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At the end of 2018, Bankinter Spain's 
Network comprised 363 universal offices, 
49 Private Banking Centres, 72 Business 
Centres and 24 Corporate Banking 
Management Centres.

In Portugal, we have 81 Universal Offices, 2 
Private Banking Centres, 6 Business Centres 
and 2 Corporate Banking Management 
Centres.

The universal offices service the Individual 
and Foreigners, Personal Banking and SME 
segments. The Private Banking centres 
are dedicated to customers with the most 
property assets. The scope of influence 
of Business centres covers medium-
sized companies and Corporate Banking 
management centres cover big business.

The entire Network benefits from a high level 
of digitalisation, which makes processes 
faster and more convenient for customers, 
who no longer need to visit branches to 
perform the most common tasks. This also 
frees up the time of managers and allows 
them to dedicate themselves to tasks that 
entail the highest added value.

Ever-increasing digital
Bankinter's strategy in terms of its branches is for them to be increasingly digital and, most importantly, 
that they serve as points of sale manned by highly trained professionals. 
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To successfully roll out these advances, a 
comparative advantage that Bankinter has 
compared to the other banks operating 
in Spain is fundamental. The level of 
digitalisation amongst its customers is 
higher and, furthermore, they are used to 
innovations, of which the Bank has many 
as it has always been a pioneer. According 
to the most recent data available, 92.5% 
of customers communicate with Bankinter 
indistinctly using digital and in-person 
channels, and only 7.5% prefer to be served 
exclusively in person.

The main challenge in 2019 is for the Branch 
Network to continue its progress with 
the digitalisation and personalisation of 
customer service.

New developments

One of the new developments introduced 
in 2018 was the omnichannel activation 
process, as part of which the application 
to open an account can be started in 
one channel and finished in another. The 
customer, for example, has the option of 
identifying him/herself using a videoselfie 
and then signing the contract online or in 
hard copy, before handing it over to a courier 
wherever is convenient for him/her.

Last year, the use of the biometric signature 
on tablets was also consolidated at 
branches, with the subsequent reduction 
in paper usage; in addition, digital spaces 
were created in a hundred branches for 
customers who wish to do so to access the 
bank's website and perform consultations 
and transactions, without any assistance.
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This Network, which 
has become one of the 
strongest in the country, 
recruited 20 new profes-
sionals in 2018, taking 
the total number to 363.

The Bank shares the profits generated by 
joint activity with them without incurring 
the costs of a traditional branch. The 
agents contribute their knowledge and their 
customers, whereas Bankinter provides 
its financial product portfolio, structural 
support and training. 

This Network which has clearly become one 
of the most powerful in Spain, added 20 
new agents in 2018 up to a total of 363 The 
total balance of customer funds managed 
(including funds, fixed income and equities) 
amounts to €13,306 million. In distribution 
by segments, there is an increasing focus 
on the balance of Private Banking, which 

accounts for 80% of the total of the Network 
and approximately 28% of total Private 
Banking at Bankinter.

With these results Bankinter considers 
the transformation of the Agent Network 
to be complete and the strategy has been 
refocused over the past few years on high 
net worth individuals. To make this possible, 
the Network works in close contact with the 
Private Banking area, and the professionals 
in the network receive constant support so 
as to provide maximum quality service that 
will supply value to their customers.

The challenge of MiFID II
The main achievement in 2018 was to 
complete the professionalisation process 
following the entry into force of MiFID II. All 
agents are now certified financial advisers 
under the prevailing legislation and are 
subject to continuous training requirements 
and their activities are subject to strict 
control systems. 

This guarantees that customer service will 
always be transparent, fully guaranteed and 
with high levels of quality, which is essential 
not only for customers, but for the agents 
themselves and the Bank.

A Network of professionals
The Network of Bankinter Agents is a business model whereby the company is associated with highly 
qualified professionals, mainly from other banks, where they act as private bankers. 

Agent 
network

Agent network

2018 2017 % Dif.

Acquisition (No. customers) 2,989 4,257 -29.8%

Active customers (No. customers) 37,010 37,343 -0.9%
Total customer funds (millions of 
euros)

7,506 7,541 -0.5%

Customer deposits (millions of euros) 2,101 1,912 9.9%

Customer loans (millions of euros) 1,445 1,464 -1.3%
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+2%    

Results Banca Partnet

€55.8mn  

As is the case of the rest of the Bankinter 
business, Banca Partnet was affected in 
2018 by market volatility, regulatory ups 
and downs and record low interest rates; 
however, it was possible to offset this with 
significant growth in commissions and 
the balance sheet. Thanks to this, results 
improved notably, reaching €55.8 million 
compared to the €54.8 million in 2017 
(+2%).

Particularly significant was the growth in 
the volume of new personal loans, which 
jumped from €23.3 million to €32.8 million 
(+41%). In terms of mortgages, there was 
an increase of 21%, taking the outstanding 
balance at 31 December to €1,157 million, 

well above the €1,127 million the previous 
year. By the end of the year, Banca Partnet 
had partnership agreements in place with 
246 large companies and boasted more 
than 36,500 customers.

Perceived value
One of the objectives in 2018 was to 
implement technological developments that 
will make it possible to generate greater 
perceived value by this network's customers. 
Amongst the technological developments 
rolled out, worth particular mention are 
the share-of-profit simulators, earnings 
consultation, making it possible to consult, 
at any time, the accumulated earnings of 
each customer's activities. 

The customer level of satisfaction improved 
significantly, up to 24.4%, almost six points 
up on 2017 (18.8%).

In 2019, Banca Partnet's main objectives 
will be attracting and retaining customers, 
in addition to rolling out a tool to acquire 
investment funds and equities aimed at 
institutional partners. 

The benefits of partnership
Banca Partnet celebrated its 25th birthday in 2018. This network, the only of its kind in the market, is 
structured around partnership agreements with large companies, where the bank creates virtual offices to 
develop made-to-measure financial products and services aimed at employees, customers and suppliers. 
The earnings from this activity are distributed between the two parties.

Banca 
Partnet

Banca Partnet

2018 2017 % Dif.

Active customers Commercial Banking (No. customers) 34,699 34,282 +1.2

Total customer funds (millions of euros) 5,644 5,506 +2.5

Customer deposits (millions of euros) 4,350 4,110 +5.8

Customer loans (millions of euros) 2,500 2,402 +4.0
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Net profit

€490.1mn  
+30,4%    

In 2018, the focus was placed on attracting 
new customers online, for which the new 
online registration processes was a great 
help; the implementation of this tool 
represented one of the main advances in 
the digital environment. Worth particular 
note was the contribution of the mortgage 
business at branch offices to growth; to this 
end, a follow up process is performed with 
individuals using the loan simulator on the 
website and those preferring an in-person 
appointment are offered this option.

Both Telephone Banking and Remote 
Advisers achieved the targets set for the 
year in terms of growth in commercial results 
and quality, increasing their contribution 
to earnings. Furthermore, the Network 
has efficiently and quickly adapted to the 
changing environment (market and interest 
rate evolution, regulatory developments in 
terms of mortgages and data protection). 

New services

Two new services were implemented in 
2018: LANI, specialising in international 
business for customers of Bankinter 
Portugal, integrated into Telephone Banking 
in Spain; and the service for franchisees of 
corporate customers, completed by the SME 
Adviser team.

The main objectives for 2019 are: 
continue making progress with the digital 
transformation project of the telephone 
platform to make efficiency gains; serve as 
a fundamental support for the roll-out of 
the digital transformation of the Corporate 
website; and standardise the content of the 
different services, harnessing synergies and 
improving versatility. 

A new service is also expected to be launched: 
the Remote Adviser team dedicated to the 
International Commerce sector, oriented 
towards companies billing between two and 
ten million euros. The international business 
specialists team will assume this function, 
with support from the Remote SME Advisers. 

A fundamental support for the bank
Bankinter's Remote Network is dedicated to managing customers who use digital means as channels of 
relationship with the bank without the need for travelling to branch offices.  Its platform is continuously 
being developed to improve quality, offering a professional service through telephone banking and remote 
advisers, who manage customers of the Bank's remote networks and segments.

Remote 
network

Service 
Customer assistance to Personal 
and Private Banking customers. 

8.00 to 22.00 h Monday to Saturday ( 
except bank holidays)

902 132 313Individual Retail Banking
9.00 to 18.00 h Monday to Friday ( 
except bank holidays)

Insurance Specialists /  
Commercial Insurance

09.00 to 18.00 Monday to Friday 
(except bank holidays)

Asset Specialists 
09.00 to 18.00 Monday to Friday 
(except bank holidays)

901 810 440

Assistance in English
09.00 to 18.00 Monday to Friday 
(except bank holidays)

902 888 835

Customer Service support
09.00 to 18.00 Monday to Friday 
(except bank holidays)

900 802 081

Technical web assistance 
(particulares.com)

8.00 to 22.00 h Monday to Friday and 
Saturdays 9.00 to 15.00 h ( except 
bank holidays)

902 365 563

Investment and stock Exchange 
Specialists 

8.00 to 22.00 h Monday to Friday 
(including bank holidays if markets are 
operating)

902 131 114

International  
Business Specialists 

8.00 to 17.00 h Monday to Friday ( 
except bank holidays)

902 882 000

Company Telephone banking

8.00 to 18.00 Monday to Thursday and 
Friday 8.00 to 17.00.        
August 8.00 to 15 h Monday to Friday( 
except bank holidays)

902 888 855

Technical web assistance 
(empresas.com)

902 365 656

Video call in sign language 
9.00 to 14.00 h Monday to Friday 
(except bank holidays)

bankinter.com
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Under the premise that everything we do 
should add value, in 2018, initiatives were 
maintained and rolled out in the pursuit of 
this tangible and intangible business. 

Communication

The Social Networks department's chief 
responsibility is to ensure and guarantee 
a positive presence of the bank on these 
channels. To this end, it produces high-
quality content and plans its dissemination 
via all possible media. 

In 2018, Bankinter once again top in terms 
of positive presence on Social Media, a 
position it has held since 2014. According 
to independent expert, Acceso, the bank 
achieved 81% favourable mentions, the 
Spanish bank with the best ratio on the 
market. 

Bankinter blog
This highly successful platform with 
economic content bases its strategy on 
serving as a support to existing and potential 
customers to improve their finances. Its 
content is published and promoted via Social 
Networks and help to increase the density 
of Bankinter's positive mentioned on these 
channels.

In 2018, the blog's audience grew to 
3,665,515 visits, 66% up year-on-year, 
according to data from Google Analytics. 

Beyond its use as an advertising support 
at Bankinter, over the course of the year, 
it continued experimenting with business 
acquisition through the Blog through 
customer segmentation and the customised 
proposal of products, in collaboration with 
CRM and Digital Banking,

Since 2017, the Social Networks department 
has been in charge of editing all of the Bank's 
own digital content. These include, the blog 
for COINC (Bankinter's savings platform) 
and the magazine for Popcoin (the new 
investment funds portfolio management 
platform). Both ended the year with very 
important traffic figures, in particular the 
COINC Blog, which recorded 1,653,949 
visits, 186% up year-on-year. 

Other initiatives
Over the course of the year, efforts 
have continued in terms of social selling 
(developing relations as part of the sales 
process), the roll-out of webinars dedicated 
to property and retirement, and internally 
training employees to use and harness the 
Bank's Social Networks. More than 200 
Bankinter professionals actively participated 
in an Employee Advocacy plan.

A focus on business
Social Networks represent a technological evolution for Bankinter, a new channel that must focus on 
business and penetrating all areas of the bank. They are used as a tool of communication, reputation and 
customer service, marketing, CRM and even talent acquisition.

Social 
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