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Innovation and digital transformation

COMPANY POLICIES

In a highly digitalised and competitive context, the commitment of Intesa Sanpaolo is supported by a 
state-of-the-art infrastructure which ranks the Group’s practices are among the best in Europe.  
The Digital programme represents one of the qualifying factors in the 2018-2021 Business Plan, 
through optimisation of an advanced multi-channel platform aimed at offering all customer segments an 

priority processes. The widening of User Experience, due also to agreements and partnerships, and also 

process. Strong investment in technologies and strategic vision in this area have ensured solidity as a 
going concern during the health emergency, allowing sound management of internal business and the 
rapid interaction with customers through a wide range of remote services.
The Bank’s operations highlight the use of cybersecurity practices, already in line with the best 

and a focusing on risk management topics and the ongoing protection of the company’s assets. The 
Board of Directors of Intesa Sanpaolo approves the IT Security Plan each year; in addition, in line 
with current regulations, cybersecurity is governed by guidelines and integrated processes for the 
safeguarding of the interests and rights of customers through the Bank’s Integrated Internal Control 

by all the parties involved (Bank structures, employees, customers and suppliers).

THE DIGITALISATION PROCESSES PAVING THE WAY TOWARDS AN INTEGRATED 

MULTICHANNEL BANK

Intesa Sanpaolo is continuing along the path of Group transformation to assert its role as a digital company, 
with the progressive, in-depth overhaul of its IT platform. This has enabled remote dealings between customers 

customers, with a focus on the use of mobile devices allowing the early achievement of the results envisaged by 
the Business Plan for 2021.
Also in response to the COVID-19 emergency, the process of digital transformation was accelerated so as to 

of products and services for customers that can be managed remotely has been widened, while home working 
has been enabled for employees through the widespread distribution of technologies and tools to facilitate 
collaborative working, interaction and the sharing of information.

launching the creation of two Cloud Regions in Italy, based on green solutions which will reduce CO
2 
emissions 

and allow the potential offered by modern cloud technologies to be grasped, also providing a thrust in local 
digitalisation through training initiatives devoted to students, SMEs and Start-ups.
Thanks to the progress Intesa Sanpaolo has made in the area of multichannel and digital banking activities, it has 
already achieved notable results in terms of customer engagement and the volume of services offered. In Italy 

• about 10.3 million multichannel customers (9.2 million in 2019), equalling 88% of customers;
• about 11.6 million digitised transactions (about 44.6 million since 2018) and 60% of digitised activities (35% in 

2019);
• 6.5 million customers connected at least once to the new App since 2018 (+18.2% compared to 2019) and 6.6 

million customers connected at least once to the digital channels (Internet Banking and Mobile App) in 2020;
• 42 Group companies already introduced into the Cybersecurity Model (89%);
• 93.5 million average monthly accesses via App, with 73.9 million transactions carried out in 2020 (in 2019 there 

were approximately 48 million transactions);
• about 7.1 million customers have activated the new access systems that are simpler and safer than a physical 

Market PSD2, Payments Service Directive 2), i.e. the O-key Smart or the O-key SMS (OTP - One-Time 
Password software);
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• about 85% of the retail customer product range available via multichannel platforms (including the current 
account, payment cards and personal loans);

• about 536,000 active customers already reached by the Intesa Sanpaolo Investo App, through which the 
customers of the Banca dei Territori completed almost 46% of their online trading transactions in 2020.

The relationship with Business and Corporate customers also continues to develop digitally thanks to a multi-year 
transformation programme and a new Inbiz Portal for companies.
As a result of the COVID-19 health emergency and thanks also to the new MyKey Inbiz identity and digital 
signature model (available since June 2020) there has been an acceleration to the digitalisation programme 
for the business world with the release of the new function which allows agreements to be signed remotely with 
exchange of documents. The Group’s ambition was to make it easier for customers to manage their relationship 
with the Bank independently and remotely.

• 300,000 companies migrated to the new digital portal and 20 million transactions per month, corresponding to 
140 billion euro per month transacted;

• 330,000 users (employees of customer companies) with new access credentials, highly reliable in terms of 
Cyber Security and based either on the use of Smartphones or digital QR Code readers;

• 
even via mobile, or to consult the balances and transactions of all the accounts of the Intesa Sanpaolo Group 
and other banks;

• 100,000 customers activated on the new digital tool Corporate Treasury (Treasury Management System to 
support Corporate Treasurers as they monitor and plan working capital);

• 25,000 customers activated on the new Customer Journey Export (working area to support companies with 
Trade Export needs);

• 
Subsidiary Banks of the Group. 

• 
improvement of the product and service offer and user experience, with the expansion of products for sale via 

movements on the credit lines also via the App, the ability for customers to view and trade mutual funds via 
the Investo App, the service for the aggregation of accounts and payment cards held by customers at other 
Banks, the implementation (for the management of the customer relationship remotely on the Mobile App and 
Internet Banking) of an integrated Digital Collaboration system with a virtual assistant with Google cognitive 

policy delivery processes (adoption of a new platform, new App, issue of a new Collective accident insurance 
product, activation of the channel for remote offers for Motor policies).

• 
the Intesa Sanpaolo Mobile App among the leading banking Apps in Europe, with high scores in the overall 
Forrester standings on Valuable Features and User Experience).

• 
service, the Wearable service with Swatch Pay customers and the Mobility App for car park payments. 

• 
contract, manage counterparties and invoices for factoring activities and monitor the progress of assignments 
and various uses.

• 
to provide a dedicated, digital and dematerialised area for use in Lending and Structured Finance transactions. 

EMPLOYEE ENGAGEMENT

The Ottomila! change management system continued in 2020, supporting over 42,000 people from the Banca 

and among staff and the increasing importance of digital systems found their space. These topics were covered 

dedicated to the people from the Banca dei Territori, with the aim of accompanying them in a highly complex 
professional and human experience. To further enrich the contents of Ottomila! the new Scenarios section was 
launched, created in collaboration with the Cybersecurity and Business Continuity Management structure of 
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the Bank, which engages and raises awareness with periodic publications dedicated to digital transformation 
and cybersecurity. The commitment towards disseminating the digital culture was further consolidated with the 

thanks to the digital culture communicators, identified as contacts in each branch, employees were involved in 
195 information sessions. To facilitate the dissemination of information related to services and products, in a 

of meetings via Skype, called Vivichat with 131 information sessions attended by a total of 18,325 employees.

IT SECURITY 

The Group considers the protection of information and customers a matter of strategic importance and in 
general contributes actively to the cybernetic resilience of Italy’s Economy. In line with current regulations, 
cybersecurity is governed by guidelines and integrated processes for the protection of the interests and rights 

responsibilities at all levels of the company. 

• 

control bodies; 
• 

• 
initiatives aimed at customers, stakeholders, third parties and the supply chain.

the orientation and control of cybersecurity, supported by the Governance Functions that ensure its effective 

infrastructure in line with the Group’s strategy, ensures consistency between internal rules, promotes and 

with the regulatory framework; the Relevant Functions that provide services, design and release cybersecurity 
solutions in compliance with the relevant regulations. 

Cybersecurity tasks are carried out according to shared Group guidelines with both a centralised management 
model, for Banks and companies that have a high degree of integration with the Parent Company, and a 
coordination and control model for the other Group companies and the International Subsidiary Banks. The 
model and the cybersecurity management system as a whole are periodically reviewed and updated, at 

organisational, technological changes) that may have an impact in terms of cybersecurity, with a focus on 
continuous improvement. The cybersecurity structure also conducts annual Strategic Intelligence activities 
aimed at identifying the most relevant risk scenarios for Intesa Sanpaolo, in relation to which the necessary 

Given the growing importance of cybersecurity issues, including in relation to the 2018-2021 Business Plan, 
the Intesa Sanpaolo Board of Directors annually approves the IT Security Plan which organises, in a structured 
and coordinated way, the challenges introduced by cyber space through the measures already established by 
the Group functions that are responsible in various capacities for guaranteeing cybersecurity. The underlying 

in order to protect all of the company’s assets. In particular, the Plan envisages the implementation of the 
Group’s cybersecurity strategy, which must be based on a perfect knowledge of every element of the area to 
be protected, which grows together with the services offered and the new risks, strongly linked to behaviour 
and to the human factor. This strategy is based on four main pillars - Excellence in fundamentals, Sensitivity 

together with the related investments necessary for the implementation of the initiatives set out in the master 
Plan, geared towards increasing the levels of Cyber Resilience and Cyber Readiness among the Group 

• the continuing activities aimed at improving levels of protection for customers in a period of rapid growth in 

 continuation of the pathway towards enhancing cybersecurity and the resilience of the systems and 
applications dedicated for that purpose in services offered to customers;
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 strengthening of anti-fraud monitoring, especially in view of the emergency situation that may be favourable 
for attacks against customers less accustomed to operating through digital channels, also through the use 

• strengthening of security monitoring of Third Parties that provide the Bank with services using their own 

business continuity. The checks cover the supplier’s entire life cycle within the Bank (the contracting phase, 
provision of the service, termination of the contract, if it has occurred). A dedicated team oversees this issue;

• the enhancement of the security measures adopted by employees such as, for example, 
 extension of services with multi-factor authentication also in accordance with the new way of working 

introduced with the pandemic emergency;
 enhancement of internal processes and communications to be activated if a critical event occurs so as to 

reduce risks.

With regard to anti-fraud monitoring, the Bank keeps its anti-fraud system constantly updated and capable of 
real-time analysis of all transactions carried out by customers via digital channels and of detecting, through 
a risk assessment system, any potentially anomalous transactions generating SMS alarm messages and 
security questions to the customer; furthermore, the Bank acts in collaboration with the Authorities to combat 
new techniques used by the fraudsters, and makes use of every channel to remind customers that their 
credentials are personal and must be well guarded and never disclosed to third parties.

Sanpaolo to block fraudulent transactions amounting to around 162 million euro for retail customers and about 
33 million euro for corporate customers. 

relevance of the data processed and of the use of the application procedures by all the parties involved (Bank 
structures, employees, customers and suppliers). Particular attention has been paid to customer awareness 
of cybersecurity issues by publishing a series of communications on the public website (information pages, 
documents and infographics), on the most popular social networks, on the Bank’s safe channels (e.g. bank 
statement notices, and App notices), also in collaboration with the relevant Italian and European Authorities. 
In this regard, by way of example, Intesa Sanpaolo was again in 2020 the only Italian bank to participate in 

cooperating to increase the cybersecurity culture among customers so that they can maintain control of their 
digital lives.
The internal training provided by Intesa Sanpaolo is aimed at all levels of the company’s hierarchy in a 

Intesa Sanpaolo is strongly committed to increasing cyber culture at a country-wide level and, in this sense, 
it has continued its collaboration with Bocconi University and the Polytechnics of Milan and Turin in order to 

hackers; moreover, the Bank is providing leading support for initiatives aimed at all citizens (e.g. Youth4Cyber, 
within the context of the Digital Week in Milan) so as to raise their awareness about the threats related to 
digitalisation.
In 2020, the Intesa Sanpaolo Group structures responsible for the collection and analysis of information in 

and companies, as well as for national bodies supporting the credit sector. Initiatives also continued involving 
Intesa Sanpaolo in various working groups with international bodies like EBF, AFME, ECSO, Enisa, Europol, 
CERTFin and ABILab.
The integrated monitoring of cybersecurity and business continuity as part of Crisis Management procedures 

time, for a pandemic emergency, ensuring the continuity of services and focusing on the protection of customers 
and employees. The Bank took immediate steps to ensure social distancing of employees and customers by 
introducing new operating procedures and speeding up the digitalisation process already underway.

for its cybersecurity and operational continuity activities that guarantee quality, and also for its appropriate 
monitoring of the services it provides (see [i]
cybersecurity, Intesa Sanpaolo won the CTF AIPSA 2020 prize, dedicated to Cyber Resilience during the 
global pandemic.
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THE PHYSICAL NETWORK CHANNEL AND INTEGRATION WITH ONLINE 

STRUCTURES 

The branches continue to represent the physical space of personal relationships of the distribution network, 

changes in the physical place where the Bank comes into contact with its customers with modular spaces that 

living areas and self-service areas), which are also suitable for hosting artistic and cultural events. At the end of 
2020, the new branch model was present at 271 branches, including 13 Corporate branches.
During the health emergency period about 4,800 customers and 500 employees were involved in remote 
meetings, through the use of a digital platform, in 94 webinars organised in the second half of the year.
As outlined in the 2018-2021 Business Plan, the rationalisation of the distribution network, the search for 
innovation, the digitalisation and the offer of integrated models come to fruition in the remote consulting of the 
Online Branch. The latter provided practical support during the health emergency. Thanks to the widespread use 
of home working by Online Managers the freephone number was active at all times and it guaranteed answers 
to customers in times when local branches were forced to suspend their activities. It encouraged dialogue 
with managers in the branches, accompanied customers in using digital channels and provided assistance on 
products and services according to arrangements subsequent to the pandemic.
The year 2020 saw the consolidation of some tools for dialoguing between customers and the Online Branch. 
Through the Intesa Sanpaolo Mobile App, customers can write via chat to the Online Branch or their Remote 
Manager. It is an asynchronous and persistent, WhatsApp-like form of interaction that improves customer 
experience using a popular and well-known mode such as a chat, reduces the need to go to the local branch and 
provides fast assistance and expert advice through digital channels.
This pathway will soon be complete, also extending the chat service to the internet channel and allowing customers 
to access the dialogues at any time from whatever device they like. In 2020 the supply chain was enhanced with 
a new operating point and includes a total of over 1,000 Online Managers distributed among 18 branches and 
161 Remote Managers, operating in 14 remote branches.
Dialogue with customers was constant and parallel to the relationship with the face-to-face network with which 
the management of portfolios is shared. The Remote Manager is a new way for the customer to access the Bank 
over longer hours and remotely.

The geographical coverage and accessibility of services are offered by the new network born from Banca 5, the 

so citizens that use the authorised stores every day with a complete range of payment and collection services 
(withdrawals, transfers, MAV, payment orders, top-ups for prepaid cards, etc.) and other business services (SPID 
Recognition, phone top-ups).

• Adopting Group Distribution Model (AGDM), implementing the new commercial service model in Banca Intesa 

577,000 customers with a personalised consulting service from the dedicated manager and latest generation 

period.
• DigiCal programme strengthened the integration between the physical and the digital channels in order to 

digitalise current processes for Retail and Small Business customers. During 2020, the number of Retail online 

538,316 in Privredna Banka Zagreb in Croatia, 43,769 in Intesa Sanpaolo Bank Albania and 71,401 in Intesa 
Sanpaolo Bank in Slovenia. At the end of the year DigiCal was extended to Banca Intesa Beograd with internet 
and mobile banking. In 2020, Privredna Banka Zagreb in Croatia reached 6,500 customers with the Digi4Biz 
Internet and Mobile Banking platform dedicated to the Small Business and SME segment, which will also be 

Alexandria.
The use of Danube tablets for gathering signatures during transactions in Privredna Banka Zagreb in Croatia, 

Experience.  
In addition, in a situation such as a health emergency the implementation of the Remote Offer service allowed the 
employees of the branches of Privredna Banka Zagreb in Croatia and Intesa Sanpaolo Bank in Slovenia to assist 
customers remotely through the chat function and to send commercial offers via online channels; the Public 
Portal of Privredna Banka Zagreb enabled customers to sign the multi-channel contract online, thus avoiding 
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CREDIT INNOVATION   

The activity of granting credit to retail customers, in terms of products and processes, is carried out in a multi-
channel perspective. In fact, the offer received from the traditional branch can be completed and concluded by 
customers directly via their mobile devices, independently or with the assistance of the branch. Over 80% of 
credit applications are approved with automatic evaluation within 24 hours. In consumer credit, with the PerTe 
Prestito Diretto product the Bank makes it possible, in self-service mode, to make interest-free purchases from 
an extensive catalogue of consumer durables. The product range is supplemented with the constant presence 
of the Online Branch, which assists customers from the purchasing stages through to the home delivery of their 

customers looking for a property who can ask the Bank to decide the maximum amount of credit that can be 
granted to them; at the end of 2020 there were more than 22,200 subscribers, with more than 2,700 customers 

The Bank took immediate action in the early days of the health emergency to activate centralised remote 
processes, to enable Retail Business and Corporate customers to independently apply for the suspension of 
mortgages and loans, as provided for in Law Decree no. 18 of 17 March 2020, and reduce the level of face-to-
face contacts between customers and managers.
The remote process, which allows information and documents to be exchanged between the manager and 

suspension of loan instalments, applications for access to state guarantees, the completion of applications for 
new loans or the use of available credit lines.

ACCESSIBILITY FOR PEOPLE WITH DISABILITIES  

Accessibility for visually impaired or blind customers is made available in Italy thanks to automatic 
teller machines equipped with an interface featuring easy-to-read graphics for the visually impaired, 
while for the blind over 6,400 machines are equipped with headphones for listening to voice guidance. 
The monitoring of the accessibility and usability of buildings and services led to the conclusion of the 
census of 3,535 operating points (consisting mainly of Retail, Personal, Business, Private and Corporate 
branches, satellite agencies of the various branch types, and detached and company branches) out of 
a total of 4,789, i.e. about 74% of coverage (the former Venetian Banks excluded), inspecting the user-

on the Intesa Sanpaolo website [i].
In particular, there is information on the accessibility of branches and self-service areas for individuals 

As part of the DigiCal model, there is continued updating in the International Subsidiary Banks, of mobile 
and web applications according to WCAG 2.0 (Web Content Accessibility Guidelines) accessibility 
standards, which allow persons with disabilities to use the platforms, offering a service in English and 
in the local language.
During 2020, the surveying of the premises of the International Subsidiary Banks continued its progress, 

of Alexandria. The mapping activities included 100% of properties and considered several common 
parameters (accessibility from the outside, to tellers and to managers, etc.). The highest levels of 
accessibility from the outside are currently found in Slovenia (88%) and Croatia (86%). During the month 

Banca Intesa Beograd involving 30 branches with modest works, and in VÙB Banka, where the works 
of a more structural nature will involve 4 branches.
There is continued collaboration with the Fondazione LIA (Libri Italiani Accessibili - Accessible Italian 
Books Foundation), which has been working for years with Associazione Italiana Editori (the Italian 
Publishers Association) and Unione Italiana Ciechi e Ipovedenti (Italian Association for the Blind and 
Visually Impaired) in order to improve the accessibility of the Group’s documents published on the 
Internet and on the Intranet.
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In addition, to reduce the impact on operations at the branches and to meet more effectively the considerable 
demand for the suspension of loan instalments from Retail Business and Corporate customers, a dedicated 
Task Force was set up with a total of about 2,400 employees, who supported branches in evaluating and 
processing applications.

September 2020. On the one hand, the signing process allows the SME customers to sign the loan agreement 
in self-service mode, without needing to go to the branch. On the other hand, the evaluation process is based 
on the new online calculation model for the rating of SMEs, which can automatically verify the loan repayment 
capacity, through an assessment of creditworthiness that analyses, among other aspects, the balances and 
transactions of the customer’s current accounts over the previous 15 months.

INITIATIVES WITH HIGH SOCIAL IMPACT

In 2020, the Intesa Sanpaolo Group issued new loans for high social impact activities amounting to 
about 37.2 billion euro, equal to 42.5% of the total granted, 32 billion of which to support the production 
system during the health emergency, helping to create business and employment opportunities and also 

for associations and entities in the Third Sector; products for the most vulnerable social groups to support 

LOANS WITH SOCIAL IMPACT [% AND THOUSANDS OF EURO]

12.23% Products for vulnerable 

86.27% Support for people affected by 

32,071,647

Financial inclusion and supporting production 

COMPANY POLICIES

credit, in accordance with the Group’s Code of Ethics. This code highlights, among the principles of customer 
relations, this policy’s value as a key lever for social inclusion, enabling people to improve their lives and 
to fully exercise their citizenship rights. The Code of Ethics also outlines Intesa Sanpaolo’s commitment to 
promoting economic and social development in the countries where it operates. In particular, this responsibility 
results in assisting companies to develop and improve their competitiveness, and to introduce innovations 
and internationalise their business. Among other initiatives, the 2018-2021 Business Plan launched the Fund 
for Impact, which is intended to disburse social impact loans of 1.25 billion euro (subsequently increased to 

credit, despite their potential..

FINANCIAL INCLUSION OF VULNERABLE PEOPLE

of resources by identifying actors within the territory with whom agreements and synergies can be developed 
that will make access to credit easier for vulnerable individuals or those who would otherwise have no access 
to banking.
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