la Caixa” to 
understand its stakeholders’ expectations. 
After analysis, actions to give an adequate 
reply are worked out, thus minimising risks 
and optimising opportunities.

To improve dialogue with its stakeholders, 
”la Caixa” set up in 2007 a process 
based on the AA1000 standard. This 
process consisted of meetings with the 
areas and subsidiaries of ”la Caixa” 

1.2. Responsible management at ”la Caixa”

Analysis of stakeholders’ views identified the following relevant aspects of the 
relationship of ”la Caixa” with its customers, employees, society and environment.

Customers

• Ethics and   

 Transparency 

• Quality  

• Risk management,  

 solvency and   

 security 

• Universal Service   

 and financial   

 inclusion 

• Innovation 

• Accessibility

Employees

• Dialogue 

• Communication and  

 participation  

• Management 

 of diversity

• Satisfaction

• Training

• Employees’ ethical 

  code

• Professional  

 development

• Recognition of merit

• Freedom of  

 association 

Society 

• Contribution to 

  social and economic  

 development

• Social actions in the 

  financial orbit and 

  in Social and 

  Cultural Outreach   

 Projects

• Relations with 

  suppliers

Environment

• Direct environmental 

  impact

• Environmental 

  management

• Analysis of 

  environmental risks 

  in credit operations

• Environmental 

  standards and 

  certificates

• Training and raising 

  of awareness about 

  the environment 

MaiN adVaNCES iN RESPONSiBLE MaNagEMENT iN 2007 

• Creation of the Committee of Corporate Reputation, formed by the management  
 areas of ”la Caixa”.

• Completion of the good name risk map of ”la Caixa”.

• Adoption of the RepTrak® model to monitor the good name of ”la Caixa”.

• Start of a process of dialogue with representatives of ”la Caixa” stakeholders:  
 customers, employees and society.

• Adherence to the Equator Principles. 

• Creation of MicroBank, the Social Bank of ”la Caixa”.

• Adherence to the European Alliance for Companies’ Social Responsibility. 

(GDS-CUSA, MicroBank, PromoCaixa, 
Computer Services, ServiHabitat, Sumasa 
and Accessible Housing) included in this 
report and of two workshops with heads 
of institutions and organisations that were 
representative of the stakeholders of  
”la Caixa”: customers, employees, society 
and environment.



2. Social impact of operations of ”la Caixa” 

2.1. Our Main Lines of Action
2.2. Focusing on Our Customers
2.3. Committed to Our Surroundings
2.4. A Good Place to Work
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2.1. Our Main Lines of action

FiNaNCiaL iNCLuSiON FOR PEOPLE 
wiTh LiMiTEd RESOuRCES

People’s economic circumstances represent 
no obstacle to their gaining access to and 
benefiting from the financial services of  
”la Caixa”. To assist people’s financial 
inclusion, ”la Caixa” makes available a full 
package of financial products at competitive 
prices and through the broadest network of 
branches in the country. The efforts of the 
entity to facilitate financial inclusion focus 
on young people, the elderly, families with 
few resources and new residents. Through 
MicroBank, the social bank of ”la Caixa”, 
the economic and social integration of new 
residents, basic products and its loans against 
security in kind (Monte de Piedad),  
”la Caixa” reaffirms the social character that 
has characterised it since its foundation.

Objectives achieved in 2007

• Creation of MicroBank, the social   
 bank of ”la Caixa”, focusing on  
 the granting of microloans to 
  develop personal, family and  
 self-employment projects.

• 32% increase in the number 
 of remittances sent back by new 
 residents, which has reached a 
  rhythm of over 117,000 a 
  month.

MicroBank, the social bank of  
”la Caixa”

MicroBank, the social bank of ”la Caixa”, 
stimulates personal, family and  
self-employment projects. From its 
foundation it has striven to become the 
point of reference in Europe in its field.

Its mission is to provide the support 
needed to create jobs and personal 
development. To this end, it channels 
aid through social microloans, financial 
microloans and assistance for families.

At the end of 2007, there were 4,267 
customers of MicroBank.

By the end of 2007, the active portfolio of 
social microloans reached 539 operations 
with 7.1 million euros lent, processed 
through 281 social entities. From the start 
of the activities of social microlans, there 
have been 2,624 operations, reaching 
36.4 million euros.

The actions of ”la Caixa” in 2007 to 
favour people’s financial inclusion

21.7 million euros in 1,783 operations had 
been granted as financial microloans by 
the end of 2007.

4.9 million euros in 777 operations of 
family assistance had been granted.

In 2007, as well as its financial activity, 
MicroBank collaborated with the  
Jaume I University in Valencia, which has 
the first Chair in Microloans in Spain that 
researches into the reasons for financial 
exclusion, whilst raising in universities and 
society as a whole the awareness  
of exclusion and counselling the excluded 
how to overcome their situation.  
In addition, MicroBank supported social 
entities by creating a virtual campus to 
make available training tools to improve 
procedures to request microloans. 

2. Social impact of operations of ”la Caixa” 
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FROM NEPaL TO BaRCELONa 
wiTh MiCROBaNk

Six years ago Tfering Dorje Gurung, 
from Nepal, decided to embark on 
a business adventure: he opened a 
shop in Barcelona selling products 
from his country. As the business 
prospered, he decided to open 
a second shop with the help of 
Microbank. “Maybe I could have 
done it alone, but it would have 
been difficult and the credit made 
it easier,” Tfering says.
Thanks to this second shop, this 
entrepreneur was able to create a 
job for his wife and another person 
and is now planning to open new 
shops.

Social microloans Financial microloans Family assistance

Beneficiaries Persons at risk of social exclusion, 

the unemployed and disabled

People with family income below 

15,000 euros a year who put forward 

a business project that promotes 

the social economy and helps create 

economic value

People with low family income, to get 

through short-term difficulties

Purpose To look after groups excluded 

from the financial system

Financing of business and  

self-employment projects

To look after family needs, enabling 

difficult periods to be overcome and 

assisting personal development 

Conditions Loan with personal security of up 

to 15,000 euros

Loan with personal security of up to 

25,000 euros

Loan with personal security of up to 

25,000 euros

Channel Through the social entities that 

have signed an accord with  

”la Caixa”

They are processed and agreed 

through the network of branches of 

”la Caixa”

Processed and agreed through the 

network of branches of ”la Caixa”

Profile of beneficiaries 29% are new residents, with an 

average age of 39

40% are new residents, with an 

average age of 36

2.Social impact of operations of ”la Caixa” 
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Economic and social integration of 
new residents

”la Caixa” has pioneered a programme 
for new residents, to provide them with an 
overall solution to their financial and social 
needs.

Sending remittances back to new 
residents’ countries of origin is a key factor 
in these countries’ economic growth.

In 2007, ”la Caixa” processed over 
117,000 monthly remittances, a figure 
that represents 51% of the international 
transfers carried out by the entity and is 
27% up on 2006.

”la Caixa” has been extending in recent 
years its working agreements with banks 
in the main Latin-American countries, as 
well as in Bulgaria, Ukraine, Rumania, 
Morocco and Senegal, and is working to 
continue to expand this list in the future.

”la Caixa” has also, as well as remittances, 
helped new residents to integrate into our 
society by means of initiatives such as the 
“Like at home” programme, which has 
taken numerous steps to contact groups 
directly in order to create permanent links 
and training in banking culture. In total, 
97 activities were organised, in which 
747,792 people took part.

Basic products for financial 
integration

To promote the integration into the 
financial system of groups at risk of 
exclusion, ”la Caixa” continues promoting 
the Basic Bankbook and the Basic Card. 
These two products enable free access to 
essential banking services for people in 
precarious economic circumstances. 

In 2007, the number of users of the Basic 
Bankbook rose from 14,284 to 20,639.

For further information… 
…on MicroBank at   
www.MicroBanklaCaixa.com 
…on social exclusion and poverty in the 
July-August 2007 monthly report at  
www.laCaixa.es/estudios
.……on immigrant business people in 
Spain in the Social Studies Collection, 
number 21.
http://obrasocial.lacaixa.es/
estudiossociales/vol21_es.html

Monte de Piedad (Loans against 
security in kind)

With a tradition that goes back to the  
mid-eighteenth century, the Monte 
de Piedad is an up-to-date and live 
alternative, given that a loan granted 
against security in kind can help people 
get over temporary liquidity problems or 
difficult situations such as the loss of a job.

In 2007, its portfolio loans exceeded  
20.5 million euros, with a total of 13,026 
loans in force at a mean sum of 1,806 
euros.

Challenges 2008-2010

• To convert MicroBank into Europe’s  
 reference as a social bank.

• To introduce steadily into the  
 entire network of ”la Caixa” 
 branch offices a special desk to  
 attend to MicroBank customers.

• To launch new products through 
  MicroBank.

The commitments of ”la Caixa” 
for 2008-2010 for people’s 
financial integration

2. Social impact of operations of ”la Caixa” 

2.1. Our Main Lines of action
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RESPONSES TO NEw 
REquiREMENTS OF yOuNg 
PEOPLE, ThE ELdERLy aNd 
ENTREPRENEuRS

”la Caixa” has sought to meet people’s 
social and financial needs ever since it was 
founded. Through its financial operations 
and Social and Cultural Outreach Projects, 
”la Caixa” has constantly paid attention 
to its most immediate surroundings, with 
a desire to be close to people and respond 
to their needs at all times.

Young people, the elderly and 
entrepreneurs are three groups whose 
needs and challenges are taken very 
seriously by the entity. It channels its 
responses through the Accessible Housing 
programme for the young and elderly and 
through a series of initiatives to support 
entrepreneurs.

accessible housing Programme 

Lack of housing is one of the social needs 
that ”la Caixa” has helped tackle through 
its social property developments. This line 
of action was stimulated afresh in 2004 by 
the setting up of the Accessible Housing 
Plan by ”la Caixa” Social and Cultural 
Outreach Projects.

Housing that is accessible, adapted and 
environment-friendly has become a reality 
since 2007 for hundreds of young and 
elderly persons. The Accessible Housing 
project of ”la Caixa” promotes rented 
housing for people under 35 years old and 
over 65, to meet the needs of two of the 
sectors of the population that have most 
difficulty in gaining access to the housing 
market.

Objectives achieved in 2007

• Accessible Housing Programme:  
 building of 3,000 housing units for 
  young and elderly people. In 2007 
 1,084 housing units were   
 delivered, so completing the first 
  stage of the project.

• Direct financing of 56 new projects 
  and co-financing of 32 projects 
  more, with a total investment of 
  17.9 million euros.

• Creation of the Twenty-First 
  Century Entrepreneur Prize, in 
  collaboration with the Ministry of 
  Industry.

The operations of ”la Caixa”  
in 2007 responding to the new 
needs of the young, the elderly 
and entrepreneurs

The investment made by ”la Caixa” 
between 2004 and 2007 reached  
190 million euros. In 2007, 1,084 housing 
units were delivered, so completing the 
first stage of the project, with 933 more 
under construction or awaiting building 
permission. In addition, new agreements 
with local Councils are being signed to 
acquire land for 1,000 more housing units, 
taking the total to 3,000.

2.Social impact of operations of ”la Caixa” 
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Support for entrepreneurs

Faithful to its enterprising spirit and to  
its commitment to modern society, 
”la Caixa” set up the Twenty-first Century 
Entrepreneur programme, a set of 
initiatives to convert the ideas  
of talented young people who  
want to set up businesses into reality.

Based on three axes –raising awareness, 
training and new financial instruments–, 
the Twenty-first Century Entrepreneur 
programme is developed jointly with 
the entity’s area network and main 
national and regional organisations and 
institutions. 

The raising awareness axis has the 
objective of encouraging enterprise culture 
in our society by means of information 
events, like the Day of the Entrepreneur 
and initiatives such as the creation of the 
portal www.emprendedorXXI.es 

Challenges 2008-2010

• Accessible Housing Programme: to   
 complete the second and third 
  stages of the programme by 
  constructing a total of 3,000 
  housing units.

• To consolidate the growth of 
  Spain’s business fabric through the 
  Twenty-first Century Entrepreneur 
  programme, supporting and 
  promoting new business values.

TwENTy-FiRST CENTuRy ENTREPRENEuR PRizE 

One of 2007’s new initiatives was the creation, jointly with the Ministry of 
Industry, of the Twenty-first Century Entrepreneur Prize. Its aim is to promote 
and give recognition to especially brilliant business initiatives and so consolidate 
the growth of Spain’s business fabric. The Andalusian SME Integromics  
won the first national prize for the most innovative company. This was worth  
35,000 euros and counselling from a prestigious international mentor on ways 
to grow and expand internationally. 

(*) There are three projects approved by the Investments Committee, but not yet started. 

For further information……
…on the Accessible Housing 
Programme at  
http://obrasocial.lacaixa.es/
viviendaasequible/viviendaasequible_
es.html
…on the Entrepreneur Programme at 
www.emprenedorXXI.es

The commitments of ”la Caixa”  
for 2008-2010 to give a response  
to the new needs of young people, 
the elderly and entrepreneurs

Most relevant indicators Portfolio of projects

Number of projects financed 56(*)

Total financing commitment of ”la Caixa” 17.9 million euros

Total financing received by the projects 40 million euros

Number of projects co-financed with other entities 32 

Employment created About 400 people

Distribution by sectors 64% ICT

Geographical distribution 60% Catalonia / 40% other regions

Then the training axis seeks to stimulate 
business initiatives in universities, business 
schools and, in general, the world of 
education. This has translated into various 
seminars on innovation and enterprise 
and into actions designed to further the 
training of teachers and experts in creation 
of companies.

On financing, ”la Caixa” helps create 
regional networks of business angels and 
invests in starting up original projects, 
through the usual vehicles of capital: 
“seed” and “growth”. 

2. Social impact of operations of ”la Caixa” 

2.1. Our Main Lines of action
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FiNaNCiaL PROduCTS TO 
CONTRiBuTE TO a MORE 
SuSTaiNaBLE wORLd

”la Caixa” is committed to making 
economic development compatible 
with social progress and respect for the 
environment. That is why it includes 
sustainable management criteria in 
its business strategy, through the 
development of socially responsible 
investment funds that invest in companies 
of proved financial and social solvency. 
It also launches new financial solidarity 
products that contribute to social causes 
and projects and develops services for the 
third sector that assist its work in benefit 
of society. 

Socially responsible investment 
funds

”la Caixa” has various socially responsible 
products, such as FonCaixa Cooperació 
or FonCaixa 133 Socialment Responsable, 
both of which are managed by InverCaixa 
Gestión, the investment fund manager of 
”la Caixa”. The merger of the two funds 
gave birth to the FonCaixa Cooperación 
Socialmente Responsable (Socially 
Responsible Solidarity Fund). The stock 
chosen by the socially responsible funds 
of ”la Caixa” form part of the group of 
companies belonging to the FTSE4GOOD 
EUROPE, an index that selects companies 
of proven solvency not only in a strictly 
financial sense, but also in the social field. 
The volume of resources handled by the 
two funds is 10.2 million euros.

In addition, the Pension Funds of  
”la Caixa” employees had a sum  
of 112.9 million euros invested in socially 
responsible funds by the end of 2007, 
a figure that represents 12.50% of the 
variable income portfolio and 4.73% of 
the total amount invested by the fund. 

FONCaixa COOPERaCióN 
iNTERNaCiONaL, a 
SOLidaRiTy FuNd

”la Caixa” is responsible for 
introducing a new concept to be 
taken into account when choosing 
a fund: its social responsibility. Since 
1999, the FonCaixa Cooperación 
Internacional Fund has been 
a solidarity and ethical fund 
that devotes 0.35 points of its 
handling charge to the ”la Caixa” 
Foundation for its emergency 
responses. Since 2000,  
the entity has contributed a total  
of 1.5 million euros.

Objectives achieved in 2007

• Launch of the Estrella Solidarity 
  Account, an innovative long- 
 term savings account that enables 
  customers to finance with the 
  interests on their savings a social 
  project to be chosen from four 
  NGOs.

• Four million euros donated in the 
  last 10 years through Estrella 
  Points to over 30 non-profit 
  organisations involved in social 
  activities.

• Inclusion in the Estrella Points 
  catalogue of social products made 
  by groups at risk of social 
  exclusion. 

actions of ”la Caixa” in 2007  
in financial products to contribute 
to a more sustainable world

2.Social impact of operations of ”la Caixa” 
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Solidarity financial 
products: Solidarity account and  
Estrella Solidarity account

The Solidarity Account is an investment 
formula that offers customers the chance 
to collaborate in a solidarity project of 
an NGO through a fund, by donating 
between 25% and 100% of the profits 
generated by their investment.

At the end of 2007, ”la Caixa” 
strengthened its range of solidarity 
products by launching the Estrella 
Solidarity Account, an innovative account 
that enables customers to finance with 
the interests of their savings the concrete 
action they choose out of four social 
projects undertaken by the NGOs, Red 
Cross, Doctors without Borders, Caritas or 
Intermón Oxfam. 

”la Caixa” services for the third 
sector

”la Caixa” has taken the decision to 
eliminate the handling charges on all 
donations transferred to non-profit 
organisations. With this initiative,  
”la Caixa” wants to share in the efforts 
of millions in our country who donate to 
solidarity projects.

In 2007, transfers were made to 46 
organisations and the economic volume 
of eliminating handling charges on these 
transfers reached over 900,000 euros.

Ecological and Fair Trade products 
catalogue and donation of Estrella 
Points to non-profit organisations

The Estrella Points programme, as well 
as making customers loyal, serves to 
reinforce their social and environmental 
contribution. This functions very simply:  
instead of exchanging the points acquired 
for gifts, customers can convert them 
into donations to the solidarity projects 

of various social and environmental 
organisations. Up to 2007, ”la Caixa” 
had donated over 4 million euros to over 
30 non-profit organisations. In addition, 
customers can exchange their points 
for Fair Trade gifts or products made by 
groups at risk of social exclusion.

The commitments of ”la Caixa”  
for 2008-2010 in financial products  
to contribute to a more 
sustainable world

Challenges 2008-2010

• To reinforce the growth of socially 
  responsible investment among our 
  customers.

For further information…
…on socially responsible investment 
funds
http://portal1.lacaixa.es/Channel/Ch_
Redirect_Tx/?dest=1-13-10-00000606
… on the Estrella Points catalogue   
http://portal.lacaixa.es/apl/
puntosestrella/index_es.html?loce=es-
particulars-home-homeV2-07-y01-16-
PUNTOSESTRELLA 

“FaiR” SwEETS

”la Caixa” has distributed since 
November 2007 48 million Fair 
Trade sweets through its branches. 
As part of the International  
Cooperation programme of Social 
and Cultural Outreach Projects, the 
initiative used the products from the 
Association of Sugar Cane Growers 
in Organic and Conventional 
Production of Paraguay, which 
supplied the sugar to manufacture 
the sweets.

2. Social impact of operations of ”la Caixa” 

2.1. Our Main Lines of action
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aCCESSiBiLiTy TO FiNaNCiaL 
SERViCES

In its expansion, ”la Caixa” has never 
forgotten persons with special needs and 
the customers who live at a distance from 
urban areas. It also facilitates access to 
banking services for disabled people. 

This desire to be close to its customers, 
along with the commitment to furnish 
access to its financial services for 
everybody, is clearly seen in its network 
of branches, the biggest in the country, 
with an extensive presence in small towns. 
It is also reflected in its active policy of 
eliminating architectural, technological 
and communication barriers and its 
constant efforts to develop technologically 
and to innovate.

Objectives achieved in 2007

• Extension of its network to every 
  town where its presence can be 
  of use. In 2007, 98 rural   
 expansion branches were opened  
 in small towns, serving a total  
 of 246,000 inhabitants.

• Opening of new branches in 
 Poland and Rumania.

• AA rating for the Internet  
 portals of  ”la Caixa” and Social 
  and Cultural Outreach Projects, 
  according to the standards of the 
  Web Accessibility Initiative (WAI).

actions of ”la Caixa” in 2007 in 
accessibility to its financial services

geographical presence of  
”la Caixa” and new model of 
banking distribution to reach  
small towns

”la Caixa” is growing constantly in its 
geographical cover in order to bring its 
products and services to its customers. 
At present, it has 5,468 branches spread 
throughout Spain. 296 branches were 
opened in 2007.

”la Caixa” aims to reach all those 
population nuclei in Spain that have no 
bank branch. This is why it has started 
the opening of small branches on a part-

PRESENCE iN EVERy CiTy iN SPaiN

”la Caixa” is now present in 100% of towns in Spain with over 20,000 
inhabitants and in 91% of those with between 5,000 and 20,000. 

This important presence is also seen in smaller towns. Indeed, one in every two 
towns with between 3,000 and 5,000 inhabitants has a ”la Caixa” branch 
office; and one in every four with fewer than 3,000 inhabitants.

time basis in such towns. Called rural 
expansion branches, they enable the 
town’s inhabitants to transact business at 
any time.

2007 saw the opening of 98 rural 
expansion branches, bringing service to a 
total of 246,000 people.

”la Caixa” has also begun to expand into 
Europe. As part of the internationalisation 
process that started in 2005, it opened 
new branches in Poland and Rumania in 
2007.

2.Social impact of operations of ”la Caixa” 
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Challenges 2008-2010

• Opening of 600 new branches  
 (150 in towns with no previous 
 banking service).

• Every branch will have one totally 
  accessible self-service terminal.

• 100% of branches accessible.

For further information…
…on accessibility:
http://portal.lacaixa.es/accesibilidad/
accesibilidadweb_es.html?loce0es-
particulars-home-homeV1-07-p02-18-
ACCESIBILIDAD

2.1. Our Main Lines of action

a new model of branch that 
prioritises giving customer advice  
 
”la Caixa” has developed a new kind 
of branch that places special emphasis 
on personal attention. The branches are 
divided into three spaces: 24 hours, which 
places smooth running, security and 
customer confidentiality above all else; 
rapid transactions, which focuses on easier 
commercial transactions; and personal 
service, consisting of spaces for advising 
customers. In addition, branches have 
been improved in several other ways, such 
as accessibility and (cashpoint) visibility. 

Elimination of physical and 
sensory barriers in the branches 
and channels of ”la Caixa” for 
people with special needs

”la Caixa” maintains its firm commitment 
to eliminating all physical and sensory 
barriers of whatever kind that might 
impede people with special needs.

”la Caixa” works to achieve its “zero 
level” aim, i.e. the removal of all obstacles 
between pavements and the inside of 
branches. When this is not possible, low-
sloping ramps or even platform lifts, if 
necessary, are being fitted.

All new branches already include the 
“zero level” idea. Similarly, ”la Caixa” is 
correcting the problems of accessibility 
to its existing branches, on the road to 
making all branches 100% accessible. 
Currently, 4,076 already are, 75% of  
the total.

In its cashpoints, the 8,011 terminals of  
”la Caixa” already have a keyboard adapted 
to people with visual impairment, which 
permits them to transact basic banking 
business: withdrawals, updating bankbooks, 
consulting statements, paying in notes and 
cheques, etc.

In addition, ”la Caixa” is preparing over 
2,000 cash dispensers to improve still more 
the operational capacity of people with 
visual impairment. All of these will have an 
audio system, designed for blind or visually 
impaired persons. 2008 will see work 
beginning on the installation of 100%-
accessible cashpoints, according to the 
Proposal on Standardisation of Accessibility 
of the Barcelona Digital Foundation. The 
aim is that, by 2010, all branches will have 
at least one self-service terminal 100% 
adapted to this standard.

Another of the innovations introduced by 
”la Caixa” in its self-service terminals is 
the “CaixaFácil” operation, which allows 
each customer to personalise his/her 
most frequent transactions. This service 
will make it easier for elderly people in 
particular to use the cashpoints.

In parallel, with the opening of new  
”la Caixa” branches in Rumania and 
Poland, there are now 15 languages 
available at its self-service terminals.

”la Caixa”, pioneer in Spain in accessible 
on-line banking, continues to add new 
accessibility functions to all its services. In 
2007 it adapted its portal –and 200 pages 
inside– to the standards needed to acquire 
an AA ranking. The Social and Cultural 
Outreach Projects portal was also adapted, 
making it easier for visually impaired 
persons to bank by Internet.

Finally, every Línea Abierta service is now 
available in English, French, German, 
Italian, Portuguese, Basque, Galician, 
Catalan and Castilian Spanish.

The commitments of ”la Caixa” for 
2008-2010 in terms of accessibility 
to financial services

2. Social impact of operations of ”la Caixa” 
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SuSTaiNaBLE FiNaNCiNg

The integration of sustainable and 
responsible management into the business 
of ”la Caixa” is defined by its adherence to 
the guidelines set in the Equator Principles 
and these principles’ application to finance 
operations of over 10 million dollars. It 
is also seen in the entity’s support for 
sustainable development projects such as 
those relating to renewable energies. 

The 2007 actions of ”la Caixa”  
in sustainable financing

application of the Equator 
Principles

In 2007, ”la Caixa” decided to adhere  
to the Equator Principles. By adopting 
these, the entity undertook that all the 
finance projects of the entity involving over 
10 million dollars, in any sector and in all 
parts of the world, should have a positive 
social and environmental appraisal, in line 
with the standards set by the International 
Finance Corporation (IFC).

As part of its policy of support for foreign 
trade operations, ”la Caixa” signed an 
agreement with the IFC to cover political 
and commercial risks arising from import-
export business in emerging markets. 
After this agreement, ”la Caixa” will 
collaborate as a confirmer bank in the 
IFC’s world trade financing Programme, 

Objectives achieved in 2007

• Adherence to the Equator Principles.

which means it will be able to benefit from 
the guarantees of payment given by this 
World Bank organisation. 94 banks have 
so far become IFC confirmers. 

2.Social impact of operations of ”la Caixa” 
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2.1. Our Main Lines of action

Challenges 2008-2010

• Analysis of the environmental 
  risk of the credit portfolio.

For further information... 
...on the Equator Principles at  
http://portal.lacaixa.es/infocorporativa/
principiosecuador_es.html 

Financing renewable energy 
projects

One of the major commitments of  
”la Caixa” is sustainability. Respect for  
the environment is not only shown in the  
day-to-day work of every single ”la Caixa” 
 branch, but in the entity’s direct 
involvement in financing sustainable 
development projects.

Along these lines is the involvement of  
”la Caixa” in what will be Spain’s biggest 
bio-diesel plant, in La Rioja.

The total cost of this operation 
is 101 million euros. It is the first 
investment of ”la Caixa” in a project 
of this kind. In this case, it includes the 
construction and the subsequent running 
of the plant.

In addition, ”la Caixa” has financed  
16 renewable energy projects that give 
1,539 MW of energy for a sum of 389.78 
million euros.

agreements to finance projects for 
the conservation and improvement 
of the environment

”la Caixa” works with Government bodies 
on energy efficiency projects and on 
establishing credit lines for the industry.

At the regional (Autonomous Community) 
level, it signed 15 operations for over 
421,000 euros. At the state level, it 
worked with the ICO to finance making-
good operations and replacement 
of installations and of industrial and 
agricultural equipment.

The commitments of ”la Caixa” 
for 2008-2010 in sustainable 
financing

MEETiNg ThE EquaTOR 
PRiNCiPLES

In line with the Equator Principles,  
”la Caixa” took part in 28  
“Category C” projects, contributing  
925.31 million euros out of a total 
investment of 4,649.75 million euros. 
24 of these projects were in Spain and 
the other 4, in the rest of Europe. 

2. Social impact of operations of ”la Caixa” 
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quaLiTy 

With nearly 10.5 million customers, 
”la Caixa” has developed a model 
of management based on personal, 
professional and quality advice, on 
constant effort to innovate and on a 
varied and competitive range of products 
and services, which can be tailored to the 
requirements of every kind of customer.

With this model of management, 
”la Caixa” aims to fully satisfy all its 
customers, thus winning their trust and 
confirming their loyalty. 

2.2. Focusing on Our Customers

The 2007 actions of ”la Caixa”  
in quality

Objectives achieved in 2007

• Improvement of the response time 
  on customer complaints (letters 
  and calls) from 4.2 to 3.9 days.

• Reduction in the number of 
  complaints concerning customer 
  attention from 20.5 per 100,000 
  customers in 2006 to 19.9 in 2007.

• Creation of a special training 
  programme for employees 
  to achieve maximum customer 
  satisfaction (COR: Result-oriented 
  Quality).

.

Satisfaction of private and 
business customers

For ”la Caixa”, customers are the centre 
of its work. It is essential to satisfy their 
expectations. To achieve this objective, the 
entity monitors permanently customers’ 
perception of the quality of financial 
services and evaluates the various channels 
of dialogue made available to customers.

To calculate quality, 206,752 
questionnaires were administered to 
private customers in 2007. Their purpose 
was to establish the treatment and advice 
received, the agility of the service and the 
operation of the electronic channels. To 
evaluate quality as perceived by business 
customers, 6,611 questionnaires were 
administered and pseudo-purchase (the 
method of the “mystery buyer”) was used 
on 546 occasions to back improvements in 
customer service. 

For ongoing training of its employees in 
the best techniques to achieve maximum 
customer satisfaction, ”la Caixa” set 
up the COR programme in 2007. This 
initiative helps professionals to improve 
their sales approach and to resolve specific 
problems with maximum efficiency.

2005 2006 2007

Index of satisfaction of private customers 8.6 8.6 8.6

Satisfaction with self-service terminal (ATM) 8.5 8.5 8.7

Satisfaction with the site of the self-service terminals 7.8 7.9 8

Satisfaction with Línea Abierta – 8.4 8.6

Index of satisfaction of business customers – – 8.2

2.Social impact of operations of ”la Caixa” 
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The views of the customers: 
engine of change

”la Caixa”, through its Customer Care 
Office, has opened various channels for 
complaints and comments. These  
include the free customer care line  
(900 32 32 32), the system of letters to the 
Managing Director and e-mail to e-lacaixa. 
In 2007, the Customer Care Office 
received a total of 18,425 complaints.  
The response time to these dropped from 
an average of 4.2 to 3.9 days.

As well as these internal channels,  
”la Caixa” makes available to its 
customers the Customer Care Service 
and the Ombudsman of the Catalan 
Savings Banks. 641 complaints directed 
to the Customer Care Service or the 
Ombudsman of the Catalan Savings Banks 
were processed. 282 were resolved in 
favour of the entity; and 210, in favour 
of the complainant. 59 were classified 
as inappropriate; on 20 occasions the 
customer gave up the claim; and 70 are 
still awaiting a decision.

Reduction of complaints was a challenge 
expressed in the 2007-2010 Strategic Plan. 
The entity’s effective achievement of this is 
also reflected in the Bank of Spain’s Report 
on Complaints, in which ”la Caixa” is cited 
as the financial entity with the lowest ratio 
of complaints in relation to its business 
volume. 

In 2007, various areas introduced 
improvements, based on suggestions 
received. Challenges 2008-2010

• To develop, within the framework of the COR initiative, a new programme of 
  training that, through Role Play methods, brings to life the behaviour described 
  in the virtual training programme.

• To develop a new customer satisfaction questionnaire to measure the personal 
  attention received.

The commitments of ”la Caixa” for 2008-2010 in quality

REaSONS FOR COMPLaiNT   

Communication by letter, phone and e-mail

COMPLaiNTS TO CuSTOMER CaRE FOR EVERy 100,000 CuSTOMERS

�� ��

��������

2.2. Focusing on Our Customers

2. Social impact of operations of ”la Caixa” 
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iNNOVaTiON 

For ”la Caixa”, innovation means 
converting ideas to value. The vocation 
of customer service is the engine of 
technological innovation for ”la Caixa”. 
Its constant effort to innovate is intrinsic 
to the entity’s culture, which is what has 
enabled it to maintain its current privileged 
position as the leading entity in both 
technology and customer care.

Benefiting from the opportunities offered 
by new communications technology to 
provide innovative, quality services that 
complement the personal treatment given 
throughout its network of branches, gives 
”la Caixa” a competitive edge. It allows 
the entity to provide a wide range of 
services, whilst maintaining a high level of 
communication with its customers.

In 2007, ”la Caixa” invested 152.3 million 
euros in technology. Almost 6.5 million 
of these were devoted to projects of 
Research, Development and Innovation 
(R+D+I). 

2007 actions of ”la Caixa” 
in innovation

Objectives achieved in 2007

• Launch of new products and 
  services for ”la Caixa” customers; 
  introduction of the TF7 finance 
  terminal, introduction of IP 
  telephony in all branches, digital 
  invoices for companies, the new 
  functions of “My usual 
  transactions” and “Menú 
  CaixaFácil” at terminals, start of 
  the introduction of the Yellow 
  Point cashpoint, the Contactless 
  project for card payments and 
  “Save the Change” to encourage 
  savings.

Constant technological innovation 
as a competitive advantage

Among the outstanding initiatives set 
up in 2007, the following should be 
emphasised:

The new TFT finance terminal will 
integrate customer operations into 
one desk, which will make customer 
relationships easier and better meet their 
needs. By the end of 2007, the TFT had 
been installed at 1,241 branches.

Another 2007 initiative was the 
introduction of IP telephony in the 
branches, which enables the convergence 
of data and voice and so, by combining 
all the information systems, improves 
customer relations. This new departure 
has made ”la Caixa” the European entity 
with the biggest IP telephony network in  
Europe.

One of the most ambitious initiatives of 
”la Caixa” was the introduction of two 
new CPD (Data Processing Centres) at 
Cerdanyola. The aim was to make
available telecommunications with no 
restrictions on energy, power or capacity, 
in order to secure the scalability and 
sustainability of its growth model.
 
Technology to give a permanent 
24/7 service to customers

Technology is placed at the service of 
customers, so that they can access  
”la Caixa” services anywhere and at 
any time. In 2007 the entity established 
its position as a benchmark for all new 
banking channels, through its strategy 
of accessibility and adaptation to its 
customers’ needs.

”la Caixa” is the financial entity with most 
self-service terminals in Spain (8,011) 
and the second in Europe. In 2007 it 

introduced two new functions to make 
users’ account management still easier. 
The options “My usual transactions” and 
“Menú CaixaFácil” meet the conditions 
for making all operations simpler. In 
addition, to give optimum coverage to 
new residents, Rumanian and Polish have 
been added to the languages used in 
cashpoints. Starting in July 2007, a new 
model of cashpoint, which meets the 
standards in the Kyoto Protocols on reuse 
of pieces, is being installed.

In on-line banking, ”la Caixa” has the 
highest number of users. Similarly the 
portal www.lacaixa.es consolidated 
its leading position in on-line banking 
services, with a market share of 29.5% 
of active users of Internet. Over 790 
operations can be transacted through 
Línea Abierta. In 2007, the 2.31 million 
operative customers of Línea Abierta made 
1,964 million transactions.

Under the brand CaixaMóvil, ”la Caixa” 
groups all the products and services it 
offers through mobile phones. A total  
of 85,000 customers transacted some  
4.35 million operations in 2007.  
In addition, the financial services of 
Línea Abierta Móvil and Línea Abierta 
SMS enable a wide range of financial 
operations to be transacted on mobiles. 
The SMS alerts service must also be 
mentioned. In 2007 it sent 23.5 million 
messages to customers with information 
on finances, cards and indexes.

Finally, we should not forget that  
”la Caixa” is the only financial entity in 
Spain that provides Home Banking services 
through digital television, since it is present 
at Imagenio and Windows Media Centre.

2.Social impact of operations of ”la Caixa” 



2005 2006 2007

Línea abierta

Total transactions (millions) 639 864 1,964

Total customers with Línea Abierta contract (millions) 3.70 4.31 4.95

Total operations (millions) 462 484 502

Mean number of customers (millions) 3.50 3.88 4.12

Total cashpoints 7,208 7,493 8,011

Línea abierta móvil

Customers Línea Abierta móvil 46,016 72,491 85,000

Operations Línea Abierta móvil 1,460,117 2,875,000 4,350,500

SMS alerts

Customer alerts 287,865 360,000 745,000
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innovation in products and 
services of ”la Caixa”

In 2007, various pioneer banking 
products were developed, combining the 
service vocation of ”la Caixa” and the 
requirements of its customers. Among 
these is the digital invoice, an electronic 
billing service that not only issues and 
receives invoices, but stores files too.

Another innovative service is Contactless, 
which consists of a new form of card 
payment and is a comfortable option for 
those businesses with a high level of cash 
billing and rapid payment deadlines, since 
to make the payment you just have to 
place the card near the reading terminal.

Finally, the product “Save the Change” 
must be emphasised. This seeks to foment 
painless customer saving through use of 
cards. For each purchase of more than 
5 euros made with cards, the difference 
between the cost of the transaction and 
the 5-euro multiple above this sum will 
be paid automatically into the Save the 
Change account. The amount saved will 
earn 5% nominal interest.

LEadERS iN TiCkET SaLES

Through Serviticket, ”la Caixa” leads 
the Spanish market in ticket sales.  
It is the only entity that sells tickets 
within a general and permanent listing 
of events and shows. In addition,  
”la Caixa”, together with Movistar,  
has thought up the first system of ticket 
sales (called m-ticketing) to send a 
cyber ticket for entering cinemas that is 
received by mobile.

The commitments of ”la Caixa” for 2008-2010 in innovation

Challenges 2008-2010

• To finish introducing the new self-service terminal Yellow Point at all branches.

• To extend IP telephony use to the entire branch network.

• To extend electronic billing to all departments of the entity, customers of the 
  Línea Abierta service and other companies.

.
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2.2. Focusing on Our Customers
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2005      2006      2007

Total robberies per 100 ”la Caixa” branches 1.0         1.4         1.3

Total robberies per 100 branches of the main banks and 

savings banks

 1.7      1.5      1.4

Percentage of branches with digital video recording 40%    55%    59%

Percentage of branches with automatic cash dispensers/ 

recycling devices

100%  100%(1)  100%(1)
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SECuRiTy  

Professional business management is key 
to generating confidence. 

”la Caixa” has developed a prudent and 
diversified policy of risks that guarantees 
the solvency of its operations; it has 
introduced a set of measures and systems 
that guarantee maximum security for 
customers and their employees; and it has 
stimulated a culture in the organisation 
that is based on ethics and transparency.  

Objectives achieved in 2007

• Improvement of the security of 
 customers and employees. For 
  yet another year, ”la Caixa” is 
  the financial entity with the 
  lowest number of robberies per 
  branch in the entire sector, down 
  to 1.3% in 2007 from 1.4% in 
  2006.

• In 2007, ”la Caixa” had a  
 team of 25 people working on  
 prevention of money laundering.

• Since 2007, every employee in 
  the entity’s area network is able 
  to take an intranet course on 
  money laundering. 2,294 people 
  took part in this in 2007.

actions of ”la Caixa”  
in 2007 relating to solvency,  
security and transparency

 (1) Excepting light branches, that deal with no cash.

SECuRiTy aNd iNNOVaTiON FOR BOTh CuSTOMERS aNd  
EMPLOyEES

”la Caixa” will set up in its network of automatic cashpoints a pilot programme 
of biometric security that reads the pattern on the veins of the palm of the hand of 
each person. This is a recognition system to improve security, which will correct faults 
in other biometric systems, such as fingerprints or recognition of the iris. ”la Caixa” is 
the first entity in Spain to provide its automatic cashpoints with this technology, called 
“PalmSecure”. 

Solvency

The high solvency level of the ”la Caixa” 
Group is determined by a structure of 
assets in the profit-and-loss account and 
memorandum accounts with a significantly 
low risk profile.

Security 

Much of the work of ”la Caixa” in 
technological innovation has as its 
aim to ensure maximum security for 
customers and employees. Among the 

main measures taken are the installation 
of equipment to record digital images, 
the access doors to security zones, the 
automatic cash dispensers and recycling 
devices, individual control of access 
through an arc metal detector and 
the installation of security partitions, 
interphones and video-interphones. 

All this has made ”la Caixa” the entity 
with the lowest number of robberies  
in the sector.

2.Social impact of operations of ”la Caixa” 
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As the training of security personnel is also 
essential if we are to improve every year, 
”la Caixa” ensures that all security guards 
do the preparation course for security 
guards. This can be done voluntarily with 
the legal area multimedia course and the  
refresher course on relevant legal 
regulations. The starting point of both 
these courses is human rights.

Transparency

”la Caixa” collaborates actively in various 
policies that help protect the integrity of 
banking systems in order to reduce to the 
minimum any possibility of their systems 
becoming vehicle or victim of financial 
crime.

In 2007, ”la Caixa” had a team of  
25 people working on this task and 
12 people who focused exclusively on 
preventing money laundering.  
The Operational Unit to Prevent 
Money Laundering (UOPBC in Spanish) 
investigated 654 operations in 2007 and 
detected 42 cases by means of  
the ”la Caixa” alerts system. Finally,  
178 of these operations were reported to 
the Executive Service of the Bank of Spain.

Similarly, all employees in the area network 
of the entity can take an intranet course 
in preventing money laundering. In 2007, 
2,294 employees took the course.

Respect for the privacy and 
confidentiality of information

The rigorous commitment of ”la Caixa” 
to current legislation on privacy, data 
protection and banking secrecy is 
reinforced by the entity’s strict internal 
measures. In addition, the entity keeps 
all the files under its responsibility that 
contain personal data entered in the 
General Register of Data Protection. It 
also uses a security document that every 

CaixaPROTECT PROjECT

To offer customers maximum peace of mind and total security should irregular 
use occur, ”la Caixa” has created CaixaProtect, a pioneering service in Spain that 
guarantees customers protection against any fraudulent operation not committed 
by the holder on Línea Abierta, at cashpoints and with ”la Caixa” credit cards. 

The Caixa Protect service is free and comes into force as soon as any customer  
uses multi-channel operations. 

This service is possible due to the technological development of ”la Caixa” in 
prevention and detection of fraudulent use of cards and the on-line service, Línea 
Abierta. 

2005 2006 2007

Data of customers covered by data 

protection procedures

100% 100% 100%

Numbers and types of infractions of the 

regulations concerning customers’ privacy

0 One fine of 

2,000 euros 

(LSSI) and 

4 each of 

60,101.22 

euros (LOPD)

One fine of 

60,101.21 euros 

and return of 

52,101.21 due 

to reduction of 

fine (LOPD)

Number of legal actions for disloyal 

competition, restrictive practices and 

monopoly practices; and their consequences

0 0 0

member of staff with access to personal 
computerised data is obliged to fill in. In 
2007 the entity was fined under the LOPD 
(Data Protection Act) regulations and was 
then returned part of the fine due to the 
reduction of the penalty.

Ethics and transparency of 
commercial information

”la Caixa” meets all legal regulations 
in force and various voluntary codes 
of ethical self-monitoring in its offer of 
products and services and in the way 
customers are informed of these.

As in previous years, ”la Caixa” suffered 
no fine in this field.

The commitments of ”la Caixa”  
for 2008-2010 in security questions

Challenges 2008-2010

• To increase customer and employee 
  security by introducing the new 
  model of branches and finance 
 terminals.

2.2. Focusing on Our Customers

2. Social impact of operations of ”la Caixa” 
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uSEFuL TO SOCiETy

”la Caixa” takes on board the challenge 
of guaranteeing, through its financial 
operations and Social and Cultural 
Outreach Projects, new opportunities that 
affect positively every corner of society. 

This commitment to society, made explicit 
in all its financial operations and Social and 
Cultural Outreach Projects, is made real by 
the important contributions of ”la Caixa”, 
which make it the private entity in Spain 
that devotes most resources to meeting 
the needs and requirements of society.

The financial operations of ”la Caixa” also 
translate into creation of employment 
and wealth, into proper responses to 
social demands, into support for social 
organisations and institutions and into a 
major task of disseminating knowledge.

actions of ”la Caixa” in 2007 to  
the benefit of society

 Objectives achieved in 2007

• Investment of 400 million euros in  
 society through Social and  
 Cultural Outreach Projects. 

• Leader in creation of employment.  
 Over 1,000 new professionals  
 taken on in 2007.

• Adhesion to the European  
 Alliance for the Social   
 Responsibility of Companies,  
 promoted by the European  
 Commission.

The direct contribution of ”la Caixa” 
to Spain’s GDP in 2007 was 0.43% of 
the total. If the indirect effects of its 
operations, through purchases from its 
suppliers, are added to this figure, the 
combined direct and indirect contribution 
of ”la Caixa” to the GDP was 0.55% in 
2007.
 
dialogue and participation in 
institutions

”la Caixa” maintains a steady relationship 
with various associations, organisations 
and institutions in the financial sector and 
other fields, among which the following 
should be mentioned: 

• Foment del Treball (Catalan Employers’  
 Association)
• Chamber of Commerce of Barcelona
• Catalan Agricultural Institute, Sant Isidre
• The Barcelona Atheneum
• Barcelona Economic Society of Friends of  
 the Country
• Spanish Federation of Savings Banks  
 (CECA)
• The Conference Board
• Spain-United States Council
• Association for the Advancement of  
 Management (APD)
• European Finance Centre, Barcelona
• Foundation for Stock Market and   
 Financial Studies (Valencia)
• Board of the School of Industrial   
 Organisation - EOI (Madrid)
• United Nations Global Compact
• Club of Excellence in Sustainability

In 2007, ”la Caixa” also joined the 
European Alliance for the Social 
Responsibility of Companies, promoted 
by the European Commission, whose 
objective is to raise the general public’s 
awareness and improve understanding of 
this question.

Employment and wealth

Opening offices in all parts of Spain is 
a great stimulus to employment. In the 
2006-2007 period, the entity increased its 
staff by over 1,000 people, which made 
it the leading financial organisation in 
creation of stable employment in Spain.

Social and Cultural Outreach 
Projects for the advance of society

With a 400 million euro budget in 2007, 
”la Caixa” Social and Cultural Outreach 
Projects is the Spanish private foundation 
that devotes most resources to social 
action. It is in second position in Europe 
and fifth in the world. Concretely, in 2007 
”la Caixa” devoted 25% of the Recurrent 
Result of the Group to these activities.

This enabled it to carry out 45,379 
activities of a social, educational, cultural, 
scientific and environmental character that 
benefited 24,640,137 people.

Among the main programmes developed 
in 2007, we should note the Corporate 
Volunteers Programme, whose aim is to 
promote the potential for action of the 
human team at ”la Caixa”, encourage 
volunteer work in general and strengthen 
the fabric of social associations. Currently, 
”la Caixa” has 45 volunteer associations, 
present in 46 Spanish provinces, formed 
by 2,107 volunteers who engaged  
in 867 activities. Of these volunteers,  
92% are current employees and the 
remaining 8% are retired. 

2.3. Committed to Our Surroundings
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In 2007, the CaixaProinfancia programme 
was also set up. This aimed to assist the 
social integration of families with children 
under 16 at risk of social exclusion. 
With 41 million euros budget in 2007, 
it was launched in 10 Spanish cities. 
School clothes, glasses, psychological 
and educational care and help for babies 
are some of the areas in which the 
programme acts.

In the field of international solidarity, 
”la Caixa” Social and Cultural Outreach 
Projects has been working for 10 years 
to tackle poverty in the poorest parts of 
the planet, jointly with NGOs and local 
organisations. This programme also 
seeks to raise awareness in our society by 
organising lectures and workshops run 
by experts who bear direct witness and 
encourage social debate. Finally, another 
of its lines is management training for 
teams of professionals working in NGOs.

SOLidaRiTy VaCaTiONS

”la Caixa” set up the 
CooperantsCaixa programme to 
improve the conditions of life in 
underdeveloped countries. At 
the same time, the programme 
responds to the personal anxieties 
of volunteer employees through 
the entity’s corporate volunteer 
programme. 2007 was the first 
year of this programme, which 
trained 11 employees who then 
used their holidays to support 
the work of NGOs and other 
organisations working with  
”la Caixa”. The country selected for 
this pilot trial was Ecuador.

helping disseminate knowledge

”la Caixa” contributes to the dissemination 
of knowledge through the economic 
publications of its Studies Service and 
the social studies published by Social 
and Cultural Outreach Projects. New in 
2007 was the Autonomous Communities 
Collection, whose first volume was 
devoted to Galicia. Social and Cultural 
Outreach Projects published the following 
titles: Immigrant Business-people in Spain, 
Adolescents facing alcohol and  
Inter-generation Programmes.

This task of dissemination is 
complemented by the ”la Caixa” Economy 
and Society Chair, which in 2007 put on  
4 lectures and 7 master-classes,  
all with top-level speakers, and by the  
”la Caixa” Chair in Social Responsibility of 
Companies and Corporate Governance, 
which programmed publicity and research 
activities in the field of corporate social 
responsibility. 

Commitments of ”la Caixa”  
for 2008-2010 

Challenges 2008-2010

• To increase investment in society 
  through Social and Cultural 
  Outreach Projects to 500 million 
  euros in 2008, and an estimated 
  625 million in 2010.

For further information… 
…on ”la Caixa” Social and Cultural 
Outreach Projects:   
www.laCaixa.es/ObraSocial 
…on publications of the Studies 
Service:  
www.laCaixa.es/estudios 
…on the social studies collection of  
”la Caixa” Social and Cultural Outreach 
Projects:  
http://obrasocial.lacaixa.es/
estudiossociales/coleccion_es.html

The employee Mercedes Jorquera, volunteer in Ecuador

2.3. Committed to Our Surroundings
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RESPECTFuL TOwaRdS ThE 
ENViRONMENT

Respect for the environment at ”la Caixa” 
is a reality that covers all its projects, 
services and products from concrete 
measures for the branch network to the 
most ambitious projects of Social and 
Cultural Outreach Projects.

”la Caixa” goes beyond just complying 
with the regulatory framework and  
seeks the involvement of everyone who 
works at the entity. The aim is to achieve 
excellence in sustainability in every process 
or item of consumption that arises inside 
the organisation. 

”la Caixa” concretises its commitment 
to the environment through six lines of 
action:

• Adherence to the Equator Principles   
 and their introduction into its financial  
 operations.
• Its certified system of environmental  
 management.
• Adherence to the United Nations   
 Environment Programme for the financial  
 sector.
• Support for and financing of companies  
 related to the protection of the   
 environment.
• Awareness-raising activities for its   
 stakeholders.
• The organisation of various events by  
 Social and Cultural Outreach Projects  
 to publicise environmental protection and  
 protect nature.

aCTiONS OF ”La Caixa” iN 2007 
CONCERNiNg ThE ENViRONMENT

Environmental management

The environmental policy of ”la Caixa” 
is worked out by its Environment 
Committee, created in 2003 and 

consisting of representatives from several 
areas of the entity. The Committee’s 
activity focuses on energy efficiency, 
paper consumption, water consumption, 
raising awareness, communication and 
participation, risk management and sales 
management, among others. 

The entity’s system of environmental 
management is based on the ISO 14001 
Standard and the European Regulation 
761/2001 (EMAS). Applying these policies 
started in 2003 at Barcelona’s Central 
Services building. Sumasa, a ”la Caixa” 
company, also has ISO 14001 certification.

As well as taking part in forums, 
conventions and working parties, such 
as the Benchmarking Conference of the 
Club for Excellence in Sustainability at 
Port Aventura, the EMAS + Agenda 21 
publicity conference or the presentation 
of the green shopping manual at the 
Global Compact conference, ”la Caixa” 
has brought its management system into 
line with various legal commitments. It 
has updated its management system to 
meet new regulations, stimulated the 
legalisation of Diesel tanks and presented 
its waste minimisation plan to the Waste 
Agency. 

Another of the questions that ”la 
Caixa” thinks important is training its 
employees and making them conscious 
of environmental questions. In 2007, 
1,853 employees took the “ISO 14001 
environmental management system” 
course, which taught a total of 16,995 
training hours. In addition, in September, 
the “Ecology under debate” forum was 
started up on the corporate intranet, with 
133 people taking part and making 176 
contributions. 

Reduction of direct environmental 
impact

Although the business of ”la Caixa” 
has no greatly significant impact on the 
environment, its most relevant effects are 
related to use of electricity and paper, 
areas in which the entity wants to reduce 
its consumption.

In its branches, the entity conducted 
a Life Cycle Analysis, to reduce the 
environmental impact of construction,  
use and maintenance materials.

Various measures to reduce electricity 
use were taken at Central Services. New 
energy-saving power devices in the central 
systems included control of switching on, 
photo-electric cells and presence sensors. 
In addition, computers and TFT monitors 
with FCC certification, Energy Star and GS 
mark (TUV), which guarantee lower and 
more efficient energy consumption, and 
a new policy of night lighting at branches 
and Central Services to save consumption 
are now being used. Although the 
2007 increase in consumption was not 
significant, ”la Caixa” believes it must 
study energy-saving measures.

ECOLaBEL, diSTiNguiShiNg 
LaBEL ThaT guaRaNTEES 
ENViRONMENTaL quaLiTy

”la Caixa” was the first financial 
entity to achieve this distinguishing 
label guaranteeing environmental 
quality for its network of branches 
in Catalonia. The ecolabel is a step 
further in the entity’s commitment 
to continuous improvement in 
environmental practice and also 
responds to the anxieties of our more 
environmentally aware customers. 

2.Social impact of operations of ”la Caixa” 
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The consumption of Diesel is minimal, as it 
is only used in emergencies. The increase 
in 2007 corresponds to 463 hours  
(144 in 2006) of use due to maintenance, 
an internal black-out in December and, 
mainly, a power supply cut in August in 
Barcelona.

Water consumed, whether at the central 
buildings or in branch offices, comes 
from the municipal supplies. Among the 
measures taken to minimise consumption 
are the introduction of systems to reduce 
tap running times and the decision to 
replace the decorative fountains at Central 
Services by a garden area to reduce water 
and biocide expense. The increase in 2007 
can be seen as merely passive. Despite 
this, ”la Caixa” has decided to consider it 
significant and study new energy-saving 
measures. 

In 2007, 40% of the paper used was 
recycled. The aim is to reach 60%. 

The Audit Department included this 
in its protocol to branches. Among 
measures to encourage paper saving 
are the introduction of new electronic 
panels in branches, which reduces the 
amount of paper printed out, on-line 
publishing of the employees’ magazine 
and the submissions of Curricula vitae by 
electronic means only. Measures involving 
customers include the Service of Personal 
Correspondence that ”la Caixa” makes 
available through Línea Abierta. This alone 
has reduced by 42.9 million the number 
of printed letters sent to customers. In 
addition, customer information is in 
process of being digitalised and documents 
sent to customers at home are being 
unified. As a result of these measures, 
paper consumption dropped by 0.05%.

waste management and recycling

”la Caixa” guarantees that all waste is 
processed through the legally stipulated 

channels. Thus, every floor in the Central 
Services building has a series of containers 
for selective collection of paper, toner, 
used batteries and ink cartridges.  
”la Caixa” makes sure that all waste has 
an authorised recycling and processing 
manager, so that its environmental impact 
is minimised. 

Emissions into the atmosphere

”la Caixa” wants to strengthen the 
commitments on CO2 emissions assumed 
under the Kyoto protocols. Currently, the 
impact of ”la Caixa” on the atmosphere 
is mainly due to emission of gases 
contributing to the greenhouse effect 
through the maintenance and, in  
case of emergency, start-up of turbines  
and portable generators and through 
air-conditioning of its property. Indirect 
emissions are caused by its electrical 
consumption and journeys undertaken.

”la Caixa” and SuBSidiaRiES 2005 2006 2007

Electrical energy (gj) * Conversion factor: GJ per Kwh: 0.0036. Source: GRI technical protocols.

Total electrical energy consumed 85,369.9 90,701.90 95,132.7

Total electrical energy consumed per employee 54.55 55.17 57.83

% saving of electrical energy – +6.2% 4.8%

diesel (gj) Conversion factor: GJ per gallon of Diesel (3.78 litres): 0.138. Source: GRI technical protocols.

Total Diesel consumed 1,547 3,023 6,770

Total Diesel consumed per employee 1.09 2.02 4.54

CO2 (Tn) Conversion factor: gr of CO2 per KWh. Mean factor of emission of the Spanish electrical sector (2007)

CO2 emissions due to consumption of Diesel (Tn) 114 224 501

CO2 emissions due to electricity consumption  (Tn) 9,953 9,837 10,398

Total tonnes of CO2 10,067 10,060 10,889

water (m3)

Total water consumed 56,133 75,036 76,036

Total water consumed per employee 35.87 45.64 46.56

% saving of water (reduction in consumption) – +33.6 +1.3%

Paper (kg)

Total paper consumed 100,000 120,912 115,868

Total paper consumed per employee 62.85 72.45 65.38

% paper recycled out of total consumed 43% 42% 40%

2.3. Committed to Our Surroundings
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Measures taken include the use of 
luminescent diodes (LED) on lit signs. 
Inside the branches, reduction of 
the power installed has cut electrical 
consumption by 30%. In Central Services 
the number of printers, scanners and fax 
machines has been reduced, reduction 
equivalent to a saving of 33 tonnes  
of CO2.

In 2007, employees travelled a total of 
25,608,192 kilometres on corporate 
journeys, causing the emission of 3,228 
tonnes of CO2. In 2006, when there were 
24,233 employees, emissions were at 
3,176 tonnes, making the real increase 
negative in relative terms. Nevertheless, 
video-links are being fomented more and 
more to replace travel.

Credits that respect the 
environment

la Caixa” has a protocol of risk criteria 
available to all branches, which lists the 
essential points to be examined when 
analysing an operation. Key among these 
points is environmental risk analysis, which 
certifies that the regulations in force are 

respected and that there are  
no foreseeable problems arising 
from failure to follow environmental 
regulations. The taking of measures  
of environmental risk minimisation  
as far as is possible is also valued positively.

This evaluation process is especially 
relevant in project finance operations, in 
which possible environmental impact must 
be borne in mind from the beginning of 
the design of the operation. This is why 
”la Caixa” wants to ensure that borrowers 
always comply with the appropriate 
regulations and possess certificates 
that they belong to environmental 
management systems (EMAS, ISO 14001, 
etc.). 
 

 
For further information...
 ... on environmental management at 
”la Caixa”: 
http://portal.lacaixa.es/infocorporativa/
medioambiente_es.html
... on the Equator Principles and  
”la Caixa”: 
http://portal.lacaixa.es/infocorporativa/
principiosecuador_es.html
...on the environment programmes of 
”la Caixa” Social and Cultural Outreach 
Projects:
www.laCaixa.es/ObraSocial 

2005 2006 2007

Paper and cardboard  (Kg) 86,870 171,982 190,933

Plastic (Kg) 37,240 51,380 34,832

Fluorescent lighting (Kg) 150 720 820

Batteries (Kg) 80 360 312

Toner cartridges (units) 3,649 3,986 4,054

Chemical product containers (Kg) 308 647 682 

Challenges 2008-2010

• To reduce the consumption of  
 electricity, water and paper.

• To increase the use of recycled  
 paper to 50%.

• To increase the volume of waste  
 collection.

• To reduce emissions by rationalising 
  travel and fomenting the use of 
  video-links.

• Introduction of a tool to evaluate 
  environmental risk in credit 
  operations for companies.

2.Social impact of operations of ”la Caixa” 
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The commitments of ”la Caixa”  
for 2008-2010 to suppliers

For further information...
...on the progress report of ”la Caixa” 
and the Global Compact:  
http://portal.lacaixa.es/infocorporativa/
pactomundial_es.html

RELaTiONShiPS wiTh OuR 
SuPPLiERS

For ”la Caixa” it is very important to 
transfer to each of its suppliers its 
commitment to quality and sustainability.

Buying policy and relationship 
with suppliers

In 2007 the volume of purchases of goods 
and services was 1,642.7 million euros, 
paid through over 572,000 invoices, with 
over 90% compliance with payment 
deadlines (within 60 days).

All procedures, from the drawing up of the 
entity’s expenses and investment budget 
for the financial year to the payment of its 
various suppliers’ invoices, are processed 
by computer. 
 
In addition, in line with the accords of 
the U.N. Global Compact, ”la Caixa” 
extends to its suppliers this commitment to 
respect for human rights and against the 
deterioration of the environment. As such, 
it includes in all its new contracts a clause 
on compulsory compliance.

Objectives achieved in 2007

• Administering a questionnaire on  
 suppliers’ satisfaction, whose 
  result was published in the last 
  quarter of 2007.

• Introduction, in the new contracts 
  signed, of a clause insisting on 
  compulsory compliance with the 
  U.N. Global Compact.

• Over 40% of contracts put 
  out to public tender, to improve 
  transparency.

Challenges 2008-2010

• Setting up new initiatives to improve  
 the satisfaction of suppliers.

The main new initiative of 2007 was a 
questionnaire on suppliers’ satisfaction. 
The result gave a score of 6.83 out of 10, 
with a 20% response rate. 

Environmental obligations of 
suppliers

An effective environmental policy not only 
has to be introduced within the entity, but 
must include the entire chain of value. 
This is why ”la Caixa”, together with its 
subsidiaries GDS-CUSA, PromoCaixa and 
Sumasa, includes in its contracts with 
suppliers a clause concerning compliance 
with environmental legislation, especially 
in questions of waste management. Thus, 
suppliers will adhere to the values of  
”la Caixa” in its commitment to respect 
the environment.

.

.
. .

.

.

.

.

iTEMiSaTiON OF ThE 2007 BudgET

2007 actions of ”la Caixa” with its 
suppliers

2.3. Committed to Our Surroundings
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RECOgNiTiON OF diVERSiTy

Growth in the number of staff reflects 
the expansion of ”la Caixa” and 
its subsidiaries. Currently, 24,725 
professionals (excluding Criteria 
CaixaCorp) are part of the team employed 
by ”la Caixa”, Computer Services, 
GDS-CUSA, MicroBank, PromoCaixa, 
ServiHabitat, Sumasa and Accessible 
Housing, which represents an increase of 
4.5% over 2006. 

The growth of the entity in recent years 
makes it one of the companies that has 
created most stable jobs in Spain.

This increase in staff could not have been 
successful without constant dialogue with 
the people who make up this team  
of professionals, compliance with  
a policy of equality of opportunities, the 
taking of measures to improve the balance 
of family, personal and professional life 
and a definite option to assume the 
commitments of labour integration.

All this made ”la Caixa”, for the second 
year running, the most popular entity 
as a place to work, according to the 
MERCO (Spanish Monitor of Corporate 
Reputations) barometer.
 
actions of ”la Caixa” in 2007  
in recognition of diversity
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Objectives achieved in 2007

• Accord with the unions to sign 
 the Protocol for equality and 
 improved balance between work  
 and family life. 

PERCENTagE OF MEN aNd wOMEN ON 
”La Caixa” STaFF

PERCENTagE OF EMPLOyEES wiTh 
uNiVERSiTy EduCaTiON
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ChaRaCTERiSTiCS OF ThE STaFF OF ”La Caixa” aNd  
iTS SuBSidiaRiES

• 24,725 people belong to the team of professionals working for ”la Caixa”,    
 Computer Services, GDS-CUSA, MicroBank, PromoCaixa, ServiHabitat, Sumasa 
  and Accessible Housing.

• In 2007, the staff grew by 1,068 people, a 4.5% increase.

• The steady introduction of women, who already make up 45% of the staff, is 
  significant.

• 99.8% of contracts are indefinite.

• 83% of the staff have had a university education.

• 212.7 million euros invested in wages and salaries, endowments and contributions 
  to the Pensions Fund, Social Insurance and other similar expenses.

2.4. a good Place to work 
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dialogue

”la Caixa” wants to promote honest and 
respectful treatment, based on dialogue 
with the people working for it. This 
dialogue is channelled through various 
mechanisms.

One of these mechanisms is the “labour 
climate survey”, conducted periodically 
among the employees of the area 
network and Central Services. Another 
questionnaire is “the questionnaire on 
work-family life balance”, which was used 
to develop a set of measures in favour of 
a better balance between work and family 
life for the employees of the area network 
and Central Services.

Another mechanism for dialogue is the 
meetings between Senior Management 
and the area network. In 2007, the 
341 branches visited generated 10,637 
suggestions from 4,342 employees.

Another employee channel of 
communication and participation is the 
Branch Call Centre. This is a tool of access 
to finance and sales contents, which gives 
an answer to any question on business-
related themes.

The corporate intranet of ”la Caixa” is 
also important. It is one of the basic tools 
of communication open to the entity’s 
employees. Currently, the intranet has 
become a rapid communication and 
participation tool, to which every member 
of staff has access.

The suggestions box and the innovation 
forum are two initiatives whose aim is 
to encourage the contributions of the 
employees of the area network and 
Central Services to develop innovative 
activities. 

Caixa ChaNNEL

The “Canal Caixa” is a tool that groups 
the internal monthly journal and the 
section of corporate information in the 
intranet, two of the most important 
channels of communication to 
employees. The monthly journal, of 
which 270,000 copies a year are issued, 
informs employees about business 
initiatives taken by branches, sales 
campaigns, organisational changes  
and the main activities of Social and 
Cultural Outreach Projects, among  
other questions. 

2.4. a good Place to work 

Suggestions box 2005 2006 2007

Number of participants 1,989 3,800 3,970

Number of proposals received 4,070 8,634 10,752

Proposals that could be introduced 55% 61% 73%

Suggestions box 2006 2007

Completed 3,399 39% 4,516 42%

Not proceeded with 1,968 23% 2,903 27%

At planning stage 1,822 21% 2,150 20%

Under examination 1,445 17% 1,183 11%
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The Annual Conference of managers, the 
programmes for managers and the Espai 
Virt@ula are other important tools that 
”la Caixa” uses to promote its employees’ 
participation and collaboration.

In the subsidiaries of ”la Caixa”, 
the specific channels of internal 
communication are adapted to the size 
of each of these companies. The main 
channels for dialogue with the employees 
are computer channels such as e-mail 
and the intranet, weekly meetings of the 
management team and periodic meetings 
with other employees.

Equality of opportunities

The entity understands equality as a 
general commitment, affecting both the 
gender and nationality of its employees. 
”la Caixa” was recognised in 2006 by 
the Ministry of Labour and Social Affairs 
as a company that collaborates in the 
promotion of equality of opportunities 
between women and men in the Óptima 
Programme.

It must be emphasised that the salaries 
of people working for ”la Caixa” and its 

companies are established on the basis of 
an employee’s professional status and level 
of accomplishment, regardless of gender. 

Better balance between family  
and work

The balance of professional, personal and 
family life is one of the pillars on which 
the welfare society is constructed. This 
is the context of the Protocol of Equality 
and Better Work-Life Balance signed in 
December 2007 by ”la Caixa” and the 
unions, which concretises new measures 
of equality, time off, long periods off 
and training programmes to promote 
the welfare of the employees of Central 
Services and of the area network. These 
measures clearly exceed those measures 
stipulated by Law or in the sector’s 
collective agreement.

The subsidiaries of ”la Caixa” follow 
in their life-work balance measures the 
directives of the Law and the respective 
collective agreement. 

integration into work

”la Caixa” and its subsidiaries follow 
strictly and rigorously the legal directives 
on integration, by meeting the quota 
of 2% of employees being disabled in 
companies of 50 or more employees. 

The commitments of ”la Caixa”  
for 2008-2010 in recognition  
of diversity

Challenges 2008-2010

• In 2008 the Link-Caixa system 
  on the employee portal is 
  expected to be created.  
 This will assist peer-to-peer 
  communication between 
  employees.

•  To implement the actions agreed 
  with the unions in the Equality 
  and Better Work-Life Balance 
  Protocol.

key indicators on the human Resources of ”la Caixa” and its subsidiaries 2007            

Total number of employees 24,725

Senior management 1,012

Supervisors 9,885

Remaining staff 13,828

Men 13,560

Women 11,165

Senior Management: Men 704

Senior Management: Women 308

Full-time staff with an indefinite contract 24,590

Recruitment of women 1,009

2.Social impact of operations of ”la Caixa” 
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PROFESSiONaL SkiLLS

The processes of selection, professional 
development of employees and 
recognition of merit are the basic reasons 
why ”la Caixa” has become a good place 
to work.

Much of this success is down to 
the support of ”la Caixa” for the 
encouragement of the professional skills 
of its employees from the moment they 
join the entity and at every stage of their 
professional lives. 

2007 actions of ”la Caixa” to 
encourage professional skills

Selection 

”la Caixa” respects the principle of 
equality of opportunities when selecting 
candidates. To select candidates, their 
skills are evaluated, their suitability for 
the entity’s needs is analysed and their 
potential for development is identified.

In 2007, a total of 1,729 new employees 
joined the entity. 

Objectives achieved in 2007

• Backing for the Programme for 
  Financial Managers, with 939 
  new recruits.

• Development of management 
  skills and competence, by 
  setting up the FOCUS and GPS 
  programmes for managers in the 
  Business and Functions Area of 
  Central Services.

Challenges 2008-2010

• The entire staff of the Area 
  Network will be evaluated in 
  function of its skills.

PROFiLE OF ThE CaNdidaTE 
FOR ThE aREa NETwORk

The profile of the ideal aspirant is of 
someone with a university degree, 
aged 21 to 27, with multiple skills, 
capable of taking initiatives and 
assuming responsibility, with personal 
skills and good sales ability. 

Professional development

2007 saw advances in the definition of 
professional profiles, both in Central 
Services and the area network. This 
methodology helps identify and develop 
the crucial skills to confront the challenges 
of the coming years. It has already been 
introduced into the group of Business 
Area Managers (DAN) and financial service 
managers. It is envisaged that it will be 
gradually extended to every work-place. 
All the Central Service employees were 
evaluated in 2007 in function of their skills 
profile.

The Financial Services Managers 
Programme took certain specific 
actions, such as the II GSF Development 
Conference, which was held at Granada, 
with the participation of 29 support tutors 
for the new Financial Service Managers. 
The aim of this conference was to pool the 
tutors’ vision of the project, strengthen 

training and development and at the same 
time perfect their skills as trainers.

2007 also saw specific programmes 
to develop management skills and 
competence. Directors of the business 
area (FOCUS programme) and function 
managers from Central Services 
(GPS Programme) took part in these 
programmes, which focused on result-
oriented management vision and 
leadership.

The salaries of the employees  
of ”la Caixa” and its companies are based 
on a fixed amount that is complemented 
by a variable sum. Logically, this variable 
part is linked to meeting individual and 
general objectives
 
The commitments of ”la Caixa” for 
2008-2010 to foment professional 
skills in its employees

2.4. a good Place to work 

2. Social impact of operations of ”la Caixa” 
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TRaiNiNg

In a competitive environment, with highly 
demanding customers, employee training 
is an essential added value. 

”la Caixa” has three strategic objectives: 
to invest in the personal and professional 
development of its employees; to advance 
and improve in its procedures and daily 
tasks to ensure better customer service; 
and to mark still wider differences with the 
competition.

To achieve these objectives, ”la Caixa” 
places before its employees a wide-
ranging menu of training in improvement 
of banking management knowledge and 
communication skills, team-work and 
leadership. In addition, to facilitate 
ongoing training, it has laid down training 
routes for employees.
 

aCTiONS OF ”La Caixa” iN 2007 
iN PROFESSiONaL SkiLLS

On-line self-training

During 2007, ”la Caixa” continued to 
develop its on-line training through its 
training portal Virt@ula, designed for 
home training (self-training). Without 
forgetting mixed models (both attendance 
and electronic learning), the entity invested 
in 2007 over 13.9 million euros in training, 
10.3% up on the previous year. 

76% of staff have done training; and 
over 555,000 hours have been given. 
All training activities are evaluated by 
employees, who declare themselves highly 
satisfied with the training received.

In 2007, 492 internal trainers offered 
voluntarily to give attended training or 
conduct virtual tutorials. This model of 
training, based on the figure of the tutor 
and the internal trainer, won one of the 

prizes for human resources innovation 
awarded by the prestigious paper 
Expansión.

Training for new employees

The importance placed by ”la Caixa” 
on the training of new employees must 
be underlined. The placement and 
professional development plan lasts a 
year and, as well as course attendance, 
has other electronic courses lasting 
three months and taught by experts in 
economics, banking and finances, and in 
legal sides of banking. In their first year 
at work, new employees do a training 
course in security, money laundering and 
prevention of risks at work. 

“gETTiNg TO kNOw 
”La Caixa”” aNd 
“uNdERSTaNdiNg ThE 
NETwORk” wORkShOPS

To round off the training and 
integration programme that all 
professionals at ”la Caixa” take, 
the Personnel Area organises 
workshops called “Getting to know 
”la Caixa””, that are held at the 
Central Services building. These 
workshops have been running since 
1987 and represent for employees 
from the entire area network a first 
opportunity to get to know the 
headquarters of the entity and, in 
addition, to meet employees from 
other areas. 79 groups, with 1,463 
participants, were organised during 
2007.

Challenges 2008-2010

• 100% of staff trained to fight 
  money laundering and to protect 
  data in 2008.

• Training plan for Central Services 
  employees to improve their 
  communication, team-work and 
  management skills.

• To start up the “Understanding 
  the network” programme, 
  through which Central Services 
  employees find out about the 
  area network of branch offices of 
  ”la Caixa”.

The training commitments  
of ”la Caixa” for 2008-2010  

2.Social impact of operations of ”la Caixa” 
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VERiFiCaTiON REPORT

The present Corporate Responsibility report of ”la Caixa” was drawn up in line with the directives of the Guide for Composing 
Sustainability Reports of the GRI, published in 2006 and known as G3.

These guidelines set out specific requisites on its levels of application, which are indicated in the following table.

The Corporate Responsibility Report (CRR) 
of ”la Caixa” meets the G3 requisites for 
Level A+, which means that it satisfies the 
specifications for Level A in G3 for Profile, 
Focus on Management and Achievement 
Indicators and that it has gone through 
the verification mechanisms under the 
conditions set by this standard.

Deloitte verified the complete version  
of the CRR of ”la Caixa” and concludes 
that the indicators reviewed and the scope  
of the review are detailed in Chapter 7 of 
the report itself and that those indicators 
that do not cover all the questions 
recommended by GRI are identified. In our 
review, we found nothing that makes us 
think:

• That the CRR of ”la Caixa” has not 
  been prepared in line with the Guide for 
  Composing Sustainability Reports of 
  Global Reporting Initiative version 3 (G3).
• That the information in the 2007  
 ”la Caixa” CRR on the application of 
  the principles of the AA1000 standard 
  on relevance, integrity and the proper 
  reply to stakeholders contains errors or 
  material omissions.
• That the information provided on 
  the progress of lines of Corporate 
  Responsibility work in 2007 contains 
  significant errors.

The pages and cover of the requisites,  
the management foci and the indicators 
are given in the full version of the 2007 
CRR of ”la Caixa”.

Mark levels C C+ B B+ a a+
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G3 profile

Report on 1.1, 

2.1-2.10, 3.1-3.8. 

3.10-3.12, 4.1-4.4, 

4.14-4.17
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xt
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na
lly

 v
er
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Report on all the criteria 

listed for level C and, in 

addition, 1.2, 3.9-3.13, 4.5-

4.13, 4.16-4.17
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xt
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na
lly

 v
er
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The same requirement as 

for Level B

Re
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er

na
lly

 v
er

ifi
ed

G3 Focus on 

management
Not required

Focus on management for 

each category of indicators

Focus on management for 

each category of indicators

Development and 

supplementary 

indicators from the 

sector (G3)

Report a minimum 

of 10 development 

indicators, including 

at least one of each of 

the social, economic 

and environmental 

indicators

Report a minimum of 20 

development indicators, 

including at least one of 

each of the economic, 

environmental, human rights, 

labour, society and product 

responsibility indicators

Answer all the central 

indicators of G3 and the 

Supplement concerning 

the materiality principle, 

a) reporting on each 

indicator or b) explaining 

the reason for its omission
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gRi iNdiCaTORS

2007 annual Report of ”la Caixa”

gRi g3 CONTENTS

1 STRaTEgy aNd aNaLySiS Page in report

1.1 Statement of the organisation’s maximum decision-taker 
on the relevance of sustainability for the organisation 
and its strategy

4-5

1.2 Description of the main impact, risks and opportunities 8-10

2 PROFiLE OF ThE ORgaNiSaTiON Page in report

2.1 Name of the organisation 2 

2.2 Main brands, products and/or services 12-19, 25-26.  
CRCR (26-37, 44-
52, 60-65)

2.3 Operative structure of the organisation CRCR (26, 27, 
58-65)

2.4 Location of the headquarters of the organisation 2 

2.5 Number of countries in which the organisation operates 19 

2.6 Nature of property and legal format 14-19 of CRCR

2.7 Markets served 12-19, CRCR 
(45-46)

2.8 Size of the reporting organisation 10, CRCR (102)

2.9 Significant changes in the period covered by the report 
in the measurement, structure and property of the 
organisation

4-5

2.10 Prizes and awards received during the information period 39

3 PaRaMETERS OF ThE REPORT Page in report

3.1 Period covered by the information in the report 4-5

3.2 Date of the most recent preceding report 4-5

3.3 When reports are presented (annual, two-yearly etc.) 4-5

3.4 Point of contact for questions relating to the report or 
its contents

2

3.5 Process of definition of the contents of the report 8-10

3.6 What the report covers 4-5

3.7 Indicate any restrictions on the report’s range or 
coverages

4-5

3.8 The basis for including information where there are joint 
ventures, subsidiaries, rented facilities, sub-contracting 
and other entities that may significantly affect 
comparability between periods and/or organisations

4-5

3.9 Techniques to measure data and rules for calculations, 
including the hypotheses and techniques underlying  
the calculations used to compile indicators and the rest 
of the information in the report

10, CRCR  
(In all chapters)

3.10 Description of the effect that the reformulation of 
information from earlier reports might have, along  
with the reasons for this reformulation

Did not occur

3.11 Significant changes relating to earlier periods in the 
scope, coverage or assessment methods used in the 
report

The scope of 
the report was 
expanded to 
include the 
subsidiaries of  
”la Caixa”

3.12 Table indicating the location of the basic contents of 
the report

41-43

3.13 Current policy and practice on the request for external 
verification of the report. If this is not included  
in the verification report on the sustainability report,  
the scope and basis of any other external verification 
must be explained. The relationship between the 
reporting organisation and the supplier or suppliers  
of the verification must also be clarified

40, CRCR (143)

4 gOVERNaNCE, COMMiTMENTS aNd 
PaRTiCiPaTiON OF STakEhOLdERS

Page in report

4.1 How the organisation is run, including the committees 
for the highest organ of governance responsible for 
tasks such as definition of strategy and supervision of 
the organisation

14-19 of CRCR

4.2 Indicate whether the President of the highest organ of 
governance also holds an executive post (and, if so, his/
her function in the leadership of the organisation and 
the reasons justifying it)

14-19 of CRCR

4.3 In those organisations with a united management 
structure, the number of members of the highest organ 
of governance who are independent or non-executive 
will be indicated

14-19 of CRCR

4.4 Mechanisms of the shareholders and employees for 
sending suggestions or recommendations to the highest 
organ of governance

36-37, CRCR 
(14-19)

4.5 Link between the payment of the members of the highest 
organ of governance, senior directors and executives 
(including agreements for when leaving the job) and 
the organisation’s performance (including social and 
environmental performance)

14-19 of CRCR

4.6 Procedures introduced to avoid conflicts of interest in 
the highest organ of governance

14-19 of CRCR

4.7 Procedure for determining the ability and experience 
demanded of the members of the highest organ of 
governance to guide the strategy of the organisation in 
its economic, environmental and social aspects

14-19 of CRCR

4.8 Statements of mission and values developed internally, 
codes of conduct and principles relevant to economic, 
environmental and social practice; and the status of their 
implementation

9

4.9 Procedures of  the highest organ of governance 
for overseeing the organisation’s identification and 
management of economic, environmental and social 
performance, including risks and related opportunities 
and adherence to or compliance with internationally 
agreed standards, codes of conduct and principles

14-19 of CRCR

4.10 Procedures for evaluating the highest organ of 
governance’s own performance, especially in its 
economic, environmental and social performance

14-19 of CRCR

4.11 Description of how the organisation has adopted the 
precautionary approach or principle

CRCR (10, 66-72)

4.12 Social, environmental and economic principles or 
programmes developed externally, along with any other 
initiative that the signatory organisation approves

29, 31, CRCR  
(76, 85, 88)

4.13 Main associations to which it belongs (such as industry 
associations) and/or national and international bodies 
which the organisation supports

29, 31, CRCR  
(76, 85, 88)

4.14 List of stakeholders that the organisation has included 8

4.15 Basis for the identification and selection of stakeholders 
to which the organisation is committed

8 

4.16 Approaches to stakeholder engagement, including 
frequency of engagement by type and by stakeholder 
group

10, CRCR (12-13)

4.17 Main concerns and interesting topics arising through the 
participation of stakeholders and how the organisation 
responded to them in drawing up the report

10, CRCR (12-13)



EN16 Total direct and indirect emissions of  
greenhouse-effect gases, in weight

C 32-33

EN17 Other indirect emissions of greenhouse-effect 
gases, in weight

C 32-33

EN18 Initiatives to reduce emissions of greenhouse-effect 
gases and the reductions achieved

A 32-33, CRCR 
(94)

EN19 Emissions of substances that destroy the ozone 
layer, in weight

C Indicator not 
applicable

EN20 NO, SO and other significant emissions into the air, 
by type and weight

C Indicator not 
applicable

EN21 Total tipping of waste water, depending on type 
and destination

C Indicator not 
applicable

EN22 Total weight of waste managed, depending on type 
and treatment method

C 33

EN23 Total number and volume of the most important 
accidental spillages

C Indicator not 
applicable

EN24 Weight of transported, imported, exported or 
treated waste deemed hazardous under the terms 
of the Basel Convention Annexes I, II, III, and VIII, 
and percentage of waste transported internationally

A Indicator not 
applicable

EN25 Identity, size, protected status and biodiversity value 
of water resources and related habitats significantly 
affected by the reporting organisation’s discharges 
of water and runoff

A Indicator not 
applicable

EN26 Initiatives to mitigate the environmental impact 
of products and services, and extent of impact 
reduction

C CRCR (41-42, 
90-91)

EN27 Percentage of products sold and their packaging 
materials that are recovered at the end of their 
useful life, by category

C Indicator not 
applicable

EN28 Monetary value of significant fines and number of 
non-monetary sanctions for non-compliance with 
environmental regulations

C 133 of CRCR

EN29 Significant environmental impact of transporting 
products and other goods and materials used for 
the organisation’s operations, and of transporting 
staff

A 33

EN30 Total environmental protection expenditures and 
investments, broken down by type

A 90 of CRCR 

LaBOuR PRaCTiCE SOCiaL 
PERFORMaNCE iNdiCaTORS

LA1 Breakdown of workforce, where possible, by job 
description, type of contract and region

C 35, 37, CRCR 
(103)

LA2 Total number of employees and average turnover, 
broken down for age, gender and region

C 35, 37, CRCR 
(102, 119)

LA3 Benefits provided to full-time employees that are 
not provided to temporary or part-time employees, 
broken down for main operations

A 115 of CRCR

LA4 Percentage of employees covered by collective 
bargaining agreements

C 114 of CRCR

LA5 Minimum period(s) for notice of organisational 
changes, including whether these notices are 
specified in collective agreements 

C 114 of CRCR

LA6 Percentage of total workforce represented on 
joint management-worker Health and Safety 
committees, set up to help monitor and advise on 
Health and Safety at work programmes

A 122 of CRCR

LA7 Rates of absenteeism, occupational disease, days 
lost and total number of work-related fatalities by 
region

C 123 of CRCR

LA8 Education, training, counselling, prevention and 
risk-control programmes to assist workforce 
members, their families and members of the 
community in case of serious illness

C 122 of CRCR

LA9 Health and Safety topics covered in formal 
agreements with trade unions

A 122 of CRCR

LA10 Average hours of training per year per employee, 
broken down by employee category

C 39, CRCR 
(118-119)
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CENTRaL iNdiCaTORS Type Page in report

ECONOMiC PERFORMaNCE iNdiCaTORS

EC1 Direct economic value generated and distributed C 10 of CRCR

EC2 Financial consequences of high risks and 
opportunities for the organisation due to climate 
change

C 21, CRCR (41-42)

EC3 Coverage of the organisation’s obligations 
generated by social welfare programmes

C 18

EC4 Significant financial aid received from 
Governments

C 118 of CRCR

EC5 Relationships between the standard starting 
salary and the local minimum salary in places 
where the organisation has significant operations

A 100 of CRCR

EC6 Policy, practices and proportion of spending on 
local suppliers in places where the organisation 
has significant operations

C 34, CRCR (96-97)

EC7 Procedures for local contracting and proportion 
of senior executives originating in the local 
community in places where the organisation has 
significant operations

C 38, There are no 
specific procedures

EC8 Development and impact of investments in 
infrastructure and services provided mainly for 
public benefit by means of commercial, pro bono 
or in-kind commitments

C 22

EC9 Understanding and description of significant 
indirect economic impact, including the scope of 
this impact

A 29-30, CRCR 
(75-82)

ENViRONMENTaL PERFORMaNCE iNdiCaTORS

EN1 Materials used, by weight or volume C 31-33, CRCR (92)

EN2 Percentage of materials used that are recycled 
materials

C 32-33, CRCR (92)

EN3 Direct consumption of energy, broken down into 
primary sources

C 32

EN4 Indirect consumption of energy, broken down 
into primary sources

C 93 of CRCR 

EN6 Initiatives to provide products and services that 
are energy-efficient or based on renewable 
energy; and the reductions in energy 
consumption as a result of these initiatives

A 41-42 of CRCR 

EN7 Initiatives to reduce indirect energy consumption 
and the reductions achieved as a result of these 
initiatives

A 90-94 of CRCR 

EN8 Total capture of water by sources C 32

EN9 Sources of water that have been significantly 
affected by the capture of water

A Indicator not 
applicable

EN10 Percentage and total volume of recycled and 
reused water

A Indicator not 
applicable

EN11 Description of land adjacent to or located within 
protected natural spaces or unprotected areas of 
high biodiversity

C Indicator not 
applicable to the 
activities of  
”la Caixa”

EN12 Description of the most significant impact 
on biodiversity in protected natural spaces or 
unprotected areas of high biodiversity, arising 
from activities, products and services in protected 
areas or in areas of high biodiversity value  
in areas separate from protected areas

C Indicator not 
applicable

EN13 Protected or restored habitats A Indicator not 
applicable

EN14 Strategies and actions introduced and planned to 
manage impact on biodiversity

A Indicator not 
applicable

EN15 Number of species, broken down in function of 
their danger of extinction, included on the Red 
List of the IUCN or on national lists, and the 
habitats where they are found in areas affected 
by operations, depending on the extent of the 
threat to the species

A Indicator not 
applicable
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LA11 Programmes for skills management and ongoing 
learning that support the employability of employees 
and assist them in managing career endings

A 118-119 CRCR

LA12 Percentage of employees receiving regular 
performance and career development reviews

A 38, CRCR (120)

LA13 Composition of governance bodies and breakdown 
of employees by gender, age group, minority group 
membership, and other indicators of diversity

C 14-19 of CRCR

LA14 Ratio of basic salaries of men and women by 
employee category

C 37, CRCR (109)

huMaN RighTS SOCiaL 
PERFORMaNCE iNdiCaTORS

HR1 Percentage and total number of significant 
investment agreements that include Human Rights 
clauses or that have undergone Human Rights 
screening

C 135 of CRCR

HR2 Percentage of main suppliers and contractors that 
have undergone screening on Human Rights and 
measures taken as a result 

C CRCR (76, 96)

HR3 Total hours of employee training on policies and 
procedures concerning aspects of Human Rights 
that are relevant to operations, including the 
percentage of employees trained

A Indicator not 
applicable

HR4 Total number of incidents of discrimination and 
actions taken

C 109 of CRCR

HR5 Operations of the company in which the right to 
freedom of association and collective bargaining 
may be at significant risk, and measures taken to 
support these rights

C CRCR (114, 
135)

HR6 Operations identified as involving potential risk for 
incidents of child labour, and measures taken to 
contribute to its elimination 

C 135 of CRCR

HR7 Operations identified as entailing significant risk 
for incidents of forced or compulsory labour, and 
measures taken to contribute to their elimination

C 135 of CRCR

HR8 Percentage of security staff trained in the 
organisation’s policies and procedures on Human 
Rights that are relevant to their work

A 68 of CRCR

HR9 Total number of incidents concerning violations of 
the rights of indigenous peoples and actions taken

A Indicator not 
applicable

SOCiETy SOCiaL 
PERFORMaNCE iNdiCaTORS

SO1 Nature, scope and effectiveness of programmes 
and practices that assess and manage the impact 
of operations on communities, including the entry, 
operation and exit of the company

C 8

SO2 Percentage and total number of business units 
analysed for risks related to corruption

C 27-28

SO3 Percentage of employees trained in the 
organisation’s anti-corruption policies and 
procedures 

C 27-28

SO4 Actions taken in response to incidents of corruption C 27-28

SO5 Public policy positions and participation in public 
policy development and lobbying

C 136 of CRCR

SO6 Total value of financial and in-kind contributions to 
political parties and related institutions, by country

A 14-19 of CRCR

SO7 Total number of legal cases brought for monopoly 
practices and activities against free competition, 
and their outcomes

A 136 of CRCR

SO8 Monetary value of significant fines and penalties 
and total number of non-monetary sanctions for 
non-compliance with laws and regulations

C 28

PROduCT RESPONSiBiLiTy 
PERFORMaNCE iNdiCaTORS

PR1 Life-cycle stages of products and services at which 
their Health and Safety impact on customers is 
assessed for improvement, and the percentage of 
significant product and service categories subject to 
such procedures

C 28

PR2 Total number of incidents of non-compliance with 
legal regulations and voluntary codes on the Health 
and Safety impact of products and services during 
their life-cycles, broken down for type of outcome

A 28

PR3 Type of product and service information required 
by procedures in force and the regulations, and 
percentage of products and services subject to such 
information requirements

C 28

PR4 Total number of incidents of non-compliance with 
regulations and voluntary codes on product and 
service information and labelling, broken down by 
type of outcome

A 28

PR5 Practices related to customer satisfaction, including 
results of surveys measuring customer satisfaction

A 23-24, CRCR 
(54-58)

PR6 Programmes for compliance with laws and 
adherence to standards and voluntary codes 
mentioned in sales messages, including advertising, 
promotion and sponsorship, broken down by type 
of outcome

C 28, CRCR (71)

PR7 Total number of incidents of non-compliance 
with the regulations on sales messages, including 
advertising, promotion and sponsorship, broken 
down by type of outcome

A 28

PR8 Total number of substantiated complaints regarding 
breaches of customer privacy and losses of 
customer data

A 28

PR9 Monetary value of significant fines for  
non-compliance with regulations on the provision 
and use of the organisation’s products and services

C 28

2007 annual Report of ”la Caixa”

gLOBaL COMPaCT

huMaN RighTS

Companies have to encourage and respect the 
protection of international Human Rights in their area 
of influence

35-39. CRCR (116)

Companies have to ensure that they are not complicit in 
Human Rights abuses

35-39. CRCR (116)

LaBOuR

Companies have to defend the freedom of association 
and the effective recognition of the right to collective 
bargaining

CRCR (114-116)

Companies have to eliminate any form of compulsory or 
forced labour

116 of CRCR

Companies have to abolish effectively child work 116 of CRCR

Companies have to eliminate effectively job and 
employment discrimination 

35-39, CRCR (116)

ENViRONMENT

Companies have to encourage a preventive approach to 
favour the environment

31-33, CRCR (89-90)

Companies have to encourage initiatives that foster 
greater environmental responsibility

31-33, CRCR (89-90)

Companies have to favour the development and spread 
of technology that respects the environment

31-33, CRCR (89-90)

aNTi-CORRuPTiON

Companies must struggle against any form of corruption, 
including blackmail and bribery

27-28, CRCR (69-70,116)

CRCR: Complete Report on Corporate Responsibility
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