
Indicators

CUSTOMER COMPOSITION

Group

Italy Abroad

Retail customers by age bracket [% - years]

Retail customers by years of relationship with the bank [years - %]

Group

CUSTOMERS
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2019 2018 2017

Branches Atm Branches Atm Branches Atm

35 53 34

33 34 43

45

64

Moldova 64

366

43 53

Presence in Italian regions with  2019 2018 2017

Branches Atm Branches Atm Branches Atm

43 45 46

Basilicata 34 44 55 46 36

Molise

Trentino Alto Adige 66 53 55

Market share per region of branches in Italy

Up to 10%

From > 10% to 15%

From > 15% to 20%

> 20%
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LOANS 

Loans to customers by business area

Loans to customers by economic business sector

and Financial Institutions

Breakdown by economic business sector 2019 2018 2017

Loans of the Italian banks and companies of the Group

Households 29.0% 29.0% 25.5%

Public Administration 1.9% 1.9% 3.0%

Financial Companies 10.8% 11.3% 9.5%

32.10% 33.0% 33.8%

Metals and metal products

Agriculture

Transport

Mechanical

Intermediate industrial products

Fashion

Electrotechnical and electronic

Transportation means

Holding and other

Material for construction

Base and intermediate chemicals

Furniture

Mass consumption goods

White goods

Rest of the world 10.8% 9.7% 11.6%

Loans of international banks and companies of the Group 11.7% 10.9% 10.0%

Non-performing loans 3.6% 4.2% 6.2%

TOTAL 100.0% 100.0% 100.0%



412-3 Indicators

OPERATIONS SUBJECT TO EQUATOR PRINCIPLES SCREENING

Category A Category B Category C

Total 3

Sector

3

Mining

Infrastructure 3

Region

Americas 3

Europe, Middle East and Africa (EMEA)

Independent audit

3

2019 2018 2017

Italy Abroad Group Italy Abroad Group Italy Abroad Group

3

Economic Value [m euro]
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Loans granted for social purposes 

[K euro]

2019 2018 2017

Italy Abroad Group Italy Abroad Group Italy Abroad Group

45,535

events

Total 3,538,044 311,392 3,849,437 4,114,008 340,897 4,454,904 3,915,883 605,810 4,521,693

SOCIAL IMPACT LOANS

Third Sector Network 2019 2018 2017

64,664

Indirect funding [K euro]

RELATIONS WITH THE THIRD SECTOR
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SUSTAINABLE INVESTMENTS

Eurizon SGR: Ethical and ESG Funds 2019 2018 2017

assets [K euro]*

n.a.

5.6

5.6

[i]  [i]  [i] [i]  [i]  

[i] [i] [i] [i] [i] [i] [i]
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Fideuram Ethical and ESG Funds 2019 2018 2017

*

*

36.4

 

 [i]  [i]  [i] [i]

MULTI-CHANNEL

Distribution channels and automation of operations: Italy 2019 2018 2017

66.4

Eurizon SGR: engagement initiatives 2019 2018 2017

665

engagement
5.4
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Distribution channels: Abroad

2019 2018

No. of multi-channel 

contracts (stock)

No. of multi-channel 

contracts 

(stock)/no. of 

customers

No. of multi-channel 

contracts (stock)

No. of multi-channel 

contracts 

(stock)/no. of 

customers

46

Moldova

CYBER SECURITY

Training
2019 2018 2017

Italy Abroad Group Italy Abroad Group Italy Abroad Group

4,653

Hours of training provided (classroom + 

remote learning)*

CUSTOMER EXPERIENCE

Net promoter score (NPS) 

performance by type of customer
2018 2017

6.5

CLAIMS, COMPLAINTS AND APPEALS

Type
2019 2018 2017

Italy Abroad Group Italy Abroad Group Italy Abroad Group

Insurance products

ties dossier
6,333 5,336

Investments 3,556

Total 43,333

complaints in total).

 


