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Statement by the
Chief Executive
Officer
At Crèdit Andorrà Financial Group, we are celebrating yet another
year of initiatives which together have enabled us to continue as the
leading bank in Andorra and also, the world’s leading Andorran
bank. Our commitment to people and the environment, combined
with our focus on sustainability and growth, are the basis for
providing value to our society.
We close 2015 with a positive balance that highlights good business
operation and responsible management of the institution which
has led to outstanding returns and high levels of capitalisation and
liquidity above the minimum requirements and European banking
averages. Turnover remained stable and reached 16.576 billion
euros. The solvency ratio stood at 21.82% and liquidity ratio at
65.14%.
Against the backdrop of a financial sector undergoing restructuring,
in recent years operations were focused primarily on anticipating and adapting to the new regulatory
environment.
Our strength in Andorra allows us to credibly project ourselves at the international level, where
we have an excellent reputation as a financial group. One of this year’s highlights was receiving the
award for the country’s best entity for social corporate responsibility by the financial publication
Global Banking & Finance Review, which recognises the bank’s commitment to our stakeholders and
the society to which we belong.
This year, all of our employees at all locations were presented with the “CEO’s Strategic Aspiration
for Crèdit Andorrà Group. Horizon 2020”. This includes considerations to be shared by everyone,
as pinpointing a shared vision of our future will give us a competitive advantage, which in addition
to our differentiating reputation and current business, is the basis for building the future success we
want to achieve.
We find ourselves faced with a new paradigm where adaptation to change is continuous and has
become of key importance. We strive to incorporate talent and new management tools into our
organisation, which not only allows us to face this new situation but also strengthens us as a future
generator of both sustainable and sustained growth in turnover and profit.
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At the bank, we understand customer relationships need to take place across a variety of channels,
and for this reason we have continued to promote improvements to our online banking service, and
launched new websites in response to customers with the need for information and interaction. Our
initiatives are based on providing value to our customers and serving them with excellence.
Once again this year, the number of people forming part of the Group has continued to grow. Faced
with this fact, in 2015 we consolidated a matrix management model which enables us to strengthen
our central services, the cornerstone which unites and provides value to all parties. Likewise, our
strong commitment to retaining talent has been made apparent by initiatives to incentivise internal
promotions.
We aspire to be Andorra’s leading bank in terms of social action, and this keeps us focused on
our vocation to serve our customers and country. This vocation leads us to respond to the great
challenges of our society, by taking action in the areas of education, culture and social action in
order to provide the necessary tools for their wellbeing and future development. This is and has been
the raison d’être of Fundació Crèdit Andorrà.
For its part, the Bank acts on its commitment to the country by supporting and promoting
initiatives that strengthen entrepreneurial spirit and contribute to developing the business sector
and stimulating the economy. In this regard, one of the noteworthy new features is the new annual
conference cycle Crèdit Andorrà Global Forum promoted by Crèdit Andorrà Chair of Markets,
Organisation and Humanism at IESE.
We will continue to strive to generate value and have a positive impact: prioritising service quality
to exceed our customer’s expectations, strengthening the personal improvement of our employees,
acting responsibly, and managing our social action with maximum efficiency and effectiveness.
Josep Peralba Duró
Chief Executive Officer
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2015 in figures
Financial data

Positioning data

2014

2015

2014

2015

Equity

€589 M

€623 M

Number of branches

11

11

Solvency

20.26%

21.82%

ATM network

45

45

Liquidity

73.82%

65.14%

Automatic Branches

3

3

€71.54 M

€72.00 M

Profits

At the service of the country
Customers

CSR Investment
(as % of profit)

2014

2015

Team

2014

2015

Workforce
in Andorra

437 people

481 people

International
workforce

313 people

332 people

Permanent
contracts

99%

94%

3.11%

3.66%

€2.983 B

€2.993 B

+8.7% users

+5.8% users

Studies Loan

€1.5 M

€1.2 M

Women on the workforce

43%

44%

Young person’s 16point30
card

+0.9%

+ 2.6%
users

Workforce who received
training

82%

93%

Loan
investments
Channel contracts (e-Crèdit
and Contact Center)

Crèdit Andorrà’s
contribution to the Unicef
card (bank + customers)

Average
spending
on training

€29,554

€29,314

€1,037/employee €886/employee

Community

2014

2015

Environment

2014

2015

Initiatives to boost
the local economy

65%

68%

Sustainability
fund

€3.63 M

€2.39 M

Initiatives to support
the community

35%

32%

Electricity
consumption

–16.3%

–1.9%

Investment in education

30%

22%

Paper consumed
by customers

–2.0%

–31.3%

Investment in society

32%

34%

CO2 from energy
consumption

1,331 tonnes

1,411 tonnes

Investment in culture

33%

44%

CO2 from travel

163.4 tonnes

153.4 tonnes
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Crèdit Andorrà
Financial Group
For over 65 years, we have offered financial products and services in the field of commercial banking,
private banking and asset management at an international level, complementing the activity of the
Insurance Group, a leading name in the country.
Our mission and methods are perfectly summed up by our slogan: At your service and the service of
the country. We understand service as what binds us to our customers and the country in all of the
areas where we work, especially Andorra. We want to attune who we are, the bank of Andorra, with
who we want to be, the world’s Andorran bank.
Our business model responds to our commitment to service and desire to be there for people and
companies. With a team of 813 professionals (481 in Andorra, from 31 different regions), we work
hard and with dedication to consolidate operations focused on specialisation and advice, as well as to
provide the best suited solution for each customer.
In a world that is constantly changing and evolving, at Crèdit Andorrà we stick to the valuesthat
unite us and define the essence of who we are, and which inspire us daily to move forward.

The values that define us

Customeroriented

Proactiveness
and
innovation

Customers

Goaloriented

Leadership

Employees

Clear,
transparent

communication

Community

Teamwork

People
management

Environment

Our values have made us great, and are the source and real fabric of our
competitive advantage.
Our reputation, excellent service and the high quality level of our products and
services, along with our efficiency, are the attributes which define us and make us
the leader in Andorra.

CSR Report 2015 | Crèdit Andorrà Financial Group

Our activity
Andorra
COMMERCIAL BANKING
We deliver our motto, At your service and the service of the country by providing solutions to
customer needs and our willingness to provide a service with innovative and advanced products.
With our new Retail and Corporate divisions, we’re responding to the demands of each kind of
customer, offering personal service with a friendly smile thanks to the most extensive branch
network in the country.
PRIVATE BANKING
We define ourselves as a boutique service with the support of a global financial framework in the
area of Wealth Management, with premium services for our customers and differentiated and
specialised treatment. The solidity of the Group in Andorra, reinforced by our presence in the
financial markets of both Europe and America, helps us to establish long-term relationships with
our investors.
ASSET MANAGEMENT
Crèdit Andorrà Asset Management is the Group’s investment fund management and the oldest bank
in the country. It offers discretionary, personalised management of portfolios and investment advice
for Private Banking and Wealth Management customers, as well as the management of a wide range
of investment funds.
Crèdit Andorrà Asset Management celebrates its 25th anniversary and reasserts
its position in the Andorran market, providing wealth management and advice
for a net portfolio of 2.228 billion euros. It’s model is characterised by the search
for comprehensive, well-managed business, with good perspectives for profit
generation, offering high revaluation potential.
INSURANCE GROUP
The Crèdit Andorrà Insurance Group is a leader in the Principality of Andorra, with products
suitable for both individuals and companies. We’re present in the Andorran market via Crèdit
Assegurances, the parent company which offers a wide range of life, risk and savings products, as
well as the actuarial consultancy Vincles.

In the world
WEALTH MANAGEMENT
We offer global solutions for international private banking and wealth management, with an open
architecture guided by our international financial platform which spans 9 countries: Andorra, Spain,
Luxembourg, Switzerland, the United States (Miami), Mexico, Panama, Peru and Uruguay. With
our boutique concept of banking, we provide a tailor-made customer service which is independent,
specialised, multi-booking, flexible and includes personal care.
INSURANCE GROUP
We have a presence in Spain with ERM holding, offering comprehensive risk management as well as
insurance services via CA Life Insurance Experts. We also have a presence in Chile with CA Vincles.
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Social activity
FUNDACIÓ CRÈDIT ANDORRÀ
Fundació Crèdit Andorrà was founded in 1987 with the creation of a grant programme as its
backbone. Since then, it has progressively broadened its range of activities incorporating projects in
three large thematic areas: education, culture and social programmes. It is currently the country’s
main private foundation, both in the number of programmes carried out, as well as the resources
assigned.
CRÈDIT ANDORRÀ CHAIR OF MARKETS, ORGANISATIONS AND HUMANITIES AT IESE
Created in 2006 and under the direction of Professor Josep Maria Rosanas, its aim is to foster
interaction between the business world and academia, as well as to encourage research, the social
responsibility of firms and corporate governance.

A Group with an international vocation
In 2003, we started an expansion plan to make the Group more international. We currently
have a presence in Europe’s main financial markets (Spain, Luxembourg and Switzerland) and
America (Miami, Mexico, Panama, Peru, Uruguay and Chile). These are strategic locations for
the consolidation and growth of the group in the areas of private banking, asset management and
insurance.

Miami
(USA)

Luxembourg
Switzerland
Andorra
Spain

Mexico
Panama

Peru

Chile

Uruguay
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Banking
and financial
services

• Crèdit Andorrà
• Banco Alcalá (Spain)
• Banque de Patrimoines
Privés (Luxembourg)
• Banco Crèdit Andorrà
(Panama)
• Oficina de Representación
de Crèdit Andorrà y de
Banco Crèdit Andorrà
(Panama) en Uruguay
(Representative office of
Uruguay)

Asset and Wealth
Management

• Crèdit Andorrà Asset
Management
• Crèdit Andorrà Asset
Management Luxembourg
• Crediinvest Sicav / Investcredit
Sicav (Luxembourg)
• Alcalá de Pensiones
• Gesalcalá, SGIIC
• Private Investment Management
(Switzerland)
• Beta Capital Management LP
(Miami)
• CA México Asesores
Patrimoniales (Mexico)
• CA Perú Sociedad Agente de
Bolsa

Insurance

• Crèdit Assegurances
• Vincles
• ERM (Spain)
•C
 A Life Insurance Experts
(Spain)
• CA Vincles (Chile)

Company holdings

•E
 NSISA / NEVASA
(Grandvalira)
• Semtee (Caldea / Inúu)
• Crèdit Iniciatives

Social activity

• Fundació Crèdit Andorrà

In alignment with the new Andorran banking paradigm
The impact of the global financial crisis, Andorra’s transformation to adapt to a new banking and
financial context, and globalisation are the key events that evidence this paradigm shift.
2015 has been marked by two large focuses of attention: the progress of the Andorran financial and
banking sector in aligning itself with the main European and international protocols and standards
and the impact of the Banca Privada d’Andorra case.
In this context, it has been the priority of Crèdit Andorrà to maintain and preserve its trust and
reputation with regards to institutions, markets and customers.
Currently, the entities making up the Andorran financial system maintain excellent liquidity and
solvency ratios, which are amongst the highest in European countries and demonstrate the positive
development of the country’s financial system, as well as its consolidation in the domestic and
foreign market with business diversification and growth.

International and European context
The Andorran banking sector is prepared to face the diverse changes that are taking place, especially
the adaptation of processes and services to international standards, with the goal of competing on
level terms with other worldwide financial markets.
The Andorran fiscal system, based on indirect taxation until recently, is undergoing a process of
change to position Andorra internationally as a country with similar tax regulations to those of
countries in the European Union and the OECD.
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This has been a gradual and progressive process, decisively initiated with the Monetary Agreement,
which demonstrates Andorra’s willingness to progress towards cooperation, transparency and
the exchange of tax information. This can be seen by its adoption of a series of measures in recent
years, such as the law on the exchange of tax information, the amendment to the penal code, Tax
Information Exchange Agreements with more than 20 countries, OECD Model Tax Convention on
Income and on Capital with neighbouring countries (France, Spain and Portugal), adopting a new
and complete tax system and new liberalising standard for foreign investments to mention just a few.
These measures to speed up reform have enabled Andorra to be removed from the lists of tax havens
in Spain and the OECD.

Andorra
THE NEW TAX SYSTEM
Andorra’s taxation system is undergoing a fiscal reform process which started with the introduction
of new direct and indirect taxes, along with an amendment to tax regulations which must lead to
a modern Andorran taxation system which is comparable to other countries in its environment,
while also considering the particular characteristics of Andorra and its economic structure. In this
regard, Andorran banking has continued to adapt to its new economic context by adapting different
measures which ensure compliance with new laws and at the same time enabling it to align itself
with international standards.
• 2011. Law 94/2010 on income tax for non-doms comes into effect.
• 2012. Law 95/2010 on corporations and Law 96/2010 on tax on income from economic activities
come into effect.
• 2013. Law 11/2012 on general indirect tax (IGI) comes into effect, and the Andorran Tax and
Borders Agency was created which is responsible for the management, return, collection, control
and inspection of all state taxes.
• 2014. Personal income tax law is approved, as well as Law 21/2014, which lays out the basis for tax
regulations, Law 10/2014 comes into effect on 3 June, as an amendment to Law 11/2012 of 21 June
on indirect general tax.
• 2015. Law 21/2014 on the basis for tax regulations comes into effect, except for some common
taxes which will be in 2016, and the Law on personal income tax which aims to complement the
configuration of the Andorran fiscal framework on the subject of income tax. Also the decree for
tax application regulation is approved, which foresees the deployment of all common standards
for all tax application procedures and specifically regulates tax management and inspection
procedures.
INFORMATION EXCHANGE AGREEMENTS
The process for adopting international OECD standards has led Andorra to sign various agreements
on the exchange of fiscal information with prior request.
• 2009. A standardisation process begins to approve Andorra as one of the cooperating companies
of the OECD after Law 3/2009 comes into effect on the exchange of fiscal information with prior
request.
• 2013. The Andorran government sign an agreement with the OECD regarding mutual
administration assistance regarding fiscal matters, which guarantees confidentiality and represents
a step forward in alignment with the other countries of the OECD.
• 2014. Amendment to Law 3/2009, Law 12/2014 of 26 June is approved, on the exchange of fiscal
information with prior request, to respect the criteria and interpretation of the commitments of the

11

CSR Report 2015 | Crèdit Andorrà Financial Group

OECD which are constantly evolving. The Andorran government have signed bilateral agreements
with 23 countries on the exchange of fiscal information with prior request (21 of which have come
into effect).
The Principality of Andorra has signed 25 bilateral agreements on the exchange of
fiscal information, under the framework of the criteria established by the G20 and
the OECD.
DOUBLE TAXATION AGREEMENTS
Double taxation agreements are international treaties aimed at preventing cases of double
international taxation by means of a series of measures taken by two contracting states. These
agreements promote foreign investment and favour the competitiveness of national companies
abroad. Since 2013, the Principality of Andorra, willing to continue its economic opening and its
process of homogenisation with international standards, signed double taxation agreements with
France, Luxembourg and Spain, has agreed one with Liechtenstein, and held conversations with
Portugal, Switzerland and Austria.
AUTOMATIC EXCHANGE OF INFORMATION
• 2015. From 2018, the process for the automatic exchange of fiscal information will begin, under
the framework of the agreement with the European Commission. On the one hand, this process
involves the conclusion of an association agreement with the corresponding incorporation of the
Principality of Andorra into the European domestic market and, on the other hand, it proceeds
with the review of the 2004 fiscal agreement by means of the introduction of an automatic fiscal
information exchange system according to the new international standards of the OECD and the
G20, which is already in force in the majority of EU member states.
Source: Andorra and its financial system 2014. Andorran Banks Association.

Strategic aspiration: Horizon 2020
This year, all of our employees at all locations were presented with the “The CEO’s Strategic
Aspiration for Crèdit Andorrà Group. Horizon 2020”. This was conceived as the basis and guideline
for the Strategic Plan 2015-2018. The aspiration is a road map for managing and directing the change
with a new situation at the macro-economic, sectoral and country level.
The strategic aspiration is faithful to the Group’s cultural values, evolving according to requirements
of the change but without losing sight of its essence. It enables us to continue to rely on the trust
placed in us by our customers, shareholders, employees, the environment and society as a whole.

Working towards good corporate governance
At Crèdit Andorrà, we continue to consolidate good corporate governance practices in accordance
with our commitment to constantly adapt to the highest standards of good corporate governance
and regulatory trends in this field. We work hard on the issue of corporate governance in order
to ensure regulatory compliance in each of the sectors we work in, anticipate regulatory trends
to optimise the bank’s positioning, and keep a collaborative and participatory attitude towards
regulatory bodies.
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Management principles and best practices
Our corporate governance model integrates principles, policies and standards which determine
a whole set of best practices aimed at ensuring that our actions are responsible, transparent and
ethical, which is our commitment to our customers, shareholders, employees and society as a whole.
The mechanisms we have implemented favour transparency of information and define an efficient,
sustained and sustainable business model.
We have an Ethical code and code of conduct, in alignment with the requirements of the Andorran
National Finance Institute (ANIF) which promotes integrity and transparency in our actions.
This code establishes behavioural guidelines for our employees and what is expected from each of
them. It includes all of the basic principles that must be considered when acting on behalf of or in
representation of the Bank, and these are based on a series of assumptions on specific subjects, all
of which are focused on ensuring business and personal integrity. Crèdit Andorrà Group also has a
Code of Conduct for the stock market which regulates our activity.

Model of risk management and control
The risks involved in the group’s financial and banking activity are managed in accordance with
prudent criteria, while permanently conserving the basic objectives of solvency, profitability and
efficiency.
We strive for the application of suitable administrative and accounting procedures, internal control
mechanisms and efficient risk management techniques which enable us to determine the risks
derived from activities, processes and systems, as well as establish a tolerated level of risk.
• Internal Audit Department. Led by an independent body in charge of examining and evaluating
the suitability and efficiency of the systems, the internal control mechanisms and the provisions of
the entity, as well as formulating recommendations and verifying their compliance.
––Risk and Standard Compliance Area. Through the departments for the prevention of money
laundering and the financing of terrorist activities, and standard compliance and internal
control, the area promotes effective risk control and ensures its management according to the
risk level defined by the Board of Directors. In 2015, this area consolidated and improved its
functions and tasks, and took new actions to strengthen the Group’s risk culture, the most
noteworthy of which was the approval by the Board of Directors of Crèdit Andorrà Financial
Group’s comprehensive policy on the subject of investment and risk management. Apart from
this policy, the group also has the Standards Compliance Policy, Policy for the Prevention of
Money Laundering and the Financing of Terrorist Activities, and the Investor Protection Policy.
We manage risk in a comprehensive manner based on the supervision of
compliance with policy standards, regulations and codes in all of their dimensions.

Governance structure
Our model establishes the correct structure and best operation of governance bodies, focusing on the
interests of all parties and maximising the entity’s economic value in a sustainable manner.
The governance bodies responsible for the control and management of Crèdit Andorrà are the
General Shareholders’ Meeting, the Board of Directors, the Board Delegated Committee and the
Executive Committee. These bodies provide solidity and trust in our actions and in all groups and
areas with which we associate.
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CUSTOMERS

EMPLOYEES AND SHAREHOLDERS

COMMUNITY

ENVIRONMENT

Trust

Transparency

Credibility

Responsibility

BOARD OF DIRECTORS
• Jaume Casal Mor, Chairman
• Antoni Pintat Mas, Vice-chairman
• Josep Peralba Duró, Chief Executive Officer/Secretary
• Rosa Pintat Santolària, Member of the Board
• Maria Reig Moles, Member of the Board
• Josep Vidal Martí, Member of the Board
MANAGEMENT TEAM
• Josep Peralba Duró, Chief Executive Officer
• Xavier Cornella Castel, Managing Director
• Ramon Lladós Bernaus, Corporate Services Division Director
• Martí Alfonso Simón, Private Banking Andorra Division Director
• Josep Brunet Niu, Insurance Group Director
• Sílvia Cunill Calvet, Corporate & Retail Banking Division Director
• José Luis Dorado Ocaña, Investment Division Director
• Josep Escoriza Martínez, Resources Division Director
• José Ignacio García Fernández, Private Banking America Division Director
• Agustí Garcia Puig, General Secretary to the CEO
• Frederic Giné Diumenge, Loans Division Director
• Francesc Jordà Blanes, Management Risk and Financial Planning Division Director
• Frank Martínez Sánchez, Private Banking Europe and New Regions Division Director
• Andrés Roldán Cubas, Risk and Regulatory Compliance Division Director
Note: At 31 December 2015.

URUGUAY

PERU

PANAMA

MEXICO

UNITED STATES
OF AMERICA
(MIAMI)

José Ignacio García
Fernández

PRIVATE BANKING
AMERICA DIVISION

INSTITUTIONAL
RELATIONS

LUXEMBOURG

SPAIN

Frank Martínez Sánchez

PRIVATE BANKING
EUROPE DIVISION

EXTERNAL
ASSETS
MANAGERS

MIDDLE EAST

EASTERN
EUROPE

SWITZERLAND

Esteban Estévez Zurita

PRIVATE BANKING
NEW REGIONS DIVISION

Frank Martínez Sánchez

PRIVATE BANKING AREA
EUROPE & NEW REGIONS

FUNDACIÓ
CRÈDIT ANDORRÀ

GENERAL SECRETARY
TO THE CEO
Agustí Garcia Puig

CORPORATE
COMMUNICATION

Organisation chart

NEW BUSINESS

PERSONAL
BANKING

KEY CLIENTS

Martí Alfonso Simón

PRIVATE BANKING
ANDORRA DIVISION

LEGAL SERVICES

RETAIL
BANKING

CORPORATE
BANKING

Sílvia Cunill Calvet

COMMERCIAL
BANKING DIVISION

CONTROL
& VALUATION

BACK OFFICE

& MARKETS

ASSET MANAGEMENT

INVESTMENT
DIVISION

José Luis Dorado Ocaña

MARKETING

MANAGING DIRECTOR
Xavier Cornella Castel

CHIEF EXECUTIVE OFFICER
Josep Peralba Duró

BOARD OF
DIRECTORS

ERM RISK
MANAGEMENT

CA LIFE
INSURANCE
EXPERTS

CA VINCLES
ACTUARIAL
CONSULTING

CRÈDIT
ASSEGURANCES

INSURANCE
GROUP

Josep Brunet Niu

FINANCIAL
PLANNING

CONSOLIDATION
AND HOLDINGS

MANAGEMENT
CONTROL

ACCOUNTING

Francesc Jordà Blanes

MANAGEMENT RISK
AND FINANCIAL
PLANNING
DIVISION

CENTRAL PRIVATE
BANKING ARCHIVE

BRANCH SERVICE
CENTRE

SYSTEMS

ORGANISATION

RESOURCES
DIVISION

Josep Escoriza Martínez

INTERNAL
AUDIT DIVISION
Lluís Montoliu Picolo

RECOVERIES

APPROVAL

ANALYSIS

LOANS DIVISION

Frederic Giné Diumenge

REGULATORY
COMPLIANCE

INTERNAL
CONTROL

PREVENTION

Andrés Roldán Cubas

RISK
AND REGULATORY
COMPLIANCE
DIVISION

Ramon Lladós Bernaus

CORPORATE
SERVICES
DIVISION

HUMAN
RELATIONS
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Quality and excellence in banking practice
The distinctions received reflect the solid size of the bank, with solvency and liquidity ratios way
above the required minimum values, and reaffirm the sustained leading position of Crèdit Andorrà
in the Principality of Andorra.
The long-term commitment to service excellence we offer our customers involves the continuous
improvement of all members of the group, the monitoring of improved international standards and
the periodic review of internal processes.

Qualifications

Fitch Ratings: BBB / F3 rating
The Fitch Ratings credit rating agency has awarded Crèdit Andorrà a
BBB long-term rating with a stable outlook and an F3 short-term rating,
a qualification that reflects the stabilisation of credit factors and the
bank’s capacity to face the country’s financial situation (July 2015).

Ranking

First Andorran bank in the Top 1000 ranking
Once again this year, the financial publication the Financial Times places
Crèdit Andorrà at the forefront of Andorran banking by ranking it 800
in its prestigious Top 1000 ranking (July 2015). This recognition is in
part thanks to the bank’s high capitalisation.

Awards

Best private bank and best bank in corporate social responsibility
in Andorra 2015
The financial publication Global Banking & Finance Review has given
the private banking award to Crèdit Andorrà for the third consecutive
year. The award highlights Crèdit Andorrà’s leadership, its promotion
of private banking business as part of its strategy for international
expansion in the main financial markets of Europe and America and its
boutique private banking model.
The bank’s work on corporate social responsibility (CSR) is recognised
for the first time. The award is in recognition of the 10-year
commemoration of the application of CRS within the bank’s strategic
objectives, its commitment to the country and society via educational,
social and cultural programmes of Fundació Crèdit Andorrà, and the
implementation of the Environmental Management System (EMS).
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Certificates

Quality Management ISO 9001:2008
• Crèdit Andorrà investment division: departments of Treasury and
Capital Market, and of Market Administration and Control Crèdit
Andorrà.
• Crèdit Andorrà Asset Management.
Environmental Management ISO 14001:2004
• Crèdit Andorrà.
Global Investment Performance Standards (GIPS)
• Crèdit Andorrà Asset Management.

Creating value
The results obtained in 2015 reflect us maintaining our leading position in the country’s sector, with
a turnover reaching 16.576 billion euros and customer funds of 13.583 billion euros.
Our activity and business model gives us the ability to generate development and wellbeing for our
stakeholders. Aware of the direct impact of our activity, we promote measures to bolster economic
growth by funding business. Furthermore, we collaborate on initiatives that help to stimulate
economic activity and contribute to the solidity and support of the country’s social fabric and
protection of the environment.

Customers

2.993 billion euros in
load investment.

Employees

481 employees in
Andorra.

Society

3.66% of the
profits allocated
to initiatives for
the community
(education, culture,
well-being and the
economy).

Environment
€27,692 invested
in environmental
improvements.
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Value Added Statement (VAS)
The diagram below, produced using data from the profit and loss account, shows the distribution of
the economic value generated by the Group among its different stakeholders.

Economic value created: 282.842 billion euros
Customers

12.55%

Interest and related
expenses

12.55%

Suppliers

15.36%

General expenses

15.36%

Employees

22.77%

Staff costs

22.77%

Community

3.77%

Payments to public
administrations

2.83%

Community

0.93%

Environment

0.01%

Shareholders

45.55%

Depreciation

8.37%

Provisions

11.67%

Reserves and dividends

25.51%

45.55%

SHAREHOLDERS

12.55%
CUSTOMERS

15.36%
SUPPLIERS

3.77%

COMMUNITY

22.77%
EMPLOYEES
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Integration of CSR
into management
Since our founding, corporate social responsibility has been a key element of the bank’s way of life
and is reflected in the values of our cultural model. The social, environmental, economic and good
governance aspects, along with responsibility, ethics and transparency, are integrated right across the
Group. Harmonising business targets with social and environmental objectives to create value is the
basis of our commitment.
The area of the Technical Secretary General, coordinates the management of aspects related to
corporate social responsibility and promote its implementation across the entire Group. Under the
framework of existing management systems and within the continuous improvement process, CSR is
included across the entire bank covering different management and operational areas which involve
initiatives in economic, social and environmental areas.

Relationship with our stakeholders
To maintain trusted relationships with our stakeholders, we have established permanent, two-way
communication and channels of dialogue which allow active listening and participation.

Shareholders

Employees

Media

Crèdit
Andorrà
Financial
Group
Suppliers

Customers

Community (associations,
foundations, academic
sphere, public
institutions, etc.)
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Materiality
The main objective of the CSR report is to provide a comprehensive view of the economic, social,
environmental efforts and those of the corporate governance of Crèdit Andorrà Financial Group,
providing a response to issues which are of interest to the persons and groups with whom we
associate.
To determine which issues are relevant, we have carried out a process with diverse phases, as
established in the GRI G4 Guide and according to Accountability standard AA1000.
• 1. Identification. As a starting point, we have identified the most relevant issues for the banking,
financial and insurance sectors, considering the long-term impact of our value chain and
stakeholders. This exercise involved carrying out a sectoral benchmarking study on CSR best
practices on a global level. Furthermore, on an internal level, the main strategic lines and values of
the cultural model were considered, and on an external level, the following reference standards for
sustainability were considered: Asset Management, Commercial Banks, Insurance and Investment
of Sustainability Accounting Standards Board (SASB) and Governance & Accountability.
The issues identified have been classified into six categories: sector (business strategy and
economic management), ethics and integrity (good corporate governance and compliance),
service (relationship with the customer and product responsibility), people (team management),
environment (environmental management) and relationship with society (social action and
involvement with the country).
• 2. Prioritisation. For the prioritisation of the aforementioned issues, and following the principles
of Accountability and standard AA1000SES (2011) in our relationship with stakeholders, we have
carried out a specific investigation using an online survey to rate the diverse issues according to
their level of importance for the Group’s sustainable and socially responsible development. This
valuation involved the participation of all of the group’s internal and external stakeholders.
After the statistical analysis of the responses received, the level of importance of each issue was
determined and shown on the materiality matrix. The level of importance given by the group to the
issues is shown, as well as that given to them by stakeholders.
Once the process is concluded and the aspects and level of importance determined, all issues with
high importance for the entity and its stakeholders (high-medium and medium-high and mediummedium, respectively) are considered material.
• 3. Validation. In order to ensure that we offer a reasonable and balanced vision for the sustainable
and responsible development of Crèdit Andorrà Financial Group at the economic, environmental,
social and good governance level, the results obtained were analysed in-depth internally and with
the participation of members of management, and the departments and areas most directly related
to the strategic issues of CSR. As a result of this vertical analysis, we also considered it important
to determine the following aspects as material: internationalisation, efficiency in resource
consumption (electricity, paper, water, etc.), CO2 emissions, risk management, opportunities
derived from climate change, and the management and minimization of generated waste.
The report considers these material aspects with specific information from the perspective of
management and indicators. Furthermore, information related to non-material issues is reported
according to GRI G4 as this enables the Group’s CSR efforts to be explained in a more detailed
manner.
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Relevance for stakeholders

MATERIALITY MATRIX

11
10
15
16

14
12

13

17
7

22
19

8

27

18

3
1

2

33

9

6
20
34

21
26
5

25
24
23

35
30
28

4

29
32

31

Low

Medium

High

Relevance for Crèdit Andorrà Financial Group

SECTOR

SERVICE

ENVIRONMENT

1. Sustained and sustainable economic
results.

14. Help customers to make more
informed financial decisions.

28. Management and control
of environmental impacts.

2. Leadership in Andorran banking.

15. Quality and efficiency in customer
care.

29. E
 fficient consumption of resources
(electricity, paper, water, etc.).

16. Ensure the privacy and security of
customer data.

30. CO2 emissions and the management
of risks and opportunities derived
from climate change.

3. Control and comprehensive
management of activity and
operations.
4. Internationalisation.
5. Business diversification.
6. P
 roactivity and innovation in
products and services.
7. Promotion of initiatives of value for
customers and society.
8. Inclusion of social and environmental
aspects in the Group strategy.
ETHICS AND INTEGRITY
9.	Compliance with and adaptation to
changes in standards and regulators.
10. Operate with maximum
transparency, creating trust and
credibility.
11. Business ethics and the prevention
of corruption, money laundering
and fraud.
12. Guarantee the correct behaviour of
the entity’s governing bodies.
13. Responsibility in purchases from
suppliers.

17. O
 ffer products and services designed
to provide environmental or social
benefit.
18. C
 onsideration for social and
environmental criteria in operations.
19. U
 niversality in care and service for all
customer segments.
20. T
 echnological innovation to improve
customer service.
PEOPLE
21. Creation of employment and
management of the working
environment for employee
satisfaction.
22. Management of talent, training
and personal improvement of
employees.
23. E
 valuation methods for the
performance and efforts of
professionals.
24. P
 romotion of equality and balance
between work and personal life.
25. A
 ssurance of health & safety and
wellbeing at work.
26. S ocial benefit programmes for
employees.
27. L
 ocal contracting and competitive
salaries.

31. Managing and minimising waste
generation.
32. Consideration of environmental
criteria in the construction and
remodeling of offices.
RELATIONSHIP WITH SOCIETY
33. Promotion of social progress with
initiatives driven by Fundació
Crèdit Andorrà.
34. Contribution to Andorra’s economic
development and that of the countries
in which the Group operates.
35. Establishment of links and alliances
with territorial entities.

Note: Material aspects
(in bold).
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At the service
of the customer
Customer-oriented
Proactive and innovative
Goal-oriented
The customer is the whole reason we are in business, and we work every day to meet their needs,
anticipating their expectations and offering the best solution. We encourage proactive attitudes and
initiative among our team to help provide personal service with a friendly smile.
The Bank currently understands its relationship with customers as something that is multi-channel
and hence, we wish to evolve and create environments capable of responding to customers with
a need for immediate interaction, accessible information, personalisation and security. With this
aim in mind, we have reinforced the marketing area in recent years to strengthen the Bank’s multichannel focus by means of digital channels, while extending existing services and offering new
services.
The initiatives we embark on are carried out according to the group’s cross-disciplinary and strategic
vision, and implemented with maximum efficiency, where our ultimate goal is achieving satisfied
customers. The actions we promote are based on market research and investigation, customer
portfolio analysis, creation and monitoring of a strategic plan and commercial planning, and the
establishment and monitoring of business objectives.
A UNIVERSAL BANKING MODEL
Crèdit Andorrà is a financial entity with a universal banking vocation. It is a model based on
personalised, quality and innovative service, adapted to the needs of different customer profiles with
a wide range of products and services on offer. This model includes both banking and insurance
business.

Constant improvements for greater customer
satisfaction
We aspire to permanently improve and be the best bank in our environment, always striving for
quality. We understand innovation is a key factor that enables us to generate and provide value to
customers, via the development of differentiated and contemporary products and services. We apply
our knowledge systematically and creatively to find solutions to current needs.
An example of this is the opening of accounts for seasonal ski workers, setting them up a specific
branch where we give them the option to open an account and access products and services needed
to operate via all of the branch’s complementary channels.
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Improvement of service and access to e-Crèdit
In order to continue to innovate to offer a modern and useful online banking service, we have
incorporated new operations into e-Crèdit to facilitate our customer’s day-to-day operations.
Consulting plans signed up to with the entity and managing personal information should be noted
as some of the most relevant tasks. We have also facilitated access to e-Crèdit which has been
integrated into the bank’s commercial website, providing a unique access point to our entire digital
offer, as well as facilitating queries on products and services and improving the user experience.

New sites adapted to specific customer needs
In order to foster channels of communication and customer relations while adapting to each
customer’s specific needs, we have launched different portals which make up Crèdit Andorrà’s online
universe, designed to provide customers with profile-based quick and easy access:
• New market web portal (BorsaCrèdit) including the details of our investment funds and different
stock indexes with relevant information for the investor.
• New web portals for subsidiaries Private Investment Management and CA México Asesores
Patrimoniales.
• New website for programme 16PUNT30 that gathers the content offered for young people between
16 and 30 years, such as products, services, activities and promotions. With its on-trend design,
www.16punt30.ad is easy to browse, dynamic and intuitive, and adapted to mobile devices.

New young person’s web portal 16PUNT30.

• Consolidation of the new online platform to simulate personal income tax calculation, started up
at the end of 2014 due to the entry into force of the new taxation framework based on the new PIT
law.
• New online retirement simulator for customers to identify their future needs and plan savings
based on their current income. This simulation can be carried out on any PC or mobile device, by
changing the data to adapt the result to each end user. Customers receive a report with the products
suggested by Crèdit Andorrà to help them meet their expectations for future savings.
https://comercial.creditandorragroup.ad/en/pension-calculator
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Innovation in products and differential services
In 2015, we extended the investment solutions offered by Crèdit Andorrà and launched two new
pension plan modes aimed at offering products adapted to the new taxation situation in Andorra
with the arrival of personal income tax:
• CrèditPla Pensions Assegurat, designed to offer maximum tranquility and 100% guaranteed
contributions made on maturity.
• CrèditPla Pensions Dinàmic, aimed at obtaining the best possible performance from customer
contributions. One of its characteristics is that investment in this plan can be adapted to the age of
the policy holder, if so required by the customer.
• Carteres de Fons Selecció Experta, enables consistent performance to be achieved which can
be sustained over time, by means of careful and expert selection of the best investment funds
(proprietary and third-party), adapted to the needs of each investment profile.

Close communication
The Do you know which is the most valuable one? campaign, aimed at personal banking customers.
An expert focusses on how to invert equity and savings in investments managed by a team of expert
administrators. The launch of new retirement and pension plans has been accompanied by the Time
passes faster than you think campaign to raise public awareness about the need to save for retirement,
as the earlier started the less effort involved.
For businesses, customers and individuals we have supported business and promoted purchases
with our El meu cor botiga per Andorra campaign. Many businesses have joined this initiative and at
Crèdit Andorrà we have raffled €1,000 a month for individual customers and €2,000 for business and
retail customers who promote sales through the bank using the card.

Satisfied customers
The values which guide our actions towards customers are materialised by initiatives aimed at
providing these customers with value, serving them with excellence and achieving their utmost
satisfaction. With this objective, we carry out market research to find opportunities, detect needs and
objectively compare the satisfaction of our customers with that of the market in general.
In 2015, we have also carried out financial market research in Andorra on individuals to gain
information on rates of penetration, reliability, quality of the service offered, banking habits and
perceived image, among others. Our customers’ valuation is quite satisfactory and ranks us high in
all areas.

Responsible and safe investment
Products
The Proactive Protection fund enables our customers to invest securely while considering the criteria
of profitability and financial risk. Based on the investment philosophy of value investing, we seek
well managed, comprehensive business with good perspectives for profit generation.
As a new feature we have made the GAMCO International SICAV Merger Arbitration fund,
managed by Gabelli Funds LLC available to the bank’s customers. It is a fund aimed at the generation
of absolute profitability and risk control. This product is the result of an agreement with GAMCO
Investors.
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Financial intermediation service
We offer our customers the best solutions in our financial intermediation service, to give them access
to financial markets and provide them with the opportunity to access assets and investments that are
usually only within reach of financial institutions.

Strategic alliances
We maintain a strategic collaboration agreement with Gamco Asset Management, a renowned US
financial services firm with one of the sector’s best equity fund analysis departments (in US dollars)
and characterised by the application of its value investing philosophy, which we also apply at Crèdit
Andorrà as a way to optimise the profitability of investments, while bearing in mind the risks taken on.
For its part, CA Life Insurance Experts has signed a collaboration agreement in 2015 with the
Catalan Association of Chartered Accountants (ACCA in Catalan) and the financial entity Arquia
Banca, with the activities of the ACCA aimed at improving the information and training of its
associates. This agreement is proof of CA Life Insurance Experts’ willingness to provide innovative
solutions to the Spanish market in relation to life assurance for policy holders by means of
professional brokers.

Robert Leininger during the GAMCO conference.
© Agència de Notícies Andorrana (ANA)

Financial education
We are firmly committed to helping customers make more informed financial decisions, providing
transparent information, accurate characteristics and conditions of our products and services, and
providing financial education.
Therefore, the bank’s advertising rigorously complies with the standards of the respective countries
in which we operate, considering aspects such as the protection of customer rights, advertising ethics
and the use of advertising offering a clear and understandable message. Our commercial websites
offer additional information on products and services to aid their comprehension.
Aware of the importance of relying on a society with suitable financial knowledge, we hold different
conferences and workshops on economic and financial subjects intended for business owners,
entrepreneurs and different groups of society in order to promote financial education. Some specific
examples demonstrating this idea are chats on personal income tax, to solve any queries from senior
citizens on the application of the new tax or the income tax simulator for pensions.
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Security of customer operations and data
At Crèdit Andorrà we pay special attention to the security of offices, customer operations and the
confidentiality of the management of personal data.
To ensure the security of IT systems we have a series of internal action standards to efficiently protect
information in a preventative manner.
In 2015, we created the Information Security Department and incorporated a management figure
into this department, who strives to minimise risks of non-compliance and ensure coordination
between the different areas of the group. The vocation of this department responds to the firm
commitment to extend all of our acquired knowledge in the area of IT security over the years, to the
remaining criteria related to documented information which must be considered as a critical aspect
within the Group’s operations.
Our governing principles are:
• Confidentiality: ensures that information can only be consulted by authorised persons, and legal
standards and requirements related to personal data protection and data privacy are complied with
at all times.
• Integrity: ensures that stored information is complete and corresponds with the real situation at all
times.
• Availability: ensures that information is available on demand when needed to carry out required
queries or operations.
We have a personal data protection and privacy policy which considers internal management
protocols and procedures that ensure compliance with legal requirements on the subject of
e-commerce and the processing of personal data. The provision of services is in compliance
with Andorran legislation in general, and more specifically according to legislation on financial
and banking services and products, under the supervision of the corresponding regulators. The
remaining Group companies provide services in compliance with the legislation applicable at the
time and in the country in which the service is provided.
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Investments providing value
The vocation of serving customers and the country can be seen in the multitude of collaborations
and sponsorships to promote activity in Andorra’s main economic sectors, collaborating with
companies and institutions, and supporting economic events and sports of interest.

Commitment to the skiing sector as the country’s economic
and strategic driving force
We reaffirm our support for tourism, especially skiing, collaborating once again this year in events
that strengthen Andorra’s international positioning as a leader in this sport.
• Promotion and sponsorship agreement for the ski resorts of Grandvalira, Vallnord and
Naturlandia.
• Sponsorship of the Andorran Skiing Federation (FAE) and ski sports clubs ECA and ECOA.
• Sponsorship of the Borrufa Trophy and the Alpine Skiing European Cup 2015 (at Grandvalira).
• Sponsorship of national ski races for children.

Presentation of the Alpine Skiing World Cup 2016 at Grandvalira.
© Agència de Notícies Andorrana (ANA)

In cooperation with the business network
We support public and private initiatives by means of alliances with the country’s institutions to
make Andorra more competitive, innovative and open to the exterior.
• Sponsorship of the Andorra La Vella Fair 2015.
• Renewal of the collaboration agreement with the Pyrenees Enterprise Association for the following
three years and the sponsorship of the 26th Enterprise Meeting in the Pyrenees.
• Collaboration with the Andorran Family Business association (EFA), the 14th Forum of the EFA
and 17th cycle of the EFA.
• Sponsorship of collaboration with the Andorran Automobile Club.
• Sponsorship of the 1st Pyrenees Forum, a new line of informative meetings promoted by the news
agencies EFE and ANA in collaboration with the Spanish embassy in Andorra and the Andorran
government.
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Advantages for all ages
Our customers can benefit from the value provided by the sponsorships and collaborations
promoted by the Bank through discounts, promotions and prize draws that we make available.
• Sponsorship of collaboration with the Andorra Young Person’s Card (Carnet Jove Andorra).
• 16PUNT30 Young Person’s Card (Targeta Carnet Jove). In 2015, we strengthened the Bank’s actions
regarding the youths group by launching a new website for the card and promoting customer
loyalty and the capture of new customers by means of:
––Young Person’s Pack 2015 (Pack Carnet Jove 2015) with 92 discount vouchers with an
approximated value of €2,700.
––Raffle for a GoPro during the summer promotion Vulltenirlagopro and the raffle of an Apple
Watch at the Bank’s stand at the Andorra la Vella Fair.
––Monthly raffles for car annual membership fees.
––Awarding €30 vouchers to young customers who bring new users.
• Prize of €1,000 for bank customers who have made purchases in Andorra as part of the El meu cor
botiga per Andorra campaign.
• Discounts and advantages on consumer items with Crèdit Andorrà throughout the whole year.
• Sponsorship of collaboration with Andorra’s Piolet Club.
• Piotargeta, with a raffle for 10 vouchers for the amount of €30 to be added to the card as part of the
Snow Party organised by the Piolet Club.
• Complementary products as an incentive for the retirement plan campaign to promote saving for
the future.

2015 Objectives
To further foster the dissemination and communication to clients of events,
sponsorships, campaigns and services promoted and offered by the Bank.(1)
To continue to offer new and improved products and services.

(1)

In progress
Achieved

To continue to support the main economic sectors of Andorra to encourage the
reactivation of the economy.(1)

Achieved

To improve connectivity of Bank services using mobile devices.

Achieved

Improve the e-Crèdit online banking service.

Achieved

(1)

To improve the BorsaCrèdit online Markets Website.

(1)

To improve the mechanisms used to learn about and relate to customers (CRM).
To expand mechanisms for monitoring and controlling private banking customer
satisfaction.

Achieved
In progress
Achieved

(1) These measures are ongoing, and are a part of the Bank’s medium-term strategies.

2016 Objectives
To further foster the dissemination and communication to clients of events, sponsorships, campaigns and
services promoted and offered by the Bank.
To continue to offer new and improved products and services.
To continue to support the main economic sectors of Andorra to encourage the reactivation of the economy.
To lead the digital transformation of the banking sector in Andorra expanding the services the Bank offers
its customers and promoting our relationship with customers beyond the office.
Improve the e-Crèdit online banking service.
To improve the BorsaCrèdit online Markets Website.
To improve the mechanisms used to learn about and relate to customers (CRM).
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At the service
of the team
People management
Proactivity and innovation
Leadership
At Crèdit Andorrà Financial Group we rely on a group of 813 employees from 31 nationalities, who
are highly motivated and trained to provide the best possible service, according to the values of
leadership, pro-activity and innovation. We are committed to offering quality work positions that
stimulate professional development and promote the talent to respond to business challenges both
efficiently and effectively.

Efficient management to accompany growth
Consolidation of the matrix management model
To advance as a financial group with a central soul that unites and enhances all parties, in 2015 we
promoted a set of internal measures to act in a more cross-disciplinary and collaborative manner,
both in how we do things and in our products and services. This involves working as a team both
closely and remotely.
These are the corporate services that give meaning and unity to the group. They have a matrixbased responsibility and provide service to all other businesses and areas, in all locations. They are
the support for all operating units and are responsible for making decisions on certain specialised
aspects providing the initiative for change, innovation and modernness, as well as managing risk in
the broadest of senses.
This organisation model enables resources to be optimised, provides greater autonomy, and
stimulates cooperation between areas and departments, as well as offering a large capacity for
adaptation and a significant innovation force.
Our matrix management model considers the systematic structuring of objects and aspects related to
the evaluation of employee efforts, and also, the development of values and behavior expected by the
Group.

Promotion of talent retention
In 2015, we promoted the Internal Opportunities initiative which is aimed at identifying, nominating
and improving employees by means of internal promotion, and in this manner promoting talent
retention and cross-disciplinary mobility of staff. Once a vacancy arises it is published internally
and applicants are interviewed for the job. There were 40 internal staff movements in 2015, which
consolidates the internal promotion of sales and support positions. Currently, this initiative is
implemented in Andorra and the aim is to extend it to the remaining countries throughout 2016.
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Launch of the new employee portal
We have put the new WeCrèdit corporate intranet into operation, which among other aspects,
promotes the Group’s cultural values and more cross-disciplinary communication, and serves as a
channel to facilitate Internal Job Opportunities. It is a collaborative tool that facilitates the creation
of user communities to share information and be used as a platform for work and team work in all
companies and areas of the Group.

Update of professional profiles
In order to improve the transparency of workforce management, we have updated the description
of working positions and communicated the professional level of permanent employees at Crèdit
Andorrà. This exercise has enabled us to achieve a more realistic snapshot of each position,
determining its mission, responsibilities and requirements. This is one of the main staff management
tools that affects for example the management system for efforts and internal promotions.

Strategic support for Private Banking
We have incorporated new professionals in the area of private banking in Andorra, Europe and Latin
America in response to the Group’s strategic objective to strengthen this business area, materialise
growth and capture customer resources in the diverse countries in which we are present.

Presentation of the CEO’s Strategic Aspiration
for Crèdit Andorrà Group. Horizon 2020
During the months of May and June 2015, Mr Josep Peralba, CEO, explained his strategic vision for
the coming years first hand to all of the Group’s employees, setting his sights on 2020.

Josep Peralba, CEO, and Xavier Cornella, General Manager, during the
presentation.
© Eduard Comellas

This international presentation covered a large part of the locations in which we operate starting
with Andorra and reaching Panama, Mexico, Miami, Luxembourg, Barcelona and Madrid. At these
presentations, not only the main challenges were defined, but he also had the opportunity to describe
the Group’s values in-depth and interact face-to-face with the entire team of Crèdit Andorrà.
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Celebration of the annual convention
The annual convention met once again this year, as the first line of management of Crèdit Andorrà
Group. The Managing Director, Mr Xavier Cornella, worked on and shared the main initiatives that
lead to achieving the main goals of the Strategic Plan 2015-2018 with all of the directors.
Planned initiatives were displayed during the event and the values of our cultural model were
described. In addition, smaller conventions were held during the year aimed at different collectives
of the Group.

Attendees of the Group’s annual convention.
© Eduard Comellas

Social benefits of value
Crèdit Andorrà is the only entity in the country in which the workers are shareholders. Their holding
represents 21% of its total shares. Employees depending on the different companies making up the
Group, also enjoy a series of social benefits, such as pensions plans, medical assistance plans and
special conditions on products and services.
Once again this year, the Bank’s employees have participated in team building such as the Desman
Trophy (Trofeu Desman) and Intercompany Games (Jocs Interempreses), among others. These team
activities promote cohesion, team work and competitive spirit.
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A diverse professional team
Workforce evolution
In 2015, the Crèdit Andorrà Financial Group’s staff was up 11% on the previous year due to the
expansion plan and the reinforcement of corporate service areas, affecting both Andorra’s staff and
that of its subsidiaries.
2013

2014

2015

Number of Crèdit Andorrà Financial Group employees

696

750

813

Number of Crèdit Andorrà employees (companies based in Andorra)

412

437

481

Workforce according to geographical distribution
1%
PERU

4%

MIAMI

2%

SWITZERLAND

7%

PANAMA-URUGUAY

1%

CHILE

3%

MEXICO

8%

LUXEMBOURG

15%
SPAIN

59%

ANDORRA

Note: The subsidiary of Paraguay ceased operation throughout 2015.

Throughout 2015, we have carried out a total of 128 new contracts, 34% of which correspond to
Andorra. 47% of these contracts correspond to Spanish nationals.
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New contracts according to gender and age group
Miami (USA)

Peru

Switzerland

15

4

5

2

2

1

2

66

7

1

0

0

1

0

0

1

0

10

< 25 years

Crèdit Andorrà
Financial Group

Mexico

13

Chile

Luxembourg

22

UruguayPanama

Spain

Men

Andorra

2015

26-35 years

8

6

8

0

1

2

1

0

2

28

36-45 years

5

3

5

2

2

0

0

0

0

17

46-55 years

2

3

2

2

0

0

0

0

0

9

> 56 years

0

0

0

0

1

0

1

0

0

2

Women

24

14

11

4

5

0

0

3

1

62

< 25 years

10

2

0

0

1

0

0

1

0

14

26-35 years

9

12

3

2

0

0

0

0

1

27

36-45 years

4

6

8

1

0

0

0

1

0

20

46-55 years

1

1

0

1

3

0

0

1

0

7

> 56 years

0

1

0

0

1

0

0

0

0

2

46

27

26

8

10

2

2

4

3

128

Total

Workforce according to gender and working
category

2015

Senior management
Intermediate roles
Rest of the workforce

Men

Women

% of the
workforce

112

22

16%

76

43

15%

264

296

69%

Workforce according to gender
and age group

2015

Men

Women

452

361

≤ 25 years

16

23

26-30 years

43

47

31-35 years

58

58

36-40 years

70

69

41-45 years

64

76

46-50 years

75

36

51-55 years

61

29

56-60 years

43

17

> 60 years

22

6
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The workforce of Crèdit Andorrà Financial Group includes people from 31 different nationalities.
55% of directors come from the local community of the country in which the subsidiary is located.

Workforce according to nationality
2013

2014

2015

Andorra

59%

31%

31%

Rest of Europe

21%

51%

53%

America

20%

17%

15%

—

1%

1%

Asia

Directors from the country (by subsidiaries)
2013
Andorra

2014

2015

57%

54%

59%

100%

100%

100%

0%

7%

5%

Mexico

33%

100%

100%

Miami (USA)

75%

60%

0%

0%

0%

25%

—

25%

25%

67%

54%

54%

0%

0%

0%

Spain
Luxembourg

Peru
Switzerland
Uruguay-Panama
Chile

Women on the workforce and in roles of responsibility
2013

Andorra

2014

2015

On the
workforce

In roles of
responsibility

On the
workforce

In roles of
responsibility

On the
workforce

In roles of
responsibility

41%

23%

40%

21%

43%

23%

Spain

54%

20%

43%

21%

52%

24%

Luxembourg

26%

0%

29%

0%

34%

0%

Mexico

30%

44%

54%

50%

58%

67%

Miami (USA)

39%

50%

42%

57%

42%

60%

Peru

36%

29%

50%

40%

40%

67%

—

—

20%

25%

33%

25%

UruguayPanama

Switzerland

45%

47%

51%

38%

51%

38%

Chile

20%

0%

20%

0%

22%

0%

Crèdit Andorrà
Financial Group

42%

29%

43%

23%

44%

25%
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According to the commitment to promote stable employment, 94% of Crèdit Andorrà Financial
Group’s workforce have a permanent contract (93% of women and 95% of men).

Workforce with permanent contract
2013

2014

2015

Andorra

97%

99%

91%

Spain

97%

100%

100%

Luxembourg

97%

95%

98%

Mexico

70%

100%

100%

Miami (USA)

100%

100%

100%

Peru

100%

100%

100%

—

100%

92%

100%

100%

100%

Chile

60%

40%

44%

Crèdit Andorrà
Financial Group

94%

99%

94%

Switzerland
Uruguay-Panama

97% of the workforce work full time (94% of women and 99% of men).

Voluntary resigning from the workforce
2013

2014

2015

Andorra

1.5%

5.0%

2.5%

Spain

3.8%

5.2%

12.9%

Luxembourg

8.6%

19%

3.2%

14.8%

4.2%

11.5%

Mexico
Miami (USA)
Peru
Switzerland
Uruguay-Panama
Chile
Crèdit Andorrà
Financial Group

9.1%

19.4%

13.9%

72.7%

50%

0%

—

0%

0%

9.1%

9.4%

5.7%

0%

20%

44.4%

5.2%

8.3%

5%
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Rotation index according to gender and type of exit
Crèdit Andorrà
Financial Group

Chile

UruguayPanama

Switzerland

Peru

Miami (USA)

Mexico

Luxembourg

Spain

Andorra

2015

Men

6.2%

16.9%

9.8%

27.3%

19.0%

16.7%

25.0%

3.8%

42.9%

10.0%

Women

2.9%

20.0%

4.8%

20.0%

33.3%

0.0%

0.0%

11.1%

50.0%

8.9%

Both genders

4.8%

18.5%

8.1%

23.1%

25.0%

10.0%

16.7%

7.5%

44.4%

9.5%

The average job permanency of Crèdit Andorrà employees is 14.99 years (16.63 years for men and
12.83 years for women).

Retention rate after sick leave due to maternity or paternity
2015
People who
have taken
parental leave

People who
have returned
to their job after
leave

Men Women

Men Women

People who
continue in the
company after
12 months

Job
reincorporation
rate

Men Women

Men Women

Retention rate

Men Women

Andorra

6

10

6

10

6

10

100%

100%

100%

Spain

5

3

5

3

1

2

100%

100%

20%

Luxembourg

0

2

0

0

—

0

—

—

0

—

Mexico

0

2

0

2

0

2

—

100%

—

50%

Miami (USA)

0

0

—

—

—

—

—

—

—

—

Peru

0

0

—

—

—

—

—

—

—

—

Switzerland

0

0

—

—

—

—

—

—

—

—

UruguayPanama

0

2

0

1

0

0

—

50%

—

0%

Chile

0

0

—

—

—

—

—

—

—

—

11

19

11

16

7

13

100%

84%

64%

68%

Crèdit Andorrà
Financial Group

(*) Two employees who were reinstated after paternity leave, have not been with the entity for over 12 months.

(*)

100%
67%
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Training for professional growth
In line with the Group’s continuous improvement objectives, training is reviewed and adapted to
respond to business and market needs. In 2015, we promoted diverse training actions derived from
the new standards environment on subjects such as taxation, prevention of money laundering and
the exchange of fiscal information, which lead to an increase in training hours on the previous year.

Average training hours per employee according to gender
and working category
2015
Men

Women

Both
genders

Senior Intermediate
management
roles

Rest of the
Senior Intermediate
workforce management
roles

Andorra(1)

58.10

59.03

58.50

Spain

32.76

33.04

35.59

Luxembourg

Rest of the
workforce

ND

ND

ND

ND

ND

ND

17.9

Mexico

20.00

ND

16.67

20.00

10.00

25.00

18.75

Miami
(USA)

ND

ND

ND

ND

ND

ND

20.56

0

5.7

17.00

0

8.50

17.00

7.29

Switzerland

6.67

4.00

0

1

2

0.20

1.67

UruguayPanama

8.29

9.50

14.23

24.75

0.80

29.82

17.65

0

200

13.33

0

0

40.00

40.00

Peru

Chile

(1) According to the working category, the average hours of training for the senior management group is 60.53 hours, 75.17 hours for
intermediate roles and 54.95 hours for the rest of the workforce.

In 2015, we increased the number of employees who received training, as well as the investment
made under this concept which was 671,937 euro for the entire Group. The average hours of training
per employee is 45.89, which is slightly up on the previous year. The training given within working
hours has remained stable with respect to 2014 at 29%. 9% of training provided was online and
involved 113 people.
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Training activity
Workforce who received
training

Average investment in
training per employee
(€/employee)

2013

2014

2015

2013

2014

2015

2013

2014

2015

100%

100%

100%

1,081

1,201

1,077

24%

24%

24%

42%

35%

76%

556

398

379

78%

58%

51%

100%

45%

95%

1,000

2,847

1,085

51%

97%

97%

Mexico

48%

21%

31%

0

930

228

100%

100%

100%

Miami
(USA)

100%

100%

100%

213

296

436

100%

22%

38%

27%

13%

70%

300

344

279

0%

0%

61%

—

40%

100%

—

713

317

—

100%

100%

82%

98%

98%

266

229

522

79%

81%

51%

100%

100%

100%

0

0

420

0%

100%

78%

86%

80%

93%

1,004

1,037

886

24%

29%

29%

Andorra
Spain
Luxembourg

Peru
Switzerland
UruguayPanama
Chile
Crèdit
Andorrà
Financial
Group

Training within working
hours

88% of the total training provided corresponds to staff of companies based in Andorra, where
the main subjects were languages (42%), finance and banking (19%), legal aspects (14%) and
organisation and applications (13%).

Type of training given

Crèdit Andorrà’s Data (companies based in Andorra) in 2015
2%

OCCUPATIONAL
RISK PREVENTION
AND OTHERS

13%

ORGANISATION
AND APPLICATIONS

1%

42%

PRODUCTS

LANGUAGES

6%

COMMERCIAL
ACTIVITIES & SALES

2%

MANAGEMENT

1%

SKILL AND COMPETENCY
DEVELOPMENT

Crèdit Andorrà
data (Andorra),
2015

14%

LEGAL ASPECTS

19%

FINANCE AND BANKING
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Extension of effort management to subsidiaries
In a changing and competitive situation, we promote the attitude of looking for business among
our employees based on the vocation of customer service. This ambition is reflected with the
effort management system, a process used to value the merits of each person, see where their
priorities and expectations lie, and help them to develop their willingness to grow both personally
and professionally. 82% of the Group’s workforce is subject to the effort management system. All
subsidiaries are subject to this system, except Miami.

Workforce subject to the effort evaluation system
2014

2015
Global

Andorra

Senior management

Intermediate roles

Rest of the workforce

Men

Women

Men

Women

Men

Women

100%

100%

100%

100%

100%

100%

100%

100%

Spain

10%

64%

78%

100%

50%

0%

90%

58%

Luxembourg

10%

10%

100%

—

5%

100%

5%

5%

Mexico

100%

100%

100%

100%

100%

100%

100%

100%

Miami
(USA)

0%

0%

0%

0%

0%

0%

0%

0%

88%

100%

100%

—

100%

100%

100%

100%

100%

58%

100%

100%

75%

0%

0%

0%

UruguayPanama

85%

96%

100%

100%

100%

100%

93%

94%

Chile

40%

33%

—

—

100%

—

17%

50%

Crèdit
Andorrà
Financial
Group

72%

82%

76%

68%

81%

77%

85%

83%

Peru
Switzerland
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Safe working environment
In order to guarantee occupational health and safety of employees, we manage all aspects related to
the identification of risks in work centres, training in the prevention of occupational risks and the
elaboration of emergency and evaluation plans.

ORP indicators
Miami (USA)

Peru

Switzerland

11

0

0

3

2

0

0

0

Chile

Mexico

Hours of training in ORP

UruguayPanama

Luxembourg

421

Andorra

Spain

2015

Sick leave
according to
gender

Men

45

8

52

0

0

1

0

1

0

Women

63

18

57

0

0

0

0

0

1

Days lost due
to sick leave
according to
gender

Men

1,384

135

94

0

0

263

0

41

0

Women

1,283

464

83

0

0

0

0

0

22

Absenteeism rate
Chile

UruguayPanama(3)

Switzerland

Peru

Miami (USA)

Mexico

Luxembourg(2)

Spain(1)

Andorra

2015

Men

4.08%

0.14%

2.69%

2.01%

0%

0%

0%

3.46%

0%

Women

5.56%

0.41%

8.94%

2.70%

0%

0%

0%

6.16%

0%

Both genders

2.35%

0.13%

2.20%

1.26%

0%

0%

0%

2.47%

0%

(1) The Spanish data only includes Banco Alcalá. (2) The Luxembourg data only includes BPP. (3) The Uruguay-Panama data only includes
employees in Uruguay.
Note: The absenteeism rate includes work accidents, in itinere work accidents, IT due to illness and long-term IT. Sick leave due to
maternity or paternity leave are excluded.
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2015 objectives
To communicate the professional classification structure of employees in Andorra
and start the job evaluation process and professional classification outside Andorra.

Achieved

To start up the process of making opportunities to internally cover vacancies more
visible within Crèdit Andorrà via the intranet.

Achieved

2016 objectives
Consolidation of the matrix model for effort evaluation.
Implantation of a variable reward policy in the evaluation of objectives.
Extension of the cultural model to all geographical locations using effort evaluation.
Description, valuation and establishment of the professional classification of subsidiaries.
Deployment of the Employee Portal on the intranet and publication of Internal Opportunities for the entire
Group.
Size workforces according to the coverage needs of the Strategic Plan 2015-2018.
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At the service
of the community
Leadership
Clear and transparent communication
Proactivity and innovation
Faithful to our motto, At your service and the service of the country, we are Andorra’s leading bank.
We want to be Andorra’s bank both in terms of social action and customers, materializing this in our
firm commitment to serve the country.
We provide support to the main pillars of the country’s economy and its business network to
stimulate growth. Furthermore, we unlock the value of our involvement with Andorra via the
Fundació Crèdit Andorrà, which with 26 years behind it, is still the driving force of initiatives in
the areas of education, culture and social action, providing society with the necessary tools for its
wellbeing and future development.
The investment of Crèdit Andorrà and Fundació Crèdit Andorrà in community focused initiatives
represents 3.66% of the entity’s profit in 2015.

Consolidated global investment
Fundació Crèdit Andorrà

2014

2015

32.00%

32.75%

30.59%

Education

25.40%

30.35%

22.51%

Society

35.61%

31.58%

43.64%

Culture

30.57%

33.30%

33.73%

Others

8.42%

4.77%

0.13%

66.73%

65.31%

68.36%

Economic stimulation

54.16%

56.84%

56.77%

Sports sponsorships

41.63%

43.16%

43.23%

Others

4.20%

0%

0%

1.27%

1.94%

1.05%

Economic and institutional initiatives

Environmental initiatives

2013
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Committed to the country
#CreditAndorràAmbLaNeu
The snow sector is one of the main pillars of the country’s economic development. Aware of this, at
Crèdit Andorrà we get involved in a range of ways, acting in three areas: strategy (we participate in
the shareholding of ENSISA and NEVASA), competition (we sponsor sports events, like the Alpine
Skiing European Cup, and we support federations like the Andorran Skiing Federation), and training
(we have agreement with the Andorran Skiing Club and Ordino-Arcalís Skiing Club).

Xavier Cornella CEO at the presentation of the Alpine Skiing World Cup
2016 at Grandvalira.
© Agència de Notícies Andorrana (ANA)

Tourism
Tourism and trade are very closely related and together are the driving force for economic growth
and job creation. We continue to invest in events that give a strong boost to these sectors and
indirectly to the economy, society and Andorra’s international image. An example of this has been
sponsorship along with Andorra Tourism of the first Elton John concert in Andorra, which has been
one of the most international events on the summer cultural calendar and at the same time was
another tourist attraction. On a strategic level we participate in the shareholding of Caldea.

A moment at the Elton John concert in Andorra.
© Agència de Notícies Andorrana (ANA)
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Training, the key to the future
Young people, tomorrow’s guarantee
Knowing that the workforce is essential for economic, social and cultural progress of any country
or society, Fundació Crèdit Andorrà has awarded four grants for postgraduate studies abroad and
has renewed a doctorate that was awarded in the last round. In this edition, the grant winners will
carry out masters’ related to company administration, education and genetics. Since the start of the
programme in 1988, a total of 188 grants have been awarded which involved an investment of almost
five million euro.

Jaume Casal, Chairman of the Foundation Board of Trustees, and Josep
Peralba, Chief Executive Officer of Crèdit Andorrà, with the scholarship
holders of 2015.
© Eduard Comellas

This support for education can also be seen with other initiatives such as collaboration with the
University of Andorra with which the foundation has signed an agreement to promote diverse
educational projects. We have continued with the postgraduate studies in Andorran law and the
professional improvement cycle. As a new feature, the publication Introduction to Andorran urban
planning law by Enric Casadevall Paré and Joan Casajuana Garrigós was drafted as a practical tool
for urban professionals.
In the field of research, along with the Andorran government and Barcelona Graduate School of
Economics (GSE), the Foundation holds the Calvó Armengol International Award every two years,
which recognises the work of social researchers and economists under 40 years of age. In this year’s
edition, the award winner is Matthew Gentzkow, professor of Stanford University.

Matthew Gentzkow, professor of Stanford University,
awarded with the Calvó Armengol International Award.
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OTHER EDUCATIONAL INITIATIVES
Since 1978, we also offer the country’s young people who are in third-level education the
opportunity to work in different office and departments of the Bank. In the summer of 2015, we
signed up a total of 43 young people, reaching over 1,000 since the start of this initiative that brings
the academic and professional worlds closer.

Business people and entrepreneurs, the country’s driving force
Supporting and promoting business initiative and entrepreneurial spirit are ways to achieve growth
of the economy and the development of society. For this reason, one of the Bank’s strategic priorities
is to be close to the country’s business network with conferences and seminars on current economic
topics of interest.
• Radical is Normal, by Alfons Cornella, founder and president of Infonomia, innovation consulting.

Alfons Cornella at the Radical is Normal conference.
© Eduard Comellas

• Agreements to prevent double taxation by Antoni Bisbal, managing partner of Alfa Capital Assessors
i Auditors, and Sebastián Piedra, partner of Crowe Horwath Legal y Tributario.
• US equities: an opportunity to buy? by Robert Leininger i Ralph Rocco, portfolio managers of
GAMCO Investors.
• Seminar on business and investment in Andorra, promoted by S&R Estrategias Empresariales and
MB Comunicación, with the institutional support of the Andorran government and the main
sponsorship of Crèdit Andorrà Financial Group. The event took place in Madrid and was intended
for Spanish companies and organizations interested in further information on the opportunities
offered by Andorra, as well as potential investors from other countries. The seminar enjoyed the
presence of the Secretary of State in the Spanish Ministry of Economics, Jaime García-Legraz;
Andorra’s Finance Minister, Jordi Cinca; the Minister of Development of the Spanish Government,
Ana Pastor; Andorra’s Tourism and Trade Minister, Francesc Camp, and Public Administration,
Transport and Telecommunications Minister, Jordi Alcobé; the President of the Spanish Chamber
of Commerce, José Luis Bonet; the President of Cofides, Salvador Marín; the Managing Partner
of Alfa Capital, Antoni Bisbal; the Managing Partner of J&A Garrigues, Albert Collado, and the
President of the Spanish Exporters and Investors Club, Balbino Prieto, among other experts from
different economic backgrounds.
• Governance of the euro and the future of the Economic and monetary union by Dr. Joaquín Arriola,
professor of Applied Economics at the University of the Basque Country, and with the participation
of Jordi Cinca, Andorra’s Finance Minister European dialogue in Andorra promoted by the Spanish
embassy.
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Promotion of the edition of publications
We promote and support the edition of publications of interest, whether they cover economics, law
or other topics.
• The balance of events and payment of the Principality of Andorra, with the collaboration of Gaudit
and professor Fernando Álvarez, doctor in Applied Economics from the International University of
Catalonia (UIC).
• Economic analysis of parishes in the Principality of Andorra. Comparative study (2008-2013), with
the collaboration of Gaudit.
• Dret andorrà, entre els usos i costums i el codi, edited by the Societat Andorrana de Ciències
(Andorran Science Association) with the support of Crèdit Andorrà, the Government of Andorra
and the Bar Association.

Crèdit Andorrà Chair of Markets, Organisations and Humanism,
by the IESE
In 2006, the IESE Business School and Crèdit Andorrà launched an academic Chair to foster
research, education and knowledge-sharing concerning certain aspects of corporate management
sciences, in the form of conferences, seminars and publications. The director of the Chair is
Professor Josep Maria Rosanas.
CONFERENCES
• Key economic factors for understanding 2014 and future prospects, by Pedro Videla, professor at the
IESE Business School and director of the Department of Economics.
• New series of Crèdit Andorrà Global Forum conferences, motivated by the wish to give Andorran
citizens the chance to hear leading speakers analyse the current situation, leading trends and
future prospects of different sectors, ranging from finances and education to healthcare, energy or
tourism, to name a few.
––Hard Facts, Dangerous Half-Truths, and Total Nonsense: Profiting from Evidence-Based
Management, by Jeffrey Pfeffer, the Thomas D. Dee Professor of Organisational Behaviour at the
Graduate School of Business of Stanford University, and visiting professor at the IESE.
––Association agreement between Andorra and the European Union, by Ángel Boixareu, director
general in charge of agriculture, fisheries, healthcare and social affairs at the General Secretariat
of the Council of the European Union.
––Growing without wasting. The environment and the economy in a context of uncertainty, by
Ramon Folch, sociologist, president of the Estudi Ramon Folch (ERF) and honorary member of
the Economists Association of Catalonia.

Pedro Videla at the conference
Key economic factors for understanding 2014 and future prospects.
© Eduard Comellas
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Culture, within everyone’s reach
By means of the Fundació Crèdit Andorrà, we support projects aimed at bringing music, theatre
and arts to all kinds of audiences, so that they may become a tool for personal growth and social
integration. Most of its programming is developed jointly with the country’s leading organisations in
each artistic domain.

Musical creation
THE ONCA CONTINUES TO MAKE CULTURE ACCESSIBLE TO THE ENTIRE
POPULATION
Last year, the ONCA Foundation (National Chamber Association of Andorra) consolidated their
initiative dedicated to making the orchestra accessible to the entire population, bringing it closer to
as many people as possible and involving citizens in the world of music while upholding the artistic
quality they are known for. The 2015 season was structured around four goals:
• Creating quality productions in different formats, as part of different programmes addressed
both to national and international audiences. The ONCA Foundation focused its activities on
six concerts spread throughout the year, starring a number of soloists including Daniel Ligorio,
Sara Cubarsi (winner of the El Primer Palau award in 2013), Antonio García Jorge (winner of Sax
Fest 2014), Laura Simó, Dick Them Trio, Ensemble Choral de l’Ariège and Eduard Iniesta, among
others.

Concert The Mediterranean strings with soloist Eduard Iniesta.
© Eduard Comellas
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• Promoting the National Youth Chamber Orchestra (Jonca) by giving a new concert and creating
Jonca Bàsic, a very important tool in the training of young musicians. The Jonca participated,
for the very first time, in the Spring Concert, which brought together more than 80 Andorran
musicians. One more year, the Principality’s music schools participated in the event.

Concert de Meritxell.
© Mira Audiovisual

• Developing an attractive educational project to train the country’s youth, while divulging music
among children and their families. On the one hand, the ONCA collaborated with music schools
and contributed to training the nation’s young musicians, expanding educational workshops
and helping new students participate in concerts. On the other hand, it continued to support the
previous season’s workshops and family-oriented music shows. A new series of creative workshops,
taught by leading experts, were set up for music students and teachers, allowing them to further
their knowledge in musical subjects and techniques.
––Family-oriented concert The beat of the forest, which served as an introduction to musical notes.
––Interactive family-oriented concert Would you like to make the omelette?, focused on discerning
instruments and melodies, to help attendants become familiar with composers and their works.
––Family-oriented concert Since then, instruments have played together, which revolved around the
enjoyment of music and its history.
––Jazz violin workshop, which taught improvisation through folk music. Intended for teachers and
students alike.
––Geographical music specialties, for students and teachers to learn new musical techniques and
subject matters.
––Sound-painting and posture workshops for members of the Jonca and for music, theatre and
dance students/teachers, which delved into different artistic themes.
––Interactive “Learn to listen to the ONCA” talk on musical theory and history, aimed at learning
to better appreciate concerts.
ONCA SOCIAL PROJECT
Promoting access to music among underprivileged collectives, so they may enjoy its benefits. The
ONCA’s aim is to use music as a tool for social integration, enabling certain collectives, by means
of workshops, to explore new horizons, thus facilitating their integration and improving their
wellbeing. For that very purpose it launched the social-educational programme “Community and
social impact”, intended to foster creativity, among all kinds of people, through music. During the
programme’s test stage, people at risk of becoming socially excluded had the chance to participate in
music and art-related activities, fostering their involvement and allowing them to enjoy and benefit
from arts.
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ORDINO FESTIVALS ASSOCIATION
In collaboration with the parish of Ordino, the Foundation continued to help organise the two
activities it has been promoting:
• Narciso Yepes Festival in Ordino, sponsored by the Fundació Crèdit Andorrà. Last year was the
33rd edition of the festival. Its programme was open to new audiences and assorted styles, with a
broad offer of folk music that took on diverse and creative new forms—without losing touch with
its roots. The festival’s programme was made up of five performances: Els Pets, the concert for
children and families La rateta que escombrava l’escaleta, Joaquín Achúcarro, Ignacio Yepes and the
ONCA, Els intèrprets de casa and Noa, who unveiled her latest LP, Love Medicine.
www.festivalnarcisoyepes.ad

Noa’s performance at the International Narciso Yepes Festival in Ordino,
sponsored by the Fundació Crèdit Andorrà.
© Agència de Notícies Andorrana (ANA)

• Ordino and Fundació Crèdit Andorrà’s New Year’s Eve concert. Andorra’s National Classical
Orchestra, directed by Salvador Brotons, gave a folk and festive performance, made up of waltzes
and polkas, at the National Auditorium.

New Year’s Eve Concert with the ONCA and Salvador Brotons.
© Juli Barrero

INTERNATIONAL ORGUE&ND FESTIVAL
Last year’s edition of the festival, which was the 16th, focused on dialogue: between music and
images, between the organ and the baroque trumpet or the clarinet, and between contemporary and
classical music. Its guest artists were internationally acclaimed organists and soloists. Attendance to
the event—organised by the Archpriest of Andorra and the Amics dels Orgues de les Valls d’Andorra
(Andorran Organ Association) and founded by the Fundació Crèdit Andorrà—was satisfactory.
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Promoting theatrical arts
We have continued to support the Escena Nacional d’Andorra (ENA), the country’s main platform
for performing arts. The 2015 season continued to focus on in-house productions and on promoting
young Andorran talents. Its programme, which was made up of five stage productions, was intended
for all audiences and age groups and combined different genres: Les veus de la memòria (Voices
from memory), Contes Salvatges (Wild Tales), Carvalho contra Vázquez Montalbán (Carvalho versus
Vázquez Montalbán), La Venus de les Pells (Venus in Furs) and Alícia meravellosa (Wonderful Alice).

Representation of Alícia meravellosa.
© Agència de Notícies Andorrana (ANA)

Promoting cultural heritage
The Crèdit Andorrà Art Fund held the exhibition “Greek and Roman coins: value and message”,
which chronicled the history of Greece and Rome through its coinage. Said exhibition enable the Art
Fund to open its doors to citizens and give them the opportunity to see a small sample of art, in this
case, a selection of works from Abbey of Montserrat’s Art Fund.

Inauguration of the exhibition “Greek and Roman Coins:
value and message”.
© Eduard Comellas

The Cercle de les Arts i de les Lletres (Arts and Humanities Circle), with the support of Crèdit
Andorrà, organised another edition of the Crèdit Andorrà Sculpture Awards as part of the 21st
edition of the Andorran Art Awards. Crèdit Andorrà contributed a €2,500 prize, along with another
one, for the same amount, for the painting award.
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Promoting our natural heritage
In 2015, broadcasting of the general interest programme Estat Natural (Natural State) came to an
end. Its purpose was to publicise, among the general public, the efforts of the Centre d’Estudis de la
Neu i la Muntanya d’Andorra (Andorran Centre for the Study of Snow and Mountains, known as
the CENMA), belonging to the Institute of Andorran Studies, and divulge Andorra’s natural wealth.
The programme consisted of 53 chapters with previously unpublished content, headed by CENMA
researchers and collaborators and broadcast by Andorra Difusió.

Closer to people
Our involvement in the social sphere is based on our commitment toward the general progress of
society at large, which is in line with the Bank’s commitment with people and with the country. The
programmes and sponsorships that we promote are directed at different social collectives and are
part of our strategy.

Sports for personal development
We aim to promote sports on the basis of their importance as part of Andorra’s social and economic
activities. We therefore sponsor, on a yearly basis, different popular sporting events that promote
values such as effort and personal drive and which foster healthy and active lifestyles. Said events can
be grouped into three basic sporting disciplines:
• Mountain sports
––Andorra Ultra Trail Vallnord.
––Crèdit Andorrà’s Casamanya Extrem Vertical Race Cup.
––Vallnord Mountain Bike and Trails World Championship.
• Golf
––Pro-Am Crèdit Andorrà.
––Golf Master Tournament.
––Social Championship, Club de Golf Principat.
––International Pitch & Putt Open of Andorra, held at Xixerella.
• Motor sports
––Andros Cup.
Crèdit Andorrà signed an agreement with the Andorran Football Federation to sponsor the ENFAF’s
junior categories and women’s football for the 2015–16 season. They will therefore come to be
known as ENFAF Crèdit Andorrà and wear the institution’s logo on their equipment. The agreement
between both entities consolidates the Bank’s commitment to promote sports—grassroots sports in
particular. Beyond mere sponsorships, the projects combine sports with training and the promotion
of healthy lifestyles.
We also sponsored Albert Llovera during the Dakar 2015. He finished the race in 41st position and is
the first Andorran driver to have finished the race in the “cars” category. He gave a talk titled Living
without lowering the bar, where he spoke about his personal and professional trajectory.

51

52

CSR Report 2015 | At the service of the community

Senior citizens are an asset
We promote, by means of the Fundació Crèdit Andorrà, an active ageing process among the
elderly, which furthers their social participation. With that goal in mind, we organise activities that
allow them to increase their wellbeing and benefit from the advantages of new technologies and
contemporary knowledge being developed in the fields of health, the economy, history and culture,
among others. These activities converge in the project “The power of the elderly”, mainly centred
around L’espai, the social and activities centre for the elderly.
• Computer workshops, new technologies, social networks and theatre. L’espai’s theatre group
performed the play Passarel·la Edumoda.
• Conferences and workshops on health and nutrition, as well as physical activities, as part of the
programme “Healthy ageing”.
• Conferences on culture, music and matters of general or historical interest, such as the floods in
1982 or income tax. In the field of music, the conference Music and emotions was held, with the
collaboration of the ONCA.
• Inter-generational workshops where grandparents and grandchildren shared the experience of
exercising and of building a sundial using the Wii video game console.
• Guided tours of the exhibition “Welcome home! Heritage works as seen from abroad”.
• Course on volunteer work to foster mutual help among the elderly.

Students at the computer courses held at
L’espai.

Hiking route to Certers with users of L’espai.
© Fundació Crèdit Andorrà

© Agència de Notícies Andorrana (ANA)

Theatrical representation staged by users of
L’espai.
© Agència de Notícies Andorrana (ANA)

The Fundació Crèdit Andorrà collaborated, yet another year, in the Senior Citizens’ Conference
held in Escaldes-Engordany. Last year was the 9th edition. Said space promotes the dissemination
of different services and initiatives directed at senior citizens and allows for sharing experiences.
Approximately 1,000 people visited the space, where 21 stands promoted health, beauty and
wellbeing products and services.

Addressing social needs
We collaborate with institutions devoted to advancing the wellbeing of people and society at large,
which place special focus on the most vulnerable social collectives.

Up-to-date health
The “Up-to-date health” programme promoted by the Fundació Crèdit Andorrà is a line of work
focused on providing training and information for people affected by illnesses having a high social
impact, as well as their families and carers, with the aim of improving their quality of life and
equipping them with tools that can help them face day-to-day life.
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Within the framework of said programme, we offered conferences, workshops and information
material connected with Alzheimer’s disease, multiple sclerosis, fibromyalgia, chronic fatigue
syndrome, disabilities, mental health, coeliac diseases, diabetes, allergies and intolerances, among
others.
• Moving for those who can’t conference, by writer Màrius Serra.
• Diet and lifestyles for preventing cancer and Diet, exercise and emotions for preventing cancer
conferences, by Odile Fernández—a doctor specialised in Family and Community Medicine,
author of the book My anti-cancer recipes.
• Developments concerning chronic fatigue syndrome and connected illnesses conference, by Joaquim
Fernández Solà, M.D., coordinator of the Clínic-CatSalut Hospital’s Chronic Fatigue Unit.
• Healthy lifestyles to live better and longer conference, by Josep Estrada, Masters’ degree in Health
and Nutrition and head of Pediatrics and Neonatology at the Hospital Nostra Senyora de Meritxell.
• Use and abuse of new technologies among young people conference, by Xavier Carbonell, PhD in
psychology and specialised in technological addictions, and presentation of the guide Parents,
children and new technologies: dialogue is possible, the first guide within the Preventive guides for
parents and children collection, developed by clinical psychologist Jordi Royo.
The Fundació Crèdit Andorrà and the Andorran Cancer Association (ASSANDCA) began a
collaboration for the purpose of stimulating instruction among the association’s volunteers. Both
entities will jointly put together a series of workshops with a view to providing the necessary
knowledge and tools to prevent and cope with the illness from different angles, such as diet,
complementary therapies and day-to-day assistance to affected individuals. As part of said
collaboration, they held a workshop on diet and cancer, headed by dietitian and nutritionist Berta
Jiménez.
During the past year the Foundation also intensified its involvement concerning Alzheimer’s disease,
one of the first causes it took on after its founding. This substantiation came under the form of three
specific initiatives:
• Memory-related complaints: should we worry or not? conference, by Mercè Boada, M.D., neurologist
and medical director of the ACE Foundation, the Catalan Institute of Applied Neuroscience.
• Open-doors day intended for people older than 50, to create awareness on the importance of
early detection. During the event, participants were able to attend a session, organised by the ACE
Foundation, where memory, language and other cognitive functions were assessed employing
neuro-psychological tools used regularly to diagnose the illness. Under the slogan If we check our
blood pressure, cholesterol and blood-sugar levels...why don’t we check our memory?, attendants
participated in a self-evaluation that will help advance scientific research.
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• Training focused on dealing with people suffering from cognitive deterioration, promoted by the
Andorran Alzheimer’s Association and the University of Andorra. The programme is directed
at professionals (university refresher course), carers and family members (training workshops)
responsible for people with some form of dementia.

Neurologist Mercè Boada during the conference Memory complaints:
should we worry or not?
© Eduard Comellas

Càritas Andorrana Food Bank
The Food Bank project set in motion by Càritas Andorrana (Andorra’s Parish Charitable
Organisation) to help people and families with limited resources remained one of the Foundation’s
social initiatives. This help came in the form of vouchers to purchase fresh produce at supermarkets,
and by providing food, personal hygiene and domestic products to see to the basic needs of a sector
of the population. In 2015, a total of 151 families (319 people) benefited from Càritas Andorrana’s
Food Bank.
Last Christmas, Crèdit Andorrà employees collected 928 food products to be given to this charitable
organisation.

Breaking down barriers
Contributing to the personal self-improvement and social integration of people suffering from
disabilities is another of the Foundation’s goals. In this regard, the Foundation maintained its
collaboration with the Special Olympics Andorra Federation to promote sports as an element for
integration among people suffering from intellectual disabilities.
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As part of the Foundation’s commitment with this collective, it gave a new adapted vehicle to the
Nostra Senyora de Meritxell Specialised School, which will help students carry out activities outside
the school’s facilities.

Adapted vehicle given by Fundació Crèdit Andorrà to the Nostra Senyora de Meritxell Specialised School.
© Eduard Comellas

“Concòrdia” programme
The Fundació Crèdit Andorrà continued to provide its support to the “Concòrdia” programme, an
international cooperation project involving pregnant women in Andorra and different autonomous
communities in Spain, which allows women from different territories without a tissue bank to
donate umbilical cord. Since the programme was launched in September 2012, a total of 356 women
have registered and donated a total of 263 umbilical cords.

Objectives for 2015
To consolidate sponsorship programmes and collaborations in strategic domains.

In progress

To maintain our commitment with education as a driving force for economic and
social development.

In progress

To promote the importance of community involvement, as a tool for progress,
among other countries where we have a presence.

In progress

Objectives for 2016
To support a health-related research programme.
To continue providing the population of Andorra with the possibility of assessing their memory.
To contribute new contents to current educational, social and cultural programmes.
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At the service of
the environment
Customer-oriented
Proactive and innovative
Teamwork
Environmental management is an essential part of the Group’s corporate social responsibility
strategy, in terms of minimising significant impacts on the environment and fighting climate change.
We are pioneers in Andorra in promoting initiatives to reduce the impact our activities have on the
environment.

Consolidated environmental management
In 2004, Crèdit Andorrà implemented an Environmental Management System (EMS) based on
the ISO 14001 standard, which covers all the Bank’s branch offices and operations centres. Our
development in this field has stimulated constant improvements, thus ensuring the system’s
consolidation.
EMS lines of action
• Energy efficiency and emission reduction.
• Monitoring and control of energy consumption.
• Waste minimisation.
• Optimising the consumption of materials.
• Green purchases.
• Introducing environmental criteria in investment products.
• Environmental training and awareness-promotion among employees, customers and society at
large.
Crèdit Andorrà would like to extend the commitment consolidated by its environmental policies
to the Group’s subsidiaries, standardising the implementation of good practices through existing
communications channels—chiefly the intranet.

Involvement
We have sustained our collaboration with the United Nations Environment Programme Finance
Initiative (UNEP FI). Applying the good practices outlined in their Sustainable Banking Guide,
we are currently working on updating and developing good environmental practice guides for the
Bank’s different departments and subsidiaries, adapted to their specific projects and procedures. In
order to do so, we have sought involvement from personnel from different departments—through
improvement groups and meetings—, as they know more than anyone about their daily activities
and will be the ones applying the measures.
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Communication and teamwork
With the aim of furthering our environmental commitment, we develop a series of awareness
initiatives among employees, who play a vital role in the entity’s environmental management;
ultimately, it is their involvement that makes continuous improvement possible. That is why we
broadcast, through our intranet, the Bank’s initiatives to reduce our environmental impact.

Sustainable profitability
The Crediinvest Sicav Sustainability fund is an example of how we have integrated our commitment
to respect and protect the environment. This product provides the possibility of investing in variable
income in leading companies in sectors closely tied to sustainable development or having integrated
environmental criteria into their activities. Through the funds that make up the portfolio, customers
invest in companies connected with water, renewable energy and agricultural and infrastructure
development. It is the only fund of this type in Andorra and in 2015 it accumulated assets worth
€2.39 million, with a profitability of 7.75%.

Involvement
Climate change is currently one of humanity’s main environmental challenges. We want to promote
project financing that favours the use of cleaner energy sources and promote the introduction
of environmental criteria in our financing and investment policies. In line with these goals, we
participated in the project to deploy the first hybrid bus in Andorra, which underscores our
commitment to the country to support innovative companies that strive to protect the environment.
The introduction of this innovative vehicle was advanced by the Cooperativa Interurbana Andorrana
with the support and special financing of this Bank. On the other hand, Crèdit Andorrà cosponsored
the 14th Andorran Family-run Company Forum, whose theme for 2015 was corporate sustainability.

Andorra’s first hybrid bus.
© Agència de Notícies Andorrana (ANA)

Energy efficiency and emissions
Energy
In 2015, we promoted an energy-saving pilot project that consisted of replacing our headquarters’
curtains with a vinyl that improves their thermal coefficient while letting in natural daylight. As well
as reducing energy consumption, this measure increased comfort levels for the people working in
said offices.
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This initiative, and the consolidation of the initiatives implemented year after year, allowed us to
continue lowering our energy consumption. Unfortunately, air-conditioning requirements gave rise
to an increase in diesel consumption.

Ròdol and ICA buildings, branch offices and Headquarters
2013

2014

2015

2014-2015
trend

MW h

5,479

5,002

4,909

–1.9%

kWh/m of office space

299.0

268.6

258.7

–3.8%

kWh/employee

11,204.1

10,005.0

9,262.5

–8.0%

MW h

1,781

2,143

2,473

13.3%

kWh/m of office space

140.45

161.32

181.39

11.1%

Power consumption
2

Diesel consumption
2

Total energy consumption

MW h

7,260

7,145

7,382

3.2%

kWh/m2 of office space

396.18

383.63

389.03

1.4%

Note: Data from October to September.

Emissions
We want to collaborate in the fight against climate change by supporting initiatives aimed at
reducing, compensating for and adapting emissions. In this regard, in 2015 we explored different
lines of action aimed at compensating for emissions via a project promoted and developed in
Andorra.

CO2 emissions
2013

2014

2015

2014-2015
trend

486.2

584.9

675.0

13.3%

865.6

895.4

736.4

–21.6%

130.8

163.4

153.35

–6.6%

Waste generation (paper, cardboard, newspapers,
plastic and toners)

—

—

9.4

—

Paper consumption (internal and for customers)

—

—

116.1

—

Water consumption

—

—

3.6

—

Toner consumption

—

—

1.1

—

Direct CO2 emissions (magnitude 1)
Diesel (t of CO2)
Indirect CO2 emissions (magnitude 2)
Electricity (t of CO2)(1)
Other indirect emissions (magnitude 3)
Business trips

Note: Data from October to September.
(1) Source: Own data. Data from the Spanish Energy Commissions (2014) i the French EDF energy group (2015). According to the data
used for our calculations for 2013 (last data available based on the FEDA’s 2014 report), from the 80% of electricity imported from abroad,
31% was bought from France and 49% from Spain. The remaining 20% was produced in Andorra entirely from hydraulic energy; although
a small percentage is generated at the waste treatment plant, no data is available concerning CO2 emissions, is the reason it was excluded
from the calculation (FEDA, CSR report, 2014).
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CO2 emission intensity
2013

2014

2015

2014-2015
trend

t of CO2 stemming from energy
consumption/100 m2 of office space

7.4

7.9

7.4

–6.9%

t of CO2 stemming from energy consumption/
employee

2.8

3.0

2.7

–11.2%

Note: Data from October to September.

Improved waste and consumption management
Water
In 2015 we continued to monitor and control our water consumption, continually installing systems
allowing us to save water.

Ròdol and ICA buildings, branch offices and Headquarters
2013

2014

2015

2014-2015
trend

m3

8,126

9,136

9,029

–1.2%

m /m of office space

0.44

0.49

0.48

–3.1%

m /employee

16.62

18.27

17.04

–7.3%

Water consumption
3

2

3

Note: Data from October to September.

Materials
In 2015, despite the a significant number of new accounts, the declining trend in paper consumption
established over the past few years continued. This reduction is the result of the commitment of our
employees, at the same time as of our customers’ increasing use of online banking services. With
regard to toners, the increase is the result of printer upgrades carried out throughout the year.

Consumption of materials
Paper(*)
Toners

2013

2014

2015

2014-2015
trend

t

67.04

64.26

59.81

–7.4%

t/employee

0.14

0.13

0.11

–13.9%

Units

686

687

1,430

52.0%

Units/employee

1.4

1.4

2.7

49.1%

Note: Data from October to September. (*) Includes paper consumed internally and given to customers.
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Waste
In 2015, we consolidated our waste management, which is now handled by a single manager. This
ensured its proper management while also improving records management and quantification of the
different fractions collected separately. The increase in the amount of waste generated is due to this
quantification improvement, which provides more accurate data.

Waste generated
2013

2014

kg

15,984

13,562

11,600

kg/employee

32.7

27.1

21.9

kg

1,878

1,785

3,112

kg/employee

3.8

3.6

5.9

Office paper
Cardboard
Newspapers

Fluorescent
lamps

–16.9% Recycling. Specialised
–23.9% manager
42.6% Recycling. Specialised
39.2% manager

kg

1,913

1,856

2,120

kg/employee

3.9

3.7

4.0

kg

1,141

1,230

1,727

kg/employee

2.3

2.5

3.3

Units

508

480

613

Units/employee

1.0

1.0

1.2

Units

1,365

1,456

1,835

20.7%

Units/100 m of
office space

7.4

7.8

9.7

19.2%

Plastic
Toners

2015 2014-2015 Treatment
trend

12.5% Recycling. Specialised
7.2% manager
28.8% Recycling. Specialised
24.5% manager
21.7% Recycling or energy
17.0% recovery. Specialised
manager

2

Note: Data from October to September. All waste is non-dangerous excluding toners.

Recycling. Landfill
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Objectives for 2015
To expand the EMS team via the addition of Business areas managers.

In progress

To update the contents of the Good practice guide for employees and promote it.

In progress

To analyse the environmental risk associated with credit transactions and
investment products so that customers can be informed thereof.

In progress

To provide customers with information on sustainability indicators associated with
the investment products they contract.

In progress

To measure and voluntarily compensate for Crèdit Andorrà’s carbon emissions.

In progress

To publicise the Good practices guide among the Bank’s departments, in accordance
with the Sustainable Banking Guide.

In progress

To reduce energy consumption of the administrative building in Sant Julià by
improving isolation materials.

Achieved

To reduce the Crèdit Centre Building’s energy consumption by renovating the
curtain wall.

In progress

To create a specific environmental section in the intranet.

In progress

To conduct a study to include the Group’s activities, products and services that
comply with the EMS.

In progress

Objectives for 2016
To conclude the study to include the Group’s activities, products and services that comply with the EMS.
To conduct a study on paper use among the Bank’s different areas and departments in order to assess
minimisation opportunities.
To compensate for Crèdit Andorrà’s carbon emissions via a nation-wide project.
To keep analysing the environmental risk associated with credit transactions and investment products so that
customers can be informed thereof.
To conduct a study to assess the implementation of improvements in the water and energy consumption
monitoring system.
To conduct a study to assess the possibility of reducing energy consumption connected with calculation
centres.
To improve EMS record management by implementing an IT tool.
To continue striving to expand the EMS team via the addition of Business and Risk area managers.
To conclude the implementation of the intranet’s new environmental section.
To certify the EMS according to UNE-EN ISO 14001:2015.
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Global Reporting
Initiative Table of
Indicators
“Compliance - Exhaustive” option from the Global Reporting Initiative’s G4 guide.

Basic general content
Indicator

Description

Page or direct response

1. Strategy and analysis
G4-1

Statement from the
organisation’s toplevel manager.

4-5

G4-2

Main effects, risks
and opportunities.

4-5, 10-12

2. Profile of the organisation
G4-3

Name of the
organisation.

7, 10

G4-4

Main brands,
8-10
products and services. The Crèdit Andorrà Financial Group offers
financial products and services belonging to
private banking, retail banking and corporate
banking. All the products and services it offers,
insurances and asset management included, can be
accessed by the public upon request at our branch
offices or via the Crèdit Andorrà Financial Group’s
website.

G4-5

Location of the
organisation’s main
headquarters.

2

G4-6

Number of countries
the organisation
operates in.

9-10

G4-7

Form of ownership
and legal status.

Crèdit Andorrà SA is a public limited company
whose corporate purpose is banking activities,
which operates in the field of commercial and
private banking and is subject to the rules and
regulations governing all financial institutions
operating in Andorra. Crèdit Andorrà SA is the
parent of the Group and along with its invested
companies, they make up the Crèdit Andorrà
Financial Group.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-8

Markets served.

The Crèdit Andorrà Financial Group, in
accordance with its universal banking philosophy,
offers financial products and services belonging
to private banking, retail banking and corporate
banking. Other lines of business being offered are
insurances and international asset management.
For further information, see the Crèdit Andorrà
Financial Group’s website.

G4-9

Scale of the
organisation.

6, 8-9, 32
Annual report 2015 (67-7 and 10-11).
All products and services can be looked up on the
Crèdit Andorrà Financial Group’s website.
The entity had approximately 80,000 customers in
2014 and 2015.

G4-10

Total number of
employees.

32-35

G4-11

Percentage of
Crèdit Andorrà has not currently got a collective
employees covered by agreement. Collective agreements must be
collective agreements. launched by the workers, a situation that has not
arisen up until now.

G4-12

The organisation’s
supply chain.

G4-13

Significant changes
There were no significant changes.
during the period
covered by the report.

G4-14

Implementation of
the precautionary
principle.

Supply chain management is carried out in
accordance with our corporate values. It takes
into account all aspects connected with corporate
social responsibility and is based on transparency
and mutual benefits so as to ensure safe, efficient
and quality service provision. The Group’s main
suppliers include companies that provide rented
and owned property, office material, marketing and
advertising, computer equipment, technological
and communications services, security services
and specific professional services, among others.
In order to extend our commitment to the
environment, the Bank considers green purchase
options, as well as geographical location, price
and quality. Likewise, it prioritises suppliers from
the Principality of Andorra (local suppliers), as
well as other local suppliers from the territories
where it operates. In 2015, the approximate value
of purchases made by the Group amounted to
€36,165 thousand euros.

As a banking entity, global risk management is
essential for Crèdit Andorrà. Therefore, risks are
identified, measured and assessed and always
taken into account with regard to all business
decisions, always within a framework that
improves the quality of the services provided to
customers. Likewise, the aim of said management
is to safeguard the Group’s solvency and warranty
mechanisms, a process that ultimately consolidates
us as one of Andorra’s most dependable banking
entities.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-15

Support for external
initiatives.

56

G4-16

Association and
organisations that the
organisation belongs
to.

Crèdit Andorrà: Associació de Bancs Andorrans
(ABA) and United Nations UNEP Programme.
Banque de Patrimoines Privés: Association pour
la Garantie des Dépôts Luxembourg (AGDL),
Association des Banques et Banquiers (ABBL)
and Association Luxembourgeoise des Fonds
d’Investiseement (ALFI).
Banco Alcalá: Asociación Española de Banca and
Asociación de Instituciones de Inversión Colectiva
y Fondos de Pensiones (INVERCO).
Beta Capital Wealth Management (Miami):
Financial Industry Regulatory Authority (FINRA),
Securities and Exchange Commission (SEC),
National Futures Association (NFA), Securities
Investor Protection Corporation (SIPC), Municipal
Securities Rulemaking Board (MSRB) and
NASDAQ.
CA México Asesores Patrimoniales: Asociación
Mexicana de Asesores Independientes de
Inversiones (AMAII) and Club Catalán de
Negocios.
CA Perú Sociedad Agente de Bolsa: Bolsa
de Valores de Lima (BVL), Cavali (Registro
Central de Valores y Liquidaciones del Perú),
Superintendencia de Mercado de Valores (SMV),
Asociación Peruana de Finanzas (APEF), In Perú
and Marca País Perú.
Crèdit Andorrà and Banco Crèdit Andorrà
representation offices (Panama) in Uruguay:
Asociación Bancaria de Panamá.

3. Identification of material aspects and scope
G4-17

Entities included in
the report.

The report covers the Crèdit Andorrà Financial
Group. Crèdit Andorrà SA is the parent company
of the affiliated companies mentioned in notes 2.4
(pages 15-20), and 6.1 (page 36) and 6.2 (pages
37-38) of the Annual Report 2015; combined they
make up the Crèdit Andorrà Financial Group. In
this regard, the information presented corresponds
to the Crèdit Andorrà Financial Group, excluding
the data presented in the clients and environment
sections, which refer exclusively to the Group’s
companies located in the Principality of Andorra.
The economic and financial information included
was obtained from the Group’s consolidated annual
statements.

G4-18

Definition of the
report’s content and
scope of each aspect.

20

G4-19

Material aspects.

21

Omissions

External
verification
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G4-20

Scope of each
material aspect within
the organisation.

Category and
subject

SECTOR
Sustained and
sustainable
economic results

Economic
performance

Leadership
in Andorran
banking

Andorran
banking
leadership(*)

Asset and
operations risk
control and
comprehensive
management

Audit
Risk
control and
management(*)

Internationalisation

Internationalisation and
business
diversification

Proactivity and
innovation in
products and
services

Initiatives of
value to clients
and to society(*)

ETHICS AND INTEGRITY
Compliance
and adaptation
to regulatory
and legislative
changes

Regulatory
compliance –
Society
Regulatory
compliance
– Product
responsibility

Operating with
maximum
transparency,
creating
confidence and
credibility

Information
transparency
for markets and
clients(*)

Business ethics
and prevention
of corruption,
money
laundering and
fraud

Combating
corruption
Business
ethics(*)

Social activity

Partner companies

External

Insurance

Asset management and
wealth management

Internal

Limit of each material
aspect beyond the
organisation.

External
verification

Coverage and limit

Banking
and financial services

G4-21

GRI and other
aspects

Omissions

Suppliers

Page or direct response

Society

Description

Clients

Indicator
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Ensuring the
Good
correct behaviour governance(*)
of bodies and the
governance of
the entity
SERVICES
Assisting
clients to make
well-informed
financial
decisions:
communicating
with
transparency
and clarity,
and providing
financial
education

Labeling of
products and
services
Financial
education(*)

Quality and
efficiency in
client service

Quality and
efficiency in
client service(*)

Ensuring the
privacy and
safety of client
data

Health and
safety reviews
IT security(*)

PEOPLE
Creation of
employment,
management
of workplace
atmosphere and
satisfaction of
employees

Occupation
Employee
satisfaction(*)

Management
of talent,
professional
training and
development of
employees

Training and
education

Performance
evaluation and
professional
performance
methods

Training and
education

Benefit programs
for employees

Benefits(*)

ENVIRONMENT
Efficiency
Materials
in resource
Energy
consumption
Water
(electricity,
paper, water, etc.)
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CO2 emissions
and management
of risks and
opportunities
resulting from
climate change

Emissions

Management and Effluent and
minimisation of
waste
waste generated
RELATIONSHIP WITH SOCIETY
Promoting social
progress with
initiatives in the
areas of social
and cultural
education
promoted by the
Fundació Crèdit
Andorrà

Local
communities

Indicator

Description

Page or direct response

G4-22

Restatements of
information from
previous reports and
causes.

No relevant restatements took place involving
information contained in previous reports. In
case any data have been reformulated, said fact is
highlighted by the addition of a note explaining the
cause for the reformulation.

G4-23

Relevant changes
to the scope and
coverage of each
aspect with regard to
previous reports.

There were no relevant changes in scope or
coverage with regard to previous reports.

4. Involvement of interest groups
G4-24

Interest groups
related to the
organisation.

The interest groups the Group has included
are: employees, clients, shareholders, suppliers,
communications media and the local community.

G4-25

Criteria for
identifying interest
groups:

The interest groups identified by Crèdit Andorrà
Financial Group are as follows: clients, the focus of
the business’ decisions; shareholders, the Group’s
owners; employees, the Group’s most important
asset, essential for achieving objectives; the local
community; where the Group wants to drive
progress, and economic and social development;
suppliers, for their importance in ensuring topquality and reliable service; and communications
media, for their capacity to inform and influence
the general public.

Omissions

External
verification
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Participation of
interest groups.

G4-27

Key questions and
problems that have
arisen related to
the participation of
interest groups.

Interest
groups

Shareholders

G4-26

Page or direct response

Omissions

External
verification

Channels of
communication and
dialogue

Expectations of the
interest group for
the Crèdit Andorrà
Financial Group

Expectations of the
Crèdit Andorrà
Financial Group for
the interest group

· General Shareholder’s
Meeting
· Annual and quarterly
reports
· Meetings
· Delegate Committee

·B
 usiness and benefits
that increase the
value of the Group
·T
 ransparency of
corporate and
financial information
on to corporate
accountability
·G
 ood practices of
corporate governance

· Good image,
perception and
reputation
· Knowledge and
involvement with
the Group

· New intranet
(WeCrèdit)
· Committees
· Meetings
· Special conventions

· Compliance
with contractual
agreements
·E
 thical and
responsible behavior
· Professional
development and
recognition

· Operating with
quality standards
· Contributing to the
creation of value
for the Group and
attaining objectives
efficiently
· Professional
development
· Proactivity,
innovation and
adapting to change
· Compliance
with contractual
commitments
· Commitment to the
values of the Group

· Corporate website
and commercial
websites
· Press room
(corporate website)
· Social networks
· Office/managers’
networks
· Online banking
· Client services
· Internal and external
surveys
· Regular conferences
and workshops for
business people and
the general public
· Advertisement
and commercial
communications
· Contractual
communications
· Email and SMS

·P
 ersonalised and
friendly service
·C
 lear and transparent
language
·F
 inancial education
·E
 thical and
responsible behavior
·C
 ompliance with
regulation
· S atisfaction for
services and products
provided Resolution
of incidents
·C
 ompliance with
applicable legislation
· I nvolvement with the
country

· Satisfaction
· Loyalty
· Collaboration

Employees

Description

Clients

Indicator

69

· Corporate website
· Press room
(corporate website)
· Social networks
· Regular conferences
and workshops
· Meetings with sector
associations and
associations from the
region

· Contributing
· Reputation
to the country’s
·C
 ompliance
with accorded
economic and social
development and that commitments
of the general public
· Respect for the
environment and the
local area
· Compliance with
commitments
· Transparency and
responsible behaviour
· Compliance with
applicable norms

· Business processes

· Collaboration for
mutual benefit
· Compliance
with contractual
agreements

· Compliance
with contractual
agreements
· Respect for Group
commitments
to corporate
responsibility

· Corporate
communications
· Press releases and
conferences
· Meetings with media
· Social networks
· Press room
(corporate website)

· Transparency and
accountability
· Complete
information
· Interaction

· Adequate
transmission
and provision of
information and
content
· Continuing
collaboration
· Interaction

Communications
media

Suppliers

Community (associations, foundations,
academia, public bodies, etc.)
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Indicator

Description

Page or direct response

5. Report profile
G4-28

Period of report.

The 2015 Corporate Social Responsibility Report
is the twelfth report of its kind published by
Crèdit Andorrà. The report covers the period
from 1 January to 31 December, 2015, except
the quantitative data in the section on the
environment, which covers the year from 1
October to 30 September.

G4-29

Date of the last
report.

2014

G4-30

Cycle of report
submittal.

Annual

G4-31

Point of contact for
doubts related to the
contact of the report.

2

G4-32

Option “in
accordance” with
the guidelines the
organisation has
selected and the GRI
index.

62

G4-33

Policy and practices
for external
verification of the
report.

The report has not been subjected to external
verification.

Omissions

External
verification
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Indicator

Description

Page or direct response

6. Governing bodies
G4-34

Structure of the
organisation’s
governing bodies.

13-15
The management and control of the Crèdit
Andorrà Financial Group is distributed among the
following bodies:
· The General Shareholders’ Meeting is the body
in which shareholders participate, which, when
duly assembled, has the competence to deliberate
and adopt agreements by majority vote on matters
submitted for its approval that the law and the
corporate statutes have allocated to this body.
· The Board of Directors is the highest governing
body of the Crèdit Andorrà Financial Group. This
body is responsible for directing, administering
and representing the Group.
· The Board of Directors’ Delegate Committee,
which includes the chairman, vice-chairman
and CEO, is responsible for dealing with the
most important matters in the management and
operation of the Crèdit Andorrà Financial Group.
· The Advisory Board adds value as part of the
international expansion process and performs
advisory functions.
· The Executive Committee is the body responsible
for defining and overseeing the Group strategy
and tperforming the functions of management,
direction and administration.

G4-35

Process by which
the superior
governing body
delegates its authority
in economic,
environmental and
social matters.

The CEO, member and secretary of the Board of
Directors, is responsible for strategic supervision
of the Group and overseeing execution of decisions
made by the Board of Directors. The Bank’s
General Management and Executive Committee
are responsible for executing decision made by
the Board of Directors and managing economic,
environmental and social policies adopted by the
Crèdit Andorrà Financial Group.

G4-36

Positions with
responsibility
in economic,
environmental and
social matters.

All business lines and areas of the Crèdit Andorrà
Financial Group are represented in the Executive
Committee. Members of this committee have the
power to make decisions on the operation and
organisation of the entity. The entity’s highest
governing body is kept up to date on all economic,
environment and social matters which affect the
Group.

G4-37

Consulting process
between interest
groups and the
superior governing
body.

See indicators G4-26 and G4-27.
The Board of Directors determines information
and communication policies according to
shareholder input, the market and public opinion.

G4-38

Composition of the
superior governing
body and its
committees.

14
Members of the Board of Directors do not carry
out executive functions. These functions are the
responsibility of the CEO and the general manager.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-39

Functions of the
person who presides
over the superior
governing body.

The functions of the chairman and the CEO are
different and complementary, with a clear division
of responsibilities. The chairman is the highest
representative of the entity and the leader of the
Board of Directors on which the CEO also sits. The
CEO holds the highest executive office responsible
for executing the strategy of the Group.

G4-40

Appointment and
selection processes
for the superior
governing body and
its committees.

For board members to be appointed, they must
meet legal and statutory requirements required
for the office in question, and have appropriate
professional knowledge and experience to exercise
the duties of the office and for good governance.
The regulations of the Board of Directors stipulate
that a minimum of one third of total board
members must be Andorran citizens or residents
with associated economic rights. Furthermore,
all members must be people with recognised
reputations as honorable professionals and
businesspeople. Aspects such as diversity and
independence are not taken into consideration.

G4-41

Processes by
which the superior
governing body
anticipates and
handles conflicts
of interest.

12-13
The policy of corporate governance and established
procedures are set out in the regulation of the
Board of Directors of Crèdit Andorrà, approved 19
November, 2008. This regulation is based on the
legal framework, establishes the acting principles
of the governing body and its functions, specifies
the rights and duties of the directors and their
personal responsibility when exercising the duties
of their office, and clarifies conflicts of interest.
The regulation of the Board of Directors also
establishes norms and guidelines to follow to
ensure that board members do not enter into
situations of conflict of interest.
To ensure all actions are carried out in strict
compliance with established legal and company
requirements, the Group uses its risk management
and control model as an internal framework to
ensure operational efficacy and efficiency based on
appropriate control of risks and prudent business
conduct that guarantees the reliability of financial
information communicated internally and
externally.

G4-42

Functions of the
superior governing
body and senior
management in
business activities
related to the
organisation’s
economic,
environmental and
social impacts.

In 2015, was published the “CEO’s Strategic
Aspiration for Crèdit Andorrà Group. Horizon
2020”, a set of basic guidelines for the 2015-2018
Strategic Plan.
The Board of Directors analyses and approves
basic acting directives, determines the degree of
compliance with strategic plans and proposals, and
ratifies the Group’s code of ethical conduct.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-43

Measures to be
adopted to advance
the collective
knowledge of the
superior governing
body in economic,
environmental and
social matters.

Information is provided in meetings of the Board
of Directors on the primary issues to address and
strategic business, economic, environmental and
social matters.

G4-44

Process to evaluate
the performance
of the superior
governing body
in economic,
environmental and
social matters.

There is no formal evaluation process.
However, at least once per year, a report is
submitted to the Board of Directors on the status
of the Bank’s policies, strategies related to the
corporate social responsibility policy and other
matters.

G4-45

Function of the
superior governing
body in identifying
and managing
impacts, risks
and opportunities
in economic,
environmental and
social matters.

The organisational structure defined in indicator
G4-34 stipulates that economic, environmental
and social matters reported to the Board of
Directors are to be supervised by the different
management bodies and areas of the Bank. The
management of these includes supervision of
risks and opportunities as well as compliance with
international agreements, codes of conduct and
principles. To assist these bodies in performing
their duties, support is provided by independent
external advisers and by means of information
from the organisation itself, from meetings with
Crèdit Andorrà directors.

G4-46

Function of the
superior governing
body in the analysis
of risk management
processes in
economic,
environmental and
social matters.

The Board of Directors is responsible for evaluating
strategies and policies on risk, internal control and
compliance with norms. Specifically, it defines the
level of risk the organisation is willing to accept;
approves policies on risk management, internal
controls and compliance; supervises compliance;
and adopts appropriate measures to correct
problems.

G4-47

Frequency of
the analysis of
impacts, risks
and opportunities
related to economic,
environmental and
social matters.

Crèdit Andorrà Financial Group has a Regulatory
Risk and Compliance Unit and Internal Audit
Department, which report directly to the CEO.
The Delegate Committee is also responsible for
analysing all risks at all levels from all perspectives
that affect the organisation’s activities on a
quarterly basis, including economic, environmental
and social risks and opportunities.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-48

Committee
responsible for
reviewing and
approving the
organisation’s
sustainability report.

The General Technical Secretariat, part of the
Corporate Communications Office, is responsible
for coordinating and preparing the Corporate
Social Responsibility report (CSR), including the
materiality process. This report is reviewed by
members of the management team responsible
for handling issues related to human resources,
the environment, clients and marketing, and
community relations (the Foundation’s activity).
One of the functions of the General Technical
Secretariat is to monitor the performance of the
organisation in relation to CSR issues and to
submit any proposals deemed appropriate on these
matters to the Board of Directors.

G4-49

Processes to
communicate
important concerns
to the superior
governing body.

The EC is responsible for reporting annual
planning to the Board of Directors, including any
critical issues it deems relevant or opportune. The
EC meets monthly.

G4-50

Type and number
of concerns
communicated to the
superior governing
body.

Critical issues of any nature (economic, financial,
environmental, social, etc.) may be brought to
the Board of Directors on a recurring basis if
deemed necessary. The degree of progress in the
Strategic Plan and results in economic, social and
environmental matters are evaluated in meetings
of the Executive Committee and meetings of
the Board of Directors Based on this evaluation,
decisions are made to continue or alter strategy.

G4-51

Description of
compensation
policies for the
superior governing
body and senior
management.

Compensation policies are planned by members
of senior management. Senior management has a
remuneration policy with fixed and variable parts
based on achieving quantitative objectives and
performance and attitudes in accordance with
Crèdit Andorrà’s cultural values model. Severance
compensation is subject to applicable law.

G4-52

Processes to
determine
compensation.

Criteria set out in the remuneration policy are
followed to determine the amount of compensation
to be received. The company uses the Hay Job
Evaluation method to assess job roles by profile
and pay scale and to classify all positions and
categories and salary ranges associated with these.

G4-53

Consideration of
the opinions of
interest groups on
compensation.

Criteria set out in the compensation norm, which
establishes remuneration according to professional
qualification, is used to determine the amount of
compensation to be received.

Omissions

External
verification
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Indicator

Description

Page or direct response

G4-54

Ratio of total annual
compensation
of the employee
with the greatest
compensation and
average annual total
compensation of all
personnel.

This
information
is
confidential.

G4-55

Percentage increase in
compensation.

This
information
is
confidential.

7. Ethics and integrity
G4-56

The organisation’s
7
values, principals, and Crèdit Andorrà has its own code of ethical
codes of conduct.
conduct, in line with the requirements of the
Andorran National Institute of Finance (ANIF).
ANIF is the body that regulates all financial
institutions in the Principality of Andorra with the
aim of preventing certain undesirable practices and
increasing the transparency and credibility of the
Andorran financial system internationally.
The Bank is also subject to Law 8/2013 on the
organisational requirements and operating
conditions of entities operating in the financial
system, the protection of investors, abuse of
markets and financial collateral arrangements,
leading to the adoption of internal policies to
ensure it is implemented correctly throughout the
Group.

G4-57

Internal and
external evaluation
mechanisms to
promote ethical and
lawful conduct.

Crèdit Andorrà has an Ethics and Deontology
Committee to promote best practices and ensure
compliance with the code of conduct, which
is available to all employees. This committee is
responsible for managing and resolving any doubts
or queries that may arise related to the practical
interpretation or application of the code. In 2015,
the Ethics and Deontology Committee received
10 consultations or requests for assessment from
employees.

G4-58

Internal and external
mechanisms for
reporting unethical
conduct.

The Ethics and Deontology Committee is the body
that receives cases of possible violations of the code
of conduct. It is responsible for analysing unethical
conduct and conduct that is beyond the scope of
the established framework. It also has the power to
approve, reject and issue penalties. The Ethics and
Deontology Committee directs investigations of
cases, which may entail the involvement of other
bodies in the entity. In all cases, the confidentiality
of the reporting party is guaranteed, except when
this information is essential for conducting the
investigation. In 2015, the Ethics and Deontology
Committee reviewed a total of six cases.

Omissions

External
verification
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Specific basic contents
Category: Economy
Focus of
Description
management
and indicators

Page or direct response

Omissions

Economic performance
G4-DMA

Management focus To advance towards a new banking paradigm, we
are focusing on prioritising resources, optimising
investments and structures already in place, and
investing in new projects.
Also, in line with our ongoing policy to implement
the best international practices and standards,
we are moving forward with the more stringent
solvency requirements of the new Basel III
regulations and with the asset assessment and
recovery system that incorporates the new
International Financial Reporting Standards
(IFRS).

G4-EC1

Direct economic
value generated
and distributed.

17-18

G4-EC2

Financial
consequences for
the organisation’s
activities due to
climate change.

Crèdit Andorrà believes that the risks of the
direct impacts of climate change are minimal.
Financial implications are considered to be
the direct consequences for Group entities
as banking, financial, insurance and asset
management institutions, and costs are considered
to be investments or expenditures to improve
environmental performance and to respond to
the challenges of climate change. The risks are
the impacts of climate change on Andorra and
their repercussions on the country’s economy and
risk from improper environmental management.
The main opportunities are considered to be
offering products to counter climate change and
having a good reputation in the event of attaining
environmental excellence.

G4-EC3

Benefits programs.

31

The
economic
value of the
benefits is
confidential
information.

External
verification
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Focus of
Description
management
and indicators
G4-EC4

Page or direct response

Omissions

External
verification

Omissions

External
verification

Significant
As a banking entity, Crèdit Andorrà does not
financial assistance receive public assistance.
received from the
government.

Leadership in Andorran banking
No GRIDMA

Management focus 7, 17

Risk control and management
No GRIDMA

Management focus 13

Internationalisation
No GRIDMA

Management focus 9-10

Category: Environment
Focus of
Description
management
and indicators

Page or direct response

Materials
G4-DMA

Management focus 59
We have identified the principal eco-efficiency
indicators resulting from our activities. These
will be measured and controlled so that the
measures needed to achieve the highest level of
eco-efficiency in our environmental efforts can be
implemented. This translates to minimising the
consumption of materials, principally paper, and
other aspects.

G4-EN1

Materials used.

59

G4-EN2

Valued materials
used.

There has been no consumption of valued
materials.

Energy
G4-DMA

Management focus 57-58
Electricity is the primary source of energy for
Crèdit Andorrà, representing almost 70% of total
internal consumption in 2015. The rest is diesel
used in heating systems, and, to a lesser extent,
used in certain specific emergency situations such
as use as a fuel in auxiliary startup equipment.
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Focus of
Description
management
and indicators

Page or direct response

G4-EN3

58

Energy consumed
within the
organisation.

Omissions

Annual
2013
energy
consumption
(GJ)

2014

2015

Trend for
2014-2015

Electricity

19,724

18,009

17,673

–1.9%

Diesel

6,412

7,715

8,903

13.3%

Note: Consumption is for the offices and buildings of Ròdol,
ICA and corporate headquarters in Andorra. Data is from
direct meter measurement. All fuel comes from non-renewable
sources. No energy consumed comes from renewable sources.

G4-EN4

Energy consumed
outside the
organisation.

58
External energy consumption, consumption that
takes place outside the bank’s facilities in which
the energy is not provided through an agreement,
comes primarily from the transport of employees
to the workplace (commuting to and from work
and corporate travel).
Data for CO2 emissions resulting from corporate
travel are shown in indicator G4-EN17.

G4-EN5

Energy intensity.

58

G4-EN6

Reducing energy
consumption.

57-58

G4-EN7

Reduction
of energy
requirements
for products and
services.

The products and services of Crèdit Andorrà are
not subject to energy requirements. However,
several initiatives are underway in the offices and
corporate buildings to lower energy consumption:
installing LED lighting systems in certain bank
buildings and offices, reflective vinyl has been
installed in the offices of the company headquarters
to improve the workplace environment, and
acquiring more efficient office equipment such as
cooling equipment.

G4-DMA

Management
focus.

59
We have identified the principal eco-efficiency
indicators resulting from our activities. These will
be measured and controlled so that the measures
needed to achieve the highest level of eco-efficiency
in our environmental efforts can be implemented.
This translates to minimising the consumption of
water in offices and corporate facilities and other
considerations.

G4-EN8

Total water
consumption by
source.

59
Data is from direct meter measurement. 100% of
water consumed comes from a municipal water
system.

Water

No data is
available
for energy
consumption
outside the
Bank.

External
verification
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Focus of
Description
management
and indicators

Page or direct response

Omissions

G4-EN9

Sources of water
that have been
significantly
affected.

Since Crèdit Andorrà has its offices in urban areas,
all water is collected and discharged through the
urban water network. For this reason, no impact
on water sources or ecosystems is foreseen.

Does not
apply.

G4-EN10

Percentage and
total volume of
water recycled and
reused.

Crèdit Andorrà does not recycle or reuse water.
Waste water is discharged into the public sewer
system.

G4-DMA

Management
focus.

56-58

G4-EN15

Emissions
of greenhouse
gases (GHG)
(Range 1).

58

G4-EN16

Indirect emission
of greenhouse
gases (GHG)
(Range 2).

58

G4-EN17

Of greenhouse
gases (GHG)
(Range 3).

58

G4-EN18

Intensity of
greenhouse gas
(GHG) emissions.

59

G4-EN19

Reducing
greenhouse gas
(GHG) emissions.

58
The Bank promotes different actions to prevent
CO2 emissions, such as videoconferencing, which
replaces numerous trips by car, train and airplane.

Emissions

The
calculation
of
greenhouse
gas
emissions
does not
include
messenger
services.

There is
no data for
reductions
of GHG
emissions
resulting
from these
initiatives.

External
verification
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Focus of
Description
management
and indicators

Page or direct response

Omissions

G4-EN20

Emission of
substances that
destroy the ozone
layer.

Crèdit Andorrà does not emit substances that
destroy the ozone layer, including those in the
annexes of the Montreal Protocol.

Does not
apply.

G4-EN21

NOX, SOX and
other significant
emissions.

Crèdit Andorrà does not emit NOX, SOX or
emissions.

Does not
apply.

External
verification

Effluent and waste
G4-DMA

Management
focus.

60

G4-EN22

Total wastewater
discharge.

Since Crèdit Andorrà has its offices and facilities in Does not
urban areas, all water is collected and discharged
apply.
through the urban water network.

G4-EN23

Waste generated.

60

G4-EN24

Significant spills.

Due to the nature of Crèdit Andorrà’s business
activities, no significant spills have taken place.

Does not
apply.

G4-EN25

Treated waste
Due to the nature of Crèdit Andorrà’s business
deemed hazardous. activities, no waste considered hazardous
according to the Basel Convention is generated.

Does not
apply.

G4-EN26

Water resources
and related
habitats.

Does not
apply.

Due to the nature of Crèdit Andorrà’s business
activities, water discharges do not affect water
resources.

Category: Social
LABOR PRACTICES AND WORK WITH DIGNITY
Focus of
Description
management
and indicators

Page or direct response

Occupation
G4-DMA

Management
focus.

32-35

G4-LA1

Hiring and average 32-33 35
employee rotation.

G4-LA2

Employee benefits.

31

G4-LA3

Labour
reincorporation
and retention
after maternity or
paternity leave.

36
100% of employees of the Crèdit Andorrà Financial
Group have the right to maternity or paternity
leave.

Omissions

External
verification
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Focus of
Description
management
and indicators

Page or direct response

Omissions

Occupational health and safety
G4-DMA

Management
focus.

40

G4-LA5

Employees
represented in
occupational
health and safety
committees.

Crèdit Andorrà does not have occupational health
and safety committees.

G4-LA6

Rates of
absenteeism,
occupational
disease, days
missed and
number of workrelated fatalities.

40

G4-LA7

Employees with
a high incidence
or high risk of
occupational
diseases.

Crèdit Andorrà’s business activities do not entail a
high risk of occupational hazard for its employees.
No position has been identified that has high risk
of occupational illness. Prevention awareness
campaigns are conducted.

G4-LA8

Occupational
health and safety
issues covered in
formal agreements
with labor unions.

Crèdit Andorrà does not have labour unions.

Training and education
G4-DMA

Management
focus.

37-39

G4-LA9

Average number of 37
hours of training
per year per
employee.

G4-LA10

Skill management
and lifelong
learning
programmes
that promote the
employability of
workers.

37-38

No data is
available by
gender and
occupational
category for
Andorra,
Spain or
Luxembourg.
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G4-LA11

39

Employees who
receive regular
progress and
professional
development
evaluations.

SOCIETY
Local communities
G4-DMA

Management focus 27-28, 42-55

G4-SO1

Development
27-28, 42-55
programmes
and evaluation
of impacts with
participation of the
local community.

G4-SO2

Potential and real
significant negative
impacts for local
communities.

The management and control of risks is one of the
priority objectives of the Group, and, as such, the
Group has the required infrastructure, methods
and internal controls. Policy and risk limits are
established by the Assets, Liabilities and Risks
Committee.

G4-FS13

Access for low
population density
and disadvantaged
areas.

The Crèdit Andorrà Financial Group does not
conduct its business activities in low population
density or disadvantaged areas.

G4-FS14

Initiatives to
improve access to
financial services
to disadvantaged
groups.

Crèdit Andorrà promotes different initiatives with
the aim of improving the quality of life of different
groups, including senior citizens.

Combating corruption
G4-DMA

Management
focus.

12-13

G4-SO3

Business units
analysed for
risks related to
corruption.

13
The active struggle against corruption (including
preventing money laundering, financing
terrorism and other considerations) is part of
the entity’s corporate culture and is pursued by
means of mechanisms extending to all of the
Group’s business units. Analysis of risks related to
corruption is regulated by law. The organisation
also has an internal audit department, which is
part of the regulatory and audit compliance unit,
and manages risk.

Omissions
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G4-SO4

Communication
and training in
anti-corruption
procedures and
policies.

37

G4-SO5

Confirmed
incidents of
corruption.

No confirmed incidents of corruption have taken
place.

Unfair competition
G4-DMA

Management focus In accordance with its code of ethics, Crèdit
Andorrà endeavours to compete in markets in an
honest and fair manner.

G4-SO7

Actions related to
monopolistic and
anti-competitive
practices.

There have been no actions related to monopolistic
and anti-competitive practices.

G4-DMA

Management
focus.

13

G4-SO8

Fines and nonfinancial penalties
for failure to
comply with the
law.

There have been no significant fines or penalties for
failure to comply with the law in the provision and
use of products and services.

Compliance

Good corporate governance
No GRIDMA

Management
focus.

12-13

Omissions
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Health and safety reviews
G4-DMA

Management
focus.

The Crèdit Andorrà Financial Group acts in
accordance with the values outlined in its
cultural model. It is committed to designing and
developing products and services to meet the
needs and demands of customers while providing
universal and non-exclusive customer service
aimed at financial inclusion. The Crèdit Andorrà
Financial Group offers its clients a wide range
of financial products and services of the highest
quality, based on studying the real market situation
and the needs of different client segments. In its
relations with clients, it offers fair, personal and
local service based on trust, transparency and the
confidentiality of information in accordance with
current legislation and our clients’ internal rules
and procedures. The Crèdit Andorrà Financial
Group also provides reliable, professional and
transparent counseling services founded on
listening actively to customer needs. The Group is
committed to promoting products through sales
and marketing campaigns that respect human
dignity and best business practices.
And finally, information on products is subject
to ANIF regulation. Descriptions are available
for all products that define characteristics and
provide detailed information, including general
risks. Descriptions of investment products—which
clearly entail some risk for the client—have a
section specifically on risk.

G4-PR1

Products and
services for
assessing client
health and security
impacts.

The Group’s quality management systems are ISO
9001 certified to ensure the quality of services
provided for products sold.
Our offices have security systems in place to
minimize the risk of robbery and theft (equipment
to capture and record digital images, exclusive
access doors, etc.). The Group also has a director of
security position.

G4-PR2

Failure to comply
with health
and safety legal
requirements
on the impacts
of products and
services.

There have been no incidents of this type. All
products provided are supervised by the Product
Committee and the Assets and Liabilities
Committee by means of the institutional
framework for the supervision of investment.
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Labeling of products and services
G4-DMA

Management
focus.

25
Crèdit Andorrà promotes responsible, transparent
and clear communication and information. This
is one the Bank’s key priorities and one of the
most important considerations for customers and
regulatory agencies. The objective of this is to help
the client make well-informed financial decisions.
We apply all current legislation on transparency
and clarity of information to help our clients and to
protect them. We offer all relevant information to
our clients in a manner that is easy to understand
and protect their interests at all times.

G4-PR3

Information on
products and
services.

The Bank’s products and services are subject to
ANIF regulation on information and how products
and services are marketed and sold, which
guarantees the transparency of these procedures.

G4-PR4

Failure to comply
with regulations
on information
and labeling of
products and
services.

There has been no failure to comply with
regulations or voluntary codes related to
information and labeling of products and services.

G4-PR5

Results of client
satisfaction
surveys.

24

G4-DMA

Management
focus.

26

G4-PR8

Complaints about
respect for privacy
and losses of
customer data.

26
Crèdit Andorrà has an obligation to protect its
clients’ and employees’ most personal and private
information as stated in its code of ethics and
applicable laws on privacy, data protection and
banking secrecy.
There have been no complaints about respect for
privacy or loss of customer data.

Client privacy

Regulatory compliance
G4-DMA

Management
focus.

13

The result
of client
satisfaction
surveys is
confidential.
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G4-PR9

Fines and nonfinancial penalties
for failure to
comply with the
law.

There have been no significant fines for failure to
comply with the law in the provision and use of
products.

Management
focus.

Crèdit Andorrà strives to attain the best
performance to risk ratio, and to prevent, minimise
and mitigate factors which may pose a risk for
the environment or the community as much as
possible. It endeavours to ensure that its business
activities are always in line with its corporate
values, codes of conduct and the general principles
of risk.

Audit
G4-DMA

Innovation in products and services
No GRIDMA

Management
focus.

22-24

Information transparency for markets and clients
No GRIDMA

Management
focus.

10-12

Financial education
No GRIDMA

Management
focus.

25

Quality and efficiency in client service
No GRIDMA

Management
focus.

16, 22-24
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