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CONTRIBUTION TO
SPANISH GDP

9,122 = 2,431 @ 45,890
miffion z milfion o

euros contributed to  :  euros of taxes paid, indirectly
Spanish GDP * collected and other
contributions
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CONTRIBUTION TO THE ECONOMY

mIHIOn ......... v

euros in direct and indirect 743 million euros

contribution to Spanish GDP* contributed by BPI to
Portuguese GDP

0.76% 13.9%

contribution to Spanish GDP Gross Value Added by CaixaBank to
0.37% the nancial and insurance sector
contribution to Portuguese GDP 6%

Gross Value Added by BPI to the
[ndncial and insurance sector

TAXES PAID, TAXES COLLECTED FROM THIRD
PARTIES AND OTHER CONTRIBUTIONS

2.431 nillion 1,985 million

euros of taxes paid, collected euros in pro [Tattributable
and other contributions to the Group

€652 million
Personal income tax withholdings
from the workforce

€324 million
Indirect taxes

2’ 31 €465 million
ml | |0n Social Security contributions

euros

€827 million
Other taxes collected

€163 million
Direct taxes

€325 million
Contribution to the Deposit

Guarantee Fund/Single Resolution
Fund in 2018 *Source: CaixaBank Research, based on data from National Statistics Institute (with 4Q data).
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CONTRIBUTION TO JOB CREATION

@0 ¢ 0 0600000000000 0000000000 00

peop‘e work at CaixaBank 37,4:40 in

Joo

CaixaBank Group

(@ Q

]

96.9% have 99.2% of 39.9% of
permanent contracts management positions management positions
are covered internally held by women*

45 890 jobs created indirectly
3 created indirectly through purchasing from suppliers**

€ MicroBank
2 5 ; 8 2 O jobs created thanks to the

contribution of microcredits for entrepreneurs and
businesses***

9 ; 561 new businesses started up

with the support of microcredits

iIncorpora

de ”la Caixa”

= CaixaBank actively publicises the Incorpora labour
market inclusion programme of the ““la Caixa”
Banking Foundation, from its branch network and
in meetings with corporate customers.

e 32,6009 job opportunities created during the
year

e 11,954 companies taking part throughout
Spain in 2018

= Participation of 446 social welfare

organisations and 865 experts in labour
market inclusion

*From deputy branch manager A and B and above.** Source: CaixaBank Research, based on the added value of CaixaBank s activity, Spanish GDP,
employment according to Spain s national accounts and gures on productivity per employee and based on the input-output tables of Spain s National

Statistics Institute (INE), with data from the fourth quarter.
***Source: MicroBank Annual Report 2018. Estimate from a 4% sample.
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banking CaixaBank’s presence

SPANISH BRANCH NETWORK

branches

86% accessible branches

91% of Spanish citizens have
a branch in their municipality

e 4,409 Retail branches
« 120 Business Centres

= 47 Private Banking Centres

Present in 100% Of towns and CltieS o 24 Institutional Centres

with more than 10,000 inhabitants - 2 Real Estate Developer Centres

Present in 940/0 Of tOWhS and Cities e 2 Corporate Banking Centres
with more than 5,000 inhabitants - 4 Monte de Piedad Centres
The only bank present in 203 towns - 100% Agents with mobile devices easily able
and cities to move from one area to another
ATMs

video guides

96% of ATMs 99% of ATMs
Q/ are fully accessible have sign language

284 million withdrawals 250 different transactions

Almost 63 million withdrawals with contactless 17 languages available
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INTERNATIONAL BRANCH NETWORK

Representative
of Lcek

Milan, Beijing, Shanghai, Dubai,
New Delhi, Istanbul, Singapore,
Cairo, Santiago de Chile, Bogota,

New York, Johannesburg, S&o Paulo,

Hong Kong, Lima, Algiers, Sydney,
Toronto

2 Representative of ces

e Toronto l*l

D

International
branches

with 7 branches:
Warsaw, Morocco,
(Casablanca, Tangiers,
Agadir), London, Frankfurt,
Paris

en 3 s

new openings
in 2018

3

Spanish
Desks

Lisbon, Mexico
City, Vienna

1 Branch

Paris l l

13




banking

‘K CaixaBank ‘ Socially responsible
[ ]

2018

Socio-economic impact and contribution to SDGs
CaixaBank's presence

MARKET AND BUSINESS SHARE

Small, medium-sized and
large enterprises

48% of Spain's small, medium-
sized and large enterprises™

258,934 new loans granted

to SMEs and large enterprises
87.5% of loan applications successful

2090 increase in new loans compared to 2017
International business

38% of Business Banking customers
carried out a foreign trade transaction:

e In-Company sessions: 600 training sessions
in foreign trade, delivered on the customers'
premises and adapted to their needs

e Jornadas de Puertas al Exterior ("Open to
the World" Sessions): 11 sessions.

* Le Cercle in Morocco and The Circle in Poland,
debates on key issues in each location at
business level, with the participation of major
representatives at institutional level and of the
various economic sectors

€ CaixaBank

Hotels & Tourism

Awards for innovation and sustainability of
tourism companies

Self-employed

33 . 3% of Spain’'s self-

employed are CaixaBank customers

78,975 new loans granted

to self-employed customers

27 . 5% of self-employed
farmers in Spain are CaixaBank customers

357,811 farming sector customers

Businesses and
entrepreneurs

18,040 microcredits granted to

businesses and entrepreneurs

9,561 new businesses started up
with the support of microcredits

K o

961 participants in the EmprendedorXXIl
Awards

over 4.6 million euros in prizes and support
activities

314 winners since its creation
660 participants from Spain

301 participants from Portugal

*Source: FRS Inmark, for companies that bill 1-100 million euros.
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Products and services

358,482 m|”|0n euros

of total customer funds under
management by the Group

= 15.9% Credit

= 15.0% Deposits

- 26.8% Direct deposit of salaries
= 17.0% Unit trusts

- 27.3% Savings insurance

= 24.1% Pension plans

- 23.3% Billing cards

- 16.5% Consumer loans

Savings insurance

€ VidaCaixa

CaixaBank inherited a 100-year-long tradition of
managing family savings and promoting retirement
planning, which began in 1904 with the creation
of Caja de Pensiones para la Vejez y de Ahorros de
Catalufia y Baleares.

VidaCaixa is the only Spanish
insurance company to have
received the maximum A+ rating
in sustainability from the United
Nations.

4,388 nillion
euros in bene ts paid

VidaCaixa pays the highest number of pensions in
Spain, second only to the Social Security authorities

El CaixaBank’s employee Pension
Fund has adhered to PRI* since 2008. Also,
as signatory to The Montreal Carbon Pledge
it has carried out annual monitoring of the
fund's carbon footprint since 2015.

STAKEHOLDERS

ENVIRONMENT  INNOVATION RESPONSIBILITY
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€ CaixaBank

ASSET MANAGEMENT

49,241 m|”|0n euros of

investment of CaixaBank Asset
Management managed under PRI*

(close to 100%0)

24 . 1% market share

in pension plans

302 ) 812 sMmes and self-employed

professionals are covered by group
pension plans managed by VidaCaixa

1.6 m|”|0n people have life-

savings insurance with VidaCaixa

2 [ companies of the IBEX 35
are customers of VidaCaixa

100% of the portfolio is
governed by the UN's Principles
for Responsible Investment

=:PRI

Principles for

Responsible

Investment +
MAXIMA PUNTUACION EN

ESTRATEGIA Y BUEN GOBIERNO

* United Nations Principles for Responsible Investment.

15
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CUSTOMERS

SEGMENTATION

ml”lon customers in Spain

O T

linevery4d linevery3young lineveryb5 in Portugal
families people pensioners (BPI)

(between 18 and 25 years)
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SATISFACTION

8 85 CaixaBank is the leading nancial
) institution in the Loyalty Index*

Customer satisfaction index and in Market Penetration**

93.5%

total customer retention 89.6% Ioyalty rate

98.19%0 retention rate for high-value customers 29 395 market penetration

The main bank for

26.3% of Spanish citizens 90% of individual CaixaBank
customers are exclusive or
preferred customers of the
Bank***

QUALITY

CaixaBank Group comp-

EFQM 500+ European laints management**

Seal of Excellence _
206 1% @ Asset transactions
%

. Liability transactions

Insurance and
pension funds

Cards and POS

Collection and
0
56% @ payment services

@ cChannel

@ Investment services

with a rating of over 650
points, for the management
model

8% ' Type of claim

15%

Other services

AENOR certi cation for

specialist businesses Average @ <10 days

resolution @ 10-30 days

CaixaBank is the only Spanish bank with )
time > 30 days

six business areas with AENOR Conform
certi [cation for its customer relationship
model: Private Banking, Premier Banking,
Individual Banking, Business Banking,

International Banking and Corporate Banking.
o In favour of the

claimant
Resolution @ n favour of the Bank

Others (rejected/
unresolved)

*Measures the percentage of a bank’s customers that consider it to be their main one, either because they use it exclusively or, where they have more than
one, they consider it to be their main one. Source: FRS Inmark. Individuals nancial behaviour, Spain 2018.

**Percentage of interviewees that mention being a customer of each bank. Source: FRS Inmark. Individuals nancial behaviour, Spain 2018.
***Source: FRS Inmark. Individuals  nancial behaviour, Spain 2018.
**** BP|: 17,527 complaints, of which 13% were resolved in the customer s favour. Average response time 6.3 days.

19
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MARKET CAP AND REMUNERATION

million

of market capitalisation

897 €0.15 4.7% Payout of 51%0
million euros distributed  gross earnings per share  dividend yield of net consolidated pro t
in dividends

RETAIL SHAREHOLDER

Shareholder Service

Information
38 people attended the Shareholder Of ce

3.8 millions of e-mails 630 queries received by the Mail Centre

3.6 million informative text messages

119,978 visits to the Shareholder

Service area of the website

Aula

1,308 participants in classroom-based courses

606 queries received by the Call Centre

Good Governance Forum award
for best shareholder service initiative

Corporate events

31 shareholder events

18 « -based
8 classroom-based courses 1,163 participants in events

377 participants in webi
participants in webinars 2 meetings of the Shareholder

8 webinars Advisory Committee

INSTITUTIONAL INVESTORS AND ANALYSTS

Investor Day held in 30 analysts follow the CaixaBank share
London on 27 November, to present and receive personal attention
the new 2019-2021 Strategic Plan
. 90% of the institutional free oat is
over 400 meetings with investors in the hands of foreign investors
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1,009 new employees 090 39.9% womenin

management positions*

96 . 9% permanent contracts
5 women directors

99.2% management positions
covered internally

96.4% of employees with

0 . P
20.9% employees with new responsibilities of cial university education

100% of employees covered
by collective agreements

2 . 9% absenteeism rate**

REMUNERATION

with variable reemrrﬂJlrereagiSon

linked to quality of service

O 1,834 2,958
@ MINION euros MINION guros

paid in CaixaBank wages paid in CaixaBank Group
and salaries wages and salaries

...140 ..16 .28
million euros million euros million euros

Contributions in healthcare bene ts in education grants
to pension plans

*From deputy branch manager A and B and above.
**Manageable absenteeism (sickness and accidents).
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EMPLOYEE CHARITABLE ACTIONS

The people that form part of CaixaBank have different ways of channelling their charitable interests. These
include participation in local volunteering actions, through the “la Caixa™ Associations of Volunteers, led
by CaixaBank, the “la Caixa” Banking Foundation and the Fundacion de la Esperanza (Hope Foundation).

Voluntarios

[ ] de ”la Caixa”

o

over 17,500 over 1.6 Million

volunteers= e S anrics since the

Current and retired employees,

famlly members, friends and Social Team Building
customers who wish to get
involved in charity initiatives
participate in the programme. Commitment of a team of
employees with a speci [c_d¢harity
organisation through volunteering.

initiative

Over 14,500 of volunteers are

active CaixaBank Group employees 11 committed teams
39%0 of volunteers are ex-employees 14 bene ciary charity organisations

42 activities carried out

More than 10,000 charity initiatives carried out

Collaborating with over 2,000
charity organisations

*Participate at least once a year in the programme, including Social Week.
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........................................> 98% local suppliers

22,450

suppliers

‘ < > strategic suppliers* of total suppliers

R 94% o-.-.o.coo-..) registeredintheporta'

Invoices

281 suppliers with certi ed
environmental management systems

520 suppliers chosen by tender

989%0 of invoices paid within the
period established by CaixaBank

19.9 days, average supplier
payment period

409 million euros of volume
contracted by tender

V4 speci ¢ audits carried out on suppliers that
make exclusive promotional products

*High-risk suppliers as de ned in the breakdown in the supplier portal, according to the services they provide.
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SOCIETY

MICROCREDITS AND FINANCE
WITH A SOCIAL IMPACT

€ MicroBank

The social bank, fully owned by CaixaBank, is
Europe’s largest micro nance institution*

Since 2007, through CaixaBank's branch network, it has offered nancial products and services that
are especially adapted to the needs of entrepreneurs, microenterprises and families, with the aim

of contributing to job creation, productive activity, personal and family development, and nancial
inclusion.

MicroBank leads the ranking in terms of microcredits granted by European nancial institutions.

*Source: Micro nance in Europe: Survey Report 2016-2017 . European Micro nance Network (EMN). December 2018.
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116,789

microcredits granted

/72 .8 million euros volume
of microcredits granted

6 y 6 17 . 1 euros average volume of transactions

25,820 jobs created thanks to

the contribution of microcredits for
entrepreneurs and businesses

45%0 of microcredits are granted to women

9,561 new businesses started up
with the support of microcredits

598 collaborating entities

customers

MicroBank

N

Families

Entrepreneurs
and businesses

Social enterprises

STAKEHOLDERS

ENVIRONMENT  INNOVATION RESPONSIBILITY
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2018 developments

Loans for postgraduate study in European
universities, through an agreement
with ”’la Caixa” Banking Foundation.

EaS| programme loan, aimed at charitable
organisations that seek to make an social impact
through their activities.

MicroBank has the support of some of the main
European institutions linked to the development of
entrepreneurship and the microenterprise, such as:

= European Investment Fund
e Council of Europe Development Bank

« European Investment Bank

CaixaBank has the following lines of
credit available in collaboration with
European multilateral institutions:

= Line of credit of up to 250 million euros to
support women entrepreneurs

= Financing of 9 million euros for the Research
Centre of the Hospital de Sant Pau in Barcelona

= Line of credit of 20 million euros to nance
SMEs in Morocco

« 600 million euros to nance small and
medium-sized enterprises

< Participation in international trade support
programmes in emerging countries, for 1,000
million euros, to contribute to their development

Social account

Guarantees the nancial inclusion of people

with serious economic dif culties, enabling

them to access, free of charge, the basic
nancial services of a current account.

= 24,110 opened in 2018

= 99,553 accounts opened since the start
of the programme
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Digital content

Finance programme for Twitter

followers, where day-to-day nancial
concepts are explained simply

Video campaign #DeTuAtuU (#On equal
terms) in CaixaBank's YouTube channel,
to develop nancial education

Publications

La Bici de Lola (Lola’s Bike),
a story to help learn about saving

First edition of
30,000 copies

Comic book, Operacion Cupcake
(Operation Cupcake), an Aula
programme initiative to bring the stock
market closer to young people

7€ CaixaBank

Accionistas

150,000 copies
distributed

to CaixaBank
shareholders

L g A)
 (OPERACION
~ CUPCAKE

Book containing basic [ndncial educational
material for people with intellectual disabilities

STAKEHOLDERS

ENVIRONMENT  INNOVATION RESPONSIBILITY
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€ CaixaBank

Research

www.CaixaBankResearch.com

CaixaBank Research's mission is to create and
spread knowledge relating to the economy
and society inside and outside of the Bank.

173,475 copies of the Monthly Report sent
by mail:

* Almost 30% less than in 2017, to reduce our
environmental footprint

2,076 articles published on the website

1.0 videos of economists analysing the latest
economic and nancial events, as a new feature in
2018

1 ,602 newsletters sent
3,901 followers , @CABK_Research

87 talks by economists in various forums

2 y 190 people attended the ““la Caixa™ Chair of
Economy and Society's master classes and talks

Chairs

Catedra CaixaBank
@ﬁ I ES E de Responsabilidad
Business School Social Corporativa

Universidad de Mavarra

Catedra :K ,\f‘]/.‘

CaixaBank  veiversia de Lkt

Bank

“la Caixa” Chair
Economy and Society
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X "la Caixd”

CaixaBank actively collaborates in
the dissemination and promotion
of the programmes and initiatives
driven by “la Caixa” Foundation.

“la Caixa” Banking Foundation, with
a 520 million euros budget for 2018,
is the largest such foundation in Spain
and one of the biggest in the world

There is a protocol governing relations between
CaixaBank, CriteriaCaixa and the “la Caixa”
Banking Foundation, which describes the
framework for collaboration between them

GAVI, the Vaccine Alliance

CaixaBank collaborates through the “la
Caixa” Foundation, actively spreading
information among customers and
employees.

Corporate customers can make contributions
through the Business Alliance for Child Vaccination:

e 922,090 euros raised through 569 companies

e 946,764 euros contributed by 3,351
Private Banking customers

Customers can channel their donations through the
“la Caixa” Foundation's microdonation website:

= 400,000 children vaccinated in 2018* using the
more than 4 million euros received in donations
and the contribution of *““la Caixa” Banking
Foundation's in 2018.

over 3 MilliON

disadvantaged children in Africa and Latin
America vaccinated since 2008, thanks to
the contribution of the “la Caixa” Group

*Estimated gure.
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ACCESS TO HOUSING
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Over

from CaixaBank Group's
social housing stock

CaixaBank, in collaboration with ”la Caixa”
Banking Foundation, has an active policy
of helping people to overcome the
problems of [nding their [rst home.

16.4%

market share in mortgage lending

First bank in the Spanish market to create a team
specialised in offering solutions, tailored to best
suit each situation, for customers that are having
dif culties in making their mortgage payments for
their primary residence.

31,398 customers with mortgage loans and
experiencing nancial problems, received help in 2018

(387,760 customers since 2009)

1,889 dations in payment in 2018
57.3% vs. 2017

29% of foreclosures or dations in payment with
an associated lease agreement

25,471 accumulated foreclosures or dations in
payments since 2010

CaixaBank has adhered to the government-
approved Code of Good Practice for the viable
restructuring of mortgage loans on primary
residences.

Signatory, since 2012, of the mediation agreement
with the Government of Catalonia to avoid
evictions.

NOUSING Units

CaixaBank Group’s social housing stock of over

22,000 homes, with monthly rents starting from
€60, is available throughout Spain to people on
low incomes.

This gure includes:

3,069 housing units contributed to
the Spanish government's State Social
Housing Fund (FSVE):

CaixaBank contributes the largest number of
housing units (exceeding its initial commitment of
2,629 housing units).

Over 6,000 CaixaBank housing units are included in
two “la Caixa” Foundation programmes:

e The centralised Solidarity Rental Programme, for
people who have seen their incomes reduced

e The decentralised Social Rent programme, for
people who have suffered a foreclosure or
dation in payment. Set up in 2012

The Mortgage Customer Service
created in 2013,
offers a free customer service telephone

helpline for customers whose homes are
subject to a foreclosure notice.

10,462 calls managed (made and answered)
in 2018

@000 0000000000000 0 00 0
@000 0000000000000 0 00 00
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e

6.7 13.7

million euros in million euros
ecoFinancing volume of MicroBank
Ecological Fund

Invests in environmentally-responsible funds
in sectors such as renewable energies, organic
food, recycling and water treatment.

Provided for:

* Purchase of ef cient vehicles
and domestic appliances

*  Home improvements to
increase energy ef ciency

* Sustainable development farming projects

161

451 loans granted million euros of green
nancing through BPI

Carbon-intensive
portfolio The exposure of CaixaBank Group’s carbon-
0.94% intensive portfolio* accounts for 0.949% of

its total assets

* Includes credit, xed income and equity securities exposure.
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One of the leading entities in the ght against
climate change at global level

T
g A‘%;

89 EINANCE
UNEPINITIATIVE

CaixaBank is a member of the United
Nations Environment Programme.

TCFD

CaixaBank supports the work of the Task Force
on Climate-Related Financial Disclosures
and has an internal plan to implement it.

TASK FORCE on
CLIMATE-RELATED
FINANCIAL
DISCLOSURES

Participation in the Sustainable Finance
Working Group of the Institute of
International Finance (IIF) and the Cluster
de Cambio Climatico de Forética
(Forética Climate Change Cluster).

New Sustainable Finance Committee,
to accelerate the integration of the environment
into the business and risk management.

€ VidaCaixa

The pension plans manager (2009) and the Group’s
asset manager (2016), are signatories to the
United Nations Principles for Responsible
Investment, applying ESG* criteria in the
management of their portfolios.

=PRI

Principles for
Responsible
Investment

NEP | PRINCIPLES FOR
HNANCE RESPONSIBLE
INTIATIVE | BANKING

Adherence to the Principles for
Responsible Banking of UNEP FI*.

SN'CDP

DRIVING SUSTAINABLE ECONOMIES

CaixaBank maintains its leadership position
among the main companies committed to
combating climate change, according to
the environmental organisation, CDP.

Grupo
Espaiiol
Crecimienta
Verde

Participates in the Spanish Green
Growth Group, which promotes economic
growth tied to a low-carbon economy.

€ CaixaBank

ASSET MANAGEMENT

Signatories (2018) to the Climate Action 100+
initiative, which drives the dialogue with those
companies around the world which have the
highest level of greenhouse gas emissions.

Climate
Action 100+

Global Inwestors Driving Business Transition

*United Nations Environment Programme Finance Initiative.
**Environmental, Social, Governance.
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renewable energy

99.4% of energy consumed is
from renewable sources*

First Spanish organisation to adhere
to RE100, a global and collaborative
initiative of companies committed to
using 100% renewable energy.

@OO®

carbon offsets

34 ’ 778 tonnes offset in 2018 through:

Purchase of credits in a voluntary carbon
emissions market project in India, approved
by the Veri ed Carbon Standard (VCS):

Installation of thirty, 1.65 MW
wind turbine generators

Own carbon emission absorption
project through the reforestation of
a burnt forest on Montserrat

Trend in emissions generated and offset

100% offset

42,646
38,443 34,778 34,778
(] [] I l
2015/2016 2016/2017 2017/2018

® Emissions generated (Tn) @Emissions offset (Tn)

*Pending CNMC certi cation on 100% renewable energy guarantees of origin for 2018. The latest certi cate available is for 2017 consumption.




banking

‘-K CaixaBank ‘ Socially responsible
0 ottt ke

ITAL BANKING
AT NATIONAL AND
INTERNATIONAL LEVEL

Bt ¢ 844ilion i 19.9 nllion

Digital Bank : euros invested in : euros invested in
in Western Europe : development and : information security
2018 : technology :
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% CaixaBank ‘ SOCIa"y responSIb|e Socio-economic impact and contribution to SDGs

banking Innovation, technology and security

INNOVATION AND TECHNOLOGY

m|”|0n euros invested in

development and technology in the CaixaBank
Group

Digital relationship models
Membership of the We.Trade digital platform,

- based on blockchain technology for foreign trade

transactions, along with other groups like Erste
L S Lbank‘ and UBS

First mobile only bank for

the youth segment Innovation partner of the South Summit
Madrid event, the biggest forum in Europe for
start-ups, leading global innovation platform

Containing innovative functions,
such as the chatbot, “Gina”

Adoption of the Design Thinking tool, based on

| n | U C h the development of simple experiences with a low
production cost, with the aim of producing the best
Remote service with personal manager product for the customer

For customers with a digital pro le, who have little
available time and rarely use branches CaixaBank’s Data Processing Centres are able to
carry out more than 10,987 transactions per second

M’.S F'nanzas - 132 projects based on big data

Easiest way to manage personal nances

- 3.3 million digitalised documents
Smart tool to help customers to manage their

personal nances. Enables all accoupts, of « over 2 million digital signatures
CaixaBank and other banks, to be viewed

- 100% managers with SmartPC and

Alliance with Microsoft
Ibérica to award prizes to
the best students on STEM*
university courses

- 100% managers with Smartphone

- 100% digital processes**

WON
NOW

Weetir i seittsti
ard technology awards

K Caivalluak 88 Microsaht

o 100% of administrative tasks in branches
automated vs 42% in 2006

*Science, Technology, Engineering, Mathematics.
** 0% of the documentation associated with the contracting of products has been digitalised.
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INFORMATION SECURITY
euros of investment in information @]
security at CaixaBank
Information on the bank, its customers INFOPRZTECT.

and employees is protected against any
internal or external security threat.

With an integrated approach to information
security and cybersecurity, continuously adapting
itself to the new challenges of the digital world

Advanced cybersecurity model, certi ed under
international standard I1SO 27001 and established
as CERT of cial, through a team of specialists that
are trained and prepared 24 hours a day to prevent,
detect and take action when faced with any
cyberthreat

Co-founder of APWG.eu, one of the main
international cybersecurity alliances.

Represents the TopThinkConnect.org global
awareness campaign in Europe

Brand that since 2015 integrates all the security
awareness initiatives aimed at all employees, with
the goal of protecting the information of CaixaBank
and Group companies and fostering a global
security culture in the Bank as a whole:

« 33 classroom sessions for new employees,
attended by a total of 837 employees

< InfoProtect Security News bulletin sent
out fortnightly, with news and security
recommendations

= Monthly phishing simulation campaign

« 4 InfoProtect classroom sessions provided

* 9 publications in the CaixaBank Intranet portal
« Spreading of Good Practices

« Launch of InfoProtect Club, ambassadors
programme distributed throughout the Spanish
branch network

12 phishing simulations carried out with
employees

27,646 employees have completed the
cybersecurity course

96 points out of 100 in Dow Jones Sustainability
Index in relation to information security

77 completed security control projects

18,844 cyber-attacks detected and blocked
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23.3% market share in Spain

192* million cards, of which over a
million registered for mobile devices

28% contactless market share
of card-present transactions

CardS 57% of transactions made with contactless
el ) out of total card-present transactions
Q 209%0 of total online sales
o0 °
=== :
(='=T :
. 28% market share in Spain
P o t N 437,714 POS terminals installed
ayment :
. 89 .290 of total POS terminals with contactless
methods
. 1,452 million POS transactions
Perrereeeeeeeeed 52,277 million euros of sales
POS 7,357 million euros of e-commerce sales
9,425 arms
§§§ 189%0 market share measured by
=T=1= number of terminals in Spain
6.7 million CaixaBank customers
R R R R PR | use ATMs once a month
ATMSs 17 1anguages available
More than 250 different
nancial transactions available
96%0 of ATMs are fully accessible

*1.5 million cards acquired in buying BPI’s card business.




2018

Socio-economic impact and contribution to SDGs
Responsible behaviour

Presidency of the : 1St ' : Adherence to
Spanish Network of entl the Principles
the United Nations in Spain to fully : for Responsible

Global Compact : adhere to PRI - Banking of UNEP FI
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POOS
RESPONSIBLE MANAGEMENT

An internal whistle-blowing channel has been set up to ensure compliance with internal policies and
rules.

The usual customer service channels can be used by customers and other stakeholders for the purpose of
whistle-blowing.

Committees

For CaixaBank, it is essential to bring the products « Risk Policies Committee, Its purpose is to review
offered into line with the interests, goals and and approve the policies and procedures governing
characteristics of its customers: actions linked to the approval of credit and market

risks. Likewise, it de nes the policies for mitigation
and management of non-performing loans and
recovery of impaired risks.

e Global Risk Committee, Responsible for the
end-to-end management, control and monitoring
of credit, market, operational, concentration,

reputational, legal, regulatory compliance and = Transparency Committee. Its purpose is to

any other risks included in the CaixaBank Group ensure transparency in the design and marketing
Corporate Risk Catalogue, and the implications of of nancial instruments, banking products, and
these risks for capital adequacy management and investment and savings insurance plans.

capital consumption.

e Product Committee. Approves new products or services designed and/or marketed by the Bank, after
analysing the features and risks associated with each product, its suitability for its target market and its
compliance with consumer protection and transparency rules:

261 products and/or services analysed

26 classroom-based sessions

28 non-classroom-based sessions

11 products and/or services rejected (not approved or recti ed)

7 products approved that had previously been rejected and were subsequently recti ed

Product Committee monitoring and control unit. Its purpose is to support the Transparency Committee
in its duties of monitoring and control of the products and services approved by the Product Committee to
ensure their suitability for the interests, objectives and characteristics of their target market.

Reputational Risk Support Autocontrol

Se rVi ce CaixaBank voluntarily adheres to Autocontrol,
the Spanish Association for Commercial Self-
Regulation, which promotes good advertising
practices.

Service provided to the commercial branch network
to channel queries about potential transactions that
might infringe the codes of conduct

234 queries resolved in 2018:

28%

@ Equator Principles

Defence

[v)
52% @ other

20%
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SUSTAINABILITY INDEXES AND RATING
AGENCIES

Recognition by the main sustainability indexes and rating agencies:

Dow Jones
Sustainability Indices &

In Collaboration with RobecoSAM @

“ EURONEXT
W CDP I0€Qhirie
DRIVING SUSTAINABLE ECONOMIES V-Ig i b] rIS
noices EUROZONE 120
rated by
ekomriesearch EXCELLENEE Burope

2018 SPONSORSHIPS

CaixaBank aims to be a friendly bank, closely linked to the communities in which it is present. Because of this,
it focuses on those activities that re ect the character of the brand and the values it represents.

Its sponsorships also work to support cultural, social and economic progress, in line with its founding values of
commitment to society.

Basketball : ¢ bb Running
Women, men and f» The most important
wheelchair :

national level athletics
competitions

Football

17 Spanish First and
Second Division teams

Institutional

Educational, economic
and cultural
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SDG
PRIORITIES

2018 Chapter

1- End poverty

Volume of microcredits granted (millions of euros) 772,8 Stakeholders (Society)

Number of microcredits granted 116,789 Stakeholders (Society)

Number of local social actions (Decentralised Welfare Projects) 11,523 Stakeholders (Support for the community)
% of fully accessible branches 86% CaixaBank's presence

% of fully accessible ATMs 96% CaixaBank's presence

cf)tyOf Spanish citizens with a CaixaBank branch in their town or 91% CaixaBank's presence

Volunteers of the la Caixa” Volunteer Association 17,500 Stakeholders (Employees)

Number of basic nance workshops delivered by the "’la Caixa™ }

Volunteer Association 466 Stakeholders (Society)

Amount collected from Charity Crowdfunding (euros) 300,581 Stakeholders (Employees)

Number of activities carried out in Social Weeks 5,400 Stakeholders (Society)

8- Decent work and economic growth

% of small, medium-sized and large enterprises 48% CaixaBank's presence

New loans granted to SMEs and large companies 258,934 CaixaBank's presence

Number of microcredits awarded to entrepreneurs and businesses 18,040 Stakeholders (Society)

New businesses started up with the support of microcredits 9,561 Stakeholders (Society)

Investmen_t_ln development and technology in the CaixaBank 844 Innovation, technology and security
Group (millions of euros)

% of commercial employees with smart PCs 100% Innovation, technology and security
Jobs created indirectly through purchasing from suppliers 45,890 Stakeholders (Suppliers)

Jobs created through microcredits granted to entrepreneurs and

businesses 25,820 Stakeholders (Society)

Job opportunities created during the 2018 Incorpora programme

of "la Caixa” Foundation 32,609 The impact of the business

17 pameses 17- Partnerships for the goals

TOR THE GOALS

@ Strategic alliance with the ’la Caixa™ Banking Foundation v Stakeholders (Society)
* GAVJ, the Vaccine Alliance v Stakeholders (Society)
= "'la Caixa" Volunteer Association v Stakeholders (Society)

Presidency of the Spanish Network of the UN Global Compact v Responsible behaviour
Member of the Board of the Spanish Green Growth Group v Responsible behaviour
Adherence to the UNEP Fl global alliance and the Principles for ) )

Responsible Banking v Responsible behaviour
Collaboration with social welfare organisations (through N Stakeholders (Society)

MicroBank and *'la Caixa'* Volunteer Association, etc.)
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SDG
COMPLEMENTARY

2018 Chapter

3- Health and wellbeing

Collaboration with the GAVI, the Vaccine Alliance through the
la Caixa” Banking Foundation (children vaccinated) 400,000 Stakeholders (Society)

4- Quality education

Number of basic nance training workshops for adults 342 Stakeholders (Society)
Number of basic nance workshops for high school students 124 Stakeholders (Society)
Participation in EFEC programme v Stakeholders (Society)
Aula Programme (courses and webinars) 26 Stakeholders (Society)
Number of Dialoga chats 62 Stakeholders (Society)
CaixaBankFuturo conferences 322 sessions Stakeholders (Society)
Digital content and publications v Stakeholders (Society)
CaixaBank Research (articles and talks) 2,076 and 87 Stakeholders (Society)
Chairs v Stakeholders (Society)

7- Affordable and clean energy

Renewable energy nancing (millions of euros) 645 Environmental commitment
Adhesion to RE100 initiative v Environmental commitment
Reduction in energy consumption 5.2% Environmental commitment

10- Reduction of inequalities

Volume of microcredits granted (millions of euros) 772,8 Stakeholders (Society)
Number of microcredits granted 116,789 Stakeholders (Society)
Strategic alliance with the ’la Caixa™ Banking Foundation v Stakeholders (Society)
Social housing stock (number of housing units) Over 22,000 Stakeholders (Society)
Number of basp nance workshops delivered by the "’la Caixa 466 Stakeholders (Society)
Volunteer Association
16 "ocs e 16- Peace, justice and strong institutions

y Anti-Corruption Policy v Responsible behaviour
Human Rights Policy v Responsible behaviour
Tax Risk Management and Control Policy v Responsible behaviour
Adhesion to Autocontrol, the Spanish Association for Commercial Self- v Responsible behaviour

Regulation for good advertising practices.
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