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Preface

7

Following the completion of CaixaBank's 2022-2024 Strategic Plan, we can say
that the Entity stands at a leading, solvent and strong position with the best
team, which will enable us to face the future with confidence. The three struc-
tural priorities established for the 2022-2024 period have been met:
- Being profitable in a sustainable way, transforming the way we operate,

because society, our customers' habits and technology are changing the
environment. A strong improvement in profitability (ROTE 18.1%) has been
achieved, which together with the completion of the merger has increased the
commercial activity. As a result, customer base growth has been recovered
and market share performance has been improved, all while adapting the
relational model to the customers' preferences (69% of customers are digital).

- Offering an excellent, long-term, quality service to our customers. Focus has
been placed on service quality through the Better Customer Service (MAC)
programme, improving the Internal retail relational NPS (16%) and the external
benchmark.

- Achieving very high professional satisfaction among the Entity's employees by
launching initiatives within the Plan Nosotros, thus improving our perfor-
mance. The employee experience has improved as evidenced by the results of
the Engagement Study published in November 2024 (Total Favourability:
69%|+5% compared to 2023) and by moving up the Merco Talento ranking of
Best companies to work for (7th position globally) and reaching 3rd place
globally and 1st place sectorally in own workers.

Therefore, a positive momentum has been achieved in CaixaBank's ambitions in
becoming financial leaders, the customers' favourite option and the preferred
financial group to work for.
In order to become the preferred financial group to work for, we must increase
the pride of belonging by promoting humanism and closeness, sharing objectives
(shared motivation), building trust through empowerment and delegation and
constructively demanding enough to achieve the objectives.
The activity of People Management has supported the efforts of driving the
sector's transformation and has enabled moving in the right direction regarding
the achievement of "Being the preferred financial group to work for" and having
the best talent to meet the Group's goals. To that end, work has been under-

taken to put in place teams capable of adapting to the changing reality, where
attracting, training and retaining talent becomes paramount.

The following have been key aspects for this Strategic Plan within the scope of
People Management:
• Having the skills required to deal with the increasing speed of changes, where

reskilling and upskilling training processes have become essential.

• Incorporating people with new profiles (more technological and analytical),
which involves competing with all sectors for a very limited factor and adapting
the Culture to onboard these people.

• Establish new ways of working: combining remote and on-site working, with
the aim of ensuring efficiency and watching over personal interests; and
improving working methods/models by streamlining them for an excellent
customer response.

• Diversity in the broadest sense, which is a requirement for an excellent entity.
The current reality needed to be looked at from different points of view in
order to become more innovative, competitive and sustainable over time.

• Taking on new leadership profiles that are very different from those of the past
(experience is not so useful), driving the new organisational models where
teams require further independence and delegation.

Due to all the above, the evolution of the Corporate Culture and AHEAD
Leadership Models; having a differential value proposition for employees;
transforming the management of the people development model, with more
proactive training and a focus on critical skills; and adopting a Data-driven
Culture to make decisions based on data have been the pillars of the 2022-2024
People Master Plan.

The information in this People Report is presented in three major sections:
Contribution of People to 2022-2024 Strategic Plan; Information on "Who we are
and how we are organised"; and Details on the activities, processes and projects
that are carried out along the Employee Journey (moments of the employee's
life cycle).
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Total Favourable (TF)
TF Culture dimension
TF Collaborators attribute
TF Responsible and 
Demanding attribute
TF Leadership dimension
TF Engagement dimension
eNPS

2022-2024 Strategic Plan. Main indicators

1. Promote a close Leadership and 
teamwork culture.

69%
68%
56%
69%

81%
72%
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2. New ways of working, respecting diversity, 
inclusion and sustainability

3. Transforming the management 
of the people development 
model

4. A unique and differential value 
proposition for employees

5. We are evolving towards a 
data-driven culture

Ways of working:
adherence to remote 
work

64.8%

Available platforms:
- SuccessFactors
- PeopleNow
- Virtaula
Adoption of Agile methodologies 
and use of Microsoft Copilot

overall rating out of 5 in 
management develop-
ment programmes
overall rating out of 5 in 
support processes 
(coaching and mentoring)
direct appointments in 
open vacancies

4.8

4.9

12.6%

Value proposal:

9

Measurement of the Culture and 
Leadership Model:
Employee, Culture and 
Leadership Engagement and 
Satisfaction Study 2024 (aimed 
at the entire workforce)

Diversity:

women in managerial 
positions, starting from A 
and B branch asst. 
manager (large branches)
participants in female 
mentoring
adjusted gender wage gap 
guaranteeing equal pay 
(CaixaBank S.A.)

43.4%

> 1,000

0.7%

Recognition:
• EFR A Level Certification (Flexible 

and Responsible Company)
• DIE seal, Company Equality 

(Spanish Ministry of Equality)
• Award in the category of Top 

Intercultural Diversity Company, 
granted by INTRAMA.

Inclusion:
• Fundación Adecco Family Plan
• Aflora Plan with Vivofácil
• Incorpora Programme of "la 

Caixa" Foundation

Sustainability:
• 360º ESG Training Plan 30,037

employees 
• 227,891 training hours
• Sustainability Leaders 

Programme

Development by Skills:
• Skills architecture and 

professional profiles
• Conduction of the Ahead 

Review assessments 
(managerial) and Skills Review 
assessments (non-managerial) 
on practically the entire 
workforce

• Upskilling / Reskilling
• Review of People processes
• System adaptation

• EVP portal in (PeopleXperience
• Employee Office
• New Employee Support Service 

(ESS)
• Consolidation of the People 

Business Partners model

of the workforce adhered 
to the Compensa+ Plan 
(flexible remuneration)

37.2%

• Measures for work-life 
balance: 1,997 workday 
reductions, 438 leaves of 
absences and 2,233 paid 
leaves

People Analytics:
• Data quality audit
• Training and creation of the 

Data Champions 
Community in People 
Management

• Development of corporate 
Datalake People, with 
beginning of data migration 
to Google Cloud

• Dashboarding Tool
• Analysis of use cases

Ambition to be the preferred financial group to work at and to 
have the best talent to meet the strategic goals.
Banking Sector Ranking (MercoTalento): 2nd“ ”

Plan Nosotros
150+ initiatives aimed at further 
improving the work 
environment.
Areas of work:
• Promote business and 

customer service (MAC 
Programme, Better Customer 
Service)

• Expedite Organisation
processes (More Time 
Programme)

• Reinforce the professionals' 
talent (Development by Skills)

Diversity programme with a 
holistic vision (gender, 
functional, generational, LGBTI, 
Cultural and others)

PeopleSkills platform
(development management)

• Healthy Organisation project:

- Expert Group on Healthy 
Organisations (GEOS)

- 2022-2024 Healthy 
Organisation Strategic Plan / 
Annual Action Plans

- Healthy Organisation
Management System (SIGOS) 
and ISO 45001 certificates, 
certified by AENOR and 
AUDELCO

- We Are Healthy platform

• 52.8% managers who 
completed training on 
leadership trends and team 
management.
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- Participation promotion in the community by CaixaBank's executives.

- Analysis and monitoring of the main indicators and proposal of new actions
based on them.

• Culture and Leadership Model discourse

- The Headquarters' People Business Partners and People Managers of the
Regional divisions are provided audiovisual material with a modelled
discourse aimed at providing managers the AHEAD Leadership Model in
the context of the CaixaBank Culture.

• Evaluation

- Conduction of AHEAD Review: assessment of the soft skills of each mana-
gement's job profile and based on the AHEAD Leadership Model. It is a
360º assessment model (multi-dimensional) that consists of the following:
self-assessment, assessment of peers, collaborators and managers.

- Awareness sessions conduction, in which the AHEAD Model is introduced
and where the profile of the model's strategic leader is presented, and
delivery of training sessions on the assessment and how to carry it out.

• Managerial Development

- "Leading Leaders" Management Development Programme for Business
Area Managers, where the AHEAD Leadership Model is explained, the
shared project is reinforced and it is transmitted from the managers to
their teams, maximising the pride of belonging and commitment.

- "Commercial Leadership in Store branches" Development Programme, for
all branch management (incl. group in Store branches) and in which all DAN
(Business Department Management) participate as support in the session.
The programme includes a specific workshop (AHEAD Leadership in the
Store) to develop the Skills critics required to implement the Model, and it
includes the intervention of the Business Area and People Management.

- AHEAD Review gaps Development Programme, which includes actions to
develop the critical Skills critics with gap detected in the AHEAD Review
process, aligned with the AHEAD Leadership Model. This is a modular
programme, since it can be customised and adjusted to the needs of each
Manager, according to the detected gaps and the required degree of
development.

2. Actions for Culture Trainers, to empower them and provide them with the
tools to be agents of transformation and to help spread the We are
CaixaBank Culture to all professionals and gather feedback.

• Training for Culture Trainers

- The Trainers have received training and materials on the Culture Model
and Leadership Model to ensure that they transmit it effectively within
their areas of influence.

• Trainers Teams channel

- Culture space in the Teams channel of Culture Trainers with related content
(surveys, videos, podcasts, articles, etc.).

• Plan Nosotros dissemination

- The Trainers are the main drivers of Plan Nosotros, which gathers the
implemented measures after compiling the needs detected in the Engage-
ment Study. Every Trainer visits the branch closest to their location,
communicating the actions taken as a result of listening to employees with
the aim of improving their experience at CaixaBank.

3. Actions for the entire workforce, to promote knowledge of the We are
CaixaBank culture and the behaviours associated with it in order to foster
cultural integration and pride of belonging.

• CaixaBank Corporate Culture and AHEAD Leadership model portals.Websites
explaining the Culture and Leadership Model in PeopleNow. The platform
has two spaces: one dedicated to the Culture Model and another to the
Leadership Model. Both models are presented in detail in each space,
together with support materials, including explanatory videos. Also available
in the People Xperience space.

• We are CaixaBank channel

- Annual content plan of different types (podcast, videos, challenges, sur-
veys, etc.).

- Promotion of participation in the community by CaixaBank's professionals.

- Generate news and share information on the actions carried out under the
Culture Programme (events in Regional Offices, leadership workshops,
etc.).
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MAC(better customer service). The main goal is to improve customer service
and create a unique relationship model that allows for a better quality service
and relieves branches from their operational load.

More Time.Site that provides details of the implemented actions related to
simplifying processes and loads and where proposals for improving the existing

processes can be added. In short, it seeks to streamline the branch's day-to-
day operations, relieving the network from administrative tasks, workloads and
the associated stress, thus enabling it to focus on what really matters, having
more time to provide an excellent customer service.

People Xperience.Space in CaixaBank's Corporate Intranet where CaixaBank
professionals can see the set of services, provisions, advantages and benefits
available to them. A new space to inform and highlight everything that means
working at CaixaBank, with an employee experience vision.

2nd policy line. New ways of working, Diversity and inclusion and Sustainability

New ways of workingare still being consolidated in the Entity: hybrid and
flexible working (combining in-office and remote work to support the work-
force), the adoption of digital transformation, the application of agile metho-
dologies (to increase flexibility and efficiency in providing solutions, with a
customer focus and breaking down silos through collaborative work).

CaixaBank's commitment to ahybrid and flexible working modelis clear and
aims to obtain the benefits of both models.

In-office work:

- Facilitates social and emotional communication (mitigates isolation caused
by continuous remote work).

- Contributes significantly to generating community and proximity.

- Strengthens teams and promotes transversality, the exchange of knowledge
and ideas, learning, professional development and the capacity to innovate,
all of which are key factors in fostering the competitiveness of the Entity.

- Enriches customer service: CaixaBank is a company fundamentally dedicated
to customer service, in which face-to-face interaction is a differential factor
in the business model (an essential aspect in the branch network).
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BUSINESS AND IMPROVEMENT CUSTOMER 
SERVICE, to help the commercial team enhance 
the improvement of customer service, to 
reinforce their capacity to add value and 
excellence to the relationship and obtain a 
compensation that is more clearly aligned with 
these objectives.

Commercial Offer
Commercial Acts and 
Follow-up
Challenges, Bonus and 
Incentives
Improvement Customer 
Service

Some initiatives that stand out:

o Commercial dynamic actions related to 
customer vision vs production vision

o MAC(Better Customer Service)

o Improvement of the bonus and incentives 
scheme

SUPPORT, ORGANISATION And PROCESSES, 
to  move forward in the progressive simplification 
of processes and in an operating environment 
that promotes collaboration and streamlining and 
facilitates the daily performance.

Support to Branches
Internal Processes
New Ways of Working

Administrative Load

Some initiatives that stand out:

o More TimeProgramme, geared towards 
expediting tasks and reducing turnaround 
times in the resolution of operations

PEOPLE DEVELOPMENT AND MANAGEMENT, 
to improve our AHEAD Leadership model and 
promote the development of people based on 
meritocracy, according to the skills, knowledge 
and results obtained in the development of their 
functions.

People Development
AHEAD Leadership
Function of People

Some initiatives that stand out:

o Development by Skills

o AHEAD  Leadership Model and 360º 
managerial assessment
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people receiving paid leave2,233
workday reductions1,997
leave of absence438

CVs received

Employee life cycle. Main indicators

Attracting and Hiring

34,700

Welcoming Link Discontinuation

• Learning/DevelopmentGamified Onboarding training 
programme (DAC Digital Agent 
CaixaBank)

M hours of training
of the workforce trained
online training
€ per person (cost efficiency)
Trainers (Internal trainers)

2.6
100%

95%
303

1,168

Measures for work-life balance

Professional development:
participants, including CaixaBank Talks
out of 5 rating

16,606
4.8

• Assessment

people received variable remuneration 
based on their evaluation

35,808

• Remuneration
M euros in Staff Expenses
Social benefits €m 
14.1% Staff Expenses

3,587
504

Pension fund, main social benefit:
1st in the ranking in Profitability in Spain over 1, 3, 5, 10 and 15 years.
PC30 is within the maximum category in socially responsible investment (PRI 
A+) and the highest rating in its most representative module: Governance, 
Policy and Strategy.

Performance Assessment:

• Professional and life areas

• Areas of participation
Employee, Culture and Leadership 
Engagement and Satisfaction Study
2024:

Total Favourable69%

CaixaBank Volunteering
people20,201

Manageable absenteeism:
illness and accident
(-0.49% in period 2022-2024 
period)

4.10%

• Changes and mobility
promotion events16,697
management positions 
covered internally

98.8

changes in professional level6,132

departures due to mass 
plans from 2012 to 2023, 
with an approximate 
average cost of €345,000

>15,000

have completed the Ahead Review
evaluation

983

best company in the 
sector to work for, 
MERCO (7th in the global 
ranking)

2nd

CaixaBank awarded the 
"Top Employer Spain 
2025" seal with a score 
of 92.19%

attractiveness (CVs over 
average workforce)

94.9%

of participation83%
• People Xperience Hub (Grupo 

vision) – employer branding
• Recruitment Programs: 

Wonnow, New Graduates, 
Dates Talent programme, Dual 
vocational training and "Beca" 
Programme

Gold GREF Award for "Development by Skills"

• Flexible Remuneration programme: 
Compensa +

• Remuneration with multi-year metrics for the 
entire identified staff

CaixaBank First Experience

have completed the Skills Review
evaluation

37,129

hires1,140
Number of hires:

interns61
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