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“We aspire to uphold our standing as the leading and
innovative financial group, with the best customer service
and a benchmark in socially responsible banking"

Jordi Gual Solé
Chairman

Letter from the Chairman
In 2018 we successfully completed the strategic plan that we
launched four years ago and we have begun a new era with
the presentation of a new plan for the 2019-2021 horizon. A
future of challenges and opportunities lays ahead, which we
will face with the satisfaction of work well done and with the
assurance inherent in being prepared, as a bank, to continue
creating value in a sustainable way, for the customers and the
shareholders, the employees and society as a whole.

We have been able to strengthen our commercial leadership
year after year throughout the newly completed plan. In
Spain, 26.3% of people trust in CaixaBank as their main bank.
This leadership, which also broadens to the digital field, with
32% penetration, is made possible thanks to our close retail
banking model, which blends a wide range of innovative
products and services with the best omnichannel service.

Besides the excellent commercial performance, the bank has
closed 2018 meeting all the financial objectives of its strategic
plan. Thus, the return has increased, reaching figures over 9%,
covering the cost of the capital; the quality of the balance
sheet has been improved; the weight of the non-strategic
assets has been reduced; and a solid capital position has been
upheld, with a capital adequacy ratio over 11%. The
acquisition of BPI has also been completed during the past
year: a step that wraps up a relationship that began more than
two decades ago and which forms the basis of a unique
opportunity to strengthen our presence in Portugal under an
excellent bank.

We have achieved the foregoing being true to a long-standing
banking model of over 110 years of history, based on solid
corporate values in terms of quality, trust and social
commitment. We are firmly committed to excellence in

customer service, in turn, upholding a major commitment with the improvement of the communities of which we form a part. As
reflected in CaixaBank's mission, our aim is none other than to contribute to our customers' financial well-being and to the
progress of the whole of society.

Proof of our commitment to society is the collaboration with our main shareholder's social work, the “la Caixa” Banking
Foundation, whose budget of over EUR 500 million is partly nourished through our dividends. But at CaixaBank we also undertake
our own initiatives intended to foster financial education and inclusion, promoting housing aid programs, environmental
sustainability and doing voluntary work, with more than 14,500 CaixaBank employees collaborating in social activities nationwide.

With the new strategic plan, we aspire to uphold our standing as the leading and innovative financial group, with the best
customer service and a benchmark in socially responsible banking. To do so, we promote the most demanding standards in ethical
and responsible business management, regulatory control and compliance, corporate governance and environmental policy. In
this regard, we uphold our firm commitment to the United Nations Global Pact and, recently, we have adhered to this
organisation's Principles for Responsible for Banking.

Thanks to CaixaBank's experience and its proven capacity to adapt, we look to the future confident that we will be able to address
any new challenges. In this new environment, we will go on committing to a differential banking model, characterised by close ties
with the customer, quality of service, social commitment and innovation, with the aim of consolidating long-term relationships
with our customers and with society.

I hereby thank all our shareholders, customers and employees for placing their trust yet another year in CaixaBank, driving us to
continue adding value and values, contributing to society's well-being and development with our distinctive way of banking.
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Responsible and ethical behaviour: policies, codes and internal standards
CaixaBank's Corporate Social Responsibility Policy has been approved by the Board of Directors and is monitored by top-level
CaixaBank committees with the direct involvement of Senior Management, which establishes the foundations for responsible
activity and economic efficiency with a commitment to the socio-economic development of people and the country. This
commitment provides added value to the Company and its stakeholders, and encompasses the entire value chain of the
organisation: economic and financial factors of the business, environmental responsibility, customer satisfaction, creation of value
through shareholders, the needs and aspirations of employees, the relationship with suppliers and contributors, and the impact
on the communities and environments in which it operates.

CaixaBank's Corporate Social Responsibility Policy, based on ESG (Environment, Society and Governance), has established five key
strategic areas under the 2019-2021 Strategic Plan with the primary aim of being leaders in responsible management and social
commitment.
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The Corporate Social Responsibility Policy is aligned with the principles and practices of the various national and international
partnerships and initiatives to which CaixaBank adheres:

Principal alliances and affiliations

Partnership with the "la
Caixa" Banking Foundation,
the first Social Action
Project in Spain and one of
the largest in the world

CaixaBank has held the
Spanish presidency of
the UN Global Compact
since 2012

VidaCaixa (2009) and CaixaBank
Asset Management (2016) are
signatories of the UN Principles for
Responsible Investment

Promoting sustainable
finance and the integration
of environmental and social
aspects in business (2018)

Work group that creates
guides to reinforce
transparency on climate
risks and opportunities
(2017)

Commitment to ESG risk
assessment in project financing
over EUR 7 million (2007)

Principles that promote integrity
in green and social bond markets
(2015)

Founding partner
promoting growth linked
to a low-carbon economy
(2016)

Organisation working to
reduce emissions and to
promote the sustainable
use of water (2012)

Public commitment to
aligning policies to
advance gender equality
(2013)

Commitment to promoting
and disseminating new
knowledge about CSR
(2005)

Defining the role of the
financial sector to
guarantee a sustainable
future (2018)

CaixaBank is included in the main sustainability indices (index and date of first inclusion)

DJSI World
DJSI Europe
(2012)

FTSE4 Good Global
FTSE4 Good Europe
FTSE4 Good IBEX
(2011)

Ethibel Excellence Investment
Registers (2013)
Ethibel Sustainability Index
Excellence Europe (2013)

MSCI Global
Sustainability Indexes
(2015)

STOXX Global ESG
Leaders indices (2013)

Eurozone 120 Index
Europe 120 Index
(2013)

"Prime" company
(2013)
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Respecting human rights is a key part of CaixaBank's corporate values and the minimum standard of action to conduct business
legitimately. Therefore, CaixaBank implements a Human Rights Policy and Code of Ethics and Action Principles, which constitute
the highest level of regulations in CaixaBank's internal hierarchy. These policies have been approved by the Board of Directors and
are inspired by the principles of the UN International Bill of Human Rights and the Declaration of the International Labour
Organization, as well as other ethical standards and codes of conduct. These documents can be accessed on the CaixaBank
website (www.caixabank.com).

CaixaBank strives to understand the impact of its activity on human rights and is committed to preventing and mitigating any
adverse impacts. Therefore, it implements periodic due diligence processes related to human rights (most recently in 2016) and
reviews and updates its Human Rights Policy on a regular basis (last updated in 2018).

Human rights are protected through the following actions based on the stakeholder:

Our responsibility as a financial service provider

CaixaBank demands from its employees respect for people,
their dignity and fundamental values. Similarly, it aims to
work with customers that share its values respecting human
rights.

Key aspects in this area: developing new financial products
and services consistent to CaixaBank human rights goals,
the integration of social and environmental risks in decision-
making and the avoidance of financing or investment in
companies and/or projects related to serious human rights
breaches.

Our responsibility to the employees

CaixaBank considers its relationship with its employees
as one of its main human rights responsibilities.

CaixaBank links its recruitment, management,
promotion and development policies of people to
respecting diversity, equal opportunities, meritocracy
and non-discrimination based on gender, race, age, or
other circumstances.

There are confidential channels for employees to
process their queries about the interpretation or
practical application and report breaches.

Our responsibility to the community

CaixaBank is committed to supporting human rights in the
communities where it operates, by complying with current
legislation, collaborating with the government institutions
and the courts of law, and respecting internationally
recognised human rights wherever it conducts business.

In addition, CaixaBank promotes the dissemination of
international human rights principles, human rights
initiatives and programmes, and the UN Sustainable
Development Goals.

Our accountability with suppliers

CaixaBank requires its suppliers to respect human and
labour rights, and encourages them to implement
these rights in their value chain.

Therefore, service provision and product procurement
contracts have been adapted to reinforce respect for
human rights in the value chain, taking into account
the nature and geographical origin, where applicable,
of procured goods, and other aspects related to
technical issues, solvency, security, health, and the
environment.

If any risks are identified, an auditing process is
initiated and, where necessary, corrective action plans
are prepared. In 2018, a total of 7 audits were
conducted.

Activities involving suppliers with a higher social risk
potential include those associated with PromoCaixa
suppliers located outside the European Union.

Suppliers located in Spain are required to comply with
Spanish social and labour regulations.
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Contributing to society
CaixaBank works to promote economic activity and business productivity, and contributes to the creation of employment and
financial inclusion. Therefore, its financial strength is a key component as it enables the company to maintain jobs, purchase
products and services from providers, and pay its shareholders.
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Board of Directors as of 1 January 2019

The Board is the most senior decision-making body, with the exclusion of matters reserved for the General Shareholders' Meeting.
It ensures that the Group complies with current legislation, fulfils its obligations and contracts in good faith, respects the uses and
good practices of the sectors and territories where it operates, and observes the additional social responsibility principles to
which the Group voluntarily adheres.

The CEO also reports to the Board of Directors and is responsible for the daily management of the Group and ordinary decision-
making under the authority of the Board and the Executive Committee.

The directors meet the requirements of integrity, experience and good governance in accordance with the applicable law at all
times, as well as the recommendations for the composition of administrative bodies and director profiles issued by Spanish and
European authorities and experts.
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Based on this analysis, it has been concluded that the CaixaBank Board of Directors currently has a satisfactory composition with
an adequate balance of knowledge and expertise among its members, both in the financial sector and other relevant areas, to
guarantee the proper governance of the credit institution, and the joint expertise to contribute sufficient complementary points
of view (see section C.1.3 of the Annual Corporate Governance Report for the member profiles of the CaixaBank Board of
Directors).

In addition, notably, the number of executive directors has decreased over the financial year. At present, the CEO is the only
representative of this category. All the other board members are non-executive and, primarily, independent directors.

Similarly, the Articles of Association and the Board Regulations stipulate the maximum number of proprietary directors that can
represent a single shareholder (without prejudice to the right of representation), which reinforces the role of independent
directors, due to their high presence in different committees and the fact that proprietary directors that represent a single
shareholder are prohibited from participating in decisions for proposing and appointing independent directors.

Finally, as regards the issue of diversity, the Company maintains its firm intention of reaching 30% female presence on the Board
of Directors and, therefore, considers different possibilities for attain this goal. These options include appointing an independent
director to substitute another independent director that is close to reaching the 12-year limit for occupying the position, or even
reducing the size of the Board.

Senior Management

The CEO, the Management Committee, and the main committees of the Company are responsible for the daily management,
implementation and development of the decisions made by the Corporate Governance Bodies. The main committees are as
follows:
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Management Committee as of 1 January 2019

The Management Committee meets on a weekly basis to reach agreements regarding the Strategic Plan, Annual Operating Plan,
and other areas that affect organisational life at CaixaBank. It also approves structural changes, appointments, expense lines and
business strategies.
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Regulatory context
The active involvement of the industry in the development of regulatory and supervision standards is extremely important to help
to shape a solid and robust regulatory framework, as well as to promote consistency, convergence and harmonisation in the area
of regulation and the supervisory culture at a European and international level. In this regard, CaixaBank participates in the
regulatory and legislative processes for issues that concern the national, European and global financial and banking sectors, with
the active involvement of Senior Management in the monitoring of the regulatory proposals and defining the Company's strategy
and stance related to these proposals.

CaixaBank shares its views on the regulatory processes with the public authorities by means of position papers and impact
analysis documents, either at the request of these public authorities or on their own initiative. In general, CaixaBank shares its
opinions through different associations after reaching a consensus within the industry. CaixaBank is member of a wide range of
associations in the sector. However, in the field of banking, most of its activity is channelled through CECA (Spanish Confederation
of Savings Banks) nationally, ESBG (the European Savings and Retail Banking Group) on a European level, and IIF (the Institute of
International Finance) globally. Furthermore, Banco BPI is a member of the APB (Portuguese Banking Association), which in turn is
a member of the EBF (European Banking Federation). In the area of insurance, CaixaBank is notable for its participation in
Insurance Europe (The European insurance and reinsurance federation) and CFO Forum (The European Insurance CFO Forum).

In 2018, the major milestones of the regulatory agenda and their impact for the group were developed at the European level in
the areas of prudential supervision and bank resolution, as part of the key pillars of the Banking Union, as well as in the regulation
of aspects related to consumer and investor protection, and the challenges posed by digital transformation. On the national level,
it is important to highlight the regulation of aspects related to consumer and investor protection, in particular, the processing of
the regulatory law on real estate loan contracts.
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Business model
CaixaBank has a universal banking model. We have adopted the “financial supermarket”, which offers a wide range of products
and services adapted to the customers' needs through a business platform that combines physical branches and the digital world.
A business model that covers all financial and insurance needs.

With a view to fulfilling its goal to offer customers the best value proposal while also prioritising efficiency, CaixaBank prioritises
strategic agreements with other leading companies from different sectors, sharing knowledge and creating synergies.

Segmentation, key to better serving our customers
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Risk management

CaixaBank maintains a medium-low risk profile, a comfortable level of capital adequacy and a high level of liquidity, in accordance
with its strategic objectives and aligned with the Group's business model and the risk tolerance defined by the Board of Directors.

The implemented risk management systems are adequate for the profile and strategy of the Group and comprise the following
elements:

Note 3 of the 2018 consolidated annual financial statements provides additional information on risk management and the Group's
internal control model.
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The following is a summary of the most relevant aspects of management and intervention for the different risks identified in the
Corporate Risk Catalogue in 2018:

Definition in the Corporate
Risk Catalogue

Risk management Key milestones in 2018

BUSINESS MODEL RISKS

Business
returns risk

Obtaining results below
market expectations or
Group targets that,
ultimately, prevent the
company from reaching a
level of sustainable returns
that exceeds the cost of
capital.

The management of this risk is supported by
the strategic financial planning process,
which is continually monitored to assess the
fulfilment of the strategy and budget. After
quantifying the number of deviations and
identifying their cause, conclusions are
presented to the management and governing
bodies to evaluate the benefits of making
adjustments to ensure that the internal
objectives are fulfilled.

In 2018, the return on tangible equity has
exceeded the cost of capital.
At the same time, action has been taken to
lay the foundations for higher future returns
based on the growth of core income, mainly
by boosting the digitalisation process and
disinvestment in non-strategic business
(foreclosed and Repsol).

Eligible own
funds /
Capital

adequacy

Risk resulting from
constraints on the Group's
ability to adapt its level of
capital to regulatory
requirements or changes in
its risk profile.

The management approach focuses on
maintaining a medium-low risk profile and a
comfortable capital adequacy to cover any
windfall losses. The objective of the new
2019-2021 Strategic Plan is to reach a CET1
level of approximately 12% of RWAs and to
obtain one additional percentage point
(temporary) to cover any potential regulatory
impacts forecasted over the next few years
(such as the completion of Basel 3 and other
regulatory modifications)
Furthermore, it proposes the distribution of
cash dividends amounting to at least 50% of
the earnings of the Group.

The regulatory CET1 ratio is 11.8%, thereby,
fulfilling the minimum requirements and
situating the MDA buffer (Maximum
Distributable Amount) at EUR 5,433 million.
In 2018, the Group actively issued Additional
Tier 1 capital (EUR 1,250 million) and Tier 2
subordinated debt (EUR 1,000 million), and
two subordinated debt issuances for the
nominal amount of EUR 2,822 million were
redeemed (EUR 2,312 million eligible).
In addition, to comply with the future MREL
requirements, an issuance of EUR 1,000
million of non-preferential senior debt has
been made.

Funding and
liquidity

Insufficient liquid assets or
limited access to market
financing to meet contractual
maturities of liabilities,
regulatory requirements, or
the investment needs of the
Group.

The management approach is based on a
decentralised system (CaixaBank and BPI)
with the segregation of functions aiming to
maintain an efficient level of liquid assets; the
active management of liquidity and the
sustainability and stability of funding sources
in both normal and stress scenarios.

With the evolution of the commercial gap, in
addition to the issuances made (EUR 6,585
million) which exceed the maturities for the
year (EUR 4,979 million), the total liquid
assets have amounted to EUR 79,530 million
and the average 12-month LCR (liquidity
coverage ratio) at 196%.
Institutional financing amounts to EUR 29,453
million and has performed very well in 2018
due to the success in accessing markets with
different debt instruments.
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Omnichannel strategy
Customising our service, enhancing the user experience, the increased importance of financial advice, the increased interaction
through mobile channels and other innovations, are all trends that are changing customer behaviour.

Over the last few years, there has been a strong growth in digital channels, especially the mobile channel. However, bank
branches are still of great importance. As a result, CaixaBank offers its customers an omnichannel service.

The change in customer behaviour is noticeable in the fact that transactional operations (e.g., cheques, deposits, cash
withdrawals, transfers, etc.) are moving to digital channels. Meanwhile, bank branches are focusing on enhancing their value-
added services and dedicating more time to planning and business relations.

Although the number of digital clients has been steadily increasing, branches have continued to provide operations and advice in
a stable manner while offering customers more added value. Customers continue to value the sense of proximity at their bank of
choice (according to the 2018 FRS Inmark study for Spain). In this regard, CaixaBank continues to focus its efforts on maintaining
the largest branch network in Spain.

As of 31 December 2018, CaixaBank has a network of 4,608 branches in Spain (5,103 branches in Spain and Portugal) and the most
extensive ATM network in the sector, 9,425 in Spain and 1,369 in Portugal.

CaixaBank currently has 283 Store branches located around Spain and aims to expand this model over the next few years. One of
the main aims of this new model of branch is to generate genuinely new and unique customer experiences.

No
cash desk

Extended
opening hours

Specialised
managers

Traditional branches have been transformed into our new Store advice centres. They offer:

More customer proximity

Enhanced service capacity and specialisation

Customer knowledge with the support of technology: transparency and personal attention

More efficient organisations: open spaces, new systems, common agenda, flexible and dynamic work
methodologies

Greater proactivity and improved time management: customer interactions are scheduled

Improved commercial efficiency and productivity

Store: Transforming branches into advice centres

Stores in 2021

> 600

Stores

24%
of the business
volume in the
retail network

Productivity

+20%
versus comparable

(ordinary
margin/employee)
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