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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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Society

LISTENING TO LARGE CORPORATE CUSTOMERS IN ITALY 

 

 

 

 

 

 

LISTENING TO CUSTOMERS IN THE INTERNATIONAL SUBSIDIARY BANKS

NPS by customer type                                                 2019

Businesses

NET PROMOTER SCORE – NPS®



Society

role of managers in listening to customers as a strength.

LISTENING TO INSURANCE CUSTOMERS

paid Home claims.

LISTENING TO CUSTOMERS IN FIDEURAM INTESA SANPAOLO PRIVATE BANKING

products.

MANAGEMENT OF COMPLAINTS

and organisational solutions adopted.



Society
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during the relationship).

provided to customers.

3



Society

DIGITALISATION, INNOVATION AND ACCESSIBILITY

THE DIGITALISATION PROCESSES PAVING THE WAY TOWARDS AN INTEGRATED MULTICHANNEL BANK

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Society

EMPLOYEE ENGAGEMENT

THE PHYSICAL NETWORK CHANNEL AND INTEGRATION WITH ONLINE STRUCTURES

innovation, the digitalisation and the offer of integrated models come to fruition in the remote consulting of the 

relationship, the management and development of the customers included in the portfolio, starting from an 

 

 



Society

CREDIT INNOVATION 

ACCESSIBILITY FOR PEOPLE WITH DISABILITIES 

[i].

lifting platforms, or stair lifts to connect the various floors.

language.

the Intranet.



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

CUSTOMER PROTECTION AND RESPONSIBLE SALES 

TRANSPARENCY TO CUSTOMERS

[i]

INVESTMENTS: ADVISORY SERVICE

, 

ongoing professional support from a dedicated manager.

THE COMPLIANCE CLEARING OF NEW PRODUCTS AND SERVICES 

BUSINESS CONDUCT ADVISORY 



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

DIALOGUE WITH CONSUMER ASSOCIATIONS

[i]) 

RESALE OF DIAMONDS THROUGH PURCHASES AT ORIGINAL PRICES

490 of the consolidated 
[i].

CUSTOMER HEALTH AND SAFETY

PHYSICAL SAFETY



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

IT SECURITY 

The Group considers the protection of information and the management of related processes a matter of 

 

 

 



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

 

 

response to fraud attempts

 

this issue.

of their digital lives.

of the services it provides (see [i]).



203-2; LOCAL COMMUNITIES 103-2; PRODUCT PORTFOLIO 103-2; EX FS1; FS7; FS14; ACCESS TO CREDIT AND FINANCIAL INCLUSION 103-2Society

INITIATIVES WITH HIGH SOCIAL IMPACT 

LOANS WITH SOCIAL IMPACT [% AND THOUSANDS OF EURO]

COMPANY POLICIES

FINANCIAL INCLUSION OF VULNERABLE PEOPLE



FS14 Society

MICROFINANCE IN COOPERATION WITH NGOS 

FUNDS FOR IMPACT – NEW CREDIT ACCESS OPPORTUNITIES  

MICROFINANCE AND THE FIGHT AGAINST USURY



FS14Society

NATURAL CATASTROPHES AND DISASTERS 

SUPPORT FOR HOUSEHOLDS

 



FS14 Society

SUPPORTING THE THIRD SECTOR

CROWDFUNDING PLATFORMS 

SOLUTIONS FOR YOUNG CUSTOMERS 

 

 

 

 

REMITTANCE MANAGEMENT

PROJECT FOR THE FINANCIAL INCLUSION OF IMMIGRANTS 



EXFS16Society

EDUCATION AND SPREAD OF FINANCIAL CULTURE

[i]). 

Project Partner Entities Description Events and users involved

in mountainous areas or more 

the families, have access to the 

them a free guided tour and an 

schools in the regions 

Turin. The initiative engages 

and entrepreneurship.

The pilot phase started 

coming from schools 

Fuoriclasse Financial and Business Education The fourth edition involved 

students. 

Interactive modular course on 

instruments. 

Emancipation, 

Inclusion) Torino (Turin prison) and its 

cooperatives

involved in the training.



EXFS16 Society

Project Partner Entities Description

Various realities of the Intesa 

Archives

A photographic and video account of the 

information needs and 

education.

good practices of inclusive and innovative 

education

information.

FINANCIAL EDUCATION TRAINING INITIATIVES WITH CONSUMERS



Society

SUPPORTING PRODUCTION AND INNOVATION

and trust.

SUPPORT FOR BUSINESSES 

 

 

 

operators.

IMPRESE VINCENTI PROGRAMME



Society

INDUSTRIAL DIALOGUE AND THE PRODUCTION CHAINS DEVELOPMENT PROGRAM

NON-FINANCIAL SERVICES

 

 

 

 

CORPORATE WELFARE SERVICES  



Society

Sector agreement Purpose

catering, entertainment and tourism sector, it provides for the reduction to 

to compete

CORPORATE CREDIT AGREEMENTS



Society

SUPPORT FOR NEW BUSINESSES



Society

SUPPORT FOR INNOVATION

DEVELOPMENT AND GROWTH OF START-UPS

[i]

WOMEN VALUE COMPANY AWARD

enterprises that implemented concrete and innovative policies and strategies to guarantee men and 

WOMEN’S ENTERPRISE SOLUTIONS 



Society

Furthermore, as part of the activities in support of the acceleration programmes, the partnership continued 

meetings in the area.

OPEN INNOVATION 

euro.

 



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

COMPANY POLICIES

Asset management and the insurance coverage of customers are central to the activities of the Intesa 

SUSTAINABLE INVESTMENTS 

EURIZON



EX FS1; EX FS2; ACTIVE OWNERSHIP 103-2/103-3; EX FS12 Society

account environmental, social and governance factors as an integral part of the investment process, aimed 

 

 

 

 

 

 

 



EX FS1; ACTIVE OWNERSHIP 103-2/103-3; EX FS12Society

EURIZON FUND ABSOLUTE GREEN BONDS - GLOBAL IMPACT REPORT [i]

 

 

 

 

 

 

 saved.



EX FS1 Society

selecting investments.

FIDEURAM – INTESA SANPAOLO PRIVATE BANKING

regard to investment choices, including in relation to issues of social and environmental interest.

the aim of offering a full spectrum of opportunities.

and professional areas.

 

 

 

 

 



Society

Also regarding the lines of portfolio management, Fideuram Investimenti has developed individual investment 

PHILANTHROPIC FUNDS AND THEORY OF CHANGE 

achieve them.

PENSION FUND WITH DEFINED CONTRIBUTION OF THE INTESA SANPAOLO GROUP



Society

SUSTAINABLE INSURANCE

THE RESPONSIBLE MANAGEMENT OF INVESTMENTS

investment products through Fideuram Asset Management.

CUSTOMER FOCUS AND INNOVATION  

and customer care service providers.

INSURANCE INCLUSION AND VALUE FOR THE LOCAL COMMUNITY

is to induce these companies to adopt a strong active climate change governance, to reduce greenhouse gas 



Society

OFFERING OF INSURANCE PRODUCTS  

development.

customers. 

THE CULTURE OF SUSTAINABILITY IN THE INSURANCE DIVISION   

more solid.


