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PERFORMANCE INDICATORS, RESULTS ACHIEVED AND OBJECTIVES
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Macro-issue Projects/Indicators 2019 Actions/Results  
(cumulative value since the start of 2018 
or 2018 value)

2021 objectives
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PERFORMANCE INDICATORS, RESULTS ACHIEVED AND OBJECTIVES



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 by customer type 2019

20

11

 

NET PROMOTER SCORE  NPS®

-

-

LISTENING TO LARGE CORPORATE CUSTOMERS IN ITALY 
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LISTENING TO CUSTOMERS IN THE INTERNATIONAL SUBSIDIARY BANKS

1 



Society

LISTENING TO INSURANCE CUSTOMERS

LISTENING TO CUSTOMERS IN FIDEURAM INTESA SANPAOLO PRIVATE BANKING

MANAGEMENT OF COMPLAINTS

1

2

1 

2 
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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



Society

CREDIT INNOVATION 

ACCESSIBILITY FOR PEOPLE WITH DISABILITIES 

[i]



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

1

THE COMPLIANCE CLEARING OF NEW PRODUCTS AND SERVICES 

1 

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
[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 



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

[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 

FUND 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



EXFS16 Society

Project Partner Entities Description

2019

2019

2019

FINANCIAL EDUCATION TRAINING INITIATIVES WITH CONSUMERS



Society

SUPPORTING PRODUCTION AND INNOVATION

SUPPORT FOR BUSINESSES 

 

 

 

IMPRESE VINCENTI PROGRAMME
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INDUSTRIAL DIALOGUE AND THE PRODUCTION CHAINS DEVELOPMENT PROGRAM

NON-FINANCIAL SERVICES

 

 

 

 

CORPORATE WELFARE SERVICES  
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Sector agreement Purpose

CORPORATE CREDIT AGREEMENTS



Society

SUPPORT FOR NEW BUSINESSES



Society

SUPPORT FOR INNOVATION

DEVELOPMENT AND GROWTH OF START-UPS

[i]

WOMEN’S ENTERPRISE SOLUTIONS 

-

-

WOMEN VALUE COMPANY AWARD



Society

OPEN 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



EX FS1; EX FS2; ACTIVE OWNERSHIP 103-2/103-3; EX FS12 Society
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EX FS1; ACTIVE OWNERSHIP 103-2/103-3; EX FS12Society

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

 

 

 
2

 

 

 

2



91

EX FS1 Society

FIDEURAM – INTESA SANPAOLO PRIVATE BANKING
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Society

PHILANTHROPIC FUNDS AND THEORY OF CHANGE 

PENSION FUND WITH DEFINED CONTRIBUTION OF THE INTESA SANPAOLO GROUP
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Society

SUSTAINABLE INSURANCE

THE RESPONSIBLE MANAGEMENT OF INVESTMENTS

CUSTOMER FOCUS AND INNOVATION  

INSURANCE INCLUSION AND VALUE FOR THE LOCAL COMMUNITY



Society

OFFERING OF INSURANCE PRODUCTS  

THE CULTURE OF SUSTAINABILITY IN THE INSURANCE DIVISION 



201-1; 203-1; RELATIONS WITH THE COMMUNITY 103-2 Society

COMPANY POLICIES

 

 

CONTRIBUTION TO THE COMMUNITY

Contributions to the community by 
type [thousands of euro]

2019 2018 2017

23 -

Total 92,521 66,727 53,424

 

-
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DONATIONS

THE CHARITY FUND IN 2019



Society

INTESA SANPAOLO AND INEQUALITY: THE FIGHT AGAINST POVERTY  

NOTEWORTHY SOCIAL INITIATIVES FOR THE GROUP



Society

Meals

 

 

 

 

 

Hospitality 
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Society

Clothing  

Medicines 
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Society

INTESA SANPAOLO'S EDUCATIONAL PROGRAMME FOR CHILDREN WHO ARE LONG-TERM PATIENTS

WEBECOME – INCLUSIVE EDUCATION OF CHILDREN AND TEENAGERS

[i]

QUBÌ PROGRAMME – QUANTO BASTA 

ASSOCIAZIONE PER MILANO 

PROJECTS TO SUPPORT CHILDREN
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Society

TRAINING AND WORK PROJECTS FOR THE NEXT GENERATIONS 

PROGRAMME FOR TRANSVERSAL SKILLS AND ORIENTATION (PREVIOUSLY WORK-BASED 
LEARNING) 

 
RELATIONS WITH UNIVERSITIES  

 
YOUTH AND WORK - YOUNG PEOPLE'S ACCESS TO THE WORKING WORLD 



102

Society

PROMOTION OF CULTURE FOR SOCIAL COHESION
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Society

COMMERCIAL INITIATIVES IN THE COMMUNITY



Society



Society
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102-9; 205-2 Society

COMPANY POLICIES 

MANAGING THE SUPPLY CHAIN 

QUESTIONNAIRE, REPORTING, CONTROLS 



102-9; 205-2Society


