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Mission statement

ProCredit Bank is a development-oriented commercial bank. We offer excellent customer service to 
small and medium businesses and to private individuals who have the capacity to save and who 
prefer to do their banking through electronic channels. In our operations, we adhere to a number of 
core principles: We value transparency in our communication with our customers, we do not promote 
consumer lending, we strive to minimise our ecological footprint, and we provide services which are 
based both on an understanding of each client’s situation and on sound financial analysis.

We focus on providing services to small and medium-sized enterprises, as we are convinced that 
these businesses create jobs and make a vital contribution to the economies in which they operate. 
By offering simple and accessible deposit facilities and online banking services and by investing in 
financial education, we aim to promote a culture of saving and financial responsibility among 
business clients as well as private individuals. Our shareholders expect a sustainable return on 
investment over the long term, rather than being focused on short-term profit maximisation. We 
invest extensively in the training and development of our staff in order to create an open and efficient 
working environment and to provide friendly and competent services for our clients.



Business ethics

Part of the general mission of the ProCredit group is to set standards in the financial sectors in which we 
operate. We want to make a difference – through the target groups we serve, the quality of our financial 
services, and the business ethics we apply. The following principles guide the operations of the ProCredit 
group:

Transparency: We provide transparent information to our clients, our employees and the public. For exam-
ple, we ensure that customers fully understand the terms and conditions of the contracts they conclude 
with us. We engage in financial education in order to raise the public awareness about the dangers of 
non-transparent financial offers.

A culture of open communication: We communicate openly, fairly and constructively with one another. We 
deal with conflicts at work in a professional manner, working together to find a solution.

Social responsibility and tolerance: We offer our clients sound and well-founded advice. Before extending 
loans to our clients, we assess their economic and financial situation, as well as their business potential 
and creditworthiness, in order to avoid over-indebtedness and to provide appropriate financial services. In 
addition, we are committed to treating all customers and employees with fairness and respect, regardless 
of their origin, race, language, gender or religious beliefs. We also ensure that applications for financing 
are evaluated in terms of the applicant’s compliance with our ethical business practices. No loans are 
issued to enterprises or individuals if they are suspected of engaging in unsafe, environmentally harmful or 
morally objectionable activities or forms of labour, in particular child labour. 

High professional standards: Our employees take personal responsibility for the quality of their work and 
always strive to grow as professionals.

Personal integrity and commitment: Complete honesty is expected from all employees of the ProCredit 
group at all times, and any breach of this principle is dealt with swiftly and rigorously. These principles 
represent the backbone of our corporate culture and are actively applied in our day-to-day operations. They 
are reflected in the ProCredit Code of Conduct, which translates the group’s principles into practical guide-
lines for our staff.
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Business ethics

Environmental standards
ProCredit Bank is a development-oriented bank that conducts responsible banking activities. Adhering to 
predefined social, ethical, and environmental standards is considered part of this responsibility. 

A responsible approach to environmental protection is an important part of ProCredit Bank’s business and 
social responsibility model, and a value which is embedded into our banking philosophy.

Taking measures to reduce environmental pollution in the face of current climate changes is an issue that 
needs to be addressed urgently. Therefore, environmental protection is the responsibility of each and every 
one of us, regardless of our activity profile. ProCredit Bank, through its Environmental Committee, is 
committed to implementing policies that advance the bank’s approach to managing the environmental 
impact of both the institution and its customers.

ProCredit Bank’s environmental standards are aimed at reducing the environmental impact of our activi-
ties, integrating and implementing environmentally friendly procedures into a comprehensive operational 
system with a direct impact on energy savings, thus reducing carbon dioxide and other emissions. By 
supporting civic initiatives in environmental protection, ProCredit Bank continues to play an important role 
in raising environmental awareness among our employees and clients, and in the general public.



Management Eriola Bibolli
Chief Executive Officer 

Bejtë Cakaj
Management Board Member

Visar Paçarada
Management Board Member
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Key information on ProCredit Bank 

Shareholder structure

According to voting rights notifications, as of year-end approximately 55% of the shares in ProCredit 
Holding were heald by the core shareholders: Zeitnger Invest GmbH, Kreditanstalt fur Wiederaufbau 
(KFW), DEON Participaties BV, snd the International Finance Corporation (part of the World Bank Group). 
ProCredit Staff Invest Beteiligungs GmbH is also a core shareholder, with close to 3% of the shares.

The Teachers Insurance and Annuity Association of America holds between 5% and 10% of the shares. The 
free float, defined as holdings below the threshold of 5% of voting rights, was around 39% on 31 Decem-
ber 2020 according to voting rights notifications. This includes investments of more than3% in ProCredit 
Holding AG&amp;Co. KgaA by FMO (Netherlands Development Finance Company), BIO (Belgain Invest-
ment Company for Developing Countries), Omidyar-Tufts Microfinance Found, MultiConcept Fund 
Management, the European Bank for Reconstruction and Development and MainFirst.

BBB

Supervised by

ProCredit is the only bank in Kosovo rated by the international 
rating agency Fitch Ratings

We work in accordance with the best international banking 
practices and the regulatory standards in Germany, a banking 
system proven to be the most stable in Europe. At a consolidated 
level, ProCredit Banks are under supervision of BaFin - The German 
Federal Financial Supervisory Authority.



Business clients

Key business segments

services that small and medium enterprises need 
in order to expand. This includes an advanced 
electronic platform for e-banking which business 
clients can use to execute domestic and interna-
tional transfers quickly and safely at low cost, 
make salary and mass payments; conclude 
invoice payments and customs payments, manage 
loan accounts and credit lines, obtain account 
statements and make efficient transactions at POS 
terminals, use trade finance services, and benefit 
from the digital banking services available at 24/7 
Zone locations. Such facilities enable businesses 
to withdraw money 24 hours a day, 7 days a week, 
and deposit daily funds at Cash-In ATMs in 
amounts up to EUR 10,000, as well as higher 
amounts using deposit boxes. 

Our banking services help business clients to 
expand and operate efficiently, providing stability 
for the future. The bank aims to establish a 
long-term partnership with small and medium

Our bank continues to focus on being the “Haus-
bank” for small and medium enterprises, as we 
are convinced that these enterprises create the 
highest number of jobs and make a vital contribu-
tion to the economies in which they operate. The 
bank’s approach to managing relationships with 
business clients and the competence of its 
Business Client Advisers ensure that client needs 
are understood by the bank, even during this 
challenging year of dealing with COVID-19. This 
enables ProCredit to continue providing support 
for client business activities in line with the 
client’s financial capacity, both in the form of 
suitable financial services as well as responsible 
and efficient financing. 

In line with the group strategy, the bank has devel-
oped its own business concept for “Hausbank” 
clients. Thus, the bank provides not only loans 
and other financial services to its business clients, 
but it also offers a wide range of modern financial 
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enterprises and accompany their development. 
This approach, combined with the specialised 
expertise of the Business Client Advisers, serve as 
the foundation of our successful business model. 

We continued to place particular emphasis on the 
promotion of other banking services that fit the 
needs of our clients. Throughout the year we 
further developed and improved the services 
provided via our digital channels, so as to be able 
to continue offering innovative, fast, and safe 
banking. In addition to the 24/7 Zones, where 
high-tech equipment offer flexibility and high 
efficiency without the constraints of opening 
hours, clients can also deposit larger amounts in 
the bank as well as deposit money at special 
ATMs. Furthermore, the bank has refined the 
e-banking platform to fit the needs of small and 
medium enterprises in line with the latest techno-
logical developments. The bank has specifically 
promoted and advanced the e-commerce service, 
a platform that supports business clients with 
online sales according to their needs and develop-
ments on the international market. 

Due to the situation created by the pandemic, 
2020 was a challenging year for small and medium 
enterprises. The bank continued to support 
businesses during this time, not only through 
financing but also by providing appropriate advice 
on managing the challenges this year presented. 
The bank was particularly focused on promoting 
investment loans for small and medium enterpris-
es, especially those in the productive sector, 
where the bank was able to achieve the highest 
market share in terms of lending. 

Business portfolio growth during 2020 was over 
EUR 12 million. The total volume of business loans 
outstanding at the end of 2020 amounted to EUR 
425 million. 

As a responsible bank, ProCredit Bank is focused 
particularly on operating in compliance with 
environmental standards. The bank has continued 
to support client investments through “green” 
loans, meaning all of the financial services 
relating to investments in energy saving, renew-
able energy sources and other eco-friendly 
measures. In 2020, we continued to encourage 
our business clients to undertake such invest-
ments, focusing especially on saving electric 

energy through investments in solar panels, 
replacing production machinery as well as activi-
ties to reduce water and air pollution. Green loans 
provided to business clients account for 18% of 
our total portfolio of loans to this client group. 

ProCredit Bank has provided savings accounts to 
its business clients, thus facilitating the transfer 
of surplus liquidity from the business to an 
interest-bearing account with flexible terms. The 
volume of business client deposits this year 
amounted to over EUR 167 million, representing 
annual growth of over EUR 30 million. 

This year, the Bank established a dedicated team 
of Business Client Advisers with a special focus on 
clients in the Very Small segment, supporting the 
growth and development of these businesses. 
Local and international guarantee funds obtained 
by the bank based on its market share are directed 
towards small and very small businesses, making 
impact on the economic development of the 
country in general and on employment in particu-
lar. 

Business Client Advisers play a key role in imple-
menting the Bank’s strategy to develop long-term 
relationships with business clients. They repre-
sent the main channel for providing banking 
services to these clients and also providing 
customised advice. Based on the significance of 
this function, the bank invests continually in the 
training and professional development of the 
Business Client Advisers.

The Bank will continue to adjust and refine 
banking services for businesses in order to 
support their development and help them become 
sustainable. In addition to facilitating short- and 
medium-term business investments, our special 
focus for 2021 will be to support and promote 
long-term investments, especially those in 
production and green investments. The bank will 
continue to use its e-banking platform to offer 
efficient channels for doing business. Likewise, 
the bank will continue to support businesses in 
managing their sales using POS and through the 
e-commerce platform for online payments. Our 
bank will continue to serve as the “Hausbank” for 
small and medium enterprises and establish 
long-term relationships with these clients. 
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Private clients

In 2020, ProCredit Bank managed to fully imple-
ment its position as an entirely direct digital bank 
with regard to services for its private clients. To 
further strengthen this approach, the bank contin-
ued to invest in its digital platforms that provide 
clients with easy access to their finances. 

Throughout 2020, ProCredit Bank updated its 
mobile application, enabling clients to execute 
financial transactions via their mobile phones 
from the comfort of their homes, offices or 
elsewhere. Furthermore, the mobile application 
allows clients to manage their savings and card 
limits, to execute various payments within the 
bank and on a national level, and to pay for utility 
bills – all in a highly convenient way. The bank’s 
website is an efficient channel to access the 
application process for accounts and funding, so 
instead of coming in to the bank clients can carry 
out their transactions from the comfort of their 
offices or homes.

In 2020, the bank provided clients with easier 
access to financial instruments designed for 
housing improvements. With continued dedica-
tion, ProCredit Bank continues to support the 
investment plans of private clients, with a special 
focus on the purchase or construction of homes. 
At the end of 2020, the bank had managed to 
increase the share of housing loans in its portfolio 
to 61%, up from 54% in 2019.

In terms of deposits, the goal of ProCredit Bank is 
to increase financial education and promote a 
culture of saving among its private clients. In 
2020, bank deposits developed in alignment with 
the business plan, and we managed to maintain a 
portfolio with a well-diversified structure. The 
bank ended 2020 with a total of EUR 465 million in 
deposits.



Direct banking

The 2020 period marked the final implementation 
of the bank’s strategy for direct banking, which 
offers clients a range of services and provides 
them with easy access to their finances. Thanks to 
developments in the internal network of the bank, 
opening an account and registering for other 
services through the ProCredit Bank website is 
extremely efficient, simple, and highly appreciat-
ed by the clients, given that they are offered the 
flexibility to choose their preferred time and place 
for banking. 

Through the Contact Centre, the bank remained 
dedicated to serving clients quickly and efficient-
ly, providing advice about the bank’s financial 
services and digital platforms. In this way, the 
bank ensures it can provide prompt and indepen-
dent service to its private and business clients. 



Credit risk management

Risk Management

The core business of ProCredit Bank is providing 
financial support to small and medium-sized 
business clients as well as to private individuals 
who prioritise savings and favour long-term 
investments. The bank is also focused also on a 
new category, Very Small enterprises, which 
includes individual (family) businesses and 
agriculture producers. Given the business focus of 
our bank, credit risk represents the most signifi-
cant risk we face. 

The bank’s fundamental principles for managing 
credit risk are defined in the Credit Risk Manage-
ment Policy and Collateral Valuation Policy, which 
are based on ProCredit group policies. Taken 
together, these policies reflect the experience of 
the group’s successful lending operations in 
developing and transition economies. These 
documents are in full compliance with the laws 
and regulations in Kosovo. 

During the credit risk management process, the 
bank applies various principles to mitigate credit 
risk by intensively analysing our clients’ debt 
capacity. This includes implementing measures to 
avoid over-indebting them, regularly monitoring 
loan exposures and closely managing problem 
credit exposures. Furthermore, the application of 
carefully designed and well-documented process-
es, the application of the four-eyes principle, 
building long-term relationships and maintaining 
regular contact with clients, as well as investing in 
well-trained and highly motivated staff, all 
contribute to the mitigation of credit risk. Having 
such strong mechanisms in place has enabled the 
bank to better manage the situation created by 
the COVID-19 pandemic. Moreover, all changes 
and instructions issued by the Central Bank of 
Kosovo have been implemented in the existing 
policies, enabling the bank to address all 
requests from clients to meet liquidity challenges. 

Furthermore, careful loan portfolio analysis 
constitutes one of the most important competenc-
es for our bank. This is important and relevant to 
our bank, and to the group as a whole due to the 
very dynamic macroeconomic environments 
where we operate. Also, the bank applies a loan 
portfolio monitoring system to identify and 
manage potential problems at an early stage. This 
system was adjusted to reflect International 
Financial Reporting Standard 9 (IFRS 9). In 
addition, the bank is continuously engaged in 
market analysis of various economic sectors. 

Moreover, credit risk is mitigated by the fact that 
the loan portfolio of the bank is highly diversified, 
and any potential concentration of credit risk is 
thoroughly evaluated for its impact on the ability 
of the bank to absorb it. With regard to client 
groups, such diversification includes various 
economic sectors and client groups such as 
Medium, Small and Very Small businesses, as 
well as private individuals and institutions. The 
bank also seeks to offer clients simple products 
that are easily understood. This generates a 
higher degree of transparency, not only for the 
client concerned, but also from the perspective of 
risk management. The high level of diversification 
along with the simple and transparent products 
and procedures of the bank reduce the overall risk 
profile. 

When dealing with the various client categories 
and loan exposures, we apply various methods of 
credit risk management. The key aspects of loan 
processes for business and private clients, and for 
the various categories of loan exposures are as 
follows: segregation of tasks for small and 
medium loan exposures, application of 
standardised and tested loan procedures in 
private client lending, identification of criteria for 
credit decisions, and the application of different 
collateral requirements based on loan amounts, 
as well as documentation of the client’s credit 
history. Furthermore, the assessment of collateral 
is conducted by external, licensed companies, 
which decreases the risk associated with collater-
al valuation. 

Considering that the vast majority of the bank’s 
loans are repayable in monthly instalments, a 
failure of the borrower to meet a payment 
deadline is treated as an initial sign of potential 
default and draws an immediate response from 
the bank. The process of monitoring, which uses 
early warning indicators, enables the bank to 
respond immediately to any sign of potential 
default. 

Credit risk management was a clear focus in the 
2020 financial year. Our extensive experience in 
the market and the bank’s careful selection of 
clients have been strong factors in this effort. In 
the light of the COVID-19 pandemic, the bank took 
several measures to mitigate the potential 
worsening of loan portfolio quality. The first step 
was to maintain active communication with all 
business and private clients in order to obtain
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direct feedback about the potential impact on 
their activities and finances. This facilitated 
monitoring and risk analysis, with a focus on 
those most impacted by the pandemic. Supported 
by the instructions issued by the Central Bank of 
Kosovo on loan restructuring in response to 
COVID-19, the bank was able to provide repay-
ment relaxation to borrowers with financial 
difficulties caused by the pandemic. These 
restructuring measures were a valuable tool at the 
peak of uncertainty during the period. 

By the end of the 2020, less than 6 % of our 
portfolio was still in moratorium. Despite the 
pandemic outbreak, during 2020 the key indica-
tors of loan portfolio quality continued to exhibit a 
stable trend, reflecting the high quality of the 
bank’s loan portfolio. The rate of non-performing 
loans at the end of the year stood at 3.4%. Cover-
age of the default loan portfolio with loan loss 
provisions was 118%, which is considered to be an 
adequate level.

Credit risk will remain a focus during 2021, both 
on a portfolio and individual level, and our efforts 
will continue by monitoring affected clients and 
helping them overcome financial difficulties.    

Counterparty risk management

In order to manage liquidity risk and other opera-
tional activities, ProCredit Bank keeps a portion of 
its assets as liquid investments with external 
counterparties, including issuers of securities. In 
this case, the bank is exposed to the risk that 
these parties may not be able to meet their obliga-
tions towards the bank.

We actively manage this risk by applying the 
measures in our policies on counterparty risk 
management, liquidity management, treasury, 
investments, etc. These policies and other bank 
procedures detail the careful selection processes 
applied when choosing counterparties. These 
documents also determine the limits of exposures 
with counterparties as well as the types of 
transactions allowed, the methods of controlling 
and monitoring, processing rules, etc.

ProCredit Bank has a relatively low risk tolerance 
and does not engage in speculative trading activi-
ties. Our counterparties are mainly institutions 
with a high credit rating, a good reputation and a

high level of financial sustainability. In principle, 
no exposure or agreement may be made without 
determining a limit in advance. These are deter-
mined by means of a thorough analysis by the 
bank and are reviewed on an annual basis. The 
bank’s policies and procedures are in accordance 
with the regulations of the Central Bank of the 
Republic of Kosovo.

Since the outbreak of the COVID-19 pandemic, the 
bank has monitored the credit quality of our 
counterparties even closer by following the 
actions of ratings agencies, news coverage and 
analysis reports. As the bank did not have invest-
ments in counterparties affected by the pandemic, 
counterparty and issuer risk remained stable. 

Liquidity and funding risk management

Liquidity risk is the risk that the bank will not be 
able to meet its current and future obligations in 
full or in a timely manner. Funding risk is the risk 
that additional financing can only be obtained at 
very high interest rates or not at all.

ProCredit Bank manages these risks through its 
policies and procedures in accordance with 
regulatory authority requirements. In addition, 
controlling and reducing liquidity risk is support-
ed by our business model. On the one hand, the 
loan portfolio is characterised by a large number 
of short- and medium-term exposures. Most of 
these loans are disbursed as annuity loans and 
are of high quality. From the perspective of liquidi-
ty risk, this leads to diversified and predictable 
inflows. On the other hand, deposits from clients 
are our main source of funding, so the use of 
financial market instruments is low.

As part of liquidity management, the bank has 
defined and continuously monitors its liquidity 
indicators. We also regularly conduct liquidity 
stress tests based on defined scenarios that help 
the bank analyse its liquidity positions in the 
event of potential internal or external shocks. The 
bank considers funding risk to be low, due to the 
diversity of client deposits and the fact that the 
bank continues to have access to financing from 
various international sources.

At the beginning of the pandemic, a working 
group was established immediately to monitor the 
impact of COVID-19 on the bank’s liquidity 
position and to take appropriate actions in a
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timely manner. Developments were monitored 
and assessed on a daily basis, taking consider-
ation for liquidity risk indicators, regulatory 
measures and market trends.

Foreign currency risk management

Foreign currency risk implies the risk of negative 
effects on the financial results and capital 
adequacy of an institution caused by changes in 
the exchange rate. ProCredit Bank manages this 
type of risk in accordance with the Foreign Curren-
cy Risk Management Policy, which is compliant 
with CBK regulations. Currency positions are 
managed on a daily basis and foreign exchange 
rates are monitored continuously.

As we hold no speculative open currency 
positions, ProCredit Bank has a low level of 
exposure to currency risk. Furthermore, the limits 
set for these risks were never exceeded in 2020.

Interest rate risk management

Interest rate risk arises from structural differences 
between the repricing maturities of assets and 
liabilities. This can expose the bank to the risk of 
potential increases in funding costs, while the 
return on assets might remain the same, or 
decrease, thus not reflecting the reduction of 
financing costs for a longer period, resulting in a 
decrease of the margin.

The bank has a relevant policy in place for this 
type of risk. We continuously analyse the maturity 
gap between assets and liabilities (based on the 
re-definition of prices). In addition, the bank 
carries out stress tests by simulating interest rate 
fluctuations in order to measure the influence on 
economic value and interest income. The results 
of these analyses are regularly reported to the 
Financial Risk and Market Management Commit-
tee, as well as to the Management Board.

Capital adequacy

The bank’s capital adequacy is calculated on a 
regular basis and reported to Management via the 
Financial and Market Risk Management Commit-
tee, along with forecasts. This ensures future 
compliance with regulatory requirements on 
capital adequacy. Management of capital adequa-
cy is undertaken based on the bank’s policies and 
in accordance with the pertinent Central Bank 
regulations.

Operational and fraud risk management

Operational risk, in accordance with the Basel 
Committee on Banking Supervision, is defined by 
the bank as the risk of loss resulting from inade-
quate or failed internal processes, people or 
systems or from external events. This definition 
includes, in particular, fraud risk, IT risk, legal 
risk, reputational risk and outsourcing risk. The 
bank implements a set of principles for operation-
al risk and fraud risk management throughout the 
institution via specific policies whose principles 
are in compliance with regulatory requirements.

The main tools used by the bank to manage opera-
tional risks are the Risk Event Database (RED), 
annual risk assessments, key risk indicators (KRI) 
and the analysis of all new services and processes 
using the New Risk Approval (NRA) process. The 
bank uses operational and fraud risk assessments 
to identify, assess and monitor operational risks 
at all levels. In accordance with Basel II, the bank 
continuously assesses operational risks that 
could arise from its services, processes and 
systems. Additionally, the bank’s internal control 
system includes deficiency mitigation proce-
dures, including necessary corrective and preven-
tive actions. To keep information technology risks 
to a minimum, the bank implements procedures to 
safeguard its IT structure, ensure business 
continuity, and strengthen information security. 
Furthermore, the bank provides training on the 
Code of Conduct, as this binding document 
emphasises the importance of staff integrity and 
promotes a culture of transparency and risk 
awareness. The principles of operational risk, 
fraud and information security are addressed 
during regular staff and risk awareness training 
on all levels.

A working group was established in March 2020 in 
order to manage and monitor the impact of the 
COVID-19 pandemic in the bank’s daily operations 
and to ensure the continuity of the business 
operations with adequate staffing. The bank’s 
digital approach to all routine banking operations 
has enabled a very quick implementation of 
home-office models, aiming to protect the health 
and safety of customers and employees. The bank 
also has continued to focus on regular monitoring 
of information security during this period.



Staff development

Moreover, raising the awareness of all bank 
employees about risks from money laundering or 
financing of terrorism, as well as adopting a 
conservative approach to risk management, is an 
integral part of the bank’s business strategy. 
Therefore, all bank staff complete intensive 
training on developments in the prevention of 
money laundering, financing of terrorism, and 
international sanctions. 

Furthermore, the Unit for the Prevention of Money 
Laundering and Financing of Terrorism is an 
independent unit within the organisational 
structure of the bank and reports directly to the 
Management Board of the bank. 

The bank uses sophisticated software that 
enables compliance with international sanctions, 
monitoring of transactions with high-risk 
countries and detecting potentially suspicious 
transactions.

Prevention of money laundering

ProCredit Bank is fully compliant with the require-
ments set in the Kosovo legislation relating to the 
prevention of money laundering, financing of 
terrorism, and other unlawful acts. ProCredit Bank 
Kosovo, as part of the ProCredit group, also imple-
ments the group policy and standards on the 
prevention of money laundering and financing of 
terrorism; these are in complete harmony with the 
requirements of German and EU legislation. 

Taking a responsible approach is an integral part 
of ProCredit Bank’s business model and values. 
The bank’s ethical responsibility is documented in 
the Code of Conduct and Exemption List, which 
include the key rules that each bank employee 
must carefully observe.

A N N U A L  R E P O R T

We believe in people and invest significantly in them. We are committed to a humanistic view of the world, 
a strong belief in knowledge and science as well as a high degree of emotional intelligence. This is what we 
expect from our staff and what therefore constitutes the pillars of our approach to training and staff assess-
ment.

Regarding training, instead of concentrating only on a small selection of employees, we have developed a 
comprehensive training curriculum for all of our staff, with the ProCredit Academy in Germany playing a 
pivotal role ever since its establishment in 2006. For example:

In the last 10 years, all new colleagues have completed our six-month onboarding programme. Today, they 
represent 41 % of all staff; 

All our employees have at least a B1 level of English, thanks to years of investing in English courses with our 
teams of teachers;

126 training hours per employee in 2020;

Last but not least, 24% of our staff have graduated from or are currently participating in one of the ProCredit 
academies (Banker or Management Academy in Furth, Germany).
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Our training curriculum is closely linked to our staff assessment system, which views staff not as moving 
parts of a banking machine but as individuals with their own path for personal and professional growth. We 
consciously refrain from summarising the outcome of our staff assessment with survey-like ratings or even 
colour coding. Instead, we focus on establishing an open and comprehensive dialogue and agree on 
concrete development steps with each member of staff.
The success of our business strategy and our ability to deliver valuable service to our clients rely upon the 
skills and attitude of our staff. We aim to build a strong, visible, sustainable institution based on a commit-
ment to staff development and a core set of ethical principles. We aim to sustain a corporate culture which 
is proactive, productive and professional, as well as socially responsible, where our staff enjoy a long-term 
perspective and career-long professional development opportunities. A number of key initiatives are now 
well established:

Structured trainings for new employees, starting with the six-month, stipend-based online “Onboarding 
Programme”;

The group salary structure, which foresees higher salaries for well-qualified, high performing employees 
and middle managers;

Job descriptions are regularly reviewed, in the context of client category specialisation and branch 
infrastructure, and standardised across the bank;

A comprehensive approach to staff appraisal has been developed in order to enable personalised profes-
sional development for each employee of the bank;

In addition, through the training programmes provided to the existing staff and managers at all levels, the 
bank is devoted to ensuring that necessary skills, knowledge and efficiency of all employees are at 
adequate levels at all times.

Therefore, the focus in 2021 will continue to be on the further development of our Client Advisers and 
Business Client Advisers, thus enhancing our services and the advice we give to our clients, as well as on 
effective credit risk management. 

The ability of staff to deliver high productivity and good services to clients will continue to be supported by 
technological tools and efficient processes. A number of key initiatives have already been completed in the 
bank, and these will continue to provide benefits in 2021:

• Direct Banking implementation 
 A more targeted approach towards private clients; 
 Client needs and technological advancement demand a simple and standardised offer;
 The offer is accessible, complete, gives autonomy to the clients;

• 24/7 Zones
• Centralisation of private clients lending teams in Head Office, for more efficient decision-makingt



17



A N N U A L  R E P O R T   20 2 018



19



A N N U A L  R E P O R T   20 2 020



21



A N N U A L  R E P O R T   20 2 022



23



A N N U A L  R E P O R T   20 2 024



25



A N N U A L  R E P O R T   20 2 026



27



A N N U A L  R E P O R T   20 2 028



29



A N N U A L  R E P O R T   20 2 030



31



A N N U A L  R E P O R T   20 2 032



33



A N N U A L  R E P O R T   20 2 034



35



A N N U A L  R E P O R T   20 2 036



37



A N N U A L  R E P O R T   20 2 038



39



A N N U A L  R E P O R T   20 2 040



41



A N N U A L  R E P O R T   20 2 042



43



A N N U A L  R E P O R T   20 2 044



45



A N N U A L  R E P O R T   20 2 046



47



A N N U A L  R E P O R T   20 2 048



49



A N N U A L  R E P O R T   20 2 050



51



A N N U A L  R E P O R T   20 2 052



53



A N N U A L  R E P O R T   20 2 054



55



A N N U A L  R E P O R T   20 2 056



57



A N N U A L  R E P O R T   20 2 058



59



A N N U A L  R E P O R T   20 2 060



61



A N N U A L  R E P O R T   20 2 062



63



A N N U A L  R E P O R T   20 2 064



65



A N N U A L  R E P O R T   20 2 066



67



A N N U A L  R E P O R T   20 2 068



69



A N N U A L  R E P O R T   20 2 070



71



72 A N N U A L  R E P O R T   20 2 0



73



74 A N N U A L  R E P O R T   20 2 0



75



76 A N N U A L  R E P O R T   20 2 0



77



78 A N N U A L  R E P O R T   20 2 0



79


