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How would you define 2019 from an 
economic standpoint?

2019 was a difficult year, in which some 
uncertainties that already existed in 
2018 became more pronounced. On the 
international front, tensions between the 
United States and China once again curbed 
trade, even though there was some easing 
off towards the end of the year. In Europe, the 
prospect of a disorderly exit by the UK was a 
serious threat for the performance of the EU 
economy. In Spain, the greatest concerns 
stemmed from the situation in Catalonia and 
the political paralysis caused by the caretaker 
government that was in power for most of the 
year.

Do you think that last year's figures suggest 
a new crisis is coming?

World economic growth slowed last year. In 
Spain, figures show a clear slowdown in both 
economic growth and employment. However, 
lest we forget, the Spanish economy is today 
growing at a higher pace than the euro area 
as a whole.

In its last report (while it has lowered its 
forecasts for last October) the IMF expects 
a recovery in global growth in from 2.9% in 
2019 to 3.3% in 2020 and 3.4% in 2021. The 
economic outlook has also improved following 
the truce in the trade war and the emergence 
of a Brexit deal. The institution recognised 

Pedro Guerrero

‘Bankinter is still 
strong, despite 
the difficult 
environment’
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that its new forecasts have a high component 
of uncertainty, with downside risk, due to 
such factors as to the stagnation seen in the 
advanced economies, new trade tensions, 
this time between the United States and 
the EU, growing geopolitical tension and the 
worsening social unrest in many countries.

I do not believe a new crisis is likely to emerge 
in the short term, although it cannot be 
completely ruled out; but it would not be 
anywhere near the scale of the previous one.   

Will our economy return to what it was 
before?

It is difficult to know and especially difficult 
to pinpoint when this could happen. There 
are very significant circumstances that are 
outside our control, such as the trade war, 
Brexit, geopolitical tensions affecting oil 
prices, etc.

From an internal standpoint, Spain needs 
to be able to provide stability to economic 
agents and facilities for companies to operate 
and create jobs. Entrepreneurs and investors 
need certainty, a legal framework that is 
not constantly changing, and a government 
that provides encouragement and fosters 
economic growth.

How do you see the situation in the financial 
sector?

The enduring scenario of negative interest 
rates is forcing banks to reassess their 
traditional business practices. Taking in 
money from customers and lending it to other 
customers is no longer as profitable as it once 
was. Of course, lending must continue and 
we must fight to preserve our margins, as we 
have always done. But now, this is no longer 
enough. New higher-value products and 
personalised advisory services have become 
inescapable challenges, that will bring with 
them - are already bringing with them - a 
more innovative, dynamic and supportive 
banking system.

The digital transformation of the world will 
also have a particularly strong impact on our 
industry.

How did Bankinter fare in 2019?

Last year's results are detailed by our CEO 
below. I can say that Bankinter remained 
strong despite the surrounding difficulties. 
Net profit stood at 551 million euros, 4.6% 
more than a year earlier. Return on equity was 
13%, much higher than the sector average. 
And these achievements were made with no 
impact on the quality of our assets or capital 
adequacy. It is important to highlight that 

Moody’s raised all its ratings for Bankinter in 
2019.

As a result, I am able to inform our shareholders 
that the board of directors will submit a 
motion at the annual general meeting to pay 
a dividend against 2019 profits of 0.0976 
euros per share, resulting in the distribution 
of 263 million euros in the year as a whole, 
the same dividend paid in 2018. We believe 
this is satisfactory remuneration given the 
Bank's performance and that it complies with 
the principle of capital preservation, in line 
with regulatory requirements.

What are the minimum capital requirements 
set by the ECB for Bankinter in 2020?

Exactly the same as in 2019: 8.20% for CET1, 
tier one capital, and 11.70% for total capital. 
These are the lowest requirements established 
by the European Central Bank for Spanish 
banks and Bankinter amply satisfied them 
at 31 December. I would also like to mention 
something that shows the extent to which the 
authorities hold our capital adequacy levels 
and prudent risk policy in high esteem. The 
ECB has ruled to evaluate Bankinter every two 
years from now on, instead of every year. We 
are extremely satisfied with this move, but it 
is also a responsibility. 

'The economy is clearly 
slowing, but Spain 
continues to outpace the 
euro area as a whole'

'Entrepreneurs and 
investors need certainty 
and a legal framework 
that is not constantly 
changing'

'Taking in money from 
customers and lending it 
to other customers is no 
longer as profitable as it 
once was'
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How has the entry into force of the new 
Mortgage Act affected Bankinter?

The new law implies a considerable change in 
the procedure for granting and signing real 
estate credit contracts. The first few months 
following its entry into force were difficult for 
everyone (customers, financial institutions, 
notaries), due to infrastructure problems 
(among other issues) which affected the 
volume of mortgages signed. However, for 
Bankinter the new law did not have a damaging 
effect on new mortgage loans, which speaks 
highly of our teams' agility and adaptability. In 
any case, this is a law that offers a great deal 
of protection to consumers, and will certainly 
lead to a decline in the number of complaints. 
That is good news for everyone. Moreover, 
financial institutions would like the regulatory 
framework (for this and other aspects) to 
be sufficiently stable to avoid putting legal 
certainty at risk.  

What does the inclusion of EVO mean for 
the Bank?

Bankinter's acquisition of EVO and its 
consumer finance subsidiary in Ireland, 
Avantcard, took place in May, after all the 
pertinent regulatory authorisations had been 
obtained. This is an important transaction for 
the Bank.

Avantcard will allow us to continue to expand 
internationally in a country, Ireland, with a 
very robust economy and strengthen our 
consumer finance business at the same time. 
Through Avantcard we will gain 130,000 
customers, on top of those we already have in 
Portugal and, of course, Spain.

EVO has a different and innovative approach 
and will be a key part of the Bank's digital 
strategy.

Is the digital transformation of Bankinter 
complete?

Digitalisation is an ongoing process that makes 
many demands on us; but it will also offer 
some hitherto unexpected opportunities. 
We have made a great deal of progress in the 
past few years. For instance, most Bankinter 
customers now relate to the Bank using 
digital channels, most of our transactions are 
made online and 89% of consumer loans are 
taken out using this channel. This allows us to 
maintain our ability to take advantage of new 
technologies to provide an increasingly better 
service. 

But a lot more is needed. We have to adapt to 
a social environment that is changing faster 
every day due to digital transformation. 
We have great confidence in the capacities 
that EVO, our recent acquisition, can offer 
us, through its innovative and fully digital 
business model, reflecting the retail banking 
of the future.

How will the stock market listing of Línea 
Directa affect shareholders?

Since we acquired 100% of Línea Directa 
we have known that (as it was a financial 
investment) if the company remained 
successful, one day it would be listed. We 
believe that the time is right, for several 
reasons. The company has over three million 
policyholders. It works in three insurance 
branches: auto, home and health insurance. 
The first two are extremely profitable and 
high-growth areas, and the latter, launched 
barely two years ago, is showing great 
potential. Línea Directa's business model, 
based on direct distribution, has proved to 
be much more powerful than the traditional 
models. This is extremely important in a 
sector that is entering a phase of profound 
transformation. We also consider that market 
conditions are right as the low interest rates 
are fuelling the appetite of companies with 
growth potential.

We have structured the transaction in the 
best way for our shareholders. Bankinter is 
not selling LDA shares on the market, but is 
distributing them for free among shareholders 
so that they keep their full rights over them. 
The formula used - the distribution of a share 
premium in kind - is fiscally neutral and the 
percentage distributed allows Bankinter to 
keep its capital ratio intact (or increase it 
slightly), while at the same time remaining a 
significant shareholder of the company with a 
stake of 17.4%.

Further, the separation of the two companies 
will allow them to develop their strategies 
independently, which is important in our 
changing world that offers a bright future full 
of opportunity but at the same time is filled 
with change and uncertainty. 

'The stock market 
listing of Línea Directa 
will greatly benefit our 
shareholders'
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What does the fact that Bankinter 
is considered to be one of the most 
sustainable banks in the world by specialist 
analysts mean?

The fact that Bankinter has been included in 
some of the most prestigious sustainability 
indices – Dow Jones Sustainability Index 
Global, FTSE4Good, CDP - is recognition of 
the company's extraordinary management, 
which in addition to its magnificent economic 
results, also shows an excellent social and 
environmental performance, and well-
recognised corporate governance.

The Bank's good ESG credentials 
(environmental, social and governance) 
are increasingly weighted by institutional 
investors and proxy advisors, who recognise 
corporate strategies that are based on long-
term value creation.

While sustainability management has always 
been one of the Bank's priorities, in 2016 it 
drew up its Sustainability Policy, which the 
basis of the current Sustainability Plan for 
2016-2020, known as the ‘Three in a Row’ 
plan because it has a three-fold management 
objective – economic, social, environmental 
– aligned with the inclusive and sustainable 
development recommended by the UN 
Agenda 2030.

This Plan includes commitments to develop 
good corporate governance, facilitate 
inclusion and financial education and draw up 
a climate-related strategy. 

Therefore, in 2019, a new climate change 
strategy was approved, which, in addition 
to strengthening the environmental 
commitments adopted previously by the 
Bank to ensure carbon neutrality, addresses 
the management of indirect impacts, through 
the application of environmental and social 
criteria to its financing and investment 
policies.  

The strategy includes the far-reaching goal of 
increasing our offer of sustainable financial 
products and services, and a plan to involve 
our stakeholders in a joint climate action.

What activities were performed by the 
Foundation in 2019?

Bankinter Innovation Foundation has been 
a reference in Spain and abroad for several 
years. There is no other foundation in the 
world that focuses on innovation from a 
multidisciplinary standpoint. The purpose 
of its various programmes is to disseminate 
knowledge about the consequences of 
technological change and new trends for 
companies and for society as a whole, 
through its Future Trends Forum; to promote 
entrepreneurism among students in their 
final years of university through the Akademia 
programme and support companies in 
their early stages, through the Startups 
programme, and in the growth stage, through 
Cre100do. In 2019, the Future Trends Forum 
addressed two salient topics: artificial 
intelligence and the interaction between 
neuroscience and technology. I would also 
highlight the strengthening of the Startups 
programme, where the team has been 
enhanced with talented professionals with 
recognised experience, and I am sure they will 
help us to shore up our efforts.

'For us, sustainability is 
not an option, but a key 
part of our strategy'

Gender equality has been one of the most 
common issues discussed by companies in 
recent years. How is Bankinter addressing 
this subject? 

The banking sector has traditionally been 
dominated by men, especially at management 
level. Fortunately, this is changing. 51% of 
Bankinter's workforce is female and there 
are a majority of women sitting on the 
management committee. Further, the number 
of female directors on the board of directors 
is higher than average, and has been over 
the recommended good practice level of 30% 
for several years. However, these figures are 
based on merit, not on a policy of quotas or 
positive discrimination. At Bankinter equality 
is merit-based. 

'There are a majority of 
women on Bankinter's 
management committee, 
based on merit not 
positive discrimination'
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María Dolores Dancausa

‘In 2019, our earnings 
exceeded those of the 
previous year for the 
seventh year running’

Letter/
Interview 
with the 
CEO
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How would you summarise what 2019 
meant for Bankinter? 

2019 was an excellent year for Bankinter. Our 
earnings exceeded those of the previous year 
for the seventh year running. We reported 
profit of 551 million euros, an increase of 
4.6% compared to the figure of 526.4 million 
euros posted in 2018.

The top part of the income statement, which 
includes income and margins, was particularly 
strong, and for the first time surpassed 
2,000 million euros, just over half of which 
corresponded to net interest income, in an 
unfavourable context of interest rates that 
are close to zero.

The inclusion of EVO and Avantcard on 1 
June 2019 contributed seven months of their 
activity to the above figures, and we expect 
these new acquisitions to provide a higher 
contribution to margins in 2020, when they 
will have been on our books for 12 full months.  

What other indicators can be highlighted in 
the year? 

It was also a satisfactory year in terms of 
asset quality, capital adequacy, profitability, 
efficiency and liquidity. The non-performing 
loan ratio dropped to 2.51%, down 39 basis 
points compared to 2018, and much lower 
than the sector average. Bankinter kept its 
CET1 capital ratio at 11.6%, well above the 
requirement of 8.20% established by the 
ECB for our entity for both 2019 and 2020, 
the lowest in the whole banking sector. Our 
profitability, measured in terms of RoE, was 
13%, the highest in the sector in Spain. 

Our traditional banking business, excluding 
the recent acquisitions, reported a cost-to-
income ratio of 45.3%. In terms of liquidity, 
the customer funding gap (difference 
between loans and receivables and customer 
funds) was also positive, narrowing to 1,300 
million euros from 3,700 million euros. 

In short, 2019 was an excellent year in which 
the main pillars that underpin our different 
business lines grew in size and stature, 
preparing the Bank for future success.

Which were the most notable business 
units?

All our business lines that have been 
operating for a longer time and, therefore, 
have greater maturity, performed well. The 
Corporate Banking business, the business line 
that traditionally contributes most to gross 
operating income, loans and receivables in 
Spain increased by 5.1% and we obtained a 
1.9% market share of new transactions. I would 
highlight the expansion of the International 
Business and Investment Banking, which 
both saw sharp growth in their loan book. 
Commercial Retail Banking, which includes 
individual banking, continues to grow steadily 
in the areas of Private and Personal Banking. 
In the area of funds, the Salary Account is our 
star product and in 2019 it became clear why, 
as its balance grew by 25%. The mortgage 
portfolio ended the year on a positive note, 
in contrast the general decrease marked by 
the sector as a whole. More significantly, new 
mortgage loans increased by 17% despite the 

economic slowdown and problems caused by 
the entry into force of the new Real Estate 
Credit Act.

In the insurance business, both policies and 
premiums in the Linea Directa insurance area 
increased by around 5%, with particularly 
significant growth in the homeowners 
segment and the high profitability of the 
business was maintained, with an exceptional 
RoE of 33%, although the increase in claims 
penalised profit before tax, which was down 
by 8%.

The performance of one of our key growth 
drivers, Bankinter Consumer Finance, stood 
out again this year. Transactions increased 
sharply even though there was some 
slowdown in internal consumption in Spain 
during the year. Customers rose to 1.4 million 
and the volume of new loans extended stood 
at a healthy 45%. 

I would also like to highlight Bankinter 
Portugal, where business is more than 
meeting the expectations we had when it 
joined the Group in 2016. Its loan book and 
deposits showed double-digit growth in 2019 
and the entity reported a profit before tax of 
66 million euros, 9% more than the previous 
year. 

'Gross operating income, 
despite the environment 
of interest rates at close 
to zero, continues to grow 
at a rate of 6%, breaking 
the 2,000 million euro 
barrier'

'It was also a satisfactory 
year in terms of asset 
quality, capital adequacy, 
profitability, efficiency 
and liquidity'
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The inclusion of EVO Banco and Avantcard 
was a milestone in the year. How does this 
transaction fit with the Bank's strategy, 
which has historically been based on 
organic growth?

Effectively, at Bankinter we have traditionally 
sought organic growth. We have followed 
the criteria of growth through innovation 
not acquisition for more than half a century. 
There have been three exceptions: in 2012 
we acquired our current bank in Luxembourg 
to strengthen the Private Banking business; 
in 2016, we acquired the retail network that 
today is Bankinter Portugal; and in 2019, we 
acquired EVO Banco in Spain and Avantcard in 
the Republic of Ireland. In all these cases, the 
decision was guided by the principle that the 
asset to be acquired was a fit with the Bank's 
strategic lines. 

The acquisitions made in 2019 offer us new 
business opportunities and the possibility of 
diversifying in two key areas, digital banking 
and consumer finance, and in two different 
geographical areas. EVO Banco is a brand 
recognised by younger, online customers, 
which gives us a presence in this business 
segment and allows us to explore new ideas 
and products. The activity carried out by 
Avantcard supplements our consumer finance 
business, which is currently one of our biggest 
growth drivers. 

How have they performed in their first 
seven months as part of the Group?

It is early to say, but preliminary data are 
positive. EVO Banco attracted 50,000 new 
customers and Avantcard's loan book grew 
by 23%. In any case, the two businesses have 
different short-term expectations, because 
EVO Banco will require more investment 
to make it profitable, which we expect to 
occur 2023. In contrast, Avantcard has been 
profitable since day one.      

Another development in the year was the 
renewal of the Investment Banking brand, 
which is now called Bankinter Investment. 
Why was that done?

2019 was the five-year anniversary of the 
launch of the investment banking business, 
which showed very positive results, and 
we thought that it was a good moment to 
strengthen and relaunch this business line 
that has become a key market player in a 
short space of time. With this move, we aim to 
give a firm boost to the alternative investment 
business, which we consider to be promising 
in today's context of very low interest rates 
and market volatility. We already have an 
established presence in this market, after 
setting up two SOCIMIs comprising hotel 
and commercial real estate assets, three 
renewable energy funds, two funds in the 
student residences and infrastructure 
segments, and one fund of funds focused on 
technology. The objective is to comfortably 
double our investment volumes in three years 
to over 8,000 million euros. 

One of the main strategic decisions taken 
in the year was to submit a motion to the 
annual general meeting proposing the 
stock market listing of Línea Directa. What 
is the objective of this decision? 

The board of directors approved a motion 
in December to submit a proposal to a vote 
at the 2020 annual general meeting for 
the stock market listing of Línea Directa, 
according to which 82.6% of the insurance 
company would be delivered to shareholders, 
while the Bank would retain the remaining 
17.4%. The Chairman has explained above the 
reasons why this is the best time to perform 
this transaction.

Although the sum of the value of the two 
companies is identical whether taken 
together or separately, we believe that 

'The acquisitions made 
in 2019 offer us new 
business opportunities 
and the possibility of 
diversifying in two key 
areas (digital banking 
and consumer finance), 
and in two different 
geographical areas'
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with the passage of time, they will be worth 
significantly more separately than together 
as one company. Once the spin-off has been 
carried out, each one will be able to operate 
in its own sector and under its own regulatory 
environment, with the appropriate capital 
structure and dividend policy.

After seven consecutive years of reporting 
an increase in profit compared to the 
previous year, what is the key to Bankinter's 
success? 

This good performance is due to many 
factors: efficient risk management, which 
has been one of our core strengths, exposure 
to recurrent customer activities, agility and 
simplicity in our actions, diversification of 
revenues and a wish to be independent. But if 
I had to single out one reason for our success, 
it would be our people.

Bankinter has an exceptional team of 
people who are well qualified, committed 
and dedicated, with a determination to take 
advantage of opportunities and face up to 
obstacles. Without them, without these 
people who make up our different teams 
and strive to improve their work every day, 
Bankinter would not be where it is today. 

Let us talk about the future. What is the 
outlook for 2020 and beyond? 

2020 is another year marked by uncertainty, 
which appears to be the sign of our times. The 
slowdown in international economic activity, 
the impacts of an epidemic that is proving 
hard to contain, the rise in protectionism, 
a Europe without the United Kingdom, the 
abnormal surplus of liquidity and political 
instability are all factors that we will have to 
live with.

We have to continue expanding the projects 
and business lines that have already proven 
successful, and attend to every small detail 
day after day. This is what makes us different 
and efficient. 

Is an interest rate hike still expected to 
improve profitability?

We do not base our business decisions on a 
hypothetical increase in interest rates. We 
expect them to remain very low, at around 
zero. When they do rise, which they will, 
although we do not know when, we will be 
prepared to take advantage of this. But until 
that moment arrives, we are well prepared to 
deal with the current situation. 

For this reason, we have been developing 
business lines such as private banking, 
investment banking and supporting the 
international business lines of Spanish 
companies. These activities and associated 
services contribute a value that is recognised 
and appreciated by our customers, and that is 
billed in the form of fees.

There are also segments such as consumer 
finance, where net interest income remains 
attractive and which offer an appealing 
revenue channel. As a result, gross operating 
income has not only shown resilience to the 
environment of interest rates at close to zero, 
but continues to grow at a rate of 6%, breaking 
the 2,000 million euro barrier in 2019.

'Despite the difficulties 
and obstacles in our path, 
we are part of a healthy 
financial system, that is 
more robust and resilient 
than it was in the past'
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Are innovation and technology still essential 
values in Bankinter's strategy?

Bankinter would not be understood without 
these two variables, that have been a part of 
the Bank's identity and strategy practically 
since it was founded. At Bankinter, we see 
innovation as a competitive advantage that 
has allowed us to survive successfully and 
independently in a sector that has seen a 
complicated past few years. Early positioning 
in technology and a focus on digitalisation 
explain why today Bankinter is immune from 
some of the major problems affecting the 
sector, such as installed capacity surplus, 
and are behind our positive performance 
in the area of efficiency or profitability, 
for instance. More than 93% of the Bank's 
customers currently interact with us through 
digital channels, and this allows us to keep a 
streamlined branch network that is dedicated 
to tasks that contribute customer value.   

However, our objective for 2020 is to continue 
to invest in technology to improve the 
customer experience, optimise processes to 
reduce response times, and consolidate the 
competitive advantage our long history has 
provided us with.

Broadening our analysis, what is your view 
of the current situation in the Spanish 
banking sector?

The Spanish banking sector as a whole has 
seen a significant transformation over the 
last ten years, in line with European banks. In 
the last few years, the sector has had to deal 
with a very strict and demanding regulatory 
framework, a technology revolution that has 
forced banks to rethink their business models, 
lower margins and profits, the judicialisation 
of numerous banking practices and a loss of 
reputation among the general public. The 
latter is particularly concerning as the essence 
of the banking business, trust, has been 
damaged by this unjust perception. Despite 
the difficulties and obstacles in our path, we 
are part of a healthy financial system, which 
is much more robust and resilient than it was 
in the past, and that plays a major role in 
funding economic activity, a mission that is 
not fully recognised by the public authorities 
or by society. 

'More than 93% of 
the Bank's customers 
currently interrelate 
with us through digital 
channels'
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Record profits for the seventh 
consecutive year
 
In 2019, the Bankinter Group posted a new record profit, cementing seven consecutive years of 
growth, with a compound annual growth rate of 24% between 2012 and 2019.

Results

Profitability Capital adequacy Liquidity

The Group posted net profit of 550.7 million euros and profit 
before tax of 741.4 million, up 4.6% and 2.8%, respectively, 
from the previous year. These figures include EVO Banco and 
Avantcard, which were included in the Group's accounts on 31 
May. However, excluding the data from these businesses and 
the impact of their inclusion, the Bank's profit would also have 
been higher than the previous year.

The customer funding gap narrowed to 1,300 million euros from 3,700 
million euros the year before, leaving a deposit-to-loan ratio of 98.3%.

Wholesale issues maturing in 2020 total only 800 million euros, plus a 
further 1,000 million for 2022, although Bankinter has 13,400 million 
euros in liquid assets and a debt issuing capacity of 6,000 million.

Net profit

€550.7 mn 
(+4.6%) Liquid assets

€13,400 mn

The fully-loaded CET1 capital ratio ended 
the year at 11.61%, above the ECB's 
regulatory requirement for Bankinter of 
8.20%. This minimum capital requirement 
figure will remain the same for this year.

CET1 fully-loaded

11.6%
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On Bankinter’s balance sheet, total group assets at the end of 2019 
were 83,732.3 million euros, 9.5% more than in 2018, including 
EVO Banco and Avantcard.

Customer loans and receivables stood at 60,411 million euros, 8.9% 
more than one year ago. Excluding EVO Banco, and looking strictly 
at the business in Spain, loans and receivables grew by 5%. This 
compares favourably to the 1% decline seen in the rest of the sector 
in Spain to December, according to Banco de España figures.

Customer retail funds ended the year at 57,814.6 million euros 
(+14.3%). Taking into account Spain only and excluding EVO Banco, 
growth was above the sector average at 7%. Off-balance-sheet 
managed funds increased by 13.7%.

 

Bankinter's customer business continues to underpin the good results 
obtained by the Bank in 2019, which is reflected in the growth of all 
margins on the income statement.

•	 Net interest income was 1,190.6 million euros at 31 December, up 
8.8% year-on-year. Excluding the contribution from EVO Banco and 
Avantcard, growth would stand at 5.1%. 

•	 Net interest margin was 2.01%, up by nine basis points compared 
to 2018.

•	 Gross operating income stood at 2,054.7 million euros, 5.9% 
higher than in the previous year, with net fee and commission 
income of 479.5 million euros (+6.6%). Stripping out EVA Banco, 
gross operating income grew by 3.4%.

•	 Operating income totalled 977.5 million euros at the close of 2019, 
4.4% higher than the previous year and 7.9% higher excluding EVO 
Banco. Operating expenses were 7.2% higher, due largely to the 
integration of the acquired businesses, although in the banking 
business (Spain and Portugal) they rose by only 0.2%. 

The cost-to-income ratio of the banking business ended the year at 
47.4% (45.3% excluding EVO Banco).

Balance sheet Margins

Total Group assets 

€83,732.3 mn 
(+9.5%)

Loans and receivables

€60,411 mn 
(+8.9%)

Net interest income

€1,190.6 mn 
(+8.8%)

Gross operating income

€2,054.7 mn 
(+5.9%)

Net interest margin

2.01% 
(+9bp)

Operating income

€977.5 mn 
(+4.4%)

Retail funds

€57,814.6 mn 
(+14.3%)
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Corporate Banking. This area fared well during 
the year, with a loan book of 25,500 million 
euros. In Spain alone, loans to companies stood 
at 23,800 million (+ 5.1%). The strongest 
growth was seen in: International Banking, 
the Transactional Business and Investment 
Banking. 

Bankinter Portugal. Bankinter Portugal had another 
brilliant year, reporting profit before tax of 66 million 
euros, compared to 60 million euros in 2018. The customer 
business was positive throughout the year, with the loan 
book up 13%, particularly loans to customers, which 
rose by 26%. Funds also increased significantly (+7%), in 
addition to off-balance-sheet managed funds (+12%).

EVO Banco and Avantcard. Despite being integrated 
in the Bank's consolidation scope only recently, both 
entities showed growth in activity. From June to 
December, EVO acquired 50,000 new customers and 
arranged 85 million euros worth of new mortgages. 
Avantcard sustained strong annual growth in its loan book: 
 23%.

Loan book 

+5.1%

Customers business

Commercial Retail Banking. This 
area matched the contribution by 
Corporate Banking to Group gross 
operating income for the first 
time: 28%. The main driver was 
Private Banking, with assets under 
management of 40,400 million 
euros (+13%) with a CAGR for 2014-
2019 of 7%. In the Personal Banking 
segment, assets under management 
increased by 9% to 23,700 million 
euros.

Línea Directa Aseguradora. Línea Directa 
Aseguradora ended the year with 3.16 million 
insured risks (+5%), with increases of 3.6% in auto 
insurance policies and 9.6% in home insurance, the 
area with the strongest growth. Issued premiums 
totalled 891.3 million, up 4.5% year-on-year. 
Línea Directa ended 2019 with a combined ratio of 
87.9%, RoE of 33% and a capital adequacy ratio of  
211%.

Bankinter Consumer Finance. The segment had over 1.4 
million customers, up 8% compared to 2018. The loan book 
stood at 2,400 million euros (+21%), with 917 million euros 
of new loans (+45%). The NPL ratio was 5.7%.

Private Banking  
Assets

+13%

Customers

+8%

Issued premiums

+4.5%

Portugal EBT

€66 mn

Personal Banking  
Assets

+9%
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ASSETS 31.12.2019 31.12.2018(*)
Cash, cash balances at central banks and other demand deposits 6,407,046 5,503,428

Financial assets held for trading 3,848,150 5,162,908
Derivatives 314,215 432,233
Equity instruments 263,269 107,024
Debt securities 1,309,400 2,623,615
Loans and advances 1,961,266 2,000,036
Central banks - -
Credit institutions 1,688,819 2,000,036
Customers 272,447 -
Memorandum items: loaned or pledged 668,485 1,309,138

Non-trading financial assets mandatorily at fair value through profit or loss 130,303 129,178
Equity instruments 116,805 89,880
Debt securities 13,498 39,298
Loans and advances - -
Central banks - -
Credit institutions - -
Customers - -
Memorandum items: loaned or pledged - -

Financial assets designated at fair value through profit or loss - -
Debt securities - -
Loans and advances - -
Central banks - -
Credit institutions - -
Customers - -
Memorandum items: loaned or pledged - -

Financial assets at fair value through other comprehensive income 5,340,159 4,839,963
Equity instruments 106,288 78,463
Debt securities 5,233,871 4,761,500
Loans and advances - -
Central banks - -
Credit institutions - -
Customers - -
Memorandum items: loaned or pledged 406,692 1,171,852

Financial assets at amortised cost 65,670,760 58,844,761
Debt securities 4,850,360 3,100,712
Loans and advances 60,820,400 55,744,049
Central banks - -
Credit institutions 1,649,634 481,860
Customers 59,170,766 55,262,189
Memorandum items: loaned or pledged 1,335,245 1,231,566

Derivatives – hedge accounting 202,118 170,197

Fair value changes of the hedged items in portfolio hedge of interest rate risk 107,439 11,010

Investments in joint ventures and associates 140,875 110,563
 Joint ventures 47,734 37,678
 Associates 93,141 72,885

Assets under reinsurance and insurance contracts 12,108 9,134

Tangible assets 600,654 473,411
Property, plant and equipment 533,956 405,925
For own use 509,658 376,949
Leased out under operating lease 24,298 28,976
Assigned to welfare projects (savings banks and credit cooperatives) - -
Investment property 66,698 67,486
Of which: Leased out under operating leases 66,698 67,486
Memorandum items: Acquired under finance leases - -

Intangible assets 391,936 294,077
Goodwill 164,113 164,113
Other intangible assets 227,823 129,964

Tax assets 470,032 547,502
Current tax assets 178,130 255,640
Deferred tax assets 291,902 291,862

Other assets 217,848 209,248
Insurance contracts linked to pensions - -
Inventories - -
Other assets 217,848 209,248

Non-current assets and disposal groups classified as held for sale 192,917 196,159

TOTAL ASSETS 83,732,345 76,501,539

(*) Presented for comparison purposes only.

Bankinter Group. Consolidated balance sheets at 31 December 2019 and 2018 (Thousands of euros)
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LIABILITIES AND EQUITY 31.12.2019 31.12.2018(*)

LIABILITIES 78,932,381 72,015,687

Financial liabilities held for trading 2,823,849 3,798,092

Derivatives 387,041 499,813

Short positions 865,012 1,833,893

Deposits 1,571,796 1,464,386

Central banks - -

Credit institutions 77,521 173,870

Customers 1,494,275 1,290,516

Debt securities issued - -

Other financial liabilities - -

Financial liabilities designated at fair value through profit or loss - -

Deposits - -

Central banks - -

Credit institutions - -

Customers - -

Debt securities issued - -

Other financial liabilities - -

Memorandum items: subordinated liabilities - -

Financial liabilities at amortised cost 73,970,770 66,361,761

Deposits 64,641,613 56,925,312

Central banks 7,336,682 6,506,663

Credit institutions 1,377,447 1,950,146

Customers 55,927,484 48,468,503

Debt securities issued 7,688,413 7,772,126

Other financial liabilities 1,640,744 1,664,323

Memorandum items: subordinated liabilities 855,589 1,158,791

Derivatives – hedge accounting 265,394 86,845

Fair value changes of the hedged items in portfolio hedge of interest rate risk 40,022 19,748

Liabilities under reinsurance and insurance contracts 750,267 749,563

Provisions 382,733 301,925

Pensions and other post-employment defined benefit obligations 3,832 807

Other long term employee benefits - -

Pending legal issues and tax litigation 75,233 97,752

Commitments and guarantees given 14,137 18,575

Other provisions 289,531 184,791

Tax liabilities 421,254 425,515

Current tax liabilities 206,012 220,581

Deferred tax liabilities 215,242 204,934

Share capital repayable on demand - -

Other liabilities 278,092 272,238

Of which: welfare fund (savings banks and credit cooperatives only) - -

Liabilities included in disposal groups classified as held-for-sale - -

TOTAL LIABILITIES 78,932,381 72,015,687

(*) Presented for comparison purposes only.

Bankinter Group. Consolidated balance sheets at 31 December 2019 and 2018 (Thousands of euros)
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LIABILITIES AND EQUITY (continued) 31.12.2019 31.12.2018(*)

Shareholders’ equity 4,612,343 4,344,186

Capital 269,660 269,660
a) Paid up capital 269,660 269,660
b) Unpaid capital which has been called up - -

Memorandum items: uncalled share capital - -

Share premium 1,184,265 1,184,265

Equity instruments issued other than share capital - -
a) Equity component of compound financial instruments - -
b) Other equity instruments issued - -

Other equity 12,567 18,151

Retained earnings 2,762,882 2,523,867

Revaluation reserves 4,716 7,425

Other reserves 4,252 (10,907)

Reserves or accumulated losses of investments in joint ventures and associates 4,252 (10,907)

Other - -

(-) Treasury shares (1,222) (693)

Profit attributable to the owners of the parent company 550,665 526,398

(-) Interim dividends (175,442) (173,980)

Accumulated other comprehensive income 187,621 141,666

Items that will not be reclassified to profit or loss (1,897) (7,586)
a) Actuarial gains or (-) losses on defined benefit pension plans (4,617) (1,456)
b) Non-current assets and disposal groups classified as held for sale - -
c) Share of other recognised income and expense of investments in joint ventures and associates - -
d) Fair value changes of equity instruments measured at fair value through other comprehensive income 2,720 (6,130)
e) Hedge ineffectiveness of fair value hedges for equity instruments measured at fair value through other comprehensive income - -
Fair value changes of equity instruments measured at fair value through other comprehensive income [hedged item] - -
Fair value changes of equity instruments measured at fair value through other comprehensive income [hedging instrument] - -
f) Fair value changes of financial liabilities at fair value through profit or loss attributable to changes in their credit risk - -

Items that may be reclassified to profit or loss 189,518 149,252
a) Hedge of net investments in foreign operations [effective portion] - -
b) Foreign currency translation - -
c) Hedging derivatives. Cash flow hedges [effective part] 28 108
d) Fair value changes of debt instruments measured at fair value through other comprehensive income 183,952 146,502
e) Hedging instruments [not designated elements] - -
f) Non-current assets and disposal groups classified as held for sale - -
g) Share of other recognised income and expense of investments in joint ventures and associates 5,538 2,642

Minority interests [Non-controlling interests] - -

Accumulated other comprehensive income - -

Other items - -

TOTAL EQUITY 4,799,964 4,485,852
TOTAL EQUITY AND LIABILITIES 83,732,345 76,501,539

MEMORANDUM ITEMS: OFF-BALANCE-SHEET EXPOSURES

Loan commitments given 14,263,210 13,023,015
Financial guarantees given 1,748,165 1,612,459
Other commitments given 5,386,593 4,509,690

(*) Presented for comparison purposes only.

Bankinter Group. Consolidated balance sheets at 31 December 2019 and 2018 (Thousands of euros)
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(Debit)/Credit
31.12.2019

(Debit)/Credit
31.12.2018(*)

Interest income 1,391,590 1,320,454

Financial assets at fair value through other comprehensive income 111,520 130,485

Financial assets at amortised cost 1,254,588 1,110,902

Other interest income 25,482 79,067

Interest expenses (200,947) (226,173)

Expenses on share capital repayable on demand - -

A) NET INTEREST INCOME 1,190,643 1,094,281

Dividend income 12,257 12,584

Share of the profit or loss of entities accounted for using the equity method 30,601 27,984

Fee and commission income 593,763 556,492

Fee and commission expenses (114,274) (106,812)

Gains or losses on derecognition of financial assets and liabilities not measured at fair value through profit or loss, net 39,079 38,294

Financial assets at amortised cost 5,516 2,509

Other financial assets and liabilities 33,563 35,785

Gains or losses on financial assets and liabilities held for trading, net 22,777 12,679

Reclassification of financial assets out of fair value through other comprehensive income - -

Reclassification of financial assets out of amortised cost - -

Other gains or losses 22,777 12,679

Gains or losses on non-trading financial assets mandatorily at fair value through profit or loss, net 7,072 (3,137)

Reclassification of financial assets out of fair value through other comprehensive income - -

Reclassification of financial assets out of amortised cost - -

Other gains or losses 7,072 (3,137)

Gains or losses on financial assets and liabilities designated at fair value through profit or loss, net - -

Gains or losses from hedge accounting, net 27 (71)

Exchange differences [gain or loss], net (1,081) 5,051

Other operating income 47,841 47,403

Other operating expenses (147,728) (134,820)

Of which: compulsory transfers to welfare funds (only savings banks and credit cooperatives) - -

Income from assets under insurance and reinsurance contracts 882,715 839,602

Expenses from liabilities under insurance and reinsurance contracts (508,989) (449,697)

B) GROSS OPERATING INCOME 2,054,703 1,939,833

Administrative expenses (996,290) (941,602)

a) Staff expenses (582,923) (537,651)

b) Other administrative expenses (413,367) (403,951)

Depreciation and amortisation (80,943) (61,794)

Provisions or reversal or provisions (143,861) (143,579)
Impairment or reversal of impairment and gains or losses on modifications of cash flows of financial assets not measured at fair value through profit or loss or modification 
gains or losses, net

(138,960) (62,971)

a) Financial assets at fair value through other comprehensive income (994) 211

b) Financial assets at amortised cost (137,966) (63,182)

Impairment or reversal of impairment of investments in joint ventures and associates - -

Impairment or reversal of impairment on non-financial assets (112) -

Tangible assets (112) -

Intangible assets - -

Other - -

Gains or losses on derecognition of non-financial assets 327 1,349

Negative goodwill recognised in profit or loss 62,071 -

Profit or loss from non-current assets and disposal groups classified as held for sale not qualifying as discontinued operations (15,530) (10,143)

C) PROFIT OR LOSS BEFORE TAX FROM CONTINUING OPERATIONS 741,405 721,093

Tax expense or income related to profit or loss from continuing operations (190,740) (194,695)

D) PROFIT OR LOSS AFTER TAX FROM CONTINUING OPERATIONS 550,665 526,398

Profit or loss after tax from discontinued operations - -

E) PROFIT OR LOSS FOR THE YEAR 550,665 526,398

Attributable to minority interests (non-controlling interests) - -

Attributable to the owners of the parent 550,665 526,398

EARNINGS PER SHARE:

Basic 0.61 0.57

Diluted 0.60 0.57
 
(*) Presented for comparison purposes only. 

Bankinter Group. Consolidated income statements for the years ended 31 December 2019 and 2018 
(Thousands of euros)
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Bankinter Group. Consolidated statement of recognised income and expense for the years ended 31 
December 2019 and 2018 (Thousands of euros)

31.12.2019 31.12.2018(*)

A) PROFIT OR LOSS FOR THE YEAR 550,665 526,398

B) OTHER COMPREHENSIVE INCOME 45,954 (122,114)

Items that will not be reclassified to profit or loss 5,688 (9,463)

a) Actuarial gains or (-) losses on defined benefit pension plans (4,488) (2,096)

b) Non-current assets and disposal groups held for sale - -

c) Share of other recognised income and expense of investments in joint ventures and associates - -

d) Fair value changes of equity instruments measured at fair value through other comprehensive income 11,792 (10,658)

e) Gains or (-) losses from hedge accounting of equity instruments at fair value through other comprehensive income, net - -

f) Fair value changes of equity instruments measured at fair value through other comprehensive income (hedged item) - -

g) Fair value changes of equity instruments measured at fair value through other comprehensive income (hedging instrument) - -

h) Fair value changes of financial liabilities at fair value through profit or loss attributable to changes in their credit risk - -

i) Income tax relating to items that will not be reclassified (1,617) 3,291

Items that may be reclassified to profit or loss 40,267 (112,651)

a) Hedge of net investments in foreign operations [effective portion] - -

Valuation gains or (-) losses taken to equity - -

Transferred to profit or loss - -

Other reclassifications - -

b) Foreign currency translation - -

Translation gains or (-) losses taken to equity - -

Transferred to profit or loss - -

Other reclassifications - -

c) Cash flow hedges [effective portion] (114) (1,731)

Valuation gains or (-) losses taken to equity (114) (1,731)

Transferred to profit or loss - -

Transferred to initial carrying amount of hedged items - -

Other reclassifications - -

d) Hedging instruments [not designated elements] - -

Valuation gains or (-) losses taken to equity - -

Transferred to profit or loss - -

Other reclassifications - -

e) Debt instruments at fair value through other comprehensive income 52,166 (153,623)

Valuation gains or (-) losses taken to equity 81,798 (118,449)

Transferred to profit or loss (29,631) (35,174)

Other reclassifications - -

f) Non-current assets and disposal groups held for sale - -

Valuation gains or (-) losses taken to equity - -

Transferred to profit or loss - -

Other reclassifications - -

g) Share of other recognised income and expense of investments in joint ventures and associates 2,897 (2,323)

h) Income tax relating to items that may be reclassified to profit or (-) loss (14,683) 45,026

C) TOTAL COMPREHENSIVE INCOME FOR THE YEAR 596,619 404,284

Attributable to minority interests (non-controlling interests) - -

Attributable to the owners of the parent 596,619 404,284

(*) Presented for comparison purposes only.
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Bankinter Group. Consolidated statements of changes in total equity for the years ended 31 December 2019 and 
2018 (Thousands of euros)

Non-controlling 
interests

Share 
capital

Share 
premium

Equity ins-
truments 

issued 
other than 

share 
capital

Other equi-
ty items

Retained 
earnings

Revaluation 
reserves

Other 
reserves

(-) Treasury 
shares

Profit 
attributa-
ble to the 
owners of 

the parent 
company

(-) Interim 
dividends

Accumula-
ted other 

comprehen-
sive income

Accumula-
ted other 

compre-
hensive 
income

Other 
items Total

Closing balance at 31.12.2018 269,660 1,184,265 - 18,151 2,523,867 7,425 (10,907) (693) 526,398 (173,980) 141,666 - - 4,485,852

Effects of correction of errors - - - - - - - - - - - - - -

Effects of changes in accounting policies - - - - - - - - - - - - - -

Opening balance at 1.1.2019 269,660 1,184,265 - 18,151 2,523,867 7,425 (10,907) (693) 526,398 (173,980) 141,666 - - 4,485,852

Total comprehensive income for the year - - - - - - - - 550,665 - 45,955 - - 596,620

Other changes in equity - - - (5,584) 239,015 (2,709) 15,159 (529) (526,398) (1,462) - - - (282,507)

Issuance of ordinary shares - - - - - - - - - - - - - -

Issue of preference shares - - - - - - - - - - - - - -

Issue of other equity instruments - - - - - - - - - - - - - -

Exercise or maturity of other equity instruments issued - - - - - - - - - - - - - -

Conversion of debt to equity - - - - - - - - - - - - - -

Share capital reductions - - - - - - - - - - - - - -

Dividends (or shareholder remuneration) - - - - - - - - - (264,661) - - - (264,661)

Purchase of treasury shares - - - - (295) - - (52,907) - - - - - (53,202)

Sale or cancellation of treasury shares - - - - - - - 52,378 - - - - - 52,378
Reclassification of financial instruments from equity to 
liability - - - - - - - - - - - - - -

Reclassification of financial instruments from liabilities 
to equity - - - - - - - - - - - - - -

Transfers between equity components - - - - 263,199 - - - (526,398) 263,199 - - - -
Increases or decreases in equity arising from business 
combinations - - - - - - - - - - - - - -

Share-based payments - - - (5,584) - - - - - - - - - (5,584)

Other increases or (-) decreases in equity - - - - (23,889) (2,709) 15,159 - - - - - - (11,439)
Of which: discretionary transfer to welfare funds (only 
savings banks and credit cooperatives) - - - - - - - - - - - - - -

Closing balance at 31.12.2019 269,660 1,184,265 - 12,567 2,762,882 4,716 4,252 (1,222) 550,665 (175,442) 187,621 - - 4,799,964

Non-controlling 
interests

Share 
capital

Share 
premium

Equity ins-
truments 

issued 
other than 

share 
capital

Other equi-
ty items

Retained 
earnings

Revaluation 
reserves

Other 
reserves

(-) Treasury 
shares

Profit 
attributa-
ble to the 
owners of 

the parent 
company

(-) Interim 
dividends

Accumula-
ted other 

comprehen-
sive income

Accumula-
ted other 

compre-
hensive 
income

Other  
items Total

Closing balance at 31.12.2017 (*) 269,660 1,184,265 - 10,161 2,445,819 15,312 (6,815) (813) 495,207 (163,177) 107,521 - - 4,357,140

Effects of correction of errors - - - - - - - - - - - - - -

Effects of changes in accounting policies - - - - (172,032) - - - - - 156,259 - - (15,773)

Opening balance at 1.1.2018 269,660 1,184,265 - 10,161 2,273,787 15,312 (6,815) (813) 495,207 (163,177) 263,780 - - 4,341,367

Total comprehensive income for the year - - - - - - - - 526,398 - (122,114) - - 404,284

Other changes in equity - - - 7,990 250,080 (7,887) (4,092) 120 (495,207) (10,803) - - - (259,799)

Issuance of ordinary shares - - - - - - - - - - - - - -

Issue of preference shares - - - - - - - - - - - - - -

Issue of other equity instruments - - - - - - - - - - - - - -

Exercise or maturity of other equity instruments issued - - - - - - - - - - - - - -

Conversion of debt to equity - - - - - - - - - - - - - -

Share capital reductions - - - - - - - - - - - - - -

Dividends (or shareholder remuneration) - - - - - - - - - (258,406) - - - (258,406)

Purchase of treasury shares - - - - (508) - - (83,575) - - - - - (84,083)

Sale or cancellation of treasury shares - - - - - - - 83,695 - - - - - 83,695
Reclassification of financial instruments from equity to 
liability - - - - - - - - - - - - - -

Reclassification of financial instruments from liabilities 
to equity - - - - - - - - - - - - - -

Transfers between equity components - - - - 247,603 - - - (495,207) 247,603 - - - -
Increases or decreases in equity arising from business 
combinations - - - - - - - - - - - - - -

Share-based payments - - - 7,990 - - - - - - - - - 7,990

Other increases or (-) decreases in equity - - - - 2,984 (7,887) (4,092) - - - - - - (8,995)
Of which: discretionary transfer to welfare funds (only 
savings banks and credit cooperatives) - - - - - - - - - - - - - -

Closing balance at 31.12.2018 (*) 269,660 1,184,265 - 18,151 2,523,867 7,425 (10,907) (693) 526,398 (173,980) 141,666 - - 4,485,852

(*) Presented for comparison purposes only. 
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Bankinter Group. Consolidated statements of cash flows for the years ended 31 December 2019 and 2018 
(Thousands of euros)

31.12.2019 31.12.2018(*)

A) CASH FLOWS FROM OPERATING ACTIVITIES 156,475 175,726

Profit or loss for the year 550,665 526,398

Adjustments to obtain cash flows from operating activities 517,189 532,511

 Depreciation and amortisation 80,943 61,794

 Other adjustments 436,245 470,717

Net increase/(decrease) in operating assets 4,454,544 5,465,906

 Financial assets held for trading (1,315,248) 2,428,209

 Non-trading financial assets mandatorily at fair value through profit or loss (587) 15,804

 Financial assets designated at fair value through profit or loss - -

 Financial assets at fair value through other comprehensive income 366,277 (607,128)

 Financial assets at amortised cost 5,439,202 3,711,939

 Other operating assets (35,099) (82,918)

Net increase/(decrease) in operating liabilities 3,668,701 4,677,952

 Financial liabilities held for trading (974,244) 1,804,902

 Financial liabilities designated at fair value through profit or loss - -

 Financial liabilities at amortised cost 4,584,167 2,974,587

 Other operating liabilities 58,777 (101,537)

Income tax recovered/(paid) (125,535) (95,229)

B) CASH FLOWS FROM INVESTING ACTIVITIES 1,309,581 (8,791)

Payments (352,621) (107,102)

 Tangible assets (57,699) (19,725)

 Intangible assets (87,578) (69,347)

 Investments in joint ventures and associates - (18,030)

 Subsidiaries and other business units (207,344) -

 Non-current assets and liabilities classified as held for sale - -

 Other payments related to investing activities - -

Proceeds 1,662,202 98,311

 Tangible assets 10,994 10,865

 Intangible assets - 282

 Investments in joint ventures and associates 517 18,153

 Subsidiaries and other business units - -

 Non-current assets and liabilities classified as held for sale 91,950 69,010

 Other proceeds related to investing activities 1,558,741 -

C) CASH FLOWS FROM FINANCING ACTIVITIES (562,438) (258,287)

Payments (614,816) (341,982)

 Dividends (264,661) (258,406)

 Subordinated liabilities (297,250) -

 Redemption of own equity instruments - -

 Acquisition of own equity instruments (52,905) (83,576)

 Other payments related to financing activities - -

Proceeds 52,378 83,695

 Subordinated liabilities - -

 Issuance of own equity instruments - -

 Disposal of own equity instruments 52,378 83,695

 Other proceeds related to financing activities - -

D) EFFECT OF EXCHANGE RATE CHANGES - -

E) NET INCREASE (DECREASE) IN CASH AND CASH EQUIVALENTS (A+B+C+D) 903,618 (91,352)

F) CASH AND CASH EQUIVALENTS AT BEGINNING OF PERIOD 5,503,428 5,594,779

G) CASH AND CASH EQUIVALENTS AT END OF PERIOD 6,407,046 5,503,428

(*) Presented for comparison purposes only. 
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A year that went from less to more 
on the stock market
 
Bankinter still has one of the best securities market track records in European banking over the 
last three, five and ten years, demonstrating the confidence investors have in its management and 
business model.

Share price

Bankinter, S.A.'s share showed an acceptable 
performance: with a 7% fall in the quoted 
price. The Bank's market capitalisation 
at 31 December 2019 was  
5,871 million euros. Shareholder return, 
including the dividend yield, was -3%, a figure 
which, despite being negative, compares 
favourably with the rest of the sector. 

Since the end of 2009, Bankinter’s share price 
has risen by 42%, while the Ibex has fallen by 
13% and the STOXX Europe 600 Banks index 
by 35%. 

Shareholders with significant holdings at 31.12.2019

Name Total shares %

Cartival, S.A. 205,687,428 22.88

Corporación Masaveu, S.A.* 44,959,730 5.00

Per share data for the period, at 31.12.2019 (euros)

Earnings per share 0.60

Dividend per share 0.29

Book value per share 5.34

Share price at beginning of period 7.02

Minimum intraday share price 5.14

Maximum intraday share price 7.48

Last share price 6.53

Performance over last 12 months (%) -6.93

Stock market ratios at 31.12.2019

Price/book value (times) 1.22

PER (price/earnings, times) 10.66

Dividend yield (%) 4.51

Number of shareholders 55,358

Number of shares 898,866,154

Number of shares of non-residents 404,781,764

Average daily trading volume (number of shares) 2,635,374

Average daily trading volume (thousands of euros) 16,798

Market capitalisation (thousands of euros) 5,871,394

Share capital 

At the end of 2019, Bankinter, S.A.'s share 
capital was represented by 898,866,154 
fully subscribed and paid shares with a par 
value of 0.30 euros each. All the shares are 
represented by book entries, admitted for 
listing on the Madrid and Barcelona Stock 
Exchanges and traded on the Spanish 
continuous market. 

Bankinter had 55,358 shareholders at 31 
December. Residents held 55% of the share 
capital and non-residents the remaining 45%.

Dividend policy

In 2019, Bankinter maintained its dividend 
policy, traditionally in quarterly cash 
payments, thanks to a good business 
performance and high solvency, which has 
enabled the Bank to keep a good payout 
level in recent years.

Four cash dividends were paid out in 2019: 
a final dividend for 2018 and three interim 
dividends for 2019, which represented 
approximately 50% of ordinary profit 
obtained in the first three quarters. The 
fourth and final dividend to be paid out 
of full-year profit will be approved by 
shareholders at the 2020 Annual General 
Meeting.

(*) This percentage of Bankinter's share capital owned by Corporación Masaveu is part of the indirect voting rights held on the Bank's share capital by Bankinter director, Mr. Fernando 
Masaveu. Mr. Fernando Masaveu directly and indirectly holds 5.29% of the voting rights of Bankinter's share capital.     
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Growth, profitability and  
digitalisation
 
To address digital transformation, the sector is investing heavily in technology to optimise its 
processes and offer a better quality service. In turn, the low interest rate environment policy obliges 
companies to diversify their revenue to maintain profitability margins.

Strategy

Brand image that is 
synonymous with 
innovation and 
excellence in customer 
service.

Qualified and committed 
staff. 

A strict risk culture to 
which the institution 
owes its robust health.

Bankinter's strengths
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The outcome of this strategy for the Bank's two main areas was as follows:

. 

 

2019 Strategy

+customers

+profitability +digital +productive

+volume +activity

Commercial Retail Banking Corporate Banking

Salary Account: remains the 
Bank's star product for attracting 
customers. The number of active 
customers in the Individual 
Retail Banking segment grew 
to 373,617, on the back of the 
Salary Account, alongside control 
and management of customer 
retention. 

Personal Banking: made further 
progress in the digitalisation of 
its commercial management 
process, which contributed to a 
slight increase in mortgage loans, 
despite the decline seen in the 
sector as a whole. 

Private Banking: the 
differentiation strategy rolled 
out by Bankinter, which includes 
alternative investment vehicles, 
contributed 2,000 million euros 
in new assets and put assets 
under management at 40,400 
million euros. 

Through the launch of BK, 
a business line offering a 
global service (savings, loans 
and investment), and the 
acquisition of EVO Banco, an 
entity specialising in digital 
transactions, the company 
sought to diversify its customer 
base, with a focus on attracting 
young people.

The loan book totalled 25,500 million 
euros with no impact on margins, which 
were maintained thanks to the good fee 
management system, which showed double 
digit growth. 

International Banking: gross operating 
income climbed by 7% compared to 2018, 
partly due to the increase in partnership 
agreements with large international banks.

Corporate Banking: a new portfolio 
management model by revenue tranche 
was introduced, to which specially trained 
professionals are assigned. 

SMEs and Mid-corporate Banking: service 
quality improved, and this had an impact on 
customer satisfaction indices.

Investment Banking: the area continued to 
develop its traditional advisory and financing 
activities, bringing in new alternative 
investment vehicles.
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The best national and international 
practices
 
Bankinter intends to continue strengthening and improving its corporate governance framework, to 
meet the challenges ahead as responsibly and sustainably as possible.

Corporate governance

Álvaro 
Álvarez-
Alonso 
Plaza

María Luisa 
Jordá

María 
Teresa 
Pulido 

Mendoza

Teresa 
Martín 

Retortillo 
Rubio

Gonzalo 
de la Hoz 
Lizcano

Jaime 
Terceiro 
Lomba

Rafael 
Mateu de 

Ros Cerezo

Pedro 
Guerrero 
Guerrero

María 
Dolores 

Dancausa 
Treviño

CARTIVAL, 
S.A. 

(Alfonso 
Botín-Sanz 
de Sautuola 
y Naveda)

Marcelino 
Botín-Sanz 
de Sautuola 

y Naveda

Fernando 
Masaveu 
Herrero

Chairman of the 
Remuneration 

Committee 

Chairman of the 
Risk Committee 

Chairman of 
the Audit and 

Regulatory 
Compliance 
Committee.

Chairman of the 
Appointments 
and Corporate 

Governance 
Committee

Chairman 
(external)

CEO Vice-Chairman

External proprietary director

Independent external director

Executive director

Other external directors

Bankinter's corporate governance policy 
contains the general principles, rules and 
internal procedures that together form 
the Group’s internal corporate governance 
framework, and that must be complied with 
by all Group entities. 

The Board is currently made up of 12 
members. In 2019, María Luisa Jordá Castro 
and Álvaro Álvarez-Alonso Plaza joined the 
board as external, independent directors, with 
the backing of over 98% at the Annual General 
Meeting. These additions give the Bank's 
board of directors a balanced composition, 
with a diversity of knowledge, experience and 
suitability. 

The Appointments and Corporate Governance 
Committee carried out a selection process to 
cover potential vacancies in 2020 when two 
directors lose their independent status on 
reaching the end of their 12 year mandate. 
The committee put forward Fernando Francés 
Pons as a candidate. He has already been 
approved by the European Central Bank and 
his appointment will be validated at the 2020 
Annual General Meeting. 

The principles, characteristics and component 
of director remuneration can be found in the 
Directors' Remuneration Policy for 2020, 
2021 and 2019, approved at the Annual 
General Meeting in March 2019. 

12 4

58.3% 33%

years

Directors Term of office

Independent directors 
on the board of 
directors

Women on the board 
of directors

At 31 December 2019
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Prudence, growth and asset quality
 
Once again, Bankinter grew in terms of loans and receivables above the sector average and maintained 
the high quality of its assets, its main hallmark. Both asset quality and profitability (RoE) indicators 
head up the field. 

Risks

Risk management is one of the cornerstones 
of Bankinter's competitive strategy. The Bank 
has a risk management model of proven 
effectiveness that is in line with regulatory 
standards and best international practices, in 
proportion to the scale and complexity of its 
business activities. 

The board of directors is ultimately 
responsible for risk management. It approves 
the risk strategy and, in particular, defines 
the risk appetite framework. This internal 
governance document defines the type and 
levels of the different risks that the Group 
considers reasonable to take on in developing 
its business strategy. It also establishes a set 
of metrics and key indicators for monitoring 
and managing risks that covers variables such 
as risk levels and cost, return, liquidity and 
capital. A tolerance level and thresholds are 
established for each metric which, if reached, 
lead to the adoption of corrective measures.

Bankinter has used internal rating models as 
a tool for supporting its decisions regarding 
credit risk since the nineties.  These models 
enable the Bank to assess transactions’ 
and customers’ credit quality or solvency, 
providing quantitative measurements of their 
credit risk. They are used mainly to support 

approvals, set prices, quantify impairment 
allowances or provisions, estimate regulatory 
capital, monitor loan books and support 
recovery, all of which facilitates the active 
management of the loan books' risk profile. 

Decrease in non-performing loans 

The non-performing loan ratio ended the 
year at 2.51%, down 39 basis points or 13% 
from the year before. The non-performing 
loan ratio in Spain at the close of the financial 
year was nearly half the sector average (5% 
according to Banco de España data from 
November 2019). At the end of December 
2019, the foreclosed asset portfolio was 291 
million euros which was 0.4% of the total 
credit risk, following a reduction of 17% in the 
year.

Over the years, the Bank has tried to balance 
the distribution of its loan book between 
individuals and legal entities. At the close of 
2019, the computable risk for individuals was 
49.9% of the total, and that for legal entities 
was 50.1%.

Structural, market, interest rate, liquidity, 
operational and reputational risks are all 
covered.

Individuals

49.9%

Legal entities 

50.1%

Balanced loan book
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Positive performance in all 
businesses

Businesses

In an unfavourable scenario, the Commercial Retail Banking unit reported 
positive revenues and profitability and by the close of the year the 
business line had become the main contributor to the Bankinter Group's 
gross operating income. 

Salary Account

+€10,000  mn

40 of each 100 customers 
attracted by the entity derive 
from the Salary Account. 

Mortgages

+17%
€2,956 mn
6.39% market share 

Commercial 
Retail 
Banking 

Leading contributor to gross operating income 

The Salary Account 
was once again the star 
product, due to its pace 
of growth and capacity 
for attracting customers.
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Private Banking 

Its good performance was due partly to the market 
recovery, but above all to the entity's differentiation 
strategy, which increased and improved its offer for this 
type of customer of alternative investment vehicles. In 
2019, for instance, an innovative investment fund was 
launched to take positions in technology companies in 
the Silicon Valley ecosystem. 

Personal Banking 

In this area, which includes customers with assets 
of between 75,000 and one million euros, the good 
performance of the Salary Account, mortgages 
and consumer loans led to a 9% increase in gross 
operating income. Bankinter is working to complete the 
digitalisation of its commercial management, a process 
that is key to expanding this customer base.

Individuals and Foreign Residents 

In the Individual Retail Banking segment, growth in 
active customers to over 373,000 stands out, thanks 
mainly to the control and management of departures. In 
this area, special relevance is given to process efficiency 
and services for customers with growth potential, to 
cross sell to other superior segments. 

New mortgage loans grew by 969 million euros (22%) 
and the total number of customers stood at 373,617, 
marking an increase of 15% in the past three years.

The new online bank in English was launched, which has 
a mobile app and offers service to our customers in this 
language.

Gross operating income

+9%
€200.6 mn

Active customers (Individuals)

373,000
Active customers (Foreigners)

+5.3%

This new business line offers a global 
financial service to young people, with 
specific savings, loan and investment 
proposals. The offer varies according 
to the different age brackets: under 
18s (reserved for customers' children), 
university students aged between 18 
and 24 and professionals under 35. 

The acquisition of EVO Banco, which 
focuses on younger customers, 
covering their basic financial needs and 
exclusively for digital transactions, is 
also part of the strategy to expand and 
diversify the entity's customer base.

BK, specially for young 
people

EVO BANCO
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Despite corporate leverage, the loan book grew by 6.5%, leading to an 
increase in market share.

Corporate 
Banking 

Grow and protect margins 
at the same time

Corporate Banking 

A new portfolio management model was implemented 
that allows specialist professional teams to be set up 
for each customer income tranche, and inclusion of 
advanced management tools.

Loans and receivables increased to 665 million euro 
(+6%), with a focus on strategic activities: commercial 
credit, transactional services, International Banking and 
Investment Banking.

Non-financial fees for value-added services rose by 11% 
and average income on the loan book (interest rate plus 
fees) was 2.1%.

SMEs 

The number of customers in this segment, attended by 
the 276 specialist managers at the Bank's universal offices, 
rose from 70,660 to 74,079; lending volume grew by 6%; 
off-balance sheet exposure by 11%, and gross operating 
income by 9%.

There were two key launches: an app used to carry out 
the main transactions for SMEs and the VIP and VIP+ area, 
which offers more competitively priced services according 
to a company's level of loyalty to the bank.

The level of quality perceived by customers increased to 
33.6%, marking an improvement of 6.5 points in only two 
years.

Loans and receivables 

€665 mn

Number of customers 

+4.8%
Perceived quality index

33.6%

Gross operating income 

+9.2%

Mid-corporate Banking 

Gross operating income increased by 9.2%, due largely to 
good fee performance (up 16.2% and accounting for 44% of 
this income at the close of the year).

Lending grew by 8.5%, at around 500 million euros, with 
that aimed at working capital growing sharply to account 
for 46% of the total.

The segment's two key business units performed well: 
international and transactional banking. The former 
increased by 20.6% and the latter by 14.1%.
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Bankinter 
Investment

International 
Banking

The Investment Banking business made a 
qualitative leap with the launch of an own 
brand: Bankinter Investment. The aim for the 
next three years is to double its capital and 
achieve investment of 8,000 million euros in 
different types of alternative assets.

At the close of the year, it had nine vehicles, 
with capital of 1,800 million euros deriving 
from private banking customers and Spanish 
institutional investors, with an investment of 
over 3,000 million euros in assets including 
leverage. 

Other basic activities carried out by Bankinter 
Investment include advisory services in the 
area of mergers and acquisitions, capital 
markets, real estate transactions and 
financing (through the Bank's own balance 
sheet) of entrepreneurial projects. 

Development of internal technology infrastructure, able to provide new working capital funding capacity 
in the area of Corporate Banking.

It provides structured financing with foreign export credit agencies, hedging banking risk with multilateral 
organisations and launch of customised financing solutions for enterprises and large corporations. 

The division created banking partnerships in Europe and Latin America, strengthening the International 
Business specialist team and implementing a new distribution model for SMEs and companies with an 
annual turnover of up to 10 million euros.

The combination of colour, photography and tone of 
voice makes the Bankinter Investment brand a clearly 
sophisticated brand, reflecting the nature of its services.

Bankinter Investment has its own style and character, enriching the main brand 
with new perceptions and gaining the support and reputation of a leading brand.

Its own character makes it:

•	 A sophisticated brand, reflecting the nature of its services, but always based 
on good taste and sobriety. A brand that exudes closeness, that is comfortable 
creating real relationships between people.

•	 A brand with the pragmatic nature of a specialist but the personality of an open-
minded expert with a restless spirit.

•	 A brand that defends and expounds the value of alternative thinking, based on 
the conviction and reputation of Bankinter.

Its main colour, green, is one of the brand's most notable features . A colour that 
stands out in the Bankinter universe.
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Bankinter's activity in Portugal continued to grow substantially, thanks to 
the work carried out in the main business segments. This work, together 
with the progressive expansion of the brand, led to uptake of more than 
20,000 new customers over the year.

Bankinter 
Portugal

Significant growth in customers and 
business

Commercial Retail Banking

The 19% increase in customers led to the 
acquisition of 689 million euros in new net 
assets (on- and off-balance-sheet funds), 
28% more than in 2018. The rise in new 
lending (34%), totalling 797 million euros, 
was another standout. Mortgage loans of 693 
million euros were extended (+35%).

Corporate Banking

In the SME segment (turnover of up to five 
million euros a year), turnover increased by 
291 million euros (25%) to 1,500 million 
euros. Four new centres were opened 
specialising in Mid-corporate and Corporate 
Banking. The number of customers under 
management increased by 25%, and gross 
operating income by 26%. The country's first 
real estate management investment fund 
(Ores Portugal) was launched.

Consumer Finance 

In Portugal, Bankinter Consumer Finance 
reported more than 200 million euros in loans 
and over 120,000 customers. Regarding asset 
management and insurance, total assets 
under management were 680 million euros, of 
which 133 million corresponded to investment 
funds (+24%). 

One of the keys to this success 
was the strong investment in 
training for both the central 
services and network teams. 
This in turn has produced 
a clear improvement in the 
customer satisfaction index, 
which in November 2019 stood 
at 28.4% (+5%).

Asset management and 
insurance 
 
In the third-party portfolio management 
business, assets totalled 547 million euros 
(+9%).

In the life insurance segment, assets under 
management grew by 154 million euros, 
an improvement of 11% compared to the 
previous year, with more than 100,000 
policies in force.
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Capital 
markets

Insurance 
and pension 
plans

Bankinter 
Asset 
Management

Equity

The percentage of investment financed with 
customer deposits was at a historic high 
(very close to 100%), thanks in part to the 
acquisition of EVO. Two senior debt issuances 
were made for a total of 1,250 million euros. 
The second of these (for 750 million euros) 
was its first non-preferred senior debt 
issuance.

The strong growth in the Distribution area 
stands out, especially foreign exchange and 
fixed income markets, due to the focus on 
International Banking and Private Banking 
customers respectively.

The Trading area was active in the foreign 
exchange, equities (spot and derivatives) and 
fixed income markets, with limited market 
risk exposure. Bankinter remains a market 
maker for Spanish government debt. 

At the close of 2019, the life insurance portfolio stood at 89.7 million euros (+5.4%). Individual insurance 
policies increased by 4.9% and group insurance policies by 14.7%.

Assets under management in pension plans exceeded 2,650 million euros on the back of strong commercial 
activity and the positive performance of the financial markets, with the number of customers rising by more 
than 6.5%.

Regarding multirisk and civil liability insurance, essential products in the correct undertaking of business 
activities, the portfolio increased by 10%.

The volume of assets under management rose 
from 13,000 to 14,000 million euros (+7%). 
Profiled funds, which are structured according 
the investors' risk appetite or aversion, also 
grew substantially (24%), standing at 4,100 
million euros at 31 December.

A dedicated team was set up to attend the 
customer network, thereby boosting the 
management company's commercial activity.

Bróker Bankinter has been active for 20 yeas 
since its launch in October 1999, with a share 
of 27.8% of the Spanish retail equity market.

A new app was released that makes trading 
on the stock markets using a mobile more 
intuitive and visual, with new tools and 
interactive charts, in addition to complete 
real time market information.

A total of 12,500 customers attended the 
Bróker Bankinter academy, Fórum Bolsa, the 
initiation master class and our Trader Lab.
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Línea Directa 
Aseguradora

EVO Banco

The company grew twice as much as the 
sector in the auto and home insurance 
sectors, while its health insurance brand 
(Vivaz) has attracted 70,000 customers in 
only two years of activity.

A far-reaching digitalisation plan was 
launched, which will halve the time spent by 
insurance holders on procedures related to 
their policies and the aim is to have 1.5 million 
digital customers in 2020.

As part of its focus on research and raising 
social awareness on road safety last year 
Línea Directa Foundation carried out three 
studies that attracted a record number of 
media hits. 

Bankinter issued a proposal at its annual 
general meeting to float Línea Directa 
Aseguradora on the stock exchange, keeping 
17.4% of the capital. In the transaction, the 
Bank's shareholders would receive one free 
share of Línea Directa for each Bankinter 
share held, as a share premium.

Its acquisition by Bankinter on 31 May gave the Bank more than 450,000 customers, over 3,000 million euros 
in deposits and close to 750 million euros in mortgage loans.

The improvement in its commercial offer in the second half of the year, coupled with the advertising campaign 
entitled, ‘Mejor Easy, Mejor EVO’ (Better Easy, Better EVO), increased awareness of the brand as a benchmark 
in digital banking, attracting 50,000 new customers and 85 million euros in mortgages.

In 2019, EVO was recognised by The World Finance as the ‘most innovative bank in Europe’ for its ability to 
anticipate future banking trends using disruptive technologies.

Bankinter in 
Luxembourg

Bankinter 
Global 
Services

Customers surpassed the one million mark, 
establishing Bankinter in Luxembourg as a 
clear alternative for geographic diversification 
and mitigation of risk.

Customer assets under management and 
the assets of our investment funds exceeded 
3,400 million euros in 2019, ending the 
year on a very positive note and marking an 
upwards trend.

The volume of Lombard credits (zero default) 
increased by 60%, doubling in only two years.

In the Operations area, all changes deriving 
from the entry into force of the new Real 
Estate Credit Act were implemented at the 
mortgage centre.

In the area of Processes, the Argo plan, the 
omnichannel activation process and manual 
approval for legal entities were completed. 
In the area of Technology, 30% more of the 
projected developments were delivered and 
in the Digital area phase 1 of the trial launch 
of corporate website was completed.
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Another development in the year, which boosts 
the Group's internationalisation plan, was the 
acquisition of Avantcard, the Irish subsidiary 
of EVO Banco, dedicated to consumer finance 
on 31 May. Avantcard is actively used in the 
Irish market (investment of 466 million euros 
in 2019, +23%), is already turning a profit 
and provides a great opportunity to export 
Bankinter's know how. In the international 
arena, it was also an excellent year for the 
business in Portugal, where the loans and 
cards strategy was replicated. 

Bankinter 
Consumer 
Finance

Bankinter Consumer Finance, the business 
line specialising in consumer loans, continued 
to grow at a sharp pace in 2019. This is one 
of the Group's key strategic areas, as its high 
margins are a positive exception in a scenario 
in which interest rates are close to zero, and 
where lending has doubled in the last four 
years. It has also benefitted from the increase 
in consumption in the Spanish economy but 
has held out against the gradual slowdown in 
GDP growth. 

During the year, activity was focused on 
consumer loans, which rose by 44%, to 1,352 
million euros, thanks largely to the effort 
made to increase their popularity through 
preapproved transactions. In the cards 
segment (both those paid at the end of the 
month and revolving loans) the performance 
was more contained, boosted by the alliances 
forged with different business groups. 

In 2019, work was also carried out the 
improve the usability of the website, to 
make funds easily available. As a result, 89% 
of consumer loans were arranged online. 
Innovative projects were launched such as 
the Combo card with two sides that can be 
used for different types of payment.  

The inclusion of Irish company 
Avantcard, which has great 
potential, was one of the 
highlights of the year.

As a result of this work, Bankinter's Consumer 
Finance figures performed very well. The 
customer portfolio reached 1.4 million euros, 
+8% vs. 2018; with 917 million euros of new 
loans, up 45%, and a loan book of 2,411 
million euros, an increase 21% from 2018. 
Its contribution to gross operating income 
increased to 13%, from 11% in 2018.
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Outstanding activity figures

Commercial channels and networks

The average balance sheet of agents increased to 37 million 
euros, thanks to increased stringency, improved controls and 
professionalisation of profiles.

The good performance of this activity led to an increase in 
funds under management and the arrangement of new asset 
transactions, putting the total balance at over 13,400 million 
euros.

The successful inclusion of new agents, with vast experience 
in private banking and suitable profiles, was key to increasing 
lending and attracting customers.

The insurance and retention specialist 
services were merged to improve 
efficiency and their contribution to the 
Bank's results. The specialist International 
Banking team successfully rolled out 
its new remote training services for 
companies with annual billing of between 
two and ten million euros.

The groundwork was set for the inclusion 
of new digital channels for customer 
relations in 2020, in addition to the 
implementation of the corresponding 
organisational changes.

Agent 
network

Banca 
Partnet

Remote 
network

Telephone 
Banking

Conclusion of the strategic plan started in 2016, leading to the 
restructuring of this business and outstanding figures achieved in the 
area of deposits, loans and the number of active customers. 

After signing 25 new agreements in 2019, the business ended the 
year with 258 open branches and 37,902 customers.

Gross operating income rose by 5.3% to 59 million euros and profit 
before tax was 37.8 million euros after shareholder payments.

All new customers are managed through the omnichannel format 
thanks to technological advances, which allows them to be 
identified using a videoselfie and digital signature.

New mortgages grew by 14% compared to 2018. At the close of 
2019, remote networks had a total of 34,200 active customers 
(+9%).

Average balance

€37mn

Gross operating income

€59 mn

Mortgages

+14%
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Attract 
and create 
loyalty

Contributing 
value

Marketing Social media

The Marketing unit has the mission of 
developing and implementing the Bank's 
marketing plan, through the design and 
launch of advertising campaigns, direct 
marketing and commercial events, with the 
aim of attracting new customers and creating 
loyalty among existing ones.

Some of the main actions in 2019 were as 
follows:

•	 Launch of the creative concept Never 
stop searching, which had an equal 
balance of emotional and rational drivers 
and was widely broadcast on television, 
digital media and social networks. For 
the launch of this new concept, all 
posters, digital and interior signage in 
branches, private and corporate banking 
centres were refurbished.

•	 Launch of BK, the new business line 
designed with the Business and Brand 
segments to disseminate a range of 
products and services for younger 
customers: BK Mini (0-17), BK Joven (18-
24) and BK Salary (for those receiving a 
salary). 

•	 Multiple events were also held 
throughout the year to attract and retain 
customers: lunches, financial workshops, 
concerts, equity events.

Digital communication has become especially important and social media channels are widely 
used by a large part of the Bank's target audience.

Bankinter obtained good results in these channels, partly due to its strategy of posting high 
quality content. The entity was once again top in terms of positive presence on social media, with 
favourable mentions of over 76%, according to Rebold.

The Bankinter blog beat new records: its audience grew to 5,169,031 visits (+41%, according to 
Google Analytics).

Also during the year, it contributed to the capture of leads by mediating in webinars, improving 
Bankinter's position in search engines through the blog and the launch of its new Banca Joven 
project through the preparation and dissemination of content aimed at this population group.

2012 2013 2014 2015 2016 2017 2018 2019

Annual change in Bankinter blog's audience (visits)

24,425
150,777

853,798

1,261,683

1,642,873

2,201,856

3,665,515

5,169,240

http://blog.bankinter.com



2019 Executive Report
Bankinter

38 

Tirelessly striving for excellence

Quality

Customers' perception of their relationship 
with Bankinter significantly improved in both 
Spain and Portugal in 2019. The aggregate 
Net Promoter Score (NPS) index rose to 
38.9% (+9.3%). 

In Spain, the average for all segments 
and networks rose from 31.6% to 39.3%. 
Customer perception improved in two out of 
every three branches. In Portugal, there were 
improvements in 72% of the commercial 
network.

The percentage of customers who would 
recommend Bankinter Spain (awarding a 
higher score on a scale from 0 to 10) was 
49.8% last year (+4.4%). At Bankinter 
Portugal the percentage was 44.4% (+8.3%).

Personal service

In the area of personal service, the perceived 
quality of the service provided by branches 
and personal managers stands out in 
both Bankinter Spain and in Portugal. The 
highest scoring centres contributed a total 
of 322 good practices, which will inspire 
other centres to improve their customer 
experience.

The suitability of the performance of central 
services with regard to internal customers 
was extremely positive. The level of net 
satisfaction in Spain was 39.3%, up 13.3%, 
and in Portugal it reached 26.2% (+87.1%).

The objective quality of Bankinter Spain's 
branches received a score of 8.2 out of 10, 
compared to 7.4 for the sector as a whole, 
according to the EQUOS study, Bankinter 
Portugal is the uncontested leader in objective 
quality, with a score of 9.16 points, 9.4 points 
above the sector average for the country.

Digital Banking

The NPS score for digital banking increased by 
2.1% in Spain compared to 2018, standing at 
40.4%. Measurements in two strategic areas 
were strengthened: digital transformation 
and process transformation.

Bankinter Portugal also saw high levels of 
recommendation for its digital platforms and 
mobile banking segment.

NPS Bankinter aggregate (Spain and Portugal)

2017 2018 2019

29.80%

35.60%
38.90%

NPS Bankinter Spain 
(cumulative data)

NPS Bankinter Portugal 
(cumulative data)

2017 2018 2019 2017 2018 2019

30.0%

8.3%

36.5%

21.6%

39.3%

28.5%
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Advanced technology against a 
growing threat

Information security

Information security is a great priority at 
Bankinter. In 2019, projects were carried out 
under the Information Security Director Plan, 
which has been extended to 2021. The aim 
is to guarantee high levels of confidentiality, 
integrity and availability for customers, 
employees, shareholders and suppliers. 

A new model was implemented in 2018 within 
the Information Security Division consisting 
of three management areas: technological 
risk, cybersecurity and security monitoring, 
and prevention of electronic fraud. Based on 
this structure, in 2019, Bankinter embarked 
on a series of more complex projects, using 
advanced technology, with a focus on 
protection for email, browsing, final data for 
users and above all suppliers.

The area carries out user awareness 
programmes and provides online training 
for employees, which involve simulations 
to obtain confidential information through 
emails, text messages or telephone calls. The 
awareness raising exercise includes external 
staff.

In 2019, Bankinter 
embarked on a series 
of more complex 
projects, using advanced 
technology, with a focus 
on protection for email, 
browsing, final data 
for users and above all 
suppliers.



2019 Executive Report
Bankinter

40 

Innovate to create wealth

Bankinter Innovation Foundation

The Foundation develops the following 
programmes:

•  Future Trends Forum, an international 
think tank  as part of which experts from 
around the world identify and analyse 
innovative trends that will affect our society 
of tomorrow.

•  Startups, a programme run in collaboration 
with Bankinter Venture Capital to invest in 
high-potential entrepreneurial companies.

•  Akademia, a training platform bringing 
experience of innovation to universities.

•  Cre100do, a business transformation 
programme to foment the growth of the 
middle market in Spain. This programme was 
created in 2014, in collaboration with ICEX 
and the Círculo de Empresarios, and in 2019 
evolved into the Cre100do Foundation. 

The mission of the Bankinter Innovation Foundation is to promote the creation of sustainable wealth 
in Spain and Portugal through innovation and entrepreneurship.

Future Trends Forum

This is the only multidisciplinary and 
international think tank focused on innovation. 
Comprising 642 experts, the FTF anticipates 
and detects innovation trends, analysing their 
impact on society and future business models. 

It has been recognised for the eighth year 
running as the best think tank  specialised in 
science and technology in Spain and ranks 31st 
in the University of Pennsylvania's Global Go-To 
Think Tank index.

Notable inclusions in 2019 were Dava Newman, 
professor of Aeronautics and Astronautics at 
Harvard-MIT Health and deputy administrator 
of NASA during the Obama administration, Kush 
R Varshney, artificial intelligence researcher 
at IBM Research, and José Carmena, founder 
and CEO of iota Biosciences and professor of 
Electrical Engineering and Neuroscience at the 
University of California.

The most recent innovation trends analysed 
at the FTF are:

Commercialisation of space. FTF experts 
have concluded that the commercialisation 
of space is already a business opportunity 
on Earth because, while it poses risks, it 
also offers viable business development 
opportunities. Spain plays a significant role 
in this trend, with a business volume that 
already stands at around 800 million euros.  

Artificial intelligence. Artificial intelligence 
has been analysed from several angles, and 
the challenges and opportunities posed by this 
trend for society and, above all, for the field of 
business have been identified. 

Neuroscience. Information about the brain 
is growing at an unprecedented rate and FTF 
experts have discussed its impact on society 
and on the economy. 

In 2019, work was also done to update the 
content of past trends analysed by the FTF 
to observe how they have developed. The 
challenges and conclusions were presented 
at ten events held in cities such as Madrid, 
Valencia, Bilbao and Malaga, attracting over 
900 attendees. 

One of the main features of 
the Bankinter Innovation 
Foundation is the 
composition of its board 
of trustees. This is formed 
by 22 world experts 
in innovation from the 
business world, the public 
sector and academia. Future Trends Forum 

https://www.fundacionbankinter.org/ftf
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Startups 

This programme supports entrepreneurs, one 
of the main levers to boost innovation in Spain. 
To do this, it invests alongside Bankinter 
Venture Capital in innovative technology-
based startups in Spain and Portugal with 
scalable business models and an international 
bias. 

A new startup, Citibeats, was added to the 
portfolio of investees in Bankinter Innovation 
Foundation's Startups programme. This is 
an adaptive social intelligence platform that 
analyses and interprets any item of data in 
text generated by people in any language, 
structuring the information to make it 
actionable. This put total investments at 36. 

The programme also aims to bring innovation 
in the entrepreneurial ecosystem to large 
companies, through events such as ‘Coffee 
with entrepreneurs’. Where leading Spanish 
entrepreneurs share their experience with 
Bankinter employees. Five meetings of this 
nature were held in 2019.

Akademia

Akademia is a programme focused on 
transmitting innovation experience to 
Spanish university students. With an on-
site programme consisting of nine two-hour 
sessions, directed by an expert in the field, 
the aim is to help students understand the 
opportunities offered by the future.

In the 2018-2019 academic year, the 
Akademia programme was run at ten Spanish 
universities. A total of 180 students attended 
and the course recommendation rate was 
97.1%. Students also worked in teams to 
create innovative projects to compete for 
an incubation scholarship on the Bridge 
for Billions entrepreneurship platform. 32 
projects were submitted and the winner was 
Valentira, from Barcelona University. 

Thirty employees from different Group areas 
and regions, including Portugal, took part in 
the fourth edition of the Business Akademia 
course aimed at Bankinter professionals. 
The NPS (recommendation indicator) of the 
course was 52. 

Cre100do Foundation

The foundation started its activity in 
February 2019 thanks to the contributions 
made by its founding institutions: Bankinter 
Innovation Foundation, ICEX and the Círculo 
de Empresarios. Its purpose is actively 
contribute to the development of the country's 
production structure, fostering the creation 
of larger, more innovative, more international 
and more competitive companies. To achieve 
this, it helps them to anticipate change, ready 
themselves to compete successfully in the 
coming three to five years and learn best 
practices and the keys to growth. 

The programme has already its first goal by 
selecting and including in its programme 
100 excellent companies from this segment 
in Spain over five years. These companies 
account for over 1% of Spanish GDP, with an 
aggregate turnover of 14,000 million euros 
and 75,000 employees.

In 2019, Cre100do had more than 100 
participating companies and organised various 
events such as workshops, dedicated meetings, 
talks and CEO workshops. Estimates suggest 
that during the year 638 senior executives 
from participating companies took part in these 
activities. 

https://www.fundacionbankinter.org/
startups

https://www.fundacionbankinter.org/
akademia https://www.cre100do.org/

fundacion/
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A true cultural 
transformation 

People

During the year, it reaped the rewards of a relationship model that is much closer to the employee 
and to business, thanks to the HR business partner and the digitalisation of several internal 
processes, which allow the Bank to offer a more efficient and faster service.

The HR strategic plan has been consolidated in four areas.

The area improved the development of new skills and the talent 
required to address future challenges, with the aim of moving 
towards a real cultural transformation in structures and in the way 
of working. 

A 360º strategic 
plan with four 
areas of action

Relationship model and 
internal digitalisation
HR Business Partner
Process digitalisation
New HR website

Remuneration and merit
Transparency in remuneration
Salary alignment

Talent and culture
Assessment model (feedback)
Training as a key line
Implementation of B-Lider
Comprehensive talent management
Development selection model and 
onboarding 
B-Digital

New organisation
HR Analytics
New profiles
EVO, Portugal and Ireland
Organisational efficiencies

Training and talent

A full annual training plan was implemented to 
help develop the knowledge, skills and abilities 
of the Bank's workforce, and create culture. The 
plan has four main areas of action: regulatory 
compliance, roll out of the B-Líder programme, 
launch of B-Digital and implementation of 
a new comprehensive talent management 
model. 

One of the main lines of Bankinter's training 
activity is the Corporate University, which 
puts forward the 70-20-10 learning model (in 
which 70% is learned from experience and self-
development, 20% through interaction with 
colleagues and managers and the remaining 
10% through structured, formal training). 

The Selection area developed the 
transformation process associated with 
new technologies and the speed of change 
in business processes. The Bank continued 
to search for young talent and particularly 
professionals specialised in sciences.

Bankinter continued to develop initiatives 
to look after its employees and promote a 
healthier life style, especially through the 
‘Bankinter, here to help’ project. This is an 
innovative digital programme, accessible to all 
employees, that offers comprehensive welfare 
solutions though different content, tools and 
expert advice. 

The corporate benefits go beyond legal 
requirements and apply to all employees. The 
main benefits are tuition aid for employees 
and their children, medical. life and accident 
insurance.
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Triple management to 
generate triple value

Sustainability

Bankinter's sustainability strategy is based on the ‘Three in a row’ Sustainability Plan for the responsible 
management of the three business dimensions (economy, society and the environment) to generate 
three-fold value in the countries where the Bank operates.

The plan is based on the Sustainability 
Policy that was approved by the board of 
directors in January 2016 to contribute to 
the sustainable and inclusive development of 
the environment, based on the Bank's three 
strategic pillars of quality, innovation and 
technology, and in line with its corporate 
values of agility, enthusiasm, integrity and 
originality. The definition of the sustainability 
strategy is based on the following references:

•	 The United Nations Sustainable 
Development Goals (SDGs) 

•	 Regulations such as the Law on non-
financial information and diversity and 
the CNMV's Good Governance Code of 
Listed Companies.

•	 The analysis of the results of the 
assessments of the most prominent 
sustainability indexes and rating 
agencies. 

•	 International standards and frameworks 
(GRI, IIRC, ISO 26000, SGE 21, etc.).

•	 The consideration of the best practices of 
global sector leaders.

•	 The analysis of the results of satisfaction 
surveys filled in by stakeholder groups 
such as customers and employees.

•	 Analysis of the RepTrak reputation 
measurement model.

•	 Materiality analysis.

The sustainability policy is supplemented by 
the other internal policies.

Further, Bankinter published its 2019 non-
financial statement in compliance with 
the provisions of the Law on non-financial 
information and diversity, which transposes 
EU Directive 2014/95 into Spanish law. In 
anticipation of this new legal framework, the 
Bank has reported information on the results 
of its corporate, labour and environmental 
management, anti-corruption and bribery 
policies, diversity in governing bodies and 
human rights, among other sustainability 
management issues, for a number of years.

As a member of the 
United Nations Global 
Compact Network Spain, 
the Bank has identified 
the SDGs to which it 
can make the greatest 
contribution, and has 
incorporated them into 
its strategy. 
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Economic dimension

Bankinter was included on the Dow Jones 
World Sustainability Index for the second 
year in a row, as one of the top twenty 
five banks with the best global corporate 
governance and environmental and social 
performance. The Bank also appears in 
the rest of the sustainability indices and 
rankings, including the FTSE4Good, MSCI 
and Carbon Disclosure Project, and it 
appears in the 2019 Sustainability Yearbook 
in the bronze category. 

Bankinter, as part of its Risk Management 
and Control Framework, has incorporated 
Investment Sustainability Principles and 
established financial guidelines that allows 
it to develop measures and references 
that the bank must follow in its decision-
making process, considering international 
best practices and standards in the 
implementation of non-financial criteria.

The Bank adheres to the Equator Principles, 
a leading international initiative for 
responsible investment in the financial 
sector with the objective of evaluating and 
managing the environmental and social risks 
of the projects. The promotion of energy 
sources that are sustainable, competitive 
and safe is a key objective in the financing 
offered by Bankinter. Over the course 
of 2019, the Bank took part in different 
renewable energy projects (photovoltaic 
and wind energy, among others).

Bankinter has products that incorporate 
various attributes of sustainability in their 
design, such as the Bankinter Sustainability 
Fund, which invests in equities that are 
on the main social and environmental 
responsibility indices.

Bankinter included in 
the Dow Jones World 
Sustainability Index

First prize in the 15th edition of the Environmental Photography Awards. 
Author: José Maria Pronença.
Title: Bicicleta uma opção de futuro
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Social dimension

Bankinter has implemented certain mechanisms to 
identify the needs, expectations and motivations of 
its external and internal stakeholders, endeavouring 
to provide them with a response through a broad offer 
of advanced employment and social management 
programmes.

Its inclusive strategy is set out in the 'Bank for all' 
programme, which reflects its firm commitment to 
making all its relationship channels with stakeholder 
accessible. The Bank takes into particular consideration 
disabled and elderly people by aiming to offer them a 
quality service adapted to their needs. The accessibility 
strategy covers physical accessibility, as well as digital 
and cognitive accessibility.

Bankinter has a certified Universal Access Management 
System (UAM), under standard UNE 170001, that has 
been implemented in its headquarters in Madrid, at 
the Alcobendas building, at the Corporate University 
and in seven branches.

Bankinter has renewed its family responsible company 
certificate, awarded by the Másfamilia Foundation to 
companies that have carried out initiatives to improve 
the work-life balance and promote equal opportunities 
among employees.

In 2019, the Bank rolled out its 'Saludable.mente 
III' programme to train and raise awareness among 
employees of the importance of looking after their 
health, promoting a culture of safety and well-being. 

The corporate volunteering portal, 'Mueve.te', is the 
corporate management platform that promotes 
the social and environmental involvement of the 
workforce to undertake activities which have a major 
environmental impact. In 2019, participation was 
recorded of over 2,000 employees and their family 
members in a total of 94 technical, environmental and 
social activities, reaching over 130,000 people. 

Banking staff 
in Spain and 
Portugal involved in 
volunteering days 

+18%

Second prize in the fifteenth edition of the Environmental Photography Awards. 
Author: Raquel Carmona Borrallo
Title: Devuelve vida
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Environmental dimension

Bankinter's main commitment in this area is 
to operate in the most respectful way with the 
environment, taking the necessary measures 
to mitigate its direct and indirect impact.

The environmental dimension of the 'Three 
in a Row' plan includes the Climate Change 
Strategy, with new short-, medium- and long-
term objectives, and the Carbon Footprint 
project, through which the direct and indirect 
environmental impacts generated by the 
Bank's activity are identified, measured and 
controlled.

In anticipation of the new Climate Change Act, 
an analysis has been made of the implications 
of the recommendations of the Financial 
Stability Board and the Task Force on Climate-
related Financial Disclosures (TCFD), which 
indicate that financial institutions need to 
manage risks and opportunities relating to 
climate change in the short, medium and long 
term.

In 2019, Bankinter committed to including 
the TCFD recommendations in its business 
model and drew up a road map for this 
purpose. Further, a sustainable finances 
work group was created to address future 
EU regulatory requirements. To ensure the 
ongoing improvement in its environmental 
performance, Bankinter has an Environmental 
Management System, certified under the 
UNE EN ISO 14001 standard. This system has 
been adapted to the most recent version of 
the standard and its scope expanded in 2019 
to include the new building in Barcelona. 

In 2019, Bankinter 
presented its new 
Climate Change 
Strategy, with 
objectives for the 
short-, medium- and 
long term.

Third prize in the fifteenth edition of the Environmental Photography Awards. 
Author: Mireia Romero Pascual
Title: Playas limpias
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One of the most sustainable banks in the world

One of the most reputable companies 

#36

María Dolores Dancausa 
Bankinter CEO

One of the most valuable 
Spanish brands

Merco Líderes #10
Forbes best CEOs 
list #7

Branz #30
Interbrand #23

Doing things well has its rewards

Awards and recognition

One of the best companies to work for 

Top Employer

Family 
 Responsible 
 Company

‘Bankinter te 
cuida’, programme 
to improve the 
physical and 
emotional welfare 
of its employees

 
Actualidad 
Económica 
ranking

‘Involvement 
and solidarity’, 
the best 
internal social 
responsibility 
campaign 
 

#25

D-Rating

Leading Spanish 
bank in the use of 
digital channels

EWOB Gender Diversity 
Index

Top ranking 
Spanish company 
in the world for 
gender equality

#108

Forbes Global 2000

#1,127

Best science and 
technology think 
tank  in Spain award 
from Pennsylvania 
University

#31
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