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PERFORMANCE INDICATORS, RESULTS ACHIEVED AND OBJECTIVES

Macro-theme Projects/Indicators 2018 Actions/Results 2021 objectives
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PERFORMANCE INDICATORS, RESULTS ACHIEVED AND OBJECTIVES

Macro-theme Projects/Indicators 2018 Actions/Results 2021 objectives
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QUALITY AND INNOVATION IN CUSTOMER RELATIONS 103-2 Society

COMPANY POLICIES

SERVICE QUALITY

LISTENING TO RETAIL AND CORPORATE CUSTOMERS IN ITALY
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-

NPS trends by customer type 2018 2017 2016

NET PROMOTER SCORE - NPS®
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LISTENING TO LARGE CORPORATE CUSTOMERS IN ITALY
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LISTENING TO CUSTOMERS IN THE INTERNATIONAL SUBSIDIARY BANKS 
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MANAGEMENT OF COMPLAINTS
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DIGITALISATION, INNOVATION AND ACCESSIBILITY

THE DIGITALISATION PROCESSES PAVING THE WAY TOWARDS AN INTEGRATED 
MULTICHANNEL BANK 
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EMPLOYEE ENGAGEMENT
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VIVIDIGITALE

NEW WAYS OF ACCESSING THE BANK 
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THE PHYSICAL NETWORK CHANNEL AND INTEGRATION WITH ONLINE STRUCTURES



FS14Society

ADOPTING GROUP DISTRIBUTION MODEL (AGDM) PROJECT

DIGICAL

ACCESSIBILITY FOR PEOPLE WITH DISABILITIES

[i]



FS14; CUSTOMER HEALTH AND SAFETY 103-2; 413-1; MARKETING AND LABELLING 103-2; 416-1; EX FS15 Society

129

CREDIT INNOVATION

CUSTOMER PROTECTION AND RESPONSIBLE SALES

TRANSPARENCY TO CUSTOMERS

[i

INVESTMENTS: ADVISORY SERVICE

1
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CUSTOMER HEALTH AND SAFETY 103-2; MARKETING AND LABELLING 103-2; 416-1; 417-2; 417-3; EX FS15Society

THE COMPLIANCE CLEARING OF NEW PRODUCTS AND SERVICES

BUSINESS CONDUCT ADVISORY 

DIALOGUE WITH CONSUMER ASSOCIATIONS

[i]) 
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CUSTOMER HEALTH AND SAFETY 103-2; MARKETING AND LABELLING 103-2; 416-1; 417-2; 417-3; EX FS15 Society

MANAGEMENT OF CUSTOMER REQUESTS FOR THE RESALE OF DIAMONDS THROUGH PURCHASES 
AT ORIGINAL PRICES (ASSESSMENT BY THE ITALIAN COMPETITION AUTHORITY - AGCM)

CUSTOMER HEALTH AND SAFETY

PHYSICAL SAFETY

IT SECURITY
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CUSTOMER HEALTH AND SAFETY 103-2; 416-1Society
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203-2; LOCAL COMMUNITIES 103-2; PRODUCT PORTFOLIO 103-2; FS7; ACCESS TO CREDIT AND FINANCIAL INCLUSION 103-2 Society

INITIATIVES WITH HIGH SOCIAL IMPACT

LOANS WITH SOCIAL IMPACT [% and thousands of euro]

 

COMPANY POLICIES

FINANCIAL INCLUSION OF VULNERABLE PEOPLE
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MICROFINANCE AND THE FIGHT AGAINST USURY

BANK THE UNBANKED
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FUNDS FOR IMPACT – NEW CREDIT ACCESS OPPORTUNITIES
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NATURAL CATASTROPHES AND DISASTERS

SUPPORT FOR HOUSEHOLDS

SOLUTIONS FOR YOUNG CUSTOMERS
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REMITTANCE MANAGEMENT
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SUPPORTING THE THIRD SECTOR

CROWDFUNDING PLATFORMS

PROJECT FOR THE FINANCIAL INCLUSION OF IMMIGRANTS



EX FS16 Society

EDUCATION AND SPREAD OF FINANCIAL CULTURE

[i]
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FINANCIAL EDUCATION TRAINING INITIATIVES WITH CONSUMERS
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SUPPORTING PRODUCTION AND INNOVATION

SUPPORT FOR BUSINESSES
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INDUSTRIAL DIALOGUE AND THE PRODUCTION CHAINS DEVELOPMENT PROGRAM

 

 

 

CORPORATE CREDIT AGREEMENTS
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SUPPORT FOR NEW BUSINESSES 

CORPORATE WELFARE SERVICES

WOMEN’S ENTERPRISE SOLUTIONS 
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SUPPORT FOR INNOVATION

DEVELOPMENT AND GROWTH OF START UPS

[i]

WOMAN VALUE COMPANY AWARD
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OPEN INNOVATION

LOANS AND SERVICES FOR COMPANIES INVESTING IN INNOVATION 

 



EX FS1; EX FS2; ACTIVE OWNERSHIP 103-2/103-3; EX FS12; RESPONSIBLE SAVING MANAGEMENT AND CUSTOMER PROTECTION 103-2Society

 

COMPANY POLICIES

SUSTAINABLE INVESTMENTS

EURIZON

1



ACTIVE OWNERSHIP 103-2/103-3; EX FS12 Society
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EURIZON FUND ABSOLUTE GREEN BONDS - GLOBAL IMPACT REPORT 
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FIDEURAM INTESA SANPAOLO PRIVATE BANKING
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PHILANTHROPIC FUNDS

PENSION FUND WITH DEFINED CONTRIBUTION OF THE INTESA SANPAOLO GROUP
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DIGITAL ECOSYSTEM FOR INVESTMENTS AND PENSIONS

INSURANCE SECTOR WITH SOCIAL IMPACT 
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201-1; 203-1; RELATIONS WITH THE COMMUNITY 103-2Society

COMPANY POLICIES

 

 

CONTRIBUTION TO THE COMMUNITY

Total contributions to the community by type 
[thousands of euro]

2018 2017 2016

-

218

Total 66,727 53,424 50,267
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DONATIONS

THE CHARITY FUND IN 2018
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INTESA SANPAOLO FOR THE NEEDY: THE NEW PROGRAMME COMBATING POVERTY

NOTEWORTHY SOCIAL INITIATIVES FOR THE GROUP 
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National Solidarity System: Meals

National Solidarity System: Shelter provision

National Solidarity System: Clothes

National Solidarity System: Medicines
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FOOD BANK INITIATIVES FOR THE NEEDY IN HUNGARY AND SLOVAKIA

BANK OF ALEXANDRIA - EBDA3 MEN MASR (“CREATIVITY FROM EGYPT”)
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INTESA SANPAOLO'S EDUCATIONAL PROGRAMME FOR CHILDREN WHO ARE LONG-TERM PATIENTS

 

 

 

 

 

INTESA SANPAOLO PROGRAMME FOR THE INCLUSIVE EDUCATION OF CHILDREN AND 
TEENAGERS - THE WEBECOME PLATFORM 

PROJECTS TO SUPPORT CHILDREN

SUPPORTING CHILDREN WITH COMPLEX NEUROLOGICAL DISEASES
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QUBÌ – QUANTO BASTA PROGRAMME 

ASSOCIAZIONE PER MILANO

TRAINING AND WORK PROJECTS FOR THE NEXT GENERATIONS

WORK-BASED LEARNING 

RELATIONS WITH UNIVERSITIES 
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PROMOTION OF CULTURE FOR SOCIAL COHESION

PARTNERSHIP WITH GENERATION - THE PROJECT REDUCING YOUTH UNEMPLOYMENT 
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Projects Category Description Partner Entities Events and Users 
involved

Gallerie d’Italia – Piazza alla Scala - Milan

 -

 

 

 

 

-

 

Gallerie d’Italia – Palazzo Leoni Montanari - Vicenza
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Projects Category Description Partner Entities Events and Users 
involved

Gallerie d’Italia – Palazzo Zevallos Stigliano - Naples
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Projects Category Description Partner Entities Events and Users 
involved
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INTESA SANPAOLO FOR CULTURE

 

 

 

 

 

 



Society

COMMERCIAL INITIATIVES IN THE COMMUNITY
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102-9 Society

COMPANY POLICIES

MANAGING THE SUPPLY CHAIN

QUESTIONNAIRE, REPORTING, CONTROLS 
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