EXTERNAL STAKEHOLDERS

Details of the results of the 2022 materiality study

% impact on external stakeholders

Clear and transparent communication
Cybersecurity and data protection
Environmental finance and investment solutions
Corporate governance and responsible culture

Specialised attention and accessibility of commercial channels

- 90,5%
I 88,8%
I B8,7%
I 87.6%

I &7 ,0%

Responsible marketing

Active management of financial and nen-financial risks
Diversity, equality and work-life balance

Ethical technological innovation

Microfinance and social impact solutions
Environmental management and operational carbon footprint
Decarbonisation of investments

Climate change risk management

Occupational safety, health and welfare

Financial soundness and profitability

Financial education

Managing talent and professional development

Partnerships to promote sustainability

I 86,5%
I 85,8%
I, £5,5%
I 85,0%
I B4, T%
I 83,0%
I 82.,7%
I ——— 81,2%
I 20,5%
I 50.4%
I — 76,0%
I, 75,5%
I 3,8%

O Transversal O Governance O Environmental O Social

- The main issue of impact for stakeholders is clear and transparent communication.
- Thisis followed by a similar assessment for cybersecurity and data protection and for environmental

investment and financing solutions.

- Matters regarding corporate governance and specialised services were also found to have a very high

impact.

- Stakeholders identify only two topics with a moderate impact in their relationship with the bank: social
initiatives and the flexible and collaborative work models.

Base: 878 Customers, suppliers and experts interviewed.

The references are weighted by the weight (hierarchy) of each stakeholder.

Levels of impact (defined in the matrix)
e Very high: > 87%
e High: 75% - 86%
e Moderate: < 75%
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