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STATEMENT BY THE CHIEF
EXECUTIVE OFFICER
2011 stands out for its complex economic and financial environment. Within this context of widespread
uncertainty, our customers’ trust relies on project solvency, on the stability of firms and on taking other
aspects into account that are not related to management, such as ethical, social and environmental
principles. Maintaining substantial, sustained growth is a long-term aim for Crèdit Andorrà but, at the
same time, ensuring integrity and transparency in our management and balancing our business targets
with our social and environmental goals also form part of our corporate strategy. And our firm belief in
this will carry on into the future.
In 2011 we continued to strive to adapt and prepare the Group to contend with the market’s current
situation, to create new business opportunities and consolidate our international undertakings. The
2011-2014 Strategic Plan demonstrates our aim to continue as Andorra’s leading, benchmark bank and,
at the same time, thanks to our growing international expansion, to become the Andorran bank in the
world. In 2011 we took another significant step forward in our international project, both within the
European Union and in Latin America and the United States.
This growth in the Crèdit Andorrà Group has had a direct effect on our personnel management. New
professionals have joined our team, reinforcing our talent and responding to our new management and
leadership requirements. This has been complemented by the progress made in developing the skills of
our existing employees, with specific training plans to successfully tackle the challenges of the future,
encouraging a low staff turnover and striving to build up a cohesive team of professionals who identify
with the Group and its Cultural Model.
At Crèdit Andorrà, in spite of the crisis, we are working with our eyes firmly on the long-term. The
Group’s stability and expansion are parallel to upholding our responsibility to society. We are deeply
committed to the development of our country and the people who live in it. That’s why we promote
initiatives to encourage economic progress and improve the well-being of society, principally through the
Fundació Crèdit Andorrà, which works along three main lines of action: in education, society and culture.
We are facing a future with new challenges and goals within a constantly evolving environment in banking
and financial terms. We believe our work in corporate social responsibility helps to improve our corporate
management and also contributes to sustainable development and the benefit of society. The robustness
of our endeavour ensures sustainable, committed growth.

Josep Peralba i Duró
Chief Executive Officer
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SOCIALLY
RESPONSIBLE MANAGEMENT
The Crèdit Andorrà Group has led the way in promoting a corporate social responsibility strategy to
strike a social, environmental and economic balance among our activities. This commitment, totally
integrated within our overall management and included in our Cultural Model, is a key factor in
determining the long-term success of the Bank and the Group.
This is the focus of our Social Corporate Responsibility policy, reinforced by an action plan that sets
the goals to be achieved and the actions to be carried out across the board in each of the areas of
sustainability: aspects related to society, the environment and the economy.
As a result of the Crèdit Andorrà Group internationalisation process, we are working on implementing
our social corporate responsibility strategy in our new subsidiaries.

INTRODUCTION TO THE REPORT
Every year since 2003, the Crèdit Andorrà Group has published its corporate social responsibility Report
to provide information on the progress made by all the Group’s activities in the areas of society, the
environment and the economy. The content of the Report corresponds to the period between January
1 and December 31, 2011.
This Report has been drawn up according to the principles established in version 3.1 of the Sustainability
Reporting Guidelines of the Global Reporting Initiative (GRI), as well as the supplement on the financial
services sector.
According to the Guide, this Report has a self-declared application level A, certifying that it complies
with the requirements concerning the management profile and focus and provides all the development
and supplementary indicators for the sector.
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STAKEHOLDER INVOLVEMENT
The content to be covered by this Report is determined by the priorities of our stakeholders.
Consequently, and for the second year in a row, we have carried out a survey to establish these priorities
and evaluate the materiality of the content.
Aspect materiality analysis
The following diagram shows the rating given by each stakeholder group regarding each aspect covered
by the survey. By means of a rating scale with four degrees of interest assigned to each aspect included
in the Report, we have been able to determine the priorities of each stakeholder.
Aspect materiality varies according to the stakeholder but, overall, those aspects considered to be the
most important, with very little difference between them, are customers, corporate information and
human resources, followed by information on the community and environment.
For employees, the aspects of most interest are customers, corporate information and human resources.
For customers, they are those related to corporate information, customers and human resources. For
the community, the priorities are corporate information, human resources and the community. For
suppliers, they are principally corporate information and customers. And, lastly, for the media, the
most important aspects are those related to corporate information and customers.

Corporate information
4

3

2

Environment

Community
1 No interest

Employees
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Human resources

1

2 Low interest

Customers

Customers

3 Medium interest

Community

4 High interest

Suppliers

Media

PROFILE OF THE GROUP
The Crèdit Andorrà Group is the leading financial group in the Principality of Andorra. We provide
financial products and services included within Private Banking, Individual Banking and Corporate
Banking, complemented with other lines of business offered by the Group, such as asset management
on an international scale and consultancy and products in the area of insurance.
In order to contribute to the progress of Andorra, we promote a wide range of initiatives in addition
to the social actions promoted by the Fundació Crèdit Andorrà in the areas of education, society and
culture.
Although we operate mainly in Andorra, we are currently immersed in an internationalisation process
in America, both Latin America and the United States, as well as in Europe.
Crèdit Andorrà is a 100% Andorran financial institution.
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The Crèdit Andorrà Group in the world

United States
Asset management
• Beta Capital Management LP,
broker dealer

Mexico
Asset management
• CA México Asesores
Patrimoniales, asset
management

Panama
Banking and financial activities
• Banco Crèdit Andorrà
(Panamá)
Asset management
•

Crèdit Andorrà Panamá
Securities, securities firm

Uruguay
Banking and financial activities
• Oficina de Representación de
Crèdit Andorrà y de Banco
Crèdit Andorrà (Panamá) en
Uruguay (Representative office
of Uruguay)
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Switzerland
Asset management
• Private Investment Management,
asset management

Luxembourg
Banking and financial activities
• Banque de Patrimoines Privés SA
Asset management
•

Crediinvest Sicav / Investcredit
Sicav, collective investment
companies

Andorra
Banking and financial activities
• Crèdit Andorrà
Asset management
• Crèdit Andorrà Asset
Management Crediinvest SA,
fund investment manager
Insurance
• Crèdit Assegurances, life
assurance
•

Financera d’Assegurances, nonlife insurance

•

Vincles, actuarial consultancy

Social activity
• Fundació Crèdit Andorrà
Company holdings
• Tourism sector
ENSISA, snow services
NEVASA, snow services
SEMTEE, leisure services
•

Crèdit Iniciatives, development
capital

Spain
Banking and financial activities
• Banco Alcalá
Asset management
•

Alcalá de Pensiones, pension funds
management

•

Gesalcalá, SGIIC, funds management

•

Valira Capital Asset Management
SGIIC, funds management

Insurance
• ERM, insurance consultant and broker
11
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Ratings, awards and certification
As leaders in the sector, we have continued to strive for transparency and compliance with European
standards, as well as with greater regulatory compliance, always preserving best practices in management
and quality, as certified by the different awards and certification we have obtained.
We have managed to maintain excellent ratings within a difficult context. Fitch Ratings rated Crèdit
Andorrà long-term “A-”, short-term “F2”, individual “B/C” and support “5”, of note being our stable
outlook. In its rating, Fitch emphasised the strength of Crèdit Andorrà and its leadership in the
country’s financial sector, although the rating has been affected by Andorra’s economic crisis and the
situation of the property market.
Also notable is the fact that we have remained the first among Andorra’s banks in the Top 1000 ranking
published every year by the publication The Banker. This ranking classifies the top 1,000 banks in the
world according to their capitalisation. Crèdit Andorrà has been ranked 667.

Crèdit Andorrà Asset Management has joined Board for the Spanish association that
promotes GIPS
Crèdit Andorrà Asset Management, the Crèdit Andorrà
Group investment fund management company, is the first
Andorran institution to become a Board member of the
Spanish Association for Global Investment Performance
Standards (GIPS). By joining this organisation, we have
reaffirmed our commitment to adopting and spreading
the standards of good governance for the financial sector
as a means to ensure greater transparency.
At Crèdit Andorrà Asset Management we have been applying these standards of transparency in our
investment performance calculations since 2006. With this new move, our aim is to help promote GIPS
in Andorra, Spain and Latin America.

Trading Room
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Economic / Financial
Ratings
Fitch Ratings: long-term “A-” with stable outlook, short-term “F2”,
individual “B/C” and support “5”
Top 1000 ranking, position 667 (The Banker, July 2011)

•
•

Certification
GIPS certification (Global Investment Performance Standards) for Crèdit
Andorrà Asset Management

•

Awards
Andorra Bank of the Year 2002, 2003, 2004, 2006, 2007, 2008 and 2010.
Award given by the financial publication, The Banker, of the Financial Times
Group

•

Quality
Certification
•

ISO 9001:2008 for the departments of Treasury and Capital Market and of
Market Administration and Control at Crèdit Andorrà

•

ISO 9001:2008 for Crèdit Andorrà Asset Management

•

ISO 9001:2008 for Valira Capital Asset Management

Other
Member of AIMA (Alternative Investment Management Association)
Crèdit Andorrà Asset Management

•

Environment
Certification
•

ISO 14001:2004 for Crèdit Andorrà
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Main branch and subsidiaries of the Crèdit Andorrà Group
Banking and financial activities

Asset management

Crèdit Andorrà
Main Branch
Av. Meritxell, 80
AD500 Andorra la Vella
Tel. +376 88 86 00
Fax: +376 88 86 01
Tel. Corporate Banking: +376 88
93 00

Crèdit Andorrà Asset
Management
Crediinvest SA
C/ Bonaventura Armengol, 6-8
AD500 Andorra la Vella
Principality of Andorra
Tel. +376 88 95 10

Banco Alcalá SA
C/ Ortega y Gasset, 7 4ª planta
28006 Madrid
Spain
Tel. +34 914 310 911
Banque de Patrimoines Privés, SA
30, Boulevard Royal
L-2449 Luxembourg
Tel. + 352 27 207 1
Banco Crèdit Andorrà (Panamá)
Regus Business Centre
Torres de las Américas
Torre A, Piso 10
Punta Pacífica
Panama, Rep. de Panama
Tel. +507 306 48 00
Oficina de Representación de
Crèdit Andorrà y de Banco Crèdit
Andorrà (Panamá) en Uruguay
Edificio Quantum Oficina 506 A
Ruta 8, km 17.500 (Zonamérica)
91600 Montevideo
Uruguay
Tel. +598 2518 4895

Alcalá de Pensiones
C/ Goya, 23
28001 Madrid
Tel. +34 914 310 911
Gescalá SGIIC
C/ Goya, 23
28001 Madrid
Tel. +34 914 310 911
Valira Capital Asset Management
C/ Moreto, 5
28014 Madrid
Tel. +34 914 290 837
Investcredit SICAV – Crediinvest
SICAV
Sociétés d’investissement à
capital variable
Registered Office: Aerogolf
Center, 1A
Hoehenhof, L-1736
Senningerberg,
Luxembourg
Private Investment Management
PIM Private Investment
Management SA
Case Postale 539
Rue du Général-Dufour 20
CH - 1211 Geneva 17
Tel. +41 22 849 02 90
Beta Capital Management LP
777 Brickell Avenue
Suite 1201
Miami, Florida 33129
United States of America
Tel. +1 305 358 88 44
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CA México Asesores Patrimoniales
Torre Tres Picos
Arquímedes núm. 19 pisos 1 y 2
Col. Bosque de Chapultepec
Delegación Miguel Hidalgo
11580 Mexico City - Mexico
Tel. +52 (55) 52814644
Crèdit Andorrà Panamá Securities
Regus Business Centre
Torres de las Américas
Torre A, piso 10
Punta Pacífica
Panama, Rep. de Panama
Tel. +507 306 48 00

Insurance
Crèdit Assegurances
C/ Bonaventura Armengol, 6-8 2n
AD500 Andorra la Vella
Principality of Andorra
Tel. +376 88 89 00
Vincles
C/ Bonaventura Armengol, 6-8 2n
AD500 Andorra la Vella
Principality of Andorra
Tel. +376 88 89 00
ERM Hòlding
Barcelona
C/ Caravel·la La Niña, 12 9è
08017 Barcelona, Spain
Tel. +34 932 803 133

Social activity
Fundació Crèdit Andorrà
Av. Meritxell, 80
AD500 Andorra la Vella
Principality of Andorra
Tel. +376 88 88 80

GOVERNANCE STRUCTURE
Crèdit Andorrà and good governance
At Crèdit Andorrà we act in accordance with Andorran law and to the principles established by
supranational bodies such as the OECD and the European Union. We guarantee compliance of the
OECD’s principles regarding corporate governance (Sound Corporate Governance) for banks by the
Basil Committee on Banking Supervision.
The Regulations of the Crèdit Andorrà Board of Directors, approved on November 19, 2008, contain
the applicable legal framework and establish the principles of action for this governance body and its
functions. They also detail the rights and duties of the members and their personal responsibility when
holding office, as well as clarifying any conflicts of interest.
Pursuant to Andorra’s new legislation on the legal regime for banks (Act 14/2010 on the legal regime
for banks and the basic administrative regime for operational entities of the financial system), the
Crèdit Andorrà Group has achieved an appropriate, proportional structure in terms of the following
functions: regulatory compliance, risk management and internal audits.
Regarding the function of regulatory compliance, we have set up a Regulatory Compliance department
to verify the constant, effective compliance of the Group’s obligations and of the people who form a
part of it (administrators, general management, personnel and financial agents).
With regard to risk management, at the Crèdit Andorrà Group we apply the appropriate administrative
and accounting procedures, internal control mechanisms and effective risk management techniques to
assess the risks resulting from our activities, processes and systems, as well as establish the level of risk
tolerated.
In terms of internal audits, we have an independent body responsible for examining and assessing the
suitability and efficacy of the systems, internal control mechanisms and provisions, as well as drawing
up recommendations and verifying their compliance.
All Crèdit Andorrà Group employees are expected to apply, at all times, the strict rules of professional
conduct contained in the code of ethics and conduct, which includes the policies and rules approved
by the Board of Directors and the Executive Committee, respectively.
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ORGANS OF GOVERNMENT
Board of Directors
Chairman: Antoni Pintat Santolària
Vice-Chairman: Jaume Casal Mor
Chief Executive Officer / Secretary: Josep Peralba Duró
Member of the Board: Rosa Pintat Santolària
Member of the Board: Maria Reig Moles
Member of the Board: Josep Vidal Martí

Executive Committee
Chief Executive Officer / General Manager: Josep Peralba Duró
Business Deputy General Manager: Xavier Cornella Castel
International Private Banking Division Director: David Betbesé Aleix
Insurance group Director: Josep Brunet Niu
Commercial Banking Division Director: Sílvia Cunill Calvet
Financial Division Director: José Luis Dorado Ocaña
General Secretary to the CEO: Agustí Garcia Puig
Loans Division Director: Frederic Giné Diumenge
Management Risk and Financial Planning Division Director: Francesc Jordà Blanes
Resources Division Director: Ramon Lladós Bernaus
Private Banking - Europe Division Director: Frank Martínez Sánchez
Private Banking - America Division Director: José Antonio Monreal Hurtado
Risk and Regulatory Compliance Division Director: Andrés Roldán Cubas

Advisory Council
Member of the Advisory Council: Stève Gentili, chairman of the Forum Francophone des Affaires (FFA)
and chairman of BRED, the leading French regional bank, member of the Banques Populaires group
Member of the Advisory Council: Enrique de Leyva, former partner and director in Spain of McKinsey
and founding partner of Magnum Capital
Member of the Advisory Council: Joaquim Muns, professor emeritus of International Economic
Organisation and Jean Monnet Chair in European Integration at Barcelona University. Former executive
director of the International Monetary Fund (IMF) and of the World Bank and former board member of
the Bank of Spain

Note: At December 31, 2011

16

ORGANISATIONAL STRUCTURE
With the aim of reinforcing the organisational structure of the Crèdit Andorrà Group to be able to
tackle the challenges of the future, we have restructured the functions of the different areas to strengthen
those directly related to the business.
Board of Directors

Internal Audit

Chief Executive
Officer - General
Manager
Josep Peralba Duró

General Secretary to the CEO
Agustí Garcia Puig

Resources Division Director
Ramon Lladós Bernaus

Institutional Relations
Corporate Communication
Fundació Crèdit Andorrà
Legal Services

Human Relations
Systems
Organisation and General Services

Loans Division Director
Frederic Giné Diumenge

Management Risk and Financial
Planning Division Director
Francesc Jordà Blanes

Risk and Regulatory Compliance
Division Director
Andrés Roldán Cubas

Accounting
Management Control
Balance Management

Business Deputy
General Manager
Xavier Cornella
Castel

Regulatory Compliance and
Internal Control
Prevention of Money Laundering
Financial and Operational Risk

Marketing

Private Banking –
America Division
Director
José Antonio
Monreal Hurtado

Private Banking –
Europe Division
Director
Frank Martínez
Sánchez

Private Banking
- International
Division Director
David Betbesé Aleix

Commercial
Banking Division
Director
Sílvia Cunill

Financial Division
Director
José Luis Dorado
Ocaña

Insurance group
Director
Josep Brunet Niu

Mexico
Panama
Uruguay
USA

Luxembourg
Spain

Andorra
Switzerland
International Branch

Corporate Banking
Individual Banking
Complementary
Channels

Asset Management
Cash and Banks
Back Office

Crèdit Assegurances
Vincles
Non-Life Holdings

Note: 31 December 2011
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+ TECHNOLOGY AT THE
SERVICE OF CUSTOMERS

+ AUTOMATIC BRANCH
SERVICES 24/7

+ 90,000
transactions
carried out

8.9%

+ 900

of e-Crèdit users
use e-Crèdit Mòbil

New SMSCrèdit alert service: +

companies with
24/7 card

96,000 messages sent

New discounts with the bank’s cards

O

ur overall customer-oriented approach, satisfying their needs and preserving their trust are
key aspects to our business. We strive to achieve the best service based on closeness, personal
attention and active assistance and to offer the most appropriate products adapted to our
customers’ requirements.
We hold awards, certificates and standards that endorse our management and represent the Bank’s firm
commitment to following best financial and banking practices, guaranteeing quality, transparency and
continued improvement.

Improved services
New e-Crèdit Mòbil service
This new application for mobile phones allows users to consult, simply and intuitively, their e-Crèdit
online banking service from their iPhone, iPad and also using Android technology. This represents
another step forward in our aim to offer customers a close, innovative service adapted to new
technologies, as well as being the first bank in the country to offer such a service.
This application, totally free of charge, includes a GPS tracker for the whole Crèdit Andorrà branch
network and all its automatic branches, providing direct, fast contact with the Bank via the different
telephone numbers for the branches, the Línia Directa Crèdit service and also the hotline for reporting
the loss of a credit card.

Mòbil
Obrim les portes a un
servei més proper
Consulta els teus comptes
a través d’aquesta aplicació

Línia Directa Crèdit
Previously aimed only at individual customers, we have now extended our free online banking service, Línia Directa
Crèdit, to our corporate customers so that they can carry out consultations and operations quickly and securely
during a longer timetable than the one offered by the branches. Ease and immediacy are the main features of this
service as all you need is a telephone and someone will immediately attend to your query.
Unlike the Línia Directa Crèdit for individuals, the corporate version allows users to choose the type of service
required; account queries and also operations. This service is complementary to the e-Crèdit service, where users can
consult operations carried out.
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New card deposit service at the automatic branches
Initially, this kind of service was only designed for companies and commercial establishments but it is
now also being offered to customers that hold Crèdit Andorrà credit and/or debit cards via the deposit
terminal. We are the only bank in the country to offer this service.
Apart from increasing the number of functions available at these terminals, we have also recently
extended the zones of 24-hour automatic services, making them accessible to everyone.

90,000

+
operations carried out
since the
automatic branches
came into operation

900

+
companies with
24-hour cards

More security for customers
International bank account number (IBAN)
In order to offer appropriate, high quality services, Andorra’s banks have made a huge effort to
standardise and facilitate the application of an international account identification system that provides
a unique ID for each customer account in all the country’s banks. The result of this work is the IBAN
account format, which contains information to be able to identify account numbers at a European
level. The IBAN format must be used to operate with the country’s banks.
A converter is available on the Bank’s website and also the e-Crèdit page to change the customer’s old
account number into the new IBAN account. We also provided customers with a dedicated hotline to
resolve any doubts related to the change in account number.

Publication of a leaflet with tips on how to prevent fraudulent card use
This service is in addition to other measures aimed at safeguarding secure card use, such as providing
practical tips to avoid fraud, taking advantage of the advertising line and also insurance related to
fraudulent use. This leaflet is available to all the Bank’s customers.
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New alert service for card payments
Crèdit Andorrà led the way in Andorra in establishing security measures for cards in order to minimise
the risk of fraudulent use. In 2011 we started up our free SMSCrèdit service, which sends alerts via text
messages to users’ mobile phones, advising them of any card payments. This allows the cardholder to
monitor any substantial amounts charged to their account and spot possible fraudulent operations
carried out by unauthorised people with their card.

96,543

text messages sent

SOCIALLY RESPONSIBLE PRODUCTS
PIAM
More
insurance services
L’ assegurança de salut que reemborsa fins al 100% de les despeses reals
en assistència mèdica, farmàcia i hospitalització que no cobreix la CASS.
Té plena llibertat per escollir metge i centre mèdic, sense límit geogràfic o d’especialitat.

triar entre la pòlissa individual
o la familiar.the Comprehensive Medical Assistance Plan (PIAM in Catalan)
NewPot
policies
under
En termes generals, no hi ha restriccions pel que fa al nombre de visites o actes mèdics.
L’assegurança també inclou cobertures per actes d’homeopatia, d’ortofonia, d’ortòpsia i de psiquiatria.
En cas de malaltia greu té una indemnització de 10.000 € i la possibilitat de contrastar el diagnòstic inicial amb una segona opinió mèdica.
En cas de defunció de l’assegurat (entre 18 i 65 anys), els beneficiaris reben una indemnització d’un mínim de 10.000 €; en cas de
defunció per accident, de 20.000 €, i de 30.000 € si la mort es produeix per accident de circulació.
Les prestacions i/o indemnitzacions per sinistre poden arribar fins a un 1.000.000 €.
Pot enviar documents escanejats (factures, fulls grocs, etc.) a l’adreça de correu electrònic prestacions@creditassegurances.ad,
cosa que li evitarà haver-se de desplaçar a les oficines de Crèdit Andorrà o a Crèdit Assegurances.

The PIAM has extended its cover with a new policy that reimburses expenses for psychiatric treatment.
This cover is also provided to those insured under Crèditsalut.
Demani assessorament als nostres gestors. Li oferim una gestió integral en assegurances de vida i salut adaptada a les seves necessitats
personals i professionals.

In addition to those insured with the Andorran Social Security body (CASS in Catalan), the PIAM has
also been extended to all self-employed professionals that do not come under CASS.

Agreement with the Hospital Nostra Senyora de Meritxell
Crèdit
Assegurances and the Hospital Nostra Senyora of Meritxell have taken out an agreement so
PIAM
that patients insured under the PIAM or Crèditsalut, when they leave hospital, do not have to pay the
proportion of the costs not covered by the CASS.

PIAM
PROTEGIM
LA TEVA SALUT
I LA DELS TEUS
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Socially and environmentally-aware financing
Crèdit Estudis (Studies Loan)
Loan policy aimed at funding training for the young people of Andorra, both in the country and
abroad. This loan helps them to pay for expenses incurred during the academic year, such as enrolment
fees, academic material, computers, travel and accommodation, among others.

1,675,051 euros
in assets

Crèdit Cotxe Ecològic (Ecological Car Loan)
Loan to finance the purchase of new vehicles classified as ecological (CO2 emissions < 120 g/km),
whereby customers benefit from a 10% discount on the loan’s interest.

10%

discount
on the loan interest
for an ecological car

Crèdit Ecoeficiència (Eco-efficiency Loan)
Subsidised loan for the reconditioning of buildings to boost energy efficiency, aimed at builders and
the owners of property of any kind. For this kind of financing, the reforms must be based on a technical
study or energy audit to reduce the building’s environmental impact and increase energy efficiency.

Crèdit Andorrà t’ajuda a ser

ec

€ ficient

A Crèdit Andorrà volem impulsar un canvi positiu
col·laborant a fer que els edificis del país s’adaptin cada
cop més als estàndards de construcció ecològica i eficient.
Per això hem creat el nou Crèdit Ecoeficiència*, perquè
constructors i propietaris puguin desenvolupar projectes
sostenibles, que els permetran estalviar i alhora
contribuir a fer d’Andorra un país encara més verd.

Crèdit Ecoeficiència. Per tu, per tots.

*Concessió subjecta als criteris de risc de l’entitat
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Informa-te’n a qualsevol
de les nostres oficines

Solidarity schemes
Clau Visa – Unicef
A credit card that contributes towards a global campaign to fight against HIV-AIDS on the African
continent, aimed at helping children, teenagers and mothers.
•
•

Customers contribute to the campaign with a minimum annual payment of 30 euros.
Crèdit Andorrà allocates 50% of its earnings from the commissions charged for using the card
abroad and also makes an additional direct contribution to the campaign every year.

45,642 euros contributed
23,395 euros from customer donations
22,247 euros provided by Crèdit Andorrà

655 users
of the Clau Visa – Unicef card

Since 2004, Crèdit Andorrà has been collaborating with the Andorra National Committee of UNICEF
on development projects.

Other products
Piotargeta (Piocard)
Savings card aimed at children up to 12 years of age, whether they are members of the Piolet Club
or not, which only allows them to deposit money, an operation the children can carry out via the
deposit terminals of the automatic branches and at Crédit Andorrà’s branch network. Holders of the
Piotargeta also benefit from periodic gifts and promotions. This product has been launched thanks to
the collaboration agreement signed in 2011 between Crèdit Andorrà and Ràdio i Televisió d’Andorra
(RTVA) with the aim of encouraging and promoting the habit of saving among children.
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Opening accounts for workers during the ski season
Crèdit Andorrà has set up its Oficina Central (Main Branch) in order to meet the needs of those
working during the ski season. This is a specific branch where they can open up an account and access
the necessary products and services to be able to operate via all the channels complementary to our
branch services: payment cards, Línia Directa Crèdit service (telephone banking) and e-Crèdit (online
banking).

Socially responsible investment fund – Crediinvest Sicav Sustainability
An investment fund that offers the chance to invest in the shares of leading firms in sectors closely
related to sustainable growth or that have incorporated environmental criteria into their operations.
This is the only fund of its kind in the country. It provides investors with higher returns than the global
equity markets, its reference index being MSCI WORLD EUR, a worldwide equity reference index.

2.8 million euros in assets
Investment currency: euro

ADVANTAGES AND DISCOUNTS FOR CUSTOMERS
New advantages and discounts with Crèdit Andorrà cards
Crèdit Andorrà cardholders benefit from discounts and advantages in a range of areas, such as sports,
ski resorts, shopping and leisure.

15% discount

on hiring ski equipment
and buying sports material
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3% discount on buying fuel 15% discount
and other products at
petrol stations

on the one-day Family Pass
at the themed ecopark of the
Pyrenees

Collaboration with the Carnet Jove Association
New Carnet Jove Pack Andorra 2011
The Carnet Jove Pack contains 48 vouchers with free services and discounts in the areas of sport, culture,
transport, training, health, beauty, leisure and technology that can be used in Andorra, Catalonia, the
Balearic Islands and the Basque Country. Compared with 2010, we have extended the regions where
vouchers can be exchanged.
We have also increased the number of vouchers in the booklet, incorporating two new offers:
advantages related to new technologies such as mobile phones; and Crèdit Assegurances is waiving the
first premium when taking out health insurance.

Andorra Dance Sound Festival
Through Carnet Jove 16PUNT30, once again we sponsored the Andorra Dance Sound Festival, which
benefitted from the presence of DJs from Flaix FM Andorra, the event’s official station.

COMMUNICATION AND DIALOGUE
Customer satisfaction surveys

Corporate Banking

6.69

7.28

7.09

7.42

Individual Banking

8.02

5/10

Rating of the overall satisfaction
with the quality of the service
provided

Overall rating of the online
banking services

Overall rating of the
automatic branches

25

Corporate Social Responsibility Report 2011

Crèdit Assegurances campaign to promote health
We have publicised the new features and advantages of our health products, PIAM and Crèditsalut,
by means of a health awareness and promotion campaign among the population. An apple, associated
with health, was the symbol chosen for a campaign that included specific actions and mailings to raise
the awareness of the Bank’s employees, different customer segments and the public at large.
This initiative involved more than 20,000 apples being handed out in a street marketing action and
through the branches themselves.

Street marketing action for the insurance campaign

Information campaign on Act 14/2010 on the legal regime for banks and the basic
administrative regime for operational entities of the financial system
Since this Act came into force, financial institutions have had to inform their customers regarding
any investment-related aspects that affect them. In compliance with this law, the Bank launched an
information campaign aimed at our customers that included the publication of an information leaflet,
among other elements.

New Vincles internet portal
We have incorporated the new Vincles website within the internet portal of the Crèdit Andorrà
Group to boost our presence on the internet and reinforce the image and content of the Bank's
insurance group. The aim of this website is to present the services of the Group's actuarial
consultancy at an international level.
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Crèdit Andorrà YouTube channel
We have set up a YouTube channel through which we promote corporate videos related to the activities
carried out by the Bank, the Foundation and other Group companies.
This new YouTube channel is another step forward in our aim to establish communication channels
with our customers and society. It provides a window onto a wide range of valuable multimedia
material, demonstrating our desire to get closer to our customers and raise awareness of the Bank's
and Foundation's commitment to society, education and culture. The website address to access the
YouTube channel is http://www.youtube.com/creditandorra.

GOALS
2011

Reached

Underway

Continue offering advantages and discounts to specific customer segments.
Strengthen complementary channels for customers to carry out banking operations.
Strengthen customer communication through complementary channels.

2012
Continue offering advantages and discounts to customers.
Continue supporting the main economic sectors to boost the country's economic recovery.
Strengthen complementary channels (e-Crèdit, Línia Directa Crèdit and automatic branches).
•
•

Make it easier to carry out banking operations through complementary channels.
Improve and enhance the level of customer communication.

Strengthen electronic mail via the e-Crèdit service.
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RISE IN THE
CRÈDIT ANDORRÀ GROUP
WORKFORCE

25 NATIONALITIES
WITHIN THE TEAM

17.79%

Internationalisation has had a global effect on the human
resources policy

1,027.5 hours of basic, class-based training in occupational

risk management at Crèdit Andorrà

O

ur employees’ skills and knowledge are key factors that determine our success. That’s why
our aim is to continue attracting and retaining highly qualified employees, offering optimum
working conditions and enhancing their development and career opportunities. These are
essential aspects to preserve our competitiveness and achieve the goals set.

Managing growth: the main challenge of the year
The internationalisation of the Crèdit Andorrà Group has required significant effort to manage our
growth systematically and carefully. Growth that, on the one hand, involves taking on new recruits,
new professional profiles and new nationalities and, on the other hand, involves integrating these new
employees within the Group to ensure they make up a single cohesive team.
In response to this growth and in line with the new 2011-2014 CLAU strategic plan, we have resized
our departments and adapted our organisational structure, reinforcing essential areas to meet these
new requirements. To ensure optimisation and efficiency in this organisational readjustment, in 2011
we focused on the following:
•

Adding new professional profiles to boost talent and respond to the new management and
leadership requirements.
Building a cohesive team of professionals who identify with the Crèdit Andorrà Group and its
Cultural Model.
Enable employees to successfully handle the challenges brought by internationalisation.

•
•

TEAM PROFILE
The workforce of the Crèdit Andorrà Group companies located in Andorra has remained stable
compared with 2010, while globally it has continued to increase due to new incorporations. In 2011,
this increase totalled 92 people, an 17,79% rise on the previous year.

Trends

Number of employees in
the Crèdit Andorrà Group

609
517

482

411

409

2009

2010

411

Number of employees in
Crèdit Andorrà (companies
located in Andorra)

2011
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In 2011, Crèdit Andorrà expanded our staff to meet the Group’s new needs. In total, 13 people joined
the company, 11 Spanish and 2 Andorran. 4 are men and 2 women aged between 26 and 35, 4 are men
aged between 36 and 45 and 3 are men aged between 46 and 55.

Age pyramid

Age
> 60 years
56-60 years
51-55 years
46-50 years
41-45 years
36-40 years
31-35 years
26-30 years
<
_ 25 years
80

60

40

20

0

20

40

Number of
80 employees

60

Geographic distribution of the staff

17,7% Europe

14,7% America

12.6% Spain
4.9% Luxembourg
0.2% Switzerland

5.7% Uruguay - Panama
4.9% United States
4.1% Mexico

67% Andorra
Native directors of each local community (for subsidiaries)

100%
80%

61%

50%
0%

Andorra
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86%

Spain

Switzerland

0%
Luxembourg Uruguay - Panama

Mexico

United States

Equal opportunities
We believe diversity is a crucial factor in our human resource policy and strive to achieve a varied
team with different skills, qualifications and perspectives. That’s why we train and guarantee equal
opportunities and non-discrimination due to reasons of gender, age, nationality or other aspects. We
work to create an inclusive environment that promotes a spirit of cooperation and teamwork.
Women working in the Crèdit Andorrà Group represent 41% of the global staff. 28% of the management
positions are occupied by women.

Women on the staff and in management positions

Percentage of women
on the staff

52%

41%

33%

23%

36%
0%

Andorra

Spain

50%

Uruguay - Panama

Mexico

Luxembourg

Switzerland

71%
41%

36%

27%

10%

0%

71%
45%

Percentage of women in
management positions

United States

28%

Crèdit Andorrà Group

The principle of equality is also present in our wage policy. We have a job description scheme that helps
us to ensure the basic payment for each job is defined according to the person occupying a certain
position, irrespective of gender.
As part of our cooperation agreement with the Employment Agency, with support from the Meritxell
Specialised School Board of Governors (AGENTAS), people with some kind of disability are
encouraged to join the Crèdit Andorrà workforce. In 2011, 3 people were working at the bank through
this programme.
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Workforce stability
One of the policies that characterise our internationalisation is retaining the staff at newly acquired
firms, as well as to continue providing trust to our staff.
100% of the Crèdit Andorrà workforce (companies located in Andorra) has a permanent contract.

Percentage workforce with a permanent contract

Andorra

Spain

100%

96%

Switzerland Luxembourg
100%

100%

Uruguay
Panama

Mexico

United States

Crèdit Andorrà
Group

100%

100%

100%

99.5%

Staff leaving the company, by reason
Figures for Crèdit Andorrà (companies located in Andorra)

Average length of employment

Women

20

Men

18.2

17.7

17.2

16.2

15.8

15.2
15

13.5

13.1

12.3

Both genres

10

5

0
2009

2011

2010

The percentage resignations out of the total workforce of the Crèdit Andorrà Group was 2.8%. On
the other hand, 64% of the people leaving the workforce of Crèdit Andorrà did so through voluntary
resignations.

Percentage resignations out of the total workforce
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Andorra

Spain

2.2%

2.3%

Switzerland Luxembourg
0%

0%

Uruguay
Panama

Mexico

United States

Crèdit Andorrà
Group

7.5%

7%

5.7%

2.8%

Staff leaving the company, by reason
Figures for Crèdit Andorrà (companies located in Andorra)

Women

Men

9

Number of resignations

1

Number of dismissals

Number of early and
normal retirements

3

1

Number of deaths

Absenteeism rate

Andorra

Spain

2.8%

0.02%

Switzerland Luxembourg
0%

3.7%

Uruguay
Panama

Mexico

United States

Crèdit Andorrà
Group

1.3%

0%

2.5%

2.49%

CORPORATE BENEFITS AND AFTER-WORK ACTIVITIES
Crèdit Andorrà employees enjoyed the following corporate benefits during 2011:
•
•
•

•

Comprehensive medical assistance plan.
Life assurance.
Benefit and Assistance Mutual Fund for Crèdit Andorrà Employees: a body that is fully
independent from Crèdit Andorrà in capital and legal terms, this employs its funds to benefit
and help the bank’s employees. This fund makes it possible for employees to enjoy the following
entitlements: retirement pensions, those for disablement, orphanhood, widowhood and support
for married couples or those in a stable union, as well as aid for births and other benefits. In the
educational sphere, it also provides help for children’s studies, professional training, university,
postgraduate or similar studies.
Special conditions for banking products and services from the moment a person begins to work
at the bank.

Moreover, our commitment to employees can also be seen in their involvement in the bank’s stock as all
employees with at least three years’ employment are entitled to acquire shares. Employee participation
in the bank’s stock currently amounts to 21% of all shares.
With regard to employees from the new subsidiaries, they enjoy the same corporate benefits as they
had prior to the take-over by the Crèdit Andorrà Group.
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After-work activities
In order to encourage cohesion among the staff in a more sociable and fun environment, employees
are offered the chance to take part in different after-work activities, such as the Inter-Company Games,
the Desman Trophy and the Andorra Interbank Golf championship. At a more institutional level, every
year we also hold the Sant Carles dinner.

The Sant Carles dinner with the whole Crèdit Andorrà team

PROFESSIONAL DEVELOPMENT AND TRAINING
Professional development and training are important strategic factors that help to forge the necessary
skills to successfully tackle the challenges of today and the future. That’s why we have designed a training
plan aimed at enhancing our employees’ leadership skills and abilities and at providing them with the
specialised knowledge in line with the skills required for different positions within the Group. The plan
includes individual and group training, both based on the following sources: the bank’s strategic plan
spanning several years, the translation of the strategic plan into annual goals by area, and the results
taken from the performance assessment system. With regard to professional development, we prioritise
internal promotion, encouraging any vacancies to be filled by professionals already on our staff.

2011 training plan
The main block of training given in 2011 was languages, due to their importance related to the
internationalisation of the Crèdit Andorrà Group. Training in finance and banking were also relevant
due to the changes occurring in Andorra’s banking and financial sectors.
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Andorra

Uruguay
Spain* Switzerland Luxembourg Panamà Mexico

United
States

Crèdit
Andorrà
Group

Percentage of
personnel
receiving
training

100%

31%

100%

100%

100%

77%

100%

88%

Percentage of
expenditure on
training out of
total payroll

1.82%

0.08%

0.10%

0%

1.30%

1%

1.05%

1.29%

Average investment in training 924.71
per employee
(€/employee)

122.00

250

74

361.69

277

723.81

710.26

Average
training hours
(h/employee)

Percentage
of training
within the work
timetable

€/employee

54.50

5.00

8

3

24.20

36

8

27%

100%

0%

66%

77%

15%

100%

40.52

h/employee

30%

* Data correspond only to ERM.

Type of training given
Figures for Crèdit Andorrà (companies located in Andorra)

39.13%

20.35%

10.32%

9.00%

7.96%

Languages

Finance and banking

Legal

Other
(Occupational Risk
Prevention, other...)

CommercialSales

7.58%

Organisation
and applications

2.35%

Management

1.65%

Skills
development

0.90%

Environment

0.76%

Products
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Learning at Crèdit Andorrà

3,957
hours

411

people involved

With regard to training given to Group subsidiaries, in Panama-Uruguay this focused mainly on areas
related to finance and banking, preventing money laundering, risk management and IT applications.
In Luxembourg, all employees received training in preventing money laundering. In Mexico,
five employees were trained in wealth management consultancy and training was also given on IT
technologies, among others. And, in the United States, continued training was given on corporate
and regulatory aspects, of note being the attendance to seminars, congresses and training events (e.g.
webinars).

OCCUPATIONAL RISK MANAGEMENT
In order to comply with Act 34/2008 on health and safety at work, the Bank is committed to adopting
the necessary measures to protect the health and safety of our employees. In 2011 we carried out a
series of activities aimed at reducing and controlling the risks that may exist in all our work centres
and places. To this end, we carried out a risk assessment of all our work centres and imparted health
and safety training to all the employees. There was basic, class-based training on Occupational Risk
Management for all employees during the months of November and December, representing 1027.5
hours of training in total.

2011
Total training hours in ORM
Number of cases of leave by gender

Men
Women

57
62

Absenteeism rate including maternity (%)

2.75%

Absenteeism rate not including maternity (%)

1.90%

Absenteeism rate by gender

Men
Women

1.48%
4.59%

Number of days lost due to leave by gender

Men
Women

1,351
2,881

Figures for Crèdit Andorrà (companies located in Andorra)
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1,027.5

COMMUNICATION AND DIALOGUE
In 2011 we set up our corporate blog, WeCrèdit, as a main channel of internal communication for
all employees of the Crèdit Andorrà Group. The blog is typically simple, modern, personal and
understandable in all the countries where we are present and has a graphic image in line with these
attributes and with our corporate image. The language of the blog is Spanish as this is the most common
language for the whole Group.
The aim of this blog is to meet the communication needs both of our employees, offering them a tool
to engage, converse, collaborate and share knowledge in their workplace, as well as the needs of the
Group, reinforcing the transmission of our cultural model to all countries where we operate.
For our employees, the main benefits provided by the blog are: it facilitates relations with other
professionals wherever they are, provides immediate access to updated information on the Group,
provides access to corporate knowledge and internal experts, and allows employees to share experiences
and good practices. And for the Group, it helps to identify new ideas and collaborative projects,
stimulates a sense of belonging among professionals, provides access to an archive of historical
information, indexed and chronologically ordered, increases the benefits of collective knowledge,
boosts productivity and motivation of professionals and reduces the volume of emails.
This blog is a significant step forward in our use of new technologies and, principally, in the use of web 2.0.

GOALS
2011

Reached

Underway

Pass on Crèdit Andorrà's Cultural Model to Group companies outside the Principality of
Andorra.
Extend the scope of management for people working outside Andorra.
Exploit the e-learning facility for non-transactional training.

2012
Resize the human resources of the Crèdit Andorrà Group in line with the CLAU strategic plan.
Extend the Bank's organisational culture to the Group companies.
Implement the HR tools, the procedures and the policies throughout the Group.
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OVERALL CONSOLIDATED
INVESTMENT
€ 1.8 million

43% DIRECT INVESTMENT
AT THE SERVICE OF SOCIETY

2.53%
of the total
net profit

Promoting education, culture, social, sports...
Encouraging initiatives to boost the economy

43%

C

rèdit Andorrà Group is strongly rooted to its community and committed to our society.
That’s why Crèdit Andorrà and the Fundació Crèdit Andorrà support and promote their own
programmes that add value to society, improve people’s quality of life and boost the country’s
economic development.

Overall consolidated investment

18%
At the service
of education

43%
At the service
of society

2.53%

of investment
out of the total net profit
17%
At the service
of culture
4%
Environmental
initiatives
18%
Economic and
institutional
initiatives

The actions carried out by the Fundació Crèdit Andorrà (in addition to those promoted by Crèdit
Andorrà) focus on three areas of work, each of which corresponds to a different programme: education
and training (At the service of education), social action (At the service of society) and cultural promotion
(At the service of culture). The Foundation’s Activities Report for 2011 provides a more detailed
description of the initiatives carried out.
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AT THE SERVICE OF EDUCATION
The Fundació Crèdit Andorrà has carried out the following activities in the area of education:
•
•
•
•

•

Fundació Crèdit Andorrà scholarships for postgraduate courses.
Fulbright Scholarships to take postgraduate courses at US university centres.
Calvó Armengol International Prize, awarded to economists and social scientists aged under 40.
Support for activities promoted by the Fundació Crèdit Andorrà Scholarship Holders
Association, such as the talk Body awareness. Measures to learn how to look after it, given by
Carme Mombiedro, a former scholarship holder and specialist in biology and sports medicine.
Cooperation with the University of Andorra.

Students awarded foundation scholarships in 2011: Berta Llorente, Carlos Francisco and Mònica Tarrès

Under the same programme and promoted by Crèdit Andorrà, we also organised the talk Projecting
school... New perspectives for more competent education together with the Association of Parents of
Pupils from Andorran Schools and the government of Andorra. This talk, given by Antoni Zabala, a
doctor in educational psychology, analysed the ideal characteristics for Andorra’s schools to successfully
tackle the challenges of the future.

240 participants
Talk Projecting school...
New perspectives for more competent education
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AT THE SERVICE OF SOCIETY
The activities promoted by the Foundation in the area of society have focused principally on senior
citizens, healthy diet and collaboration with associations.

A senior force
Senior Citizen Fair of Andorra
Organised by the Comú (town council) of Escaldes-Engordany and sponsored by the Fundació Crèdit
Andorrà, this attracted 1,500 participants.

Programme of activities at the L’espai
•
•
•

L’espai computer centre: introductory and more advanced courses, workshops on PowerPoint,
social networks, mobile telephony, etc.
L’espai media library: workshops on drama, courses in Catalan and English, lectures and talks
on a range of subjects of general interest, etc.
L’espai volunteers centre: support activities, such as the Senior Citizens Voluntary Association
(AVIM), specific workshops, cultural excursions, film forum, etc.

Students on the L’Espai English course
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Up-to-date health
The Up-to-date health programme aims to inform and raise awareness in society about diseases and
problems of great social concern, as well as providing tools to more successfully handle everyday
challenges.
•
•
•
•
•
•
•

Talk Loving relationships and sexuality in multiple sclerosis, given by psychologist Maria Lluïsa
Curcoll.
Talk The diabetic child at school given by Ignacio Díez, a doctor in paediatrics, endocrinologist
and child nutritionist and educator in diabetes mellitus.
Talk Fibromyalgia at first hand, given by Maria Àngels Mestre, diagnosed with fibromyalgia and
author of several books on the illness.
Talk Celiac disease. Do you know everything? given by Doctor Gemma Castillejo, head of the
Paediatric Gastroenterology Unit at Sant Joan University Hospital in Reus.
Talk The rebels of well-being. Keys to communication with the new adolescents, given by Jordi
Royo, clinical psychologist and director of the Amalgama-7 clinic.
Cycle of workshops to reduce the stress or anxiety inherent in women suffering from breast
cancer, given by the doctor in physiology Marta Santuré.
Seminar on respiratory and food allergies, their causes, effects and formulas to cope with them
more readily.

Participants at the fibromyalgia talk given by Maria Àngels Mestre

Social collaboration
The Fundació Crèdit Andorrà has promoted the following initiatives of a social nature:
•
•
•
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Official sponsor of the Andorra Special Olympics federation.
Support for different Andorran NGOs, such as Càritas Andorrana with the publication of
Andorra: Diagnòstic social 2010 (Andorra: Social diagnosis 2010).
Organisation of the 2nd Carlemany Prize Fun Run under the slogan Move for your health –
Move for the food bank, as part of the National strategy for nutrition, sport and health.

Andorran Science Society
Once again Crèdit Andorrà, together with the government of Andorra, has supported the workshop of
the Andorran Science Society (SAC in Catalan), in its seventeenth year, whose main theme in 2011 was
sport culture, with an analysis of the phenomenon of sport in Andorra.
As part of this collaboration, there was also the publication of the book entitled L’administració pública
andorrana (Andorran public administration), containing the talks given at the seventeenth Workshop,
organised by the SAC every year.

Collaboration with sport
Crèdit Andorrà has long collaborated with and sponsored various organisations and events in the
world of sport, such as skiing, golf, football, rugby and hockey, among others.

Grassroots sport
Once again we have supported a range of sporting events aimed encouraging young to take up sport.
In this regard, we have also continued our sponsorship of the Carles Riba Indoor Football Campus and
Andorra Football Campus, in its fourth year in 2011.
Borrufa Trophy
In the field of snow, we have been present in one more edition of Borrufa Trophy, the international
children’s skiing championship in infant category.

Podium of the winning children at the 2011 Borrufa Trophy
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Collaboration with Andorran ski clubs: Esquí Club Andorra (ECA) and Esquí Club Ordino-Arcalís
(ECOA)
In order to encourage the practice of sport and to promote its values among the youngest generations,
Crèdit Andorrà has continued to collaborate with the ski clubs of ECA and ECOA. This support has
taken the form of two initiatives: the improvement of the system used to identify members and the
production of covers for the helmets of young skiers. We have also renewed our agreement with the
Esquí Club Ordino-Arcalís (ECOA) to sponsor the children’s safety system known as Magnestic.
We have also helped in the acquisition of a card printer to personalise ECOA’s member cards. With this
new card, members can take advantage of the benefits offered by the Club Vallnord as well as discounts
on all its services.

Children’s ski competition for ECOA members

Renewal of the agreement as the main private sponsor for the Esquí Club Ordino Arcalís (ECOA)
Crèdit Andorrà will be the main private sponsor of Esquí Club Ordino-Arcalís (ECOA) for the next
two seasons, thanks to the renewal of the collaboration agreement between the two organisations,
which began in 2007. This agreement aims to encourage skiing among children and young people as a
means of adopting healthy habits and at the same time learning the principles of teamwork.

Sports sponsorships to boost the country’s economy
In 2011, the bank once again promoted leisure activities to boost the tourism industry and contribute
towards the country’s development and economic progress. In this respect, snow-related sports
are strategic for the Principality’s economy and that’s why we support Grandvalira, Vallnord and
Naturlàndia, as well as several skiing competitions such as the European Cup. In other sports disciplines
we have collaboration agreements with the Automobile Club of Andorra, the Cortinada golf course,
the Aravell golf course and the Grandvalira-Soldeu golf course.
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Sponsorship of the Andorra Ultra Trail Vallnord
Crèdit Andorrà has sponsored the Andorra Ultra Trail Vallnord since it started back in 2009. This event
has advantages for the country in several areas: in terms of sport, tourism, economic progress and
social participation and integration.

Andorra Ultra Trail Vallnord 2011

Sponsorship of the Andorran Pitch&Putt
In 2011, Crèdit Andorrà sponsored the First Andorran International Pitch&Putt Open, organised by
the Andorran Pitch& Putt Association and involving players from all over Europe. This is the first time
the Principality has hosted a championship of this nature.
Since 2006 we have also sponsored the Andorran Pitch & Putt Association in order to provide it
with the necessary funds to ensure members can take part in the different national and international
competitions and represent their country abroad.
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AT THE SERVICE OF CULTURE
Our music, everyone’s heritage
As part of the culture programme, the Fundació Crèdit Andorrà has supported the following initiatives:
•

•

•

The eighteenth season of performances in Andorra and abroad, as well as other activities by the
Andorran National Classical Orchestra (ONCA) and the Andorran National Youth Chamber
Orchestra (Jonca) and the soloists of this formation, as a member of the Board of Trustees of
the ONCA Foundation together with the government of Andorra.
In collaboration with the Comú (town council) of Ordino as part of the activities organised
by the Ordino Festivals Association, with the 29th International Narciso Yepes Festival and the
traditional Concert de Cap d’Any (New Year’s Eve Concert).
International Organ Cycle of the Principality of Andorra together with the Arch-Priesthood
of Andorra.

Josep Peralba, Chief Executive Officer and General Manager, and Antoni Pintat, Chairman of the Board of Directors of Crèdit Andorrà

Let’s put Andorra on the stage
•

•
•
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Support for the activities within the 2011 Season of the Andorran National Stage Foundation
(ENA), as a member of the Board of Trustees of the ENA Foundation together with the
government of Andorra and the Comú (town council) of La Massana.
14th Young Drama Fair, whose main aim was to foster the pedagogical process and the critical
spirit of young actors.
Collaboration with other ENA activities such as taking part in creating the show entitled
Química (Chemistry), organised for the inauguration ceremony of Escaldes-Engordany as
Catalan Capital of Culture 2011

Cultural collaboration
Arts and Humanities Circle
Once again, Crèdit Andorrà collaborated with the awards given by the Arts and Humanities Circle:
the 50th Anniversary Crèdit Andorrà Theatre Prize and the Grandalla Poetry Prize as part of the 34th
Andorran Literary Night, as well as the Sculpture and Painting Prizes for the 17th Andorra Poster Arts.
In line with its aim to promote culture and art, Crèdit Andorrà provided the funds for these four awards.

Cultural cooperation abroad
Philharmonic Orchestra of the National Autonomous University of Mexico
In order to promote, beyond the borders of Andorra, the philosophy of Crèdit Andorrà, namely to
serve customers and serve the country, CA México Asesores Patrimoniales collaborated with the
Philharmonic Orchestra of the National Autonomous University of Mexico (UNAM) in the organisation
of a charity concert in Mexico City, promoted jointly with the MVS Radio foundation. This act, which
brought together leading representatives from Mexican society and filled the auditorium with more
than 2,000 people, aimed to help those affected by hearing difficulties and promote programmes of
musical education. The concert was given by tenor Fernando de la Mora and the well-known singer
Guadalupe Pineda.

Guadalupe Pineda at the charity concert with the Philharmonic Orchestra of the National Autonomous University of Mexico (UNAM)
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ECONOMIC AND INSTITUTIONAL INITIATIVES
Support to boost the country’s business sectors
2011 Andorra la Vella Fair and the National Automobile Fair
Once again, Crèdit Andorrà collaborated with the Association of Vehicle Importers of Andorra (AIVA)
by sponsoring the National Automobile Fair and the Andorra la Vella Fair. In 2010 we signed a sevenyear collaboration agreement with the Comú (town council) of Andorra la Vella and this organisation,
guaranteeing AIVA’s participation in the Andorra la Vella Fair while the agreement lasts.
Crèdit Andorrà was present at these events with a stand, where we offered advice and loans to purchase
vehicles. Of particular note were the special conditions offered by CrèditCotxe Ecològic for buying
vehicles recently classified as ecological (CO2 emissions <120 g/km), and the possibility of including
the cost of insurance in the vehicle’s financing, insured under CrèditCotxe.

Sports Fair
Crèdit Andorrà sponsored the first Sports Fair, an event that offered workshops, competitions,
tournaments and other activities as well as a trade fair with stands to promote the country’s sports
companies and organisations. This is an entrepreneurial initiative to boost the world of sport, which is
so closely related to health. The event was organised by the Comú (town council) of Andorra la Vella
with the collaboration of Studio Eventia and 9000 Solucions.

Support to protect and care for the environment
First Specialist Seminar on Interior Environmental Quality
Together with the Andorran Association for Environmental Quality, Crèdit Andorrà organised the
First Specialist Seminar on Interior Environmental Quality in Andorra. This event, the first of its kind
in the country, looked at the problems of sick buildings and their harmful effects on those who live or
work in them. Several national and international experts debated these issues. The seminar was also
supported by the government of Andorra, FEDA and the Andorran College of Engineers.

Seminar on reconditioning and energy efficiency
Crèdit Andorrà and the Construction Guild organised a seminar on reconditioning and energy
efficiency. The main aim of this event was to inform business people and professionals related to the
sector, as well as individuals, of the importance of reconditioning buildings according to energy-related
criteria, as this provides a series of environmental and economic benefits.
As part of this seminar, we also presented the Crèdit Ecoeficiència, a new line of financing offered by
Crèdit Andorrà to recondition housing that encourages energy efficiency and the use of renewable
energy sources.
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Recycling bags - “Porta’m a comprar” (Take me shopping)
In order to reduce the consumption of plastic bags in supermarkets and department stores, as well as to
promote recycling, 15,000 cloth bags were distributed with the slogan “Cuida el medi ambient. Porta’m
a comprar” (Look after the environment. Take me shopping). These bags were distributed externally
through the branches of Crèdit Andorrà and also internally, by giving bags to all employees.

65,000 visitors

2011 Andorra la Vella Fair

5,000 participants
Sports Fair

65 participants

First Specialist Seminar on Interior Environmental Quality

182 participants

Seminar on reconditioning and energy efficiency

15,000 units

Distribution of reusable cloth bags
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Talks organised by Crèdit Andorrà
Crèdit Andorrà Chair in Markets, Organisations and Humanities at IESE
In 2006, together with the IESE business school, Crèdit Andorrà set up a Chair to encourage research,
training and the spread of knowledge regarding certain aspects of business science.
Talk The economic keys to understanding 2010 and future prospects
An analysis of the economic keys that help to understand 2010 and the outlook for the future were
the main subjects of the talk given by Pedro Videla, a lecturer in economic analysis at IESE. The
introduction was given by Josep Maria Rosanas, lecturer in accounting and control and holder of the
Chair in Markets, Organisations and Humanities at IESE.
Talk The impact of web 2.0 on firms
Talk on the main challenges regarding the effective integration of new technologies in companies, as
the reality is that the business world is still far from adopting these tools en masse, although their use
in society has had a significant impact. This talk was given by Sandra Sieber, lecturer and head of the IT
Systems department at IESE.

Josep M. Rosanas, the Càtedra’s Director, with Sandra Sieber during the talk The impact of web 2.0 on firms

3rd Seminar on economic information for journalists
Providing the country’s media professionals with the view of experts in economic information is the main
aim of this Seminar on economic information, whose guest speaker in 2011 was José Manuel Garayoa,
a member of the editorial board of La Vanguardia newspaper, stock market reporter and coordinator of
the financial supplement “Dinero” for La Vanguardia from 2001 to 2010. Josep Maria Rosanas, Director
of the Crèdit Andorrà Chair at IESE, and Sergi Marín, Director of Crèdit Andorrà Asset Management,
completed the list of speakers at this event.
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Talk Strategic View of Markets 2011
Banco Crèdit Andorrà Panamá organised a talk in the city of Panama, analysing the prospects of the main financial
markets and looking at both the opportunities and threats presented by the current context. The session, held on
two days (6 and 7 April 2011), was given by Sergi Martín, General Manager of Crèdit Andorrà Asset Management,
the investment fund management company of the Crèdit Andorrà Group.

Talk The current state of financial markets
In 2011 we once again organised a talk analysing the global economy and the current state of the financial
markets, as well as the potential performance of Crèdit Andorrà’s funds, advised by Bestinver: Spanish
Value, International Value and Big Cap Value. The talk was given by Francisco García Paramés, General
Manager for Investments at the Spanish financial services firm Bestinver.

Talk Past, present and future of tax legislation in Andorra from an international
perspective
Together with the consultancy firm Strategos, we organised a talk analysing Andorra’s position within
the current international context and considering the reforms carried out on company tax, the tax on
business activities and on non-resident income tax. The session was given by the Professor in financial and
tax law, Adolfo Martín Jiménez, a renowned expert in the area of international taxation and EU law and
a regular guest speaker on international taxation issues at conferences and seminars around the world.

Andorra Update
For the fifth consecutive year we held the Andorra Update, an event aimed at the business world that
offers new tools to tackle the positioning and management of businesses. In 2011, the main trends,
concepts, products and techniques were presented that have been employed everywhere in business
and companies over the last few months. The session was given by Alfons Cornella, founder and CEO
of Infonomia (a company specialising in innovation and creators of the Update project), and Antonella
Broglia, a specialist in communication and consultant at Infonomia.

A moment from the session given by Alfons Cornella, founder and CEO of Infonomia
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Talk Economic keys to understanding
2010 and future prospects

165 participants

Talk The impact of web 2.0 on firms

220 participants

3rd economic seminar for journalists

20 participants

Talk The current state of financial
markets

279 participants

Talk Past, present and future of tax
legislation in Andorra from an
international perspective

268 participants

Andorra Update

134 participants

Collaboration with business institutions and associations
Andorra Family Business Association
Crèdit Andorrà once again co-sponsored the Andorran Family Business Cycle, in its 13th year, under
the title of Family Office strategy in internet investment. Participating in this seminar, aimed mainly at
representatives from Andorran family firms, were Juan Roure, lecturer at IESE Business School, and
Gustavo García, creator of Buy Vip.
We also co-sponsored the 10th Andorran Family Firm Forum which, under the title Adapting to
change, looked at tourism as an opportunity for economic growth in Andorra.

Talk by the Euram Circle in Andorra
Within the current economic situation, both worldwide and in Andorra, different economies are
attempting to grow and find new markets. One way of diversifying and consolidating Andorra’s business
models could be by applying strategies to attract, keep and consolidate direct foreign investment. To
debate these issues, the Euram Circle in Andorra, of the Ignasi Villalonga Institute, and Crèdit Andorrà
organised the talk Direct foreign investment in Andorra.

Talk The new Andorran fiscal model. Direct taxation on companies, on business activities
and on non-resident income
GM Consultors and Crèdit Andorrà organised the seminar The new Andorran fiscal model. Direct
taxation on companies, on business activities and on non-resident income, aimed at professionals from
all areas. The idea was to provide the basic theory and a practical application of the different local and
state taxes in Andorra.
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22nd Business Meeting in the Pyrenees
For the sixth consecutive year we collaborated with the Business Meeting in the Pyrenees, one of the
most relevant economic seminars in Catalonia, to encourage the reflection and dialogue required
to boost and grow the economy, incentivising social development and promoting Andorra abroad.
Under the title We want to grow! Local market or global market?, this meeting provided the chance to
debate the best model for business growth in order to overcome the crisis, attracting top level speakers
from the world of politics and business. The Business Meeting in the Pyrenees was organised by the
Business Meeting in the Pyrenees Association and supported by, among others, the Andorra Chamber
of Commerce.

22nd Business Meeting in the Pyrenees

Family Business and Quality Cycle
Family Office strategy in internet investment

66 participants

10th Andorran Family Business Forum
Adapting to change

128 participants

Euram Circle
Direct foreign investment in Andorra

155 participants

Talk
The new Andorran fiscal model. Direct
taxation on companies, on business
activities and on non-resident income

455 participants

22nd Business Meeting in the Pyrenees
We want to grow! Local or global market?

549

participants

53

Corporate Social Responsibility Report 2011

Publications
Balança de fets i pagaments del Principat d’Andorra (Balance of facts and payments of
the Principality of Andorra)
By Gaudit, this study analyses Andorra’s role as a generator of wealth beyond its borders, specifically
in France and Spain.

1,500 copies published
Balança de fets i pagaments del Principat d’Andorra

Anàlisi econòmica de les parròquies del Principat d’Andorra (Economic analysis of the
parishes of the Principality of Andorra)
Also by Gaudit, this is a comparative study of the years 2005-2009, analysing the finances of community
administrations and their annual trends, as well as the growth indicators of parishes and social
transformation.

1,500 copies published
Anàlisi econòmica de les parròquies del Principat d’Andorra

Andorra ’10: el país en xifres (Andorra ‘10: the country in figures)
A publication produced by Crèdit Andorrà every year since 1981, this contains the data and indicators
from the main economic areas of the country, available in four languages: Catalan, Spanish, French
and English and at all the branches of the commercial network and on the bank’s corporate website. It
also provides an estimate of the GDP and demographic, institutional and historical data on Andorra.
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GOALS
2011

Reached

Underway

Strengthen training as a key tool in social development.
Strengthen the Fundació Crèdit Andorrà as the country's leading platform in developing social action.
Optimise the channels to promote the activities carried out.

2012
Focus the activities of the Fundació Crèdit Andorrà on educational training.
Provide support for the business fabric via training: workshops, talks, seminars, etc.
Continue to collaborate with initiatives that help to boost the country's economy and society.
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LESS
ENERGY
CONSUMED

4%

REUSABLE
BAGS
DISTRIBUTED

LESS
PAPER
CONSUMED

32%

15,000

Use of the new IT platform has helped to reduce the
consumption of paper and toner

A

t the Crèdit Andorrà Group we believe that respect for the natural environment is an essential
value. We believe it’s necessary to balance the economic development related to our business
with respect for and protection of the environment. That’s why we promote different measures
to ensure resources are consumed responsibly and waste is managed appropriately. Other measures to
minimise our business’s impact on the environment are the consideration of environmental criteria in
the construction of offices, raising the staff ’s awareness of good environmental practices and promoting
initiatives that help towards environment-friendly development.

62,211.26

euros
allocated to environment-related investment and expenditure
Collaboration, building and maintenance work, audits and patronage

ENVIRONMENTAL MANAGEMENT SYSTEM
Since 2004, Crèdit Andorrà has operated an environmental management system (SGMA) certified
under ISO standard 14001:2004. This allows us to handle all environmental aspects resulting from
our operations within an integrated, controlled system, promoting environmental protection and
preventing contamination via actions to improve these areas.
Our certificate was renewed in 2011, underlining that our environmental management system is
operating successfully. In this respect, we’ve increased our SGMA team with one person from the
Marketing department, whose function is to incorporate environmental aspects or considerations
within the products and services offered. The aim of this addition is to reinforce our line of socially
responsible products from an environmental point of view.
As part of this system and our CSR policy, we have carried out improvements, particularly in the
following areas:
•
•
•
•
•
•
•

Production of an internal manual on good environmental practices for subcontractors and
cleaning staff and when purchasing company supplies
Free distribution of reusable shopping bags among customers via our branch network
Information for employees on the improvements achieved regarding savings in the consumption
of paper and toner thanks to the Avaloq IT system
Installation of LED signs in the new automatic branches to save energy
Training aimed at construction staff regarding sustainable construction, energy efficiency and
renewable energy sources
Training of those responsible for the SGMA in sustainable finances, environmental hazards
and sustainable marketing
Publication of a guide to good environmental practices, aimed at employees, with particular
emphasis on environmental aspects related to each workplace
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INDICATORS FOR RESOURCE CONSUMPTION AND
WASTE MANAGEMENT
Management of energy resources
Energy consumption has fallen by 4% compared with 2010, mainly due to improvements achieved
through starting up the intelligent monitoring system in the Crèdit Centre building. For example, with
this system all the lights can be turned off simultaneously as from a specific time. Fuel-oil consumption
has also fallen by 4%, largely due to the improvement in the air conditioning and heating system of the
Escaldes branch.

2009

2010

2011

Trend
2010-2011

Electricity consumption (MWh)

6,592

6,458

6,181

4.29%

Electricity consumption
per m2 of office space (kW/h/ m2)

185.87

182.09

218.84

20.18%*

Note: Figures from October to September.
*Paradoxically, maintenance of the automatic offices (smaller in terms of m2) represents almost the same electricity consumption.
This explains why the relative electricity consumption is positive.

Savings achieved in electricity
consumption in Crèdit
Andorrà during 2011

Fuel-oil consumption (litres)

Average consumption of 40
Andorran inhabitants in 2010

2009

2010

2011

Trend
2010-2011

231,731

180,670

174,052

3.66%

7.30

5.69

7.10

24.72%*

Fuel-oil consumption (litres/ m2)
Note: Figures from October to September.

*Paradoxically, maintenance of the automatic branches (smaller in terms of m2) represents almost the same fuel-oil consumption.
This explains why the relative fuel-oil consumption is positive.

Savings achieved in fueloil consumption in Crèdit
Andorrà during 2011
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Crossing 129 times the
country from end to end in a
standard car

Greenhouse gas emissions
CO2 emissions have fallen more sharply than consumption due to an increase in the use of renewable
energy sources in the Spanish electricity mix (supplier of 40% of the electricity consumed in Andorra).

2009

2010

2011

Trend
2010-2011

1,213

859

742

13.62%

600

498

480

3.61%

Total tonnes of CO2

1,813

1,357

1,221

10.02%

Tonnes of CO2/100 m2 of office space

5.11

3.83

4.32

12.79%*

Tonnes of CO2 (electricity)
Tonnes of CO2 (fuel-oil)

Note: Figures from October to September.
Sources: Electricity from Andorra - FEDA (15% hydroelectric and 85% from Spain and France in equal parts). Emission data for
France - EDF. Emission data for Spain - CNE, System for guarantee of origin and labelling of electricity.
*Paradoxically, maintenance of the automatic branches (smaller in terms of m2) represents almost the same level of CO2 emissions.
This explains why the relative figure is positive.

The reduction achieved in
CO2 emissions in Crèdit
Andorrà during 2011

The amount of water
from a swimming pool

Water management
Water consumption has increased by 14% compared with 2010 due to an incident in the cooling system.

Water consumption (m3)

2009

2010

2011

Trend
2010-2011

17,329

14,278

16,291

14%

0.49

0.40

0.58

45%

Water consumption per m2
of office space (m3/m2)
Note: Figures from October to September.

The rise in water
consumption at Crèdit
Andorrà during 2011

The amount of water
in one swimming pool
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Consumption of materials
In 2011 we considerably reduced the amount of paper consumed both for internal use and for customers.
This reduction was primarily due to the new IT platform, as well as a growing use of e-Crèdit for
consulting bank documentation and the increased awareness of our employees.
The amount of paper saved with the new IT platform has allowed us to significantly optimise the
documents sent and printed:
•
•
•

Increase in online consultations
Elimination of ready printed forms
Increase in double-sided printing

On the other hand, the consumption of toner has risen considerably since 2009 as the implementation
of the new IT platform required a change in printers.

2009

2010

2011

Trend
2010-2011

Paper for internal use

Tonnes
kg/employee

20.56
45.18

28.76
61.18

20.95
44.11

27.15%
27.90%

Paper for customers

Tonnes
kg/customer

42.12
0.40

39.93
0.39*

25.67
0.23

35.71%
41.02%

Toner

Units
Units/employee

603
1.33

1,184*
2.52

1,005
2.12

15.11%
15.87%

Note: Figures from October to September.
*This figure has been reformulated compared with the one published last year due to an error being detected.

Savings achieved in the total
paper consumed in Crèdit
Andorrà during 2011
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Avoiding 287 20-year-old
trees from being cut down

Waste management
2011 saw a rise in most types of waste.
In the case of office paper waste, this increase is due to the emptying of files and the elimination of
printed forms, which had been produced and stored before the new IT platform was started up.
Regarding newspaper waste, which has tended to rise over the last few years, we have started a study to
discover the real consumption and centralise purchasing in order to optimise this.
The increase in fluorescent tube waste is due to the reconversion of four buildings from conventional
to automatic branches, involving all the signs being changed.

2009

2010

2011

Trend
2010-2011

Office paper

kg
kg/employee

18,641
40.97

25,072
53.34

27,527
57.95

9.79%
8.64%

Cardboard

kg
kg/employee

787
1.73

130
0.28

173
0.36

33.07%
28.57%

Newspapers

kg
kg/employee

3,108
6.83

4,314
9.18

4,881
10.28

13.14%
11.98%

Plastic

kg
kg/employee

331
0.73

93
0.20

86
0.18

7.52%
10.00%

Fluorescent
tubes

Units
1,326
2
Units/100 m office space 3.74

960
2.71

3,087
10.93

221.56%
303.32%

Note: Figures from October to September.
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GOALS
2011

Reached

Underway

Carry out energy audits.
Incorporate environmental criteria in product purchases.
Raise awareness of the population by sponsoring environmental acts.
Produce and distribute re-usable, foldable shopping bags.
Give staff training on good environmental practices.

(partly)

Pilot test re-used toner.
Feasibility study and pilot test on LED lighting for outdoor signs.
Study the economic viability of installing solar panels to generate photovoltaic energy at the
Plaça Rebés branch.
Renew any air conditioning apparatus that operates with R22.
Feasibility study for a scheme to offset CO2 emissions in order to become carbon neutral
by 2012.
2012
Incorporate environmental criteria in purchasing (water, coffee, newspapers, etc.) and reduce their waste.
Carry out an energy audit at the Plaça Rebés branch to improve its energy efficiency.
Produce and distribute a guide to good environmental practices aimed at employees.
Obtain the UNE 171330-2:2009 certificate for Interior Environmental Quality for the Ròdol building.
Introduce efficiency criteria in communication campaigns.
Incorporate sustainability criteria in investment products.
Reduce the amount of paper consumed in bank correspondence.
Continue to support environmental initiatives and collaborate to raise awareness in society.
Raise the environmental awareness of the whole team using the Group's corporate channels.
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PROFIT FOR THE YEAR
SUSTAINED

SOCIAL INVESTMENT
CONSOLIDATED

€ 70,62 million

€ 1.8 million

International expansion of the Group in Europe (Spain and
Luxembourg) and the United States (Miami)
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More transparent information in Andorran banking and finance
Act 14/2010 came into force in June 2010, on the legal regime affecting banks and the basic administrative
regime for institutions operating within the financial system, containing the principles established by
the EU Markets in Financial Instruments Directive (MiFID). Since then, Crèdit Andorrà has worked
to establish policies and procedures that ensure all the group’s agents involved in selling investment
products comply with the requirements of this new regulatory framework.
These standards have been implemented to raise the levels of transparency, efficiency and security in
our institution, increasing the information we give to customers when they buy investment products
and providing us with the necessary structure to ensure it’s appropriate for the investment services we
provide.
The tax information exchange agreements between Andorra and Spain and France have also entered
into force, while work has also been carried out to extend the network of information exchange
agreements with other countries, striving to improve the transparency of Andorra’s banks and financial
sector.

Andorra’s monetary agreement with the EU
In 2011 the government of Andorra and the European Union signed a monetary agreement that will
permit Andorran euros to be produced in the future. On signing this agreement, the euro has become
the Principality’s official currency. Because of this agreement, Andorra must adopt the EU’s currency,
along with the legislation and directives in force in Europe’s banking system, as well as establishing
measures to combat money laundering and forgery.
The signing of this agreement is a step forward in the relations between the Principality of Andorra and
the European Union and will further the creation of a solid, solvent and competitive financial system,
at the same time as continuing to draw up the internationalisation process.

New taxation framework for Andorra
Andorra has made a significant effort to carry out a fiscal reform that has warranted the recognition
of the Global Forum in terms of taxation transparency. The signing of 19 tax information exchange
agreements, following the OECD model, and the adjustment of legislation to the current economic
situation have resulted in the creation of a tax on business activities, a tax on non-resident income and
a tax on companies so that our country is now in a position to sign double taxation treaties. These
bilateral agreements will significantly boost Andorra’s economy.
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EXPANSION PLAN OF THE CRÈDIT ANDORRÀ GROUP
The 2011-2014 Strategic Plan embodies our aim to continue being the leading, benchmark bank in Andorra
and, at the same time, thanks to our growing international expansion, to become the Andorran bank in
the world. An objective that requires a significant focus on innovation and quality, fundamental values that
should lead our financial business and ensure best banking practices. Sustained and sustainable growth, a
proactive attitude among all members of the team, unity of action, responsibility and commitment as well
as leadership form the core of our approach.
For the next four years, the plan is to grow the Crèdit Andorrà Group based on three broad areas:

Consolidating business
in Andorra

Enhancing our presence
in Latin America

Structuring and developing our
business in the European market

2010 and 2011 were key to the internationalisation of the Crèdit Andorrà Group thanks to significant
acquisitions both in Europe and America.

Europe
In 2011 we enhanced our international expansion in the area of banking, becoming present in the
EU with a global Wealth Management project. The aim, to create a benchmark institution in the EU’s
private banking market via two booking centres, Spain and Luxembourg, has been achieved with the
acquisition of Banque de Patrimoines Privés SA in Luxembourg, in May, and Banco Alcalá in Madrid,
in October. In the insurance area, our internationalisation has been consolidated by opening a Madrid
branch of ERM, our insurance holding company.

Spain: purchase of 85% of Banco Alcalá SA
For the Crèdit Andorrà Group, the acquisition of 85% of the share capital of Banco Alcalá SA represents
a step forward in reinforcing our position in the international financial system and consolidating our
position in the European market. Banco Alcalá’s business focuses on developing and selling global
wealth management services to private and institutional customers, with branches in Madrid (head
office) and Barcelona.
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Head office of Banco Alcalá in Madrid

Luxembourg: purchase of Banque de Patrimoines
Privés SA
With the 100% acquisition of Banque de Patrimoines
Privés SA in Luxembourg, we have strengthened our
position in the international financial system and have
consolidated our presence in the European Union’s
market.
Our presence in this European financial marketplace
allows us to channel international banking and financial
business via a solid bank platform that is already in place,
enhancing the added value we offer our customers.
Entity’s business is aimed at private banking services,
principally investment consultancy, safeguarding and
administering investment funds and implementing
services in financial markets.

Head office of Banque de Patrimoines Privés in
Luxembourg

Inauguration of ERM in Madrid
Crèdit Andorrà Group has advanced its strategy for growth and international expansion in insurance
by opening a branch of ERM (Enterprise Risk Management) in Madrid, dedicated to comprehensive
risk management. ERM is therefore present in the two main business areas in Spain, Madrid and
Barcelona, as well as also being present in Girona, Tarragona, Palma de Mallorca and Seville.
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America
Our internationalisation strategy is also focused on the American market, where the main aim has been
to secure a presence for Crèdit Andorrà in the United States as the first Andorran bank with a licence
to operate as a broker/dealer.

The United States: purchase of 80% of Beta
Capital Management LP
The acquisition of 80% of the share capital of the Miamibased Beta Capital Management LP has been a crucial
operation in the Group’s international expansion as
it ensures our presence in the largest private banking
market in the world and positions us as the first Andorran
financial institution to operate in the United States market
under a broker/dealer licence.
This position allows us to operate in securities markets
both on our own behalf and as intermediaries for third
parties, executing and managing orders for the purchase
or sale of securities. As a broker, we also provide financial
advisory services and global asset management for
institutions and individuals.
Head office of Beta Capital Management LP in Miami

At the same time, we have also consolidated our business
in Latin America, providing our operational structure
with human and technical resources in each region where
we are present.

Mexico: moving the headquarters of CA México
Asesores Patrimoniales in
Business growth has been exponential in Mexico and, in
2011, we moved the company’s head offices to the business
centre of Mexico City, specifically to the Torre Tres Picos,
a remarkable building that gives our business the prestige,
convenience and privacy it requires.

Head office of CA México Asesores Patrimoniales in
Mexico City
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BUSINESS FIGURES
2009

2010

2011

Business volume (million euros)

12,285

12,270

13,199

Total funds managed (million euros)

9,329

9,160

10,087

Customer loans (million euros)

3,030

3,109

3,112

Profit/Average capital + Reserves

14,74%

15,29%

14,79%

Solvency

23,45%

18,81%

17,39%

Number of branches

17

17

13

Number of ATMs

44

43

42

Number of automatic branches

2

3

3

ECONOMIC FIGURES
In 2011 we worked to adapt and prepare the Bank to deal with the current market situation, create new
business opportunities and boost the Group’s international project. In this respect, Crèdit Andorrà
has remained the first financial group in Andorra and has enjoyed sustained and sustainable growth
internationally.
We continue to lead Andorran banking in terms of key figures (profit, funds managed, total business
volume and loan investments).

Leading financial group in Andorra
in terms of key figures: profit, funds
managed, total business volume and loan
investments
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(In thousands of euros)

2009

2010

2011

Profit

76,655

77,816

70,628

Ordinary margin

164,449

175,657

174,462

Operating costs

34,656

35,010

43,181

Personnel costs

31,415

33,842

39,938

Investment in sponsorship and social programmes

1,506

1,810

1,789

Dividend payments

70,000

70,000

70,000

Taxes

15,558

19,230

19,634

157

96
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Investment and expenses on environmental matters*

(*) Expenses on collaboration activities, building work and maintenance, training, audits and patronage.

AWARDS
Fitch Ratings reclassifies Crèdit Andorrà
The international bank ratings agency Fitch Ratings classified Crèdit Andorrà with a long-term rating
of “A-” with a stable outlook, an “F2” short-term rating, an individual rating of “B/C” and a support
rating of “5”. In its rating, Fitch emphasised the strength of Crèdit Andorrà and its leadership of the
country’s financial sector, although this rating has been affected by Andorra’s economic crisis and the
situation of the property market. Fitch also underlined the precise control and management of loans
carried out by the bank.

667th in the Top 1000 ranking
In spite of the difficult international economic situation, Crèdit Andorrà continues to occupy a leading
position in the Top 1000 ranking drawn up every year by The Banker. The bank is ranked 667, ahead of
all other Andorran banks and as one of the most solid and solvent banks in the international financial
panorama.
This ranking is one of the most highly valued internationally as it assesses the capitalization of different
institutions.
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TABLE OF GRI INDICATORS AND
FINANCIAL SERVICES SECTOR
SUPPLEMENT
GRI G3.1CONTENTS
Strategy and Analysis

Paging

1.1

Statement from the most senior decision-maker
of the organization (e.g., CEO, chair, or equivalent
senior position) about the relevance of sustainability
to the organization and its strategy.

6

1.2

Description of key impacts, risks, and opportunities.

6

Organizational Profile

Paging

2.1

Name of the organization.

9

2.2

Primary brands, products, and/or services.

9-11
The Crèdit Andorrà Group offers financial products
and services included within Private Banking,
Individual Banking and Corporate Banking.
All the products and services, including insurance
and asset management, are available to the public
through the branches and can also be consulted on
the Crèdit Andorrà Group website.

2.3

Operational structure of the organization, including
main divisions, operating companies, subsidiaries,
and joint ventures.

10-11

2.4

Location of organization’s headquarters.

The registered offices of the Crèdit Andorrà Group
are located at Avinguda Meritxell no. 80, AD500
Andorra la Vella, in the Principality of Andorra.

2.5

Number of countries where the organization
operates, and names of countries with either major
operations or that are specifically relevant to the
sustainability issues covered in the report.

10-11

2.6

Nature of ownership and legal form.

Crèdit Andorrà SA is a limited company whose
corporate purpose is to carry out banking activities,
which it carries out as a commercial bank and
as a private bank, and is subject to the rules
and regulations governing financial institutions
operating in Andorra.
Crèdit Andorrà SA is the parent company in the
Group and, together with its subsidiaries, makes up
the Crèdit Andorrà Group.
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Coverage

Coverage

2.7

Markets served (including geographic breakdown,
sectors served, and types of customers/beneficiaries).

10-11
The Crèdit Andorrà Group, through its universal
banking philosophy, offers financial products
and services included within Private Banking,
Individual Banking and Corporate Banking. Other
lines of business offered are insurance and asset
management on an international scope.

2.8

Scale of the reporting organization, including:
number of employees; number of operations; net
sales; total capitalization broken down in terms of
debt and equity; and quantity of products or services
provided.

19-24, 29, 68-69
Annual report (6-7)
All the products and services can be consulted on
the Crèdit Andorrà Group website.

2.9

Significant changes during the reporting period
regarding size, structure, or ownership including
the location of, or changes in operations, including
facility openings, closings, and expansions; and
changes in the share capital structure and other
capital formation, maintenance, and alteration
operations (for private sector organizations).

10-11, 65-67
Annual report (6-7, 17-20, 42-43)

2.10

Awards received in the reporting period.

13, 69

Report Parameters

Paging

3.1

Reporting period (e.g., fiscal/calendar year) for
information provided.

From January 1 to December 31, 2011, except for
the quantitative data in the environment section,
which go from September 30, 2010 to September
30, 2011.

3.2

Date of most recent previous report (if any).

2011

3.3

Reporting cycle (annual, biennial, etc.)

Annual

3.4

Contact point for questions regarding the report or
its contents.

Gabinet de Comunicació Corporativa
Av. Meritxell, 80
AD500 Andorra la Vella
Principality of Andorra
Tel. +376 88 80 26
comunicaciocorporativa@creditandorra.ad

3.5

Process for defining report content, including:
determining materiality; prioritizing topics within the
report; and identifying stakeholders the organization
expects to use the report.

8
The report’s content has been defined taking into
account the interests of the main stakeholders
of the Crèdit Andorrà Group, which are as
follows: employees, customers, suppliers, media
and community. The processes to determine
materiality and to know the concerns and interests
of stakeholders, as well as the results are explained
in the section “Stakeholder involvement” in this
report.

3.6

Boundary of the report (e.g., countries, divisions,
The information presented in the report
subsidiaries, leased facilities, joint ventures, suppliers). corresponds to the Crèdit Andorrà Group, except
for the data in the environment and customers
sections, which refer only to Crèdit Andorrà Group
companies located in the Principality of Andorra.
The objective for the coming years is to gradually
extend the scope of the report to include all the
subsidiaries within the data presented.

Coverage
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3.7

State any specific limitations on the scope or
boundary of the report.

Specified when necessary throughout the report.

3.8

Basis for reporting on joint ventures, subsidiaries,
leased facilities, outsourced operations, and other
entities that can significantly affect comparability
from period to period and/or between organizations.

The report only contains data relative to the Crèdit
Andorrà Group and specifies the business activities
that might affect comparability with other years.

3.9

Data measurement techniques and the bases of
calculations, including assumptions and techniques
underlying estimations applied to the compilation of
the Indicators and other information in the report.

The following framework document and supplement have been used: Sustainability Reporting Guidelines version 3.1 and the Financial services sector
supplement of the Global Reporting Initiative.
When necessary, the techniques for measuring data
and the bases used for calculations are specified in
the indicators throughout the report.

3.10

Explanation of the effect of any re-statements
of information provided in earlier reports, and
the reasons for such re-statement (e.g., mergers/
acquisitions, change of base years/periods, nature of
business, measurement methods).

There has not been any significant re-statement
of information contained in previous reports. If
any data have been reformulated, this is specified
with a note and the reason for this reformulation is
explained.

3.11

Significant changes from previous reporting periods
in the scope, boundary, or measurement methods
applied in the report.

There have not been any significant changes from
the previous period.

3.12

Table identifying the location of the Standard
Disclosures in the report.

70-83

3.13

Policy and current practice with regard to seeking
external assurance for the report. If not included in
the assurance report accompanying the sustainability
report, explain the scope and basis of any external
assurance provided. Also explain the relationship
between the reporting organization and the assurance
provider(s).

The report has not been verified externally.

Governance, Commitments,
and Engagement

Paging

4.1

16-17

Governance structure of the organization, including
committees under the highest governance body
responsible for specific tasks, such as setting strategy
or organizational oversight.

The governance structure of the Crèdit Andorrà
Group is made up of two bodies: the Board of
Directors and the Executive Committee.
The Board of Directors is the highest governance
body of the Crèdit Andorrà Group, representing
the majority shareholders of the Bank. This body
is responsible for directing, administrating and
representing the Group.
The Executive Committee is the body responsible
for defining the Group’s strategy and its supervision
and assumes functions of management, direction
and administration.
The Advisory Council adds value to the
international expansion process and assumes the
functions of an advisor.
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Not
applicable

Coverage

4.2

Indicate whether the Chair of the highest governance
body is also an executive officer (and, if so, their
function within the organization’s management and
the reasons for this arrangement).

The Chair of the highest governance body does not
hold any executive office.

4.3

For organizations that have a unitary board structure,
state the number and gender of members of the
highest governance body that are independent and/or
non-executive members.

The Crèdit Andorrà Group does not have a unitary
board structure as there is a separation between the
operational board structure (Executive Committee)
and the non-executive governance body (Board of
Directors).

4.4

Mechanisms for shareholders and employees to
provide recommendations or direction to the highest
governance body.

At the General Shareholders’ Meeting, 21% of the
shares that correspond to the employees are represented by the CEO.

4.5

Linkage between compensation for members of
the highest governance body, senior managers, and
executives (including departure arrangements), and
the organization’s performance (including social and
environmental performance).

There is a link between compensation for members
of the highest governance body, senior managers
and executives and the organization’s performance.

4.6

Processes in place for the highest governance body to
ensure conflicts of interest are avoided.

15
The processes are governed by law and contained in
the Regulations of the Board of Directors.

4.7

Process for determining the composition,
qualifications, and expertise of the members of
the highest governance body and its committees,
including any consideration of gender and other
indicators of diversity.

The corporate governance policy and the
procedures established are contained in the
Regulations of the Board of Directors of Crèdit
Andorrà, approved on November 19, 2008. These
regulations contain the legal framework, establish
the principles of action of this governance body
and its functions, detail the rights and obligations
of the board members and their personal liability
when exercising their position, as well as clarifying
conflicts of interest.

4.8

Internally developed statements of mission or
values, codes of conduct, and principles relevant to
economic, environmental, and social performance
and the status of their implementation.

There is a Culture Model, Code of Ethics and
Conduct for the Crèdit Andorrà Group, a Manual
to prevent money laundering and a corporate social
responsibility policy.

The Chair of the Board of Directors does not carry
out any executive functions. These functions are
carried out by the CEO / Managing Director.
Not
applicable

Confidential
information

Confidential
information

Crèdit Andorrà Asset Management follows
the principles established in the EU Directive
(MiFID) and forms part of the AIMA (Alternative
Investment Management Association).
4.9

Procedures of the highest governance body for
overseeing the organization’s identification and
management of economic, environmental, and
social performance, including relevant risks and
opportunities, and adherence or compliance with
internationally agreed standards, codes of conduct,
and principles.

7, 12-13, 15-17, 57
The CEO, with the collaboration of the Executive
Committee and under the supervision of the Board
of Directors, carries out the function of ordinary,
permanent direction of the Group (assume the
execution of all the agreements of the Board
of Directors and of the Executive Committee),
which includes the management of the economic,
environmental and social policies adopted by
the Crèdit Andorrà Group. Within the Executive
Committee, responsibility for the CSR policy
corresponds to the General Secretary to the CEO.
However, the rest of the Group’s areas are also
involved in executing this policy.

4.10

Processes for evaluating the highest governance
body’s own performance, particularly with respect to
economic, environmental, and social performance.

15
With regard to that mentioned in indicator 4.9, the Board
of Directors approves the economic, environmental and
social policies and the Executive Committee makes sure
these are executed and duly completed.
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4.11

Explanation of whether and how the precautionary
approach or principle is addressed by the
organization.

The Bank has a Risk and Regulatory Compliance
Area. The function of Regulatory Compliance and
Internal Control, in charge of compliance with
the internal and external regulatory obligations
applicable to the Crèdit Andorrà Group, manages
the risk of not complying with these obligations
via appropriate policies and procedures. This
risk entails legal or administrative penalties and
reputational risk as a result of not complying with
all applicable regulations.
Annual report (25, 40, 45, 51-55).

74

4.12

Externally developed economic, environmental, and
12, 38-62
social charters, principles, or other initiatives to which In 1998, Crèdit Andorrà signed the United Nations
the organization subscribes or endorses.
Environment Programme declaration (UNEP).

4.13

Memberships in associations (such as industry
associations) and/or national/international advocacy
organizations in which the organization has positions
in governance bodies; participates in projects or
committees; provides substantive funding beyond
routine membership dues; or views membership as
strategic.

12
Crèdit Andorrà has been a member of the
Association of Andorran Banks since 1960. In
1998, Crèdit Andorrà signed the United Nations
Environment Programme declaration (PNUMA).

4.14

List of stakeholder groups engaged by the
organization.

The stakeholders included by the organization are
employees, customers, shareholders, suppliers, the
media and the community.

4.15

Basis for identification and selection of stakeholders
with whom to engage.

The stakeholders identified by the Crèdit Andorrà
Group are customers, who make up the centre of
the Group’s decisions; shareholders, as owners of
the Group; employees, who are the most important
asset and the key to ensuring the Group’s challenges
are achieved; the community, which we aim to
influence, promoting its progress and economic and
social development; suppliers, whose contributions,
as a group, are important for achieving more
competitiveness; and the media, for their capacity
to inform and their impact on society.

4.16

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

7-8, 25-27, 37
The Crèdit Andorrà Group bases its strategy on an
orientation towards its stakeholders; that’s why it
has communication channels and dialogue with
each of them, in order to discover their concerns,
expectations and needs.

4.17

Key topics and concerns that have been raised
through stakeholder engagement, and how the
organization has responded to those key topics and
concerns, including through its reporting.

8
The Crèdit Andorrà Group has detected their
expectations and needs by means of constant
dialogue with the different stakeholders, carried out
through the different channels it has available.

MANAGEMENT APPROACH AND PERFORMANCE
INDICATORS
Product and Service Impact Disclosure

Paging

Product and services management focus

7, 13, 19-27, 64

FS1

Policies with specific environmental and social
components applied to business lines.

7, 13, 19-27, 57-62
The Group has a corporate social responsibility
policy and an environmental policy for the whole
Crèdit Andorrà Group within the framework of the
environmental management system (ISO 14001).

FS2

Procedures for assessing and screening environmental
and social risks in business lines.

13, 19-27, 57-62
The Group has a corporate social responsibility
policy and an environmental policy for the whole
Crèdit Andorrà Group within the framework of the
environmental management system (ISO 14001).
To monitor this environmental management system
(SGMA) there is an SGMA working group that,
among other functions, is responsible for executing
and monitoring the procedures to evaluate
environmental risk.

FS3

Processes for monitoring clients’ implementation
of and compliance with environmental and social
requirements included in agreements or transactions.

19-27
There is an environmental management system certificate as per ISO 14001 and audits are carried out
annually. The corporate social responsibility report
is also published with information on the social and
environmental areas.

FS4

Process(es) for improving staff competency to
implement the environmental and social policies and
procedures as applied to business lines.

29, 34-36
The corporate social responsibility strategy and the
actions resulting from this are communicated to
the whole team via different channels. The branch
network staff are also informed of the socially
responsible products available through the internal
communication channels established.

FS5

Interactions with clients/investees/business partners
regarding environmental and social risks and
opportunities.

The General Shareholders’ Meeting is held every
year, where social and environmental aspects of the
Group’s CSR strategy are explained. Moreover, every
year the corporate social responsibility report is published. (Some customers have been sent a participation
survey to draw up the content of the report and to
define priorities in the lines of work for the social
responsibility strategy).

FS6

Percentage of the portfolio for business lines by
specific region, size (e.g. micro/SME/large) and by
sector.

Taking into account the size of the country and that
the Bank’s business is universal banking, there is a
crossed segmentation.

Coverage

Confidential
information

See indicator 2.8.
FS7

Monetary value of products and services designed to
deliver a specific social benefit for each business line
broken down by purpose.

21-24

Confidential
information

FS8

Monetary value of products and services designed
to deliver a specific environmental benefit for each
business line broken down by purpose.

The creation of products and services designed to
offer an environmental benefit is aimed globally.

Confidential
information
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FS9

Coverage and frequency of audits to assess
implementation of environmental and social policies
and risk assessment procedures.

57
The scope of the environmental management
system is Crèdit Andorrà. The SGMA team is made
up of 7 people: one of them is in charge of the team,
dedicating 90% of their time, with 6 more people
who invest 10% of their time.
See indicator 4.11.

FS10

Percentage and number of companies held in the
institution’s portfolio with which the reporting
organization has interacted on environmental or
social issues.

Crèdit Andorrà has interacted with customers
on environmental issues as part of the Seminar
on reconditioning and energy efficiency, in which
the Communication and Marketing departments
collaborated with the Construction Guild (different
Corporate Banking customers) to carry out the
seminar and present the Crèdit Ecoeficiència
(Ecoefficiency Loan) to society.

FS11

Percentage of assets subject to positive and negative
environmental or social screening.

All Crèdit Andorrà’s assets follow the established
social and environmental policies.

FS12

Voting polic(ies) applied to environmental or
social issues for shares over which the reporting
organization holds the right to vote shares or advises
on voting.

The decision-making power of the Crèdit Andorrà
Group in investee companies depends on the
percentage of shares held.

Economic

Paging

Management focus

15-17, 38-39, 68-69

EC1 (C) Direct economic value generated and distributed,
including revenues, operating costs, employee
compensation, donations and other community
investments, retained earnings, and payments to
capital providers and governments.

38-39, 68-69

EC2 (C) Financial implications and other risks and
opportunities for the organization’s activities due to
climate change.

22, 48-49, 57-62
Climate change has financial implications for the
Crèdit Andorrà Group and entails a series of risks
and opportunities.

Coverage

The financial implications are the direct
consequences for the business of the Group entities
as banking and financial institutions, insurance or
asset management firms, and the costs of possible
expenditure or investment to improve their
environmental performance responding to the
challenges of climate change.
The risks arise in how climate change affects
Andorra and its repercussions for the country’s
economy and the reputational risk resulting from
incorrect environmental management.
The main opportunities are the chance to offer
products aimed at counteracting climate change
(ecological Crèditcar) and a prestigious reputation
in the case of achieving excellence in environmental
performance.

76

EC3 (C) Coverage of the organization’s defined benefit plan
obligations.

33
(*) The economic value of the corporate benefits is
confidential information.

EC4 (C) Significant financial assistance received from
government.

As a bank, no government assistance is received.

*

EC5 (A)

Range of ratios of standard entry level wage by gender Information not reported
compared to local minimum wage at significant
locations of operation.

EC6 (C) Policy, practices, and proportion of spending on
locally-based suppliers at significant locations of
operation.

Work with suppliers from the Principality of
Andorra is prioritized (local suppliers). The factors
influencing selection are environmental, geographic
location, quality and price.

*

(*) No data are available on the proportion of
expenditure corresponding to local suppliers.
EC7 (C) Procedures for local hiring and proportion of senior
management hired from the local community at
locations of significant operation.

30
There are procedures for the local hiring of senior
management. Senior positions come from the
Principality of Andorra and directors from the local
community.

EC8 (C) Development and impact of infrastructure
investments and services provided primarily for
public benefit through commercial, in kind, or pro
bono engagement.

39-54

EC9 (A)

Information not reported

Understanding and describing significant indirect
economic impacts, including the extent of impacts.

Environmental

Paging

Management focus

57-62

EN1 (C) Materials used by weight or volume.

60

EN2 (C) Percentage of materials used that are recycled input
materials.

There is no consumption of recycled materials.

Coverage

EN3 (C) Direct energy consumption by primary energy source. 58
EN4 (C) Indirect energy consumption by primary source.

58

EN5 (A) Energy saved due to conservation and efficiency
improvements.

58

EN6 (A) Initiatives to provide energy-efficient or renewable
energy based products and services, and reductions in
energy requirements as a result of these initiatives.

57-62

EN7 (A) Initiatives to reduce indirect energy consumption and
reductions achieved.

57-62

EN8 (C) Total water withdrawal by source.

59

EN9 (A) Water sources significantly affected by withdrawal of
water.

Regarding the activities of the Crèdit Andorrà
Group, no water sources or ecosystems related to
water sources are significantly affected.

EN10 (A) Percentage and total volume of water recycled and
reused.

Water is not recycled or re-used.

EN11 (C) Location and size of land owned, leased, managed
in, or adjacent to, protected areas and areas of high
biodiversity value outside protected areas.

The Crèdit Andorrà Group does not have any facilities in protected areas or areas of high biodiversity
value nor adjacent to these.

Not
applicable
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EN12 (C) Description of significant impacts of activities,
products, and services on biodiversity in protected
areas and areas of high biodiversity value outside
protected areas.

Due to its activity, the Crèdit Andorrà Group does
not have an impact on protected and/or sensitive
areas: the Group carries out its activity in urban
environments, so that the impact on biodiversity is
not relevant.

Not
applicable

EN13 (A) Habitats protected or restored.

Due to the type of activity of the Crèdit Andorrà
Group, there is no specific strategy per se for the
prevention, management or restoration of damage
in natural habitats. However, this is included in
the entity’s CSR and environmental policy which
minimizes environmental impact through different
initiatives, already mentioned.

Not
applicable

EN14 (A) Strategies, current actions, and future plans for
managing impacts on biodiversity.

Due to the type of activity of the Crèdit Andorrà
Group, there is no specific strategy per se for
the management of impacts on biodiversity.
However, this is included in the entity’s CSR
and environmental policy which minimizes
environmental impact through different initiatives,
already mentioned.

Not
applicable

EN15 (A) Number of IUCN Red List species and national
The operations of the Crèdit Andorrà Group do
conservation list species with habitats in areas affected not affect any habitat with species on the UICN
by operations, by level of extinction risk.
Red List.

Not
applicable

*

EN16 (C) Total direct and indirect greenhouse gas emissions by
weight.

59
(*) The calculation of greenhouse gas emissions
does not include business trips or the use of the
company’s fleet or courier services. The plan is to
include data on business trips in the next report.

EN17 (C) Other relevant indirect greenhouse gas emissions by
weight.

Given the kind of activity it carries out, the Crèdit
Andorrà Group does not generate significant greenhouse gas emissions other than the CO2 emissions
already reported.

EN18 (A) Initiatives to reduce greenhouse gas emissions and
reductions achieved.

57-62

EN19 (C) Emissions of ozone-depleting substances by weight.

No significant emissions are produced of other
ozone-depleting substances.

Not
applicable

EN20 (C) NOx, SOx, and other significant air emissions by type
and weight.

The Crèdit Andorrà Group does not produce
significant air emissions resulting from the
consumption of fossil fuels.

Not
applicable

Not
applicable

Direct air emissions of NOx and SOx result from
the boilers. As per environmental management
standard ISO 14001, these air emissions are not
significant.
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Not
applicable

EN21 (C) Total water discharge by quality and destination.

This information is not considered to be relevant
at the Crèdit Andorrà Group as its water discharge
is similar to domestic discharge, which is not
considered to be contaminating.

EN22 (C) Total weight of waste by type and disposal method.

61

EN23 (C) Total number and volume of significant spills.

No significant accidental spill has occurred.

Not
applicable

EN24 (A) Weight of transported, imported, exported, or treated
waste deemed hazardous under the terms of the Basel
Convention Annex I, II, III, and VIII, and percentage
of transported waste shipped internationally.

Per raó de la seva activitat, el Crèdit Andorrà Group
no importa, exporta, transporta, tracta ni genera
residus considerats perillosos.

Not
applicable

EN25 (A) Identity, size, protected status, and biodiversity value
of water bodies and related habitats significantly
affected by the reporting organization’s discharges of
water and runoff.

Due to its kind of activity, the Crèdit Andorrà
Group does not import, export, transport or
generate waste deemed hazardous.

EN26 (C) Initiatives to mitigate environmental impacts
of products and services, and extent of impact
mitigation.

57-62

EN27(C) Percentage of products sold and their packaging
materials that are reclaimed by category.

The Crèdit Andorrà Group does not sell products
that can be reclaimed.

EN28 (C) Monetary value of significant fines and total number
of non-monetary sanctions for noncompliance with
environmental laws and regulations.

There have been no fines or legal penalties related to
noncompliance with environmental laws.

EN29 (A) Significant environmental impacts of transporting
products and other goods and materials used for the
organization’s operations, and transporting members
of the workforce.

The videoconferencing rooms have helped
professionals from different countries to meet
up, reducing the number of trips made by our
employees and, at the same time, lowering CO2
emissions.

EN30 (A) Total environmental protection expenditures and
investments by type.

57

Social: Labor Practices and Decent Work

Paging

Management focus

29-37
At the branches there are safety systems, emergency
plans in the offices and employees are trained in
this respect. Training is given on customer service
skills (commercial, technical).

LA1(C)

Total workforce by employment type, employment
contract, and region, broken by gender.

29-32

LA2 (C)

Total number and rate of new employee hires and
employee turnover by age group, gender, and region.

29-30

LA3 (A)

Benefits provided to full-time employees that are not
provided to temporary or part-time employees, by
significant locations of operation.

33

LA15 (C) Minimum notice period(s) regarding
operational changes, including whether it is
specified in collective agreements.

At Crèdit Andorrà, in 2011 one woman was given
maternity leave and returned to the same job once
this leave had ended.

LA4 (C)

Percentage of employees covered by collective
bargaining agreements.

The collective bargaining agreement is a possibility
that should encourage the employees themselves.
At this moment there is no collective bargaining
agreement affecting Credit Andorra employees.

LA5 (C)

Minimum notice period(s) regarding operational
changes, including whether it is specified in collective
agreements.

The collective bargaining agreement is a possibility
that should encourage the employees themselves.
At this moment there is no collective bargaining
agreement affecting Credit Andorra employees.

LA6 (A)

Percentage of total workforce represented in
formal joint management–worker health and
safety committees that help monitor and advice on
occupational health and safety programs.

Health and safety committees have to be promoted
by the employees themselves within each sector,
company... Currently does not affect employees
Credit Andorra.

Not
applicable

Not
applicable

Coverage
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80

LA7 (C)

Rates of injury, occupational diseases, lost days, and
absenteeism, and number of work-related fatalities by
region and by gender.

33, 36
There has been no work-related fatality. There has
been no case of occupational illness (in terms of
illnesses recognised as such by Andorra’s Office of
Social Security).

LA8 (C)

Education, training, counselling, prevention, and
risk-control programs in place to assist workforce
members, their families, or community members
regarding serious diseases.

36

LA9 (A)

Health and safety topics covered in formal agreements Andorran legislation provides for the existence of
with trade unions.
the legal figure of trade unions. However, Crèdit
Andorrà employees have not developed any trade
union yet.

LA10 (C) Average hours of training per year per employee by
gender, and by employee category.

34-36

LA11 (C) Programs for skills management and lifelong
learning that support the continued employability
of employees and assist them in managing career
endings.

100% of the employees are covered by the skills
management and lifelong learning programmes
that foster their employment and support them in
managing career endings.

LA12 (A) Percentage of employees receiving regular
performance and career development reviews, by
gender.

Every year, 100% of the employees are interviewed
as part of a performance and professional
development management procedure.

LA13 (C) Composition of governance bodies and breakdown
of employees per employee category according to
gender, age group, minority group membership, and
other indicators of diversity.

16-17, 30-31

LA14 (C) Ratio of basic salary and remuneration of women to
men by employee category, by significant locations of
operation.

31

Social: Human Rights

Paging

Management focus

7-15

HR1 (C) Percentage and total number of significant investment
agreements and contracts that include clauses
incorporating human rights concerns, or that have
undergone human rights screening.

The Crèdit Andorrà Group applies, to its
investments, the code of ethics and conduct and
the rules that guarantee maximum protection of
human rights and that require an ethical behaviour
in all relations, and assumes, as a minimum, the
utmost compliance with national and international
legislation applicable in carrying out its activities.

HR2 (C) Percentage of significant suppliers, contractors, and
other business partners that have undergone human
rights screening, and actions taken.

The main distributors and contractors are screened,
although this is not formally established.

HR3 (C) Total hours of employee training on policies and
procedures concerning aspects of human rights that
are relevant to operations, including the percentage of
employees trained.

Employees have not received specific training in the
area of human rights.

HR4 (C) Total number of incidents of discrimination and
corrective actions taken.

There have been no incidents of discrimination.

Not
applicable

Coverage

HR5 (C) Operations and significant suppliers identified in
No risks have been identified in this respect.
which the right to exercise freedom of association and
collective bargaining may be violated or at significant
risk, and actions taken to support these rights.
HR6 (C) Operations and significant suppliers identified as
No risks have been identified in this respect.
having significant risk for incidents of child labor, and
measures taken to contribute to the effective abolition
of child labor.
HR7 (C) Operations and significant suppliers identified as
having significant risk for incidents of forced or
compulsory labor, and measures to contribute to
the elimination of all forms of forced or compulsory
labor.

No risks have been identified in this respect.

HR8 (C) Percentage of security personnel trained in the
organization’s policies or procedures concerning
aspects of human rights that are relevant to
operations.

The Crèdit Andorrà Group has a security
department and security guard personnel
hired through external firms authorized by the
Government of Andorra that guarantee the
appropriate training of employees for the position.
These external companies ensure their personnel
are trained in the different areas relevant to their
position (the personnel receive training in shooting,
basic knowledge of fire-fighting systems (PPE, ISE),
among others).

HR9 (C) Total number of incidents of violations involving
rights of indigenous people and actions taken.

No incident has occurred related to the violation of
the rights of indigenous people.

HR10 (C) Percentage and total number of operations that have
been subject to human rights reviews and/or impact
assessments.

The Crèdit Andorrà Group has not assessed the
impact on human rights of its operations as its
Code of ethics and conduct and standards are
applied to any operation, ensuring maximum
protection of human rights, and the institution
assumes at least full compliance of national and
international legislation applicable to its operations.

HR11 (C) Number of grievances related to human rights filed,
addressed and resolved through formal grievance
mechanisms.

The Crèdit Andorrà Group has not recorded any
complaint related to human rights.

Social: Society

Paging

Management focus

39-55

SO1 (C) Percentage of operations with implemented local
community engagement, impact assessments, and
development programs.

39-55

SO9 (C) Operations with significant potential or actual
negative impacts on local communities.

Products and services offered by the Crèdit Andorrà
Group do not have any significant negative impact
on local communities. Moreover, management and
control is one of the group’s priorities and, to this
end, it has established the necessary infrastructure,
methods and internal controls. Risk-related policies
and limits are established and supervised by the
Assets, Liabilities and Risks Committee.

Not
applicable

SO10 (C) Prevention and mitigation measures implemented
in operations with significant potential or actual
negative impacts on local communities.

No operations have been identified with a significant negative impact on local communities.

Not
applicable

Coverage
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FS13

Access points in low-populated or economically
disadvantaged areas by type.

The Crèdit Andorrà Group does not have any activity in low-populated or disadvantaged areas.

FS14

Initiatives to improve access to financial services for
disadvantaged people.

In 2009, the Banco Crèdit Andorrà (Panamá)
signed a cooperation agreement with the Panama
Chamber of Commerce to promote the creation
of the Training and Preparation Unit of Social
Companies.

SO2 (C) Percentage and total number of business units
analyzed for risks related to corruption.

The analysis of risks related to corruption is an
aspect governed by law. Moreover, the Crèdit
Andorrà Group has a Regulatory Compliance Unit.
See indicator 4.11.

SO3 (C) Percentage of employees trained in organization’s
anti-corruption policies and procedures.

33-35
More generally, the employees of the Crèdit
Andorrà Group have the right and duty to know
the code of ethics and conduct and the manual to
prevent money laundering.

SO4 (C) Actions taken in response to incidents of corruption.

No corruption incidents have occurred.

SO5 (C) Public policy positions and participation in public
policy development and lobbying.

The Bank does not take a position in public policies
or take part in their development.

SO6 (A) Total value of financial and in-kind contributions to
political parties, politicians, and related institutions
by country.

The Crèdit Andorrà Group has not made any
financial or in-kind contribution to political parties
or related institutions.

SO7 (A) Total number of legal actions for anticompetitive
behaviour, anti-trust, and monopoly practices and
their outcomes.

There has not been any legal action related to
anti-competitive behaviour, anti-trust or monopoly
practices.

SO8 (C) Monetary value of significant fines and total number
of non-monetary sanctions for noncompliance with
laws and regulations.

There have not been any significant penalties
or fines for non-compliance with regulations
regarding the supply and use of products and
services.

Social: Product Responsibility

Paging

Management focus

19-27

FS15

19-27
The information on products is subject to
regulation by the ANIF.

Policies for the fair design and sale of financial
products and services.

A file is also produced for each product issued, with
its characteristics and a detailed description, as well
as a special section on risks.
PR1 (C)

Life cycle stages in which health and safety impacts of
products and services are assessed for improvement,
and percentage of significant products and services
categories subject to such procedures.

There are security measures at the branches to
minimise the risk of attack and robbery (presence
of digital image recording equipment, exclusive
access door, etc.). There is a security director.

PR2 (A)

Total number of incidents of non-compliance with
regulations and voluntary codes concerning health
and safety impacts of products and services during
their life cycle, by type of outcomes.

There has been no incident in this respect.

Type of product and service information required
by procedures and percentage of significant
products and services subject to such information
requirements.

64
The information on products is subject to
regulation by the ANIF.

PR3 (C)

82

Every product issued is supervised by the Product
Committee and an institutional investment
framework supervised by the Assets and Liabilities
Committee.

Coverage

PR4 (A)

Total number of incidents of non-compliance with
regulations and voluntary codes concerning product
and service information and labelling, by type of
outcomes.

There has been no non-compliance in this respect.

FS16

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

48-54
To help create a financial culture, Crèdit Andorrà
Asset Management, the funds management
company of Crèdit Andorrà, regularly publishes
reports for customers that provide an overview
of the market trends, strategies, particular issues,
etc. The firm also acts as a trainer for the internal
network of the Bank and insurance arm.

PR5 (A)

Initiatives to enhance financial literacy by type of
beneficiary.

25
Crèdit Andorrà Asset Management is the first entity
in Andorra to be admitted as a member of the
Board of the Asociación Española de Presentación
de Resultados de Gestión, Spain’s country sponsor
for the Global Investment Performance Standards
(GIPS). It has also been awarded ISO certificate
9001:2008. The departments of Treasury and
Capital Market and of Market Administration and
Control, as well as Valira Capital Asset Management,
have also been awarded ISO certificate 9001:2008.
Crèdit Andorrà Asset Management also forms part
of AIMA (Alternative Investment Management
Association) and has been MiFID Compliant since
2009.

PR6 (C)

Programs for adherence to laws, standards,
and voluntary codes related to marketing
communications, including advertising, promotion,
and sponsorship.

13

PR7 (A)

Total number of incidents of non-compliance
with regulations and voluntary codes concerning
marketing communications, including advertising,
promotion, and sponsorship by type of outcomes.

There has been no incident in this respect.

PR8 (A)

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

The Crèdit Andorrà Group has not received any
complaint regarding respect for privacy or loss of
customer data.

PR9 (C)

Monetary value of significant fines for
noncompliance with laws and regulations concerning
the provision and use of products and services.

There has not been any significant fine for not
complying with regulations concerning the
provision and use of products.
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