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2020 consolidated
directors’ report
This report was approved unanimously by our
board of directors on 22 February 2021.

Our approach to this document
We changed the layout of our consolidated directors’ report in
2018 by including the contents previously provided in these
documents which we ceased to prepare separately:
– Annual report
– Consolidated directors’ report
– Annual corporate governance report (CNMV format
document)
– Report of the board committees
– Sustainability report

– Annual report on our directors’ remuneration (CNMV format
document)
The consolidated directors’ report also includes all
information required by Spanish Act 11/2018 on non-financial
information and diversity. It can be found in the 'Responsible
banking' chapter, which constitutes the consolidated nonfinancial information statement.
This report's format presents information more clearly,
avoiding repetition and raising the level of disclosure.

Auditors’ reviews
As required by law, contents of our 2020 consolidated
directors’ report has been subjected to three types of reviews
by our independent statutory auditors,
PricewaterhouseCoopers Auditores, S.L., summarized as
follows:
– PricewaterhouseCoopers Auditores, S.L. has verified that
the information in this report is consistent with our
consolidated financial statements, and that its contents
comply with the applicable regulations. For more details,
see ‘Other information: Consolidated management report
section of the 'Auditor’s report' within 'Auditor's report and
consolidated annual accounts'.

– PricewaterhouseCoopers Auditores, S.L. has issued a
verification report, with limited assurance, on the nonfinancial and diversity information required by Spanish Act
11/2018 included in this report. To read that report, see the
'Independent verification report' in the 'Responsible
banking' chapter.
– PricewaterhouseCoopers Auditores, S.L. has issued an
independent reasonable assurance report on the design and
effectiveness of Banco Santander's internal control over
financial reporting, found in section 8.6 of the 'Corporate
governance' chapter.

Non-IFRS and alternative performance measures
This report contains, in addition to financial information
prepared in accordance with International Financial Reporting
Standards (IFRS) and derived from our consolidated financial
statements, alternative performance measures (APMs) as
defined in the Guidelines on Alternative Performance
Measures issued by the European Securities and Markets
Authority (ESMA) on 5 October 2015 and other non-IFRS
measures. These financial measures that qualify as APMs and
non-IFRS measures have been calculated with information
from Santander Group; however, those financial measures are
not defined or detailed in the applicable financial reporting
framework nor have been audited or reviewed by our
auditors.
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We use these APMs and non-IFRS measures when planning,
monitoring and evaluating our performance. We consider
these APMs and non-IFRS measures to be useful metrics for
our management and investors to compare operating
performance between accounting periods.
Nonetheless, these APMs and non-IFRS measures should be
considered supplemental information to, and are not meant
to substitute IFRS measures. Furthermore, companies in our
industry and others may calculate or use APMs and non-IFRS
measures differently, thus making them less useful for
comparison purposes.
For more details on APMs and non-IFRS measures, see section
8 of the 'Economic and financial review'.
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Forward-looking statements
Banco Santander advises that this annual report contains
“forward-looking statements” as per the meaning of the US
Private Securities Litigation Reform Act of 1995. These
statements may be identified by words like expect, project,
anticipate, should, intend, probability, risk, target, goal,
objective, estimate, future and similar expressions. Found
throughout this report, they include (but are not limited to)
statements on our future business development, economic
performance and shareholder remuneration policy. However,
a number of risks, uncertainties and other important factors
may cause actual developments and results to differ
materially from our expectations.
The following important factors, in addition to others
discussed elsewhere in this annual report, could affect our
future results and could cause materially different outcomes
from those anticipated in forward-looking statements:
– general economic or industry conditions of areas where we
have significant operations or investments (such as a worse
economic environment; higher volatility in capital markets;
inflation or deflation; changes in demographics, consumer
spending, investment or saving habits; and the effects of
the covid-19 pandemic on the global economy);
– exposure to various market risks (particularly interest rate
risk, foreign exchange rate risk, equity price risk and risks
associated with the replacement of benchmark indices);
– potential losses from early repayments on our loan and
investment portfolio, declines in value of collateral securing
our loan portfolio, and counterparty risk;

– political stability in Spain, the United Kingdom, other
European countries, Latin America and the US;
– changes in legislation, regulations, taxes, including
regulatory capital and liquidity requirements, especially in
view of the UK exit of the European Union and increased
regulation in response to financial crisis;
– our ability to integrate successfully our acquisitions and
related challenges that result from the inherent diversion
of management’s focus and resources from other strategic
opportunities and operational matters; and
– changes in our access to liquidity and funding on acceptable
terms, in particular if resulting from credit spread shifts or
downgrades in credit ratings for the entire group or
significant subsidiaries.
Numerous factors could affect our future results and could
cause those results deviating from those anticipated in the
forward-looking statements. Other unknown or unpredictable
factors could cause actual results to differ materially from
those in the forward-looking statements.
Our forward-looking statements speak only as at date of
approval of this annual report and are informed by the
knowledge, information and views available as at the date of
this report. Banco Santander is not required to update or
revise any forward-looking statements, regardless of new
information, future events or otherwise.

Past performance is not indicative of future results
Statements about historical performance or accretion must
not be construed to indicate that future performance, share
price or earnings (including earnings per share) in any future

period will necessarily match or exceed those of any prior
period. Nothing in this annual report should be taken as a
profit forecast.

XHTML electronic format and XBRL tags
This annual report has been prepared in eXtensible HyperText
Markup Language (XHTML) format, and the consolidated
financial statements it includes have been tagged with
eXtensible Business Reporting Language (XBRL), in
accordance with Directive 2004/109/EC and Commission
Delegated Regulation (EU) 2019/815.

Banco Santander has elected to follow these requirements for
the 2020 financial year, albeit they will take effect for
accounting periods from 1 January 2021.
To view the XBRL tags, you must open this document using an
appropriate viewer. You can find this document with an XBRL
viewer on Banco Santander's corporate website.

No offer
Neither this annual report nor any of the information
contained herein constitutes an offer to sell, or the solicitation
of an offer to buy, any securities.
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Business model
and strategy
The Santander Way remains unchanged...

Our purpose

Our aim as a bank

Our how

To help people and
businesses prosper

To be the best open financial
services platform, by acting
responsibly and earning the
lasting loyalty of our people,
customers, shareholders and
communities

Everything we do should be
Simple, Personal and Fair

… continuing to deliver for all our stakeholders

An engaged
and motivated

team…

… generates

customer
loyalty…

We create value for
all our stakeholders
… so we can support
our

communities

…leading to
strong financial
results for our

shareholders…

For further information about our corporate culture, see chapter 1 'Responsible Banking'. In this chapter, data as of 2020, unless indicated otherwise.
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Helping people and businesses prosper whilst adopting ESG practices

Environmental: supporting the green transition
Helping customers go green

EUR 33.8 bn

Green Finance since
2019

EUR 6.9 bn

AUM Social Responsible
Investment

Going green ourselves

EUR 1 bn

green bond issued (2nd
since 2019)

Carbon neutral

in our own operations

Social: building a more inclusive society
Financially empowering people

4.9 mn
1

people since 2019

EUR 469 mn

Credit to microentrepreneurs
in 2020

Supporting society

4.0 mn

people helped
since 2019

225 k

scholarships granted
since 2019

1. People financially empowered through Santander initiatives.

Creation of a solidarity fund to face the covid-19 impact
Communities
We contribute more than
ever to the wellbeing of
society at large

EUR 54 mn donated by employees and the bank to provide
essential health equipment and materials

EUR 30 mn through Santander Universities
EUR 21 mn to support vulnerable communities

Governance: doing business the right way
A strong culture

86%

employees proud to work
for Santander

An independent, diverse Board

40%

women on Group
board

>60%

Independent directors
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Our business model
1. Our scale
Local scale and
global reach

→ Local scale based on three geographic regions,
where we maintain a leadership position in our
core markets.
→ Global reach backed by our global businesses,
enabling greater collaboration across the Group to
generate higher revenue and efficiencies.

A. Market share in lending as of Sep-20 including only private owned banks. UK benchmark covers mortgage market.

2. Customer focus
Personal relationships
that increase customer
loyalty

→ We serve 148 million customers, in markets with a
total population of more than one billion people.
→ We have over 100,000 people talking to our
customers every day in our extensive branch
network and contact centres.
→ Digital sales represented 44% of total. Increasing
digital adoption (mobile customers +6.1 mn YoY)

B. NPS – Customer Satisfaction internal benchmark of active customers’ experience and satisfaction audited by Stiga / Deloitte.

3. Diversification
Our geographic and
business diversification
make us more resilient
under adverse
circumstances

→ Balanced geographic diversification between
mature and emerging markets.
→ Business diversification between customers
segments (individuals, SMEs, mid-market
companies and large corporates).
→ Global businesses that strengthen our local
franchises.

Note. Underlying attributable profit contribution by region, excluding Santander Global Platform (which will upgrade to PagoNxt) and Corporate Centre.

Resilient profit
generation
throughout the
cycle

In 2020, Grupo Santander delivered a
resilient operating income within the
environment arising from the covid-19
crisis, supported by a disciplined capital
allocation in accordance with our strategic
priorities

Net operating income = Total income - Operating expenses.
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The Santander of Tomorrow – 3 priorities for profitable growth

Building on our technology to further strengthen our customers’ loyalty and access new
fee-based revenue pools

1

One Santander

New operating model leveraging our global scale to deliver a
better customer experience, supported by common culture and
higher degrees of commonality, technology being one

2

PagoNxt

Our Group technology “backbone” solutions with payments
at the core

3

Digital
Consumer
Bank

Openbank and Santander Consumer Finance driving profitable
growth in Europe and new markets
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1. One Santander:
Creating a better bank for our customers with a new operating model…
Improving our
customer service…

… strengthening our
relationship with
customers…

… by creating a
common operating
model

Simplify mass market
value proposition

New distribution model

Shared processes and bestin-class technology

Medium term goal:

Medium term goal:

Medium term goal:

Top 3 NPS in 9 countries

Digital sales/total >50%

Efficiency ratio c.40%

A

…in order to drive customer growth and higher productivity and profitability

Medium term goals:

Europe

B

→ Focus on capital efficient growth opportunities
→ Leverage PagoNxt global solutions with particular focus on SMEs
and merchants
→ Re-invent our branch network (Work Cafés), expand Santander
Personal, deploy common mobile app

North
America

→ Expand collaboration to Commercial Banking, Auto and other retail
segments
→ Build shared services

South
America

→ Expand Getnet and Superdigital to other countries
→ Common operating model for Consumer Finance
→ Focus on revenue growth opportunities (e.g. Agribusiness)

C

Underlying RoTE :
10%-12%
A
Efficiency ratio :
c.45%
CD

Underlying RoTE :
11-13%
A
Efficiency ratio :
c.40%
C

Underlying RoTE :
19%-21%
A
Efficiency ratio :
c.35%

A. Medium term goals for the efficiency ratio do not represent guidance. The actual efficiency ratio may vary materially in the medium term.
B. Excluding SCF+Openbank, which would have an efficiency ratio of c.39% and a RoTE of 13%-15%. Europe, including SCF+Openbank, would have an efficiency ratio
of c.43% and a RoTE of 12%-13%.
C. Medium term goals for underlying RoTE do not represent guidance. The actual underlying RoTE may vary materially in the medium term.
D. Adjusted RoTE for excess capital in the US.

We have integrated ESG criteria into our new strategic priorities: One Santander Europe
has focused on 2020 on rebuilding after covid-19, supporting people (especially more
vulnerable communities, in financial distress) and helping customers transition to the
green economy.
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2. PagoNxt:
PagoNxt will help Santander banks deliver payment solutions seamlessly,
faster and with better value
Payments is a sizeable and fast growth market in which Santander already has significant scale
Our key assets for
growth acceleration

We serve more
customers than
any other bank

→ Single, autonomous company providing payment
solutions to merchants and consumers
→ Targeting Santander’s existing ecosystem and open
market
→ Technology-focused to deliver differentiated user
experiences
→ Strategic, close partner of Santander local banks

148 mn
Customers

Leveraging on
Scale

| Efficiency | Global reach

Focused in 3 business verticals to accelerate growth, leveraging on scale,
‘being global’ and efficiency
Goal

1

MERCHANT

Our merchant payment
services on one global
platform are now being used
across the Group as Getnet

Goal

2
3

TRADE

Market growth

+11%

Expected annual
growth
in e-commerce

EUR 80 bn

Merchant acquiring
global revenue pool

Santander’s scale

>1.1 mn

Active Merchant
business
customers

c.60 mn

Active credit and
debit cards

To deliver fast, efficient trade finance, supply chain and FX payments solutions
for international SMEs that were once only accessible to corporates

Significant investments in 4
key assets: Ebury, One Trade,
Mercury and PaymentsHub

Goal
CONSUMER

To become a world leading acquirer providing end-to-end best-in-class solutions
for in-store and online merchant payments

Market growth

+3%

Annual growth
international trade

EUR 350 bn

International trade
revenue pool

Santander’s scale

>4 mn

Group SME
customers

>200k

Group SME
customers trading
int.

To deliver simple, highly engaging payment solutions for individuals
in order to become embedded in our customers’ daily lives

Leveraging our Superdigital
proposition

Solution for the unbanked in
Latin America

With a high growth in active
customers and transactions
value in 2019

We have integrated ESG criteria into our new strategic priorities: Developed consumer
solutions (such as Superdigital) within PagoNxt scope will benefit individual lives
through financial inclusion and domestic and international payments for all.
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3. Digital Consumer Bank:
Combining the scale and leadership of SCF in Europe with the platform of Openbank.
Our vision is to become the largest digital consumer bank in the world
Openbank

Santander Auto

Global consumer financing
business serving offline and
e-commerce merchants

Largest full-service global
digital bank in the world

>55k Merchant POS
c.EUR 20 bn Loans

1.2 mn Customers
c.EUR 10 bn Deposits

Digital Banking APIs
(SaaS model)

+

Auto loan and leasing business
serving OEMS and dealers

>75k Dealer & OEM POS
c.EUR 85 bn Loans

Openbank technology and data capabilities grow revenues
by adding services and improving productivity
A

Our ambition: to grow revenues and x2 PAT in the medium term and build the most
innovative consumer lending business in Europe
Great potential…

c.18 mn
Active
customers

4.5

Avg. products
per customer

… to build a new paradigm…

… and deliver strong
financial results

→ Common apps, data and systems
infrastructure across regions

Medium term goals

→ Single streamlined operating
model across auto, consumer
lending and retail in 15+ countries

c.15% Underlying RoTE

→ Simplified license and common
compliance model

39% Efficiency ratio

C

→ New auto, consumer lending and
retail banking country launches

A. Underlying.
B. Medium term goals for underlying RoTE do not represent guidance. The actual underlying RoTE may vary materially in the medium term.
C. Medium term goals for the efficiency ratio do not represent guidance. The actual efficiency ratio may vary materially in the medium term.

We have integrated ESG criteria into our new strategic priorities: Digital Consumer
Bank is developing business solutions with a positive environmental impact. We have
developed green finance solutions for consumers, such as clean vehicles, solar panels
or heating systems amongst others.
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Our approach
By delivering on our purpose to help people and
businesses prosper, we grow as a business and can help
society address its challenges.

"At Santander, we've always known we have a
responsibility to support society – and I have no doubt
that we'll continue to fulfil it. We are determined to help
businesses and communities across the world build back
better – and use this as an opportunity to address global
challenges such as inequality and climate change. This is
the right thing to do – the responsible thing to do, and
the path to generate value for our shareholders.
In 2020, the covid-19 pandemic forced us to face yet
another challenge – an economic crisis that devastated
millions. As we look ahead, governments and companies
must come together to build back better, so that we
emerge from this crisis stronger, supporting inclusive and
sustainable growth around the world. Banks have a
critical role to play. We are part of the solution. We have
a crucial duty and an essential role: to support our
employees, our customers, and to deliver sustainable
returns to you, our shareholders".
Ana Botín, Group executive chairman.

By being responsible, we build loyalty

People

Communities

Customers

Shareholders

I'm loyal to Santander because…

16

… Santander
treats me
responsibly

… Santander
acts responsibly
in society

In our day-to-day business, we make
sure we don't just meet our legal and
regulatory requirements, but also
exceed people's expectations by being
Simple, Personal and Fair in all we do.

We focus on areas where our activity
can have a major impact on helping
people and businesses prosper.
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How we helped people and businesses prosper in 2020
People
EUR

10,783 million
A

Staff costs

95%

of employees are full-time

Customers

EUR

916,199 million

loans outstanding (net)

53.7%

EUR

497,987

million to households

319,853

EUR
million to companies

of employees are women

21,227

EUR
million to government
agencies

EUR

469 million

EUR

94 million

to microenterprises via
microfinance programmes

77,132

EUR
B
million to others

Shareholders
EUR

477 million

Total shareholder
C
remuneration

EUR

44,011 million

market value at year end, second highest bank in the
eurozone

Communities
EUR

204 million

invested in communities

EUR

110 million

invested in universities

invested in community
programmes and projects

4,592

94.7%

Suppliers
EUR

5,230 million
D

paid to suppliers

suppliers selected under our global procurement
model

D

local suppliers

Tax contribution
EUR

6,443 million

Total taxes paid by the group
A.
B.
C.
D.

EUR

2,946 million

corporate income tax

EUR

3,497 million

other taxes

From group consolidated financial statements.
Including financial business activities and customer prepayments.
The maximum allowed in accordance with the limits set by the European Central Bank (ECB) in its recommendation last December.
Data refers exclusively to purchases negotiated by Aquanima.

17

Annual report 2020

Contents

What our stakeholders tell us
To build a more responsible bank, understanding and
responding to all our stakeholders is fundamental.

Listening to our stakeholders and
creating value
Loyalty is key to lasting value. Earning and retaining it
depends on our ability to understand all our stakeholders'
concerns and respond to their needs. By listening to them and
measuring their perceptions of Grupo Santander, we not only
identify issues, but also find opportunities to add value.
Grupo Santander has several approaches to gauging
stakeholder opinion. We run surveys and speak-up channels
for our employees. We engage our customers through
interactive platforms. We also respond to demands from top
analysts, investors and indexes interested in environmental,
social and governance (ESG) matters.

83%
of employees think
Santander provides
the flexibility they
need to be
productive

86%
of employees feel
Santander's
response to the
pandemic is
effective

We keep pace with new regulations and best practices
worldwide. We take part in consultations with authorities,
sector associations and other organizations that influence
sustainable development policymaking. We assess
externalities to identify risks and opportunities to our
business, appraise our impact on the community and create
value for society and the environment.
We are also involved in major local and international
initiatives to support inclusive and sustainable growth (see
‘Joint initiatives to promote our agenda’ in ‘Governance and
priorities’).

3 millions
of surveys to
measure customer
satisfaction
People

Customers

22,500
4,390
employees surveyed complaints through
in the 2020 global
ethical channels
pulse survey

1,432
agreements with
universities and
academic
institutions
2,283
partnerships with
social institutions
and entities

18

464,310
complaints received

Key dialogue channels
for stakeholders

322
social media
profiles and 23
million followers

42,670
banked individuals
surveyed about
Santander being
Simple, Personal and
Fair

Communities

15,260
shareholders
surveyed about
Santander being
Simple, Personal
and Fair

132,857
queries handled by
Shareholders email, phone,
WhatsApp and
online

27,446
shareholders and
investors participated
in studies and
qualitative surveys
210
meetings with
shareholders and
1,137 contacts with
institutional investors
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Materiality assessment: Identifying the
issues that matter

Analysis inputs

Grupo Santander analyses the environmental, social and
governance issues our stakeholders care about the most.
Every year, we run quantitative and qualitative assessments
of our value chain, gathering information from internal and
external sources, including the dialogue channels mentioned
above. We weight inputs on their level of materiality, which is
revised every year to reflect reality.

•
•
•
•
•

The matrix below, which shows the topics our stakeholders
consider most relevant for Santander, helps us focus our
priorities, initiatives and programmes across the Group. In
2020, we addressed these issues in order to strengthen our
responsible business practices and ethical behaviour, tackle
climate change, support the transition to a low-carbon
economy, promote financial inclusion and create a diverse
and talented team, while managing and developing it.

Risk management
and compliance

→ External

2020 megatrends (WBCSD)
Customer satisfaction (Net Promoter Score drivers)
ESG analyst and index evaluations (including roadshows)
Public opinion (social media and digital press analysis)
Reporting trends in the banking sector (peers' material
issues, RepRisk Rating and others)
• Requirements of regulators and international institutions
(World Bank, WEF, UNEP FI, ...)
• ESG reporting standards requirements (GRI, SASB)

→ Internal

• Santander’s strategic view (public commitments, internal
communications, workshops, top risk analysis)
• Responsible banking agenda (responsible banking,
sustainability and culture committee; Culture, and Inclusive
and Sustainable Banking steering groups, messages from
the chairman and CEO)
• Employee feedback (surveys)

A

Group material topics matrix

Changes in the analysis from 2019
We've redefined certain material topics:
• Talent Management and Development includes incentives
linked to ESG criteria.
• Diversity, Inclusion and Wellbeing includes health and
welfare-related aspects.
• Financial Inclusion and Empowerment includes financial
literacy.
• Simple, Personal and Fair (SPF) products and services refers
to responsible practices towards customers.
• Climate Strategy covers the integration of climate change
into the climate change risks & business opportunities
strategy.

We've added inputs to the materiality assessment: 2020
megatrends from the World Business Council for Sustainable
Development (WBCSD), social media, Net Promoter Score
(NPS) drivers for customers, new employee surveys and
insights from Responsible Banking workshops.
Three topics – Diversity, Inclusion and Wellbeing, ESG
Products and Services, and Financial Inclusion and
Empowerment – gained significance in 2020.
A. Issues such as food waste, light and noise pollution, and biodiversity are not
material to the group.
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Challenges and opportunities
Grupo Santander operates in a fast-changing world, full of new challenges and
opportunities. Our materiality assessment identified two core challenges: the new
business environment, and inclusive and sustainable growth. By addressing these,
we embed our approach to the environment, society and governance in all we do.

Challenge 1
New business environment

Challenge 2
Inclusive and sustainable growth

Adapting to an evolving world

Helping society achieve its goals

The economy is changing fast. Digital technology is
transforming markets as well as business models. In
this highly competitive environment, companies
must work in new ways to ensure responsible
business practices.

Growth should satisfy the needs of today without
hampering future generations' ability to meet their
own. A balance should always be struck between
economic growth, social welfare and environmental
protection. Financial institutions can contribute to
this by managing their operations responsibly, and
lending responsibly to help society achieve its goals.

Santander, like all businesses, needs a
motivated, diverse and skilled
workforce that is able to deliver
what customers want, while
harnessing the power of new
technology. We operate in a fastmoving highly regulated business
environment. Our task is to exceed our
stakeholders' expectations by doing the
basics brilliantly, every day. Key to this
is having a strong culture - a business
in which all we do is Simple, Personal
and Fair.

For more details on our strategy, see
'Challenge 1: New business environment'
in this chapter.
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We can play a major role to promote
inclusive and sustainable growth.
'Inclusive' means meeting customer
needs, helping people open businesses
and create jobs, promoting financial
empowerment and getting people the
education they need. 'Sustainable'
means financing renewable energy and
smart infrastructure and tech to tackle
climate change. We take the social and
environmental risks and rewards of our
operations into account, contributing to
greater balance in the economy and
society.

For more details on our strategy, see
'Challenge 2: Inclusive and sustainable
growth' in this chapter.
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Integrating ESG issues that matter into our strategy to meet the two identified challenges.

Challenge 1

New business
environment

Material issues

Impact on our value chain

Corporate governance

Robust, diverse and transparent corporate governance leads to more
responsible and sustainable strategies.

Ethical behaviour

A strong corporate culture and policies and procedures ensure we behave
ethically and safeguard all our stakeholders' interests.

Compliance and risk
management

Well-defined compliance and risk management procedures help reduce the
risks an organization faces. The participation of all employees in risk
management is crucial and reinforces the risk culture (Risk Pro).

Talent management and career
development

Challenge 2

Inclusive and
sustainable
growth

The right talent management and career development programmes inspire
loyalty and cement responsible banking practices.

Diversity, inclusion and
wellbeing

A diverse workforce that reflects the make-up of society is critical to success in
an ever-changing environment. Our employees wellbeing must be a priority.

Innovation and digitalization

Investing in technology puts us at the cutting edge of our industry and
strengthens our value proposition.

Customer satisfaction

Focus on customer experience drives us to improve our services and builds
loyalty.

SPF products and services

Responsible products and services tailored to customers in a way that is
Simple, Personal and Fair promote inclusiveness and lasting loyalty.

Cybersecurity and data
protection

Innovative and robust cybersecurity mechanisms protect customer data and
boost confidence in our business.

Human rights

Preventing the risk of our activities having a negative impact on human rights is
key to the development of a responsible business model.

Financial inclusion and
empowerment

A financial system that is accessible and understandable to all builds trust,
bolsters the economy and creates new business opportunities, helping
communities prosper.

Climate strategy

Banks play a key role in the transition to a low-carbon economy by managing
their financial risks and helping finance the green agenda. Our contribution is
vital under the Paris Agreement framework.

ESG products and services

Financial products and services with social and environmental value added
criteria help us do business responsibly. Funding renewable energy and green
initiatives better positions our bank and society to counter the effects of
climate change.

Environmental footprint

Environmental footprint reduction helps us lead the transition towards a lowcarbon economy.

Community investment

Our commitment to education and the wellbeing of the communities we serve
contributes to growth and progress across broader society.
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Governance and priorities
All our activity is guided by principles, frameworks and policies
to ensure we behave responsibly in all we do. We revised and
strengthened our responsible banking governance to help us
tackle the two challenges we identified.

Core policies that integrate ESG criteria into our business model, to make us a more responsible bank
General code
of conduct

Corporate
A
culture policy

General
sustainability
policy

Human rights
policy

Environmental,
social & climate
change risk
management
B
policy

Sensitive sectors
policy

Brings together
the ethical
principles and
rules of conduct
all Group
employees must
follow, and is
central to our
compliance
function.

Establishes the
guidelines and
standards to
ensure a consistent
group culture.

Outlines our
general
sustainability
principles and
voluntary
commitments
aimed at
generating longterm value for our
stakeholders.

Sets out how we
protect human
rights, in line with
the UN Guiding
Principles on
Business and
Human Rights.

Details how we
identify and
manage
environmental,
social and climate
change risks, in oil
and gas, energy,
mining and metals,
and in soft
commodities.

Provides
guidelines for
assessing and
deciding on our
participation in
industries which
carry reputational
risk.

Other policies that support our responsible banking strategy
Consumer
protection
C
policy

Code of
conduct in
security
markets

Cybersecurity
policy

Third-party
certification
D
policy

Tax
policy

Conflicts
of interest
policy

A. Includes the Group's Diversity & Inclusion Principles and the Corporate Volunteering Standard.
B. It replaces the sectoral policies on energy, mining and metals and soft commodities.
C. Includes financial consumer protection principles.
D. Includes principles on the responsible behaviour of suppliers.

Financing
of political
parties
policy

Policy on
contributions
for social
purpose

Global
mobility
policy

The responsible banking function's
core policies can be found on our
corporate website.

Policy changes in 2020

All local boards adopted our
General sustainability, Corporate
culture and Human rights policies.
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In addition to update them as
every year, we merged the policies
on oil and gas, energy, mining and
metals, and soft commodities into
the Environmental, social and
climate change risks
management policy.

We published our Financing of
political parties policy and the
Policy on contributions for social
purpose on our corporate website.
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Strategic framework
Governance
→ The board of directors approves and supervises the general policies and strategies on our corporate culture, values,
responsible business and sustainability. It also makes sure all the group‘s employees act ethically by following the
laws, customs and good practices of the industries and countries where we operate.
→ The responsible banking, sustainability & culture committee assists the board with oversight of the group's
responsible banking agenda and strategy.
The committee is supported by two steering groups:
• The Culture steering group promotes our culture, The Santander Way, is
embedded in all we do and ensure consistency in corporate and local actions.
• The Inclusive & Sustainable Banking steering group reviews initiatives on social
and financial inclusion; promotes education and training; supports the transition
to a low-carbon economy; and backs investments to benefit society.

See section 4.9 ‘Responsible
banking, sustainability and
culture committee activities in
2020’ in the 'Corporate
Governance' chapter.

Responsible banking network
→ The corporate responsible banking unit coordinates and drives the responsible banking agenda. A senior advisor on
responsible business practices supports this unit and reports directly to the executive chairman.
→ Our subsidiaries' sustainability and culture units execute their responsible banking agendas, ensuring they are
aligned with our corporate strategy and policies.Their responsible banking governance is led by a senior manager,
who is part of the group-wide Responsible banking network.
→ Guiding principles for subsidiaries and global business units ensure our responsible banking agenda is embedded
across the group.
→ The Responsible Banking network meets every two months. In addition, the corporate responsible banking unit and
local units hold regular bilateral meetings. In 2020, the network ran the second Responsible Banking workshop with
responsible banking representatives from all businesses and geographies.
→ New working groups ensure we focus, and promote collaboration on financial education, sustainable finance,
climate change, simplification and other areas.

Strategic priorities: Embedding ESG in our busines model
What?
(E) Contribute to the Paris
Agreement and a lowcarbon economy

How?
→ Pursuing a climate strategy that plays a part in achieving the Paris Agreement goals
→ Helping our customers transition to a low-carbon economy with value-added
products and services to manage environmental and social risks
→ Minimizing our environmental footprint

(S) Have a best-in-class,
inclusive proposition to
maximize our social impact

→ Cultivating a workplace that attracts and retains diverse talent
→ Providing value propositions to meet the needs of our broad customer base
→ Fostering financial inclusion and empowerment
→ Supporting society through Santander Universities and other community programmes

(G) Do things the right way
through robust and
transparent processes

→ Promoting our strong culture, The Santander Way
→ Listening to our stakeholders
→ Applying best-in-class policies based on ethical behaviour
→ Ensuring sound corporate governance and risk management
→ Implementing Simple, Personal and Fair practices with customers and suppliers

We have 11 targets that place responsible banking at the heart of our business strategy (see section '2020 highlights'
in this chapter).

23

Annual report 2020

Contents

Helping society tackle global challenges:
2030 agenda
Our activity and investments contribute to several United
Nations' Sustainable Development Goals and support the
Paris Agreement's aim to fight climate change.
We ran an analysis of the contribution of our agenda to SDGs.
It also has revealed which goals are most relevant to Grupo
Santander’s activity, commitments, strategic focus, and other
external factors.

SDGs where our activity and community investment carry the most weight
We want to reduce poverty and boost the
welfare and economy of the countries we
operate in. Our financial inclusion products and
services and community investment
programmes empower millions each year.

Our pioneering Santander Universities
programme helps universities and students
prosper, promoting education,
entrepreneurship and employment. Also,
Santander Scholarships is one of the world's
largest private education grant funds.

We promote an inclusive and diverse
workplace, ensuring equal opportunity as a
strategic priority. We also run initiatives to
drive diversity.

We're the global leader in renewable energy
financing, and also finance energy efficiency
projects; low-emission, electric and hybrid
vehicles; and other cleaner transport solutions.

Our skilled and committed team allows us to
respond to customers' needs, help
entrepreneurs create businesses and jobs, and
strengthen local economies.

Our products and services give society's most
vulnerable better access to financial services,
and we teach them the concepts and skills
they need to manage their finances effectively.

We finance sustainable infrastructure and
promote access to affordable housing to
guarantee basic services and inclusive
economic growth.

We tackle climate change by reducing our own
carbon footprint and helping our customers
transition to a sustainable economy.

We promote transparency, the fight against
corruption and the need for robust institutions
for sustainable development. We have policies
and codes of conduct that regulate our activity
and behaviour, and frame our commitments
towards more a more responsible banking
system.

We participate in prominent local and
international initiatives and working groups.

A. In the coming months we will publish a detailed analysis and results of this analysis on our corporate website.
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Joint initiatives to promote our agenda
We drive our responsible banking agenda through a number
of local and international initiatives and working groups,
including:
• UNEP Finance initiative. We are a founding signatory to the
United Nations Principles for Responsible Banking and
signed up to the Collective Commitment to Climate Action
(CCCA) to transition the financial sector to a low-carbon
economy faster. In 2020, we participated in Phase II of the
UNEP FI project on the TCFD's recommendations for banks,
alongside 38 other financial institutions from six
continents. We also reported on the progress made to
accelerate the adoption of low-carbon and climate-resilient
technologies and business models in society.
• United Nations Global Compact. We've been part of the
Global Compact network since 2002. In 2020, we joined the
United Nations Global Compact's gender equality
programme. We also joined the Target Gender Equality
(TGE) programme, launched in 19 countries with the goal of
increasing the number of women on company boards and
in executive roles.
• World Business Council for Sustainable Development
(WBCSD). Our Group Executive Chairman, Ana Botín, sits on
the WBCSD's executive committee. In 2020, we supported
the Vision 2050 and Future of Work initiatives and signalled
our intention to participate in the new Scaling Positive
Agriculture project under the Food, Land & Water
Programme.
• Banking Environment Initiative (BEI). We continued to
participate in the Bank 2030 initiative, aimed at building a
roadmap for the banking industry to help society in the
transition towards a low-carbon economy.

• CEO Partnership for Economic Inclusion. We're part of a
private-sector alliance for financial inclusion, led by Queen
Máxima of the Netherlands, Special Representative of the
United Nations, to promote inclusive financing for
development. Amid the covid-19 pandemic, we attended a
meeting with participants' CEOs to explore ways to make
low-income customers and small businesses more resilient
to the crisis.
• Equator Principles. We analyse the environmental and
social risks of our lending according to the Equator
Principles and help draw up common criteria.
We joined the Green Recovery Alliance of the European
Union and the Consultative Group of the Taskforce on
Scaling Voluntary Carbon Markets.
Santander Brasil drew up a comprehensive plan with Itaú
Unibanco and Bradesco to promote the sustainable
development of the Amazon. The plan includes ten measures
targeting the three areas considered the top priority for the
region: environmental conservation and the development of a
bioeconomy; investment in sustainable infrastructure; and
the guarantee of basic human rights.
Santander US joined the Hispanic Promise, a non-legally
binding sign of intention to create a more inclusive and
equitable work environment for Hispanic workers. This
initiative launched at the 2019 World Economic Forum and
has been endorsed by more than 150 companies.

Other international and local initiatives that Santander supports

UN Women's Empowerment Principles

International Wildlife Trade Financial
Taskforce

The Valuable 500

Round Table on Responsible Soy

UN Principles for Responsible
Investment

Working group on Sustainable Livestock

CDP (Carbon Disclosure Project)

Climate Leadership Council

UN Global Investors for Sustainable
Development (GISD) Alliance

The Wolfsberg Group
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Our response to covid-19
As a responsible bank, in 2020 we did all we could to
protect the health of our teams and customers, while
helping reduce the economic impact of the crisis.

Contingency plans:

Our Comprehensive Special Situation
Corporate Framework centralizes
governance in crises like covid-19
Special Situations Management
Committee for conducting and
A
monitoring the management of events.
Regular dry runs to raise awareness of,
and prepare for, certain stress situations.

Ensuring business continuity:

As an essential service, we guaranteed our
operations would continue with the same standards
of quality
Special measures in all our countries:
• Social distancing and shift patterns
• Designation of critical staff
• Segregation of technology infrastructure

People:

Customers:

Our priority was to keep our 191,000
employees healthy and safe

We supported our customers in three areas:
Preserving their health, guaranteeing
uninterrupted service on all channels and
promoting their financial resilience

Teleworking: more than 100,000
employees at the height of the pandemic,
gradual returns to the workplace with
safety measures, and more flexible worklife balance policies.
Support measures: Salary advances and
other financial provisions, office equipment
and healthcare supplies delivered to
homes, and psychological support.
Health and safety protocols: Testing and
health monitoring, as well as track and
trace on mobile apps.
#SafeTogether

See section ‘A talented and
engaged team’ in this chapter.

Stronger channels:
Call centres
New digital solutions
Easy access to government-backed lines of
credit.
Branches: Special business hours, shifts,
selective closures and spaces adapted to
safety measures.
Support for the most vulnerable: Liquidity
and credit facilities; grace periods and
payment holidays; reduced fees; and
covid-19 cover in health insurance policies.
See sections ‘Acting responsible towards our customers’,
‘Meeting the needs of everyone in society’ and ‘Financial
inclusion and empowerment’ in this chapter.
See section ‘3.3 covid-19 credit risk management’ in
the 'Risk management and compliance' chapter.

A. Both the Corporation and relevant Subsidiaries shall constitute this Committee. And shall be invoked by the top senior executive to strategically steer and
manage a Special Situation
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We delivered a co-ordinated response across the Group, and
created a common branding - All. Together. Now.

Communities:

Shareholders:

We collaborated on global initiatives to
tackle the pandemic, raising more than
EUR 100 million

We met our obligations towards
shareholders.
We held a virtual April 2020 AGM.

Together Solidarity Fund for
healthcare supplies.
Senior management commitment:
Pay cut taken by the Group executive
chairman, CEO, board directors and
top two executive segments in the
Group
Support through Santander
Universidades to projects facing
health and educational challenges
due to the crisis.
Online scholarships
#YoMeQuedoEnCasa for more than
20,000 young people
Cooperation with the public sector:
Tracing app in Mexico (with BBVA)
and management of ICO loans.

See section ‘Supporting communities’ in this
chapter.

Euromoney recognized
Santander's management of
covid-19 and support for SMEs

We adapted our dividend policy to ECB
recommendations.
We held a hybrid October 2020 AGM, where
we approved a new remuneration proposal
charged against the 2019 and 2020 results.
more than

30,000

new shareholders
since Dec. 2019

See section ‘Shareholder value’.
See section 1.3 ‘Alignment of executive compensation
with the Group objetives and the covid-19 crisis’ in the
Corporate governance chapter.

→ Always informed: www.santander.com
→ Ask Ana: Regular talks and Q&As with employees
hosted by the Group executive chairman. We held
10 meetings, which attracted 140,000 connections/
views
→ Work Café: 65 online events with more than
200,000 attendees
→ Esto lo superamos juntos (We'll get through this
together): Local websites with helpful information
and resources to navigate the crisis
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2020 highlights
Our 11 public commitments to build a more
responsible bank
Grupo Santander works to maintain a strong culture,
developed by a skilled, motivated and diverse workforce, able
to deliver the right solutions for our customers’ needs while
improving the communities we serve. We offer financing our
customers can afford and support education that increases
their financial resilience. We also strive to foster the global
transition to the green economy, while reducing our own
environmental footprint.

In 2019, we disclosed 11 public commitments which reflect
our ambitions for the responsible banking agenda. Our
pledges help us integrate ESG aspects into business
management, and are set out to be SMART (Specific,
Measurable, Achievable, Realistic and Time-bound) so we can
fulfil the UN SDGs intrinsic to our operations, and make
progress towards the targets set out in the Paris Agreement
on climate change.
In 2020, we made significant progress, achieving carbon
neutrality and fulfilling four of our 2021 commitments one
year early.

Our public commitments
2018
A

2019

2020

2021

2025

Top 10 company to work for

4>>>>> 5 >>>> 6✔

6

Women on the board

33% > > > 40% > > > 40% ✔

40% - 60%

B

20% > > > 22.7% >

Women in senior leadership positions (%)
C

23.7% > > > > > > > > > > > 30%

3% > > > > 2% > > > 1.5% > > > > > > > > > > > ~0%

Equal pay gap

D

Financially empowered people

E

Green finance raised and facilitated (EUR)
F

2.0mn

4.9mn

10mn

19bn

33.8bn

120bn

43% > > > 50% > > > 57% > >

Electricity used from renewable energy sources

G

60% > > > > > > 100%

> > > > > 0% ✔

Becoming carbon neutral in our own operations
Reduction of unnecessary single-use plastics in
H
corporate buildings and branches
Scholarships, internships and entrepreneurship
I
programmes

> > > > > > 75% > > > 98% > > > 100%

J

People helped through our community programmes

69k

225k ✔

200k

1.6mn

4.0mn ✔

4mn

Cumulative target

>>>>

From… to…

A. According to external indexes in each country (Great Place to Work, Top
Employer, Merco, etc.).

F. In countries where we can confirm electricity from renewable sources at
properties occupied by Grupo Santander.

B. Senior leadership positions make up 1% of the total workforce.

G. In our core geographies (G10).
H. The reported percentage takes our core geographies (G10) into account.
Specific measures taken to cope with the covid-19 situation that might have
involved use of plastics has not been penalized in the calculation of this
percentage
I. Beneficiaries of Santander Universities (students given a Santander
scholarship will do a work placement in an SME or take part in
entrepreneurship programmes Grupo Santander endorses).

C. Equal pay gap based on same jobs, levels and functions.
D. Unbanked, underbanked or financially vulnerable individuals receive tailored
finance solutions and can increase their knowledge and resilience through
financial education.
E. Includes Grupo Santander's contribution to green finance: project finance;
syndicated loans; green bonds; capital finance; export finance, advisory
services, structuring and other products, to help customers transition to a
low-carbon economy. EUR 220bn committed from 2019 to 2030.
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J. Beneficiaries of our community investment programmes (not including
Santander Universities and financial education initiatives).
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We continue to tackle the new
business environment...
• The corporate culture policy approved by the Group
board in December 2019 was approved by all local
boards in 2020.
• Our new 5-year D&I strategy raises awareness and
introduces new enablers to cultivate an inclusive
workforce in terms of gender, LGBTI, people with
disabilities, age, ethnicity, religion and educational
background.
• Our new, simple and easy-to-access escalation
channel, Canal Abierto, is available in all our
countries, offering full anonymity to users.
• Our new global simplification network mapped all
our simplification initiatives and introduced
consistent plans, KPIs and qualitative ways of
measuring progress and impact.
• Our new pilot programme offers better assessment
and onboarding for c. 400 core suppliers based on
ESG criteria.
• Salesforce remuneration scheme: we significantly
increased the weight of conduct/quality on variable
remuneration (40% or more). Customer satisfaction
and service quality are the basic pillars of this
model.
• Thematic reviews on overdrafts, packaged accounts
and revolving cards.

Economic
and financial review

Risk management
and compliance

…and promote inclusive and
sustainable growth
• We updated our climate strategy, committing to: i)
aligning our power generation portfolio with the
Paris Agreement by 2030; ii) stop providing financial
services to power generation customers with a
revenue dependency on coal of over 10% in 2030;
iii) reduce our worldwide exposure to coal mining
production to zero by 2030; iv) and the ambition to
be net zero carbon emissions by 2050.
• Local boards approved the most recent

sustainability and human rights policies.

• Our second EUR 1 billion green bond launched

under our Sustainable & Green Bonds framework.
We also released an initial report on the first
issuance.

• We offset our all emissions from our operation, thus
become carbon neutral.
• We released our first reports for the UNEP FI
Collective Commitment on Climate Action.
• We joined the Green Recovery Alliance of the
European Union and the Consultative Group of the
Taskforce on Scaling Voluntary Carbon Markets.
• We mapped solutions and products for our new
Green Book.
• Santander CIB created a new ESG team to expand
our ESG solutions.
• Santander Brasil partnered with Bradesco and Itaú
Unibanco on sustainable development in the
Amazon.
• Our global financial education site further

reinforced our financial empowerment objectives.
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Our efforts have been recognized the world over

Member of Dow Jones Sustainability Index

Among top 10 in Bloomberg Gender- Equality Index

The Dow Jones Sustanibility Index (DJSI World) listed
Grupo Santander for the 20th year in a row, with top
marks in financial inclusion, crime prevention, tax
strategy, customer relationship management,
environmental reporting, operational eco-efficiency and
social reporting. We also improved our FTSE4Good and
Sustainalytics scores.

Grupo Santander 7th in the Bloomberg Gender- Equality Index
(BGEI) scoring above average in every category. Top score
achieved in equal pay and gender pay parity. The BGEI is a
golden seal for companies around the world that show a firm
public commitment to equality and women in the workplace
through policymaking, visibility and transparency.

One of the world’s best places to work

Top Employers 2020

Great Place to Work put Grupo Santander among the
world's 25 best workplaces for the second year, out of
more than 10,000 organizations worldwide that ensure
exceptional employee experiences and high-trust
relationships rooted in fairness and equality. The institute
also named us one of the Best Places to Work in Latin
America.

Top Employers recognizes the excellent work environment of
our bank in Spain, Poland, the UK and Chile, and of Santander
Consumer Finance in Germany, the Netherlands, Austria, Italy,
Poland and Belgium. As Santander has won awards in more
than five European countries, it also received the Top
Employers Europe certification.

Best bank for diversity and inclusion,
and for SMEs
Euromoney gave Santander its global ‘Best Bank for
Diversity and Inclusion’ award for the first time, in
addition to our third global ‘Best Bank for SMEs’ award in
five years. The magazine highlighted the breadth and
ambition of our diversity and inclusion programmes. It
also presented us with its "Excellence on Leadership"
award for our covid-19 response in Europe.

30

One of the 100 most valuable brands in the world
Thanks to our work helping communities prosper in a way that
is Simple, Personal and Fair, we have been recognized as the
biggest bank in the eurozone and the sixth bank in
Interbrand’s 2020 Best Global Brands ranking.
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Local Awards
UK
The Times listed Santander UK as one of the Top 50
employers for Women 2020.

Chile
Santander Chile was named a Leading Company in
Sustainability by ALAS20, as well as being made a
member of DJSI Chile, DJSI MILA Pacific Alliance and DJSI
Emerging Markets

Mexico
Santander Mexico placed ninth in TOP Companies' Súper
Empresas 2020 ranking. It is a member of the new S&P/
BMV Total Mexico ESG Index and DJSI MILA Pacific
Alliance. It was also named by International Finance
magazine as the Best Bank for Financial Inclusion in
Mexico for the TUIIIO microfinance programme, which
also received socially responsible company honours from
Centro Mexicano para la Filantropía (Cemefi) and Alianza
por la Responsabilidad Social Empresarial (AliaRSE).

Argentina
Great Place to Work named Santander Argentina one of the
five best companies for women.

Brazil
Santander Brasil was chosen by Great Place To Work as one of
the 10 best companies for women and for the 11th year
running featured in the Índice de Sustentabilidade Empresarial
(ISE) portfolio.

Poland
Santander Polska featured among Wprost magazine's “best
employers in times of crisis”.

Portugal
Great Place To Work named Santander Portugal the “Best
Bank to work for in Portugal” and we ranked third overall in its
category for companies with over 1,000 employees.
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The new business
environment
To meet the challenge of the new business environment,
we’re focusing on...
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Our strong and
inclusive culture:
The Santander Way
A strong corporate culture is
critical to succeeding in today's
competitive, fast-moving
environment.

A talented and
engaged team

Acting responsibly
towards our customers

The more prepared and motivated
our workforce is, the stronger its
commitment to helping people
and business prosper will be. Our
team reflects the diversity of the
communities where we operate.

We develop our products and
services responsibly, and aspire to
deliver excellent customer
service.

Responsible
procurement

Shareholder value

Our procurement processes apply
ethical, social and environmental
criteria to ensure we operate in a
sustainable way.

We have clear and robust
governance that manages risks
and opportunities prudently and
devises long-term strategy to
safeguard the interests of our
shareholders and broader society.
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A strong and inclusive culture:
The Santander Way
The Santander Way is our purpose, our aim and
how we do business. It's our bedrock for building
a more responsible bank.

Being more responsible requires
a strong culture
Santander's corporate culture is critical to building a more
responsible bank. By fulfilling our purpose of helping people
and businesses prosper, our business grows and creates value
for everyone.

The Santander Way
Our values

Our
purpose

Simple | Personal | Fair
Corporate behaviours

To help people and
businesses prospers.

Our
aim
To be the best open
financial services
platform by acting
responsibly and earning
the lasting loyalty of our
people, customers,
shareholders and
communities.

Show
respect

Truly
listen

Talk
straight

Keep
promises

Actively
collaborate

Bring
passion

Support
people

Embrace
change

Our
"how"

Leadership commitments
Being open and inclusive

Inspiring and executing
transformation

Encouraging the team to
prosper

Leading by example

To live The Santander Way and be Simple, Personal and Fair
in everything we do, we have eight corporate behaviours
embedded in every stage of the employee lifecycle, from
recruitment and training to performance reviews and
compensation. In addition, our principles on diversity and
inclusion (D&I) strengthen our relations with our broad base
of stakeholders, making sure we are fully inclusive.
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Cultural transformation:
an ongoing journey
We understand a strong culture takes time to embed. Since
The Santander Way launched in 2015, we've strived to ensure
everything we do for our customers, employees, shareholders
and communities is Simple, Personal and Fair. This ambition
is reflected in the standards we uphold across Grupo
Santander.
By virtue of our talented and engaged workforce, guided by
clear governance, we've made great strides to strengthen our

culture and values. Our employee engagement scores have
increased by 12 percentage points (pp) since 2014. 86% of
employees said they felt proud to work for Santander (+8 pp
since 2014). 81% would recommend working at Santander
(+10 pp since 2014), and 84% (+13 pp vs 2014) said their job
gives them purpose and motivation to build a bank that is
even more Simple, Personal and Fair.

Culture plan 2020: objectives and achievements
Objectives

Diversity and
inclusion

Speaking up

Acting
responsibly
towards our
customers

Responsible
procurement

Simplification

Drive our D&I strategy with
enablers of an inclusive
workplace
Implement global minimum
standards on parental leave

Implement ethical channels in
our core markets

Uphold customer protection
principles
Lay down corporate guidelines
on vulnerable customers

Achievements
• Women make up 23.7% of senior management
(up from 22.7%) and 40% of the board of
directors.
• Cultural diversity increased from 50% to 66%
A
among senior managers .
• The percentage of employees with disability rose
from 1.8% to 1.9%.
• The board approved a D&I strategy.
• Among top 10 in the 2021 Bloomberg GenderEquality Index and named the World's Best Bank
for D&I by Euromoney.
• Our ethical channels with global minimum
standards were implemented across our
footprint.
• We mapped out initiatives and rolled out
guidelines on vulnerable customers in our core
countries.
• Responsible Banking unit´s 3-year strategic plan
incorporated progress indicators to measure
responsible practices towards customers.
• We implemented covid-19 measures for
customers, sharing best practices.
• We completed our 3-year plan to include
customer satisfaction indicators within salesforce
remuneration schemes.

Roll out an ESG pilot programme • Our pilot programme assessed c. 400 key
for suppliers
suppliers according to environmental, social and
governance (ESG) criteria.
Enhance governance for critical
•
We improved our risk management model.
suppliers

Identify and map out projects
that streamline processes
Improve metrics about
simplification

• Our global simplification network mapped 115
projects.
• Key performance indicators applied to 100% of
projects.
• 100% of the projects align with how we measure
simplification through our Global Engagement
survey or Net Promoted Score (NPS) results.
• We developed a global project in Legal within 10
countries with more than 30 initiatives that
managed to shorten some contracts in 50%,
procedures in 20% and have also reduced the
number of contractual models.

A. Cultural diversity considers race and ethnicity, nationality, age, experience and career background locally and abroad.
For more details on diversity and inclusion and speaking up, see the next section titled "A talented and engaged team". Further information on the Simple, Personal
and Fair approach towards customers and suppliers can be found under the "Acting Responsible Towards Customers" and "Responsible procurement" sections
respectively.
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Risk pro: Our risk culture
Prudent risk management is essential to any responsible
bank. This requires clear policies, processes and lines of
accountability. Over the years, banks have been subject to
greater scrutiny by the European Central Bank (ECB) and
other regulators who pay close attention to how the financial
institutions they oversee understand risk at all levels.
Therefore, at Santander we make risk management
everyone’s business.

Risk management: The bedrock of a responsible bank

While risks and regulatory requirements for banks often
change tune,Grupo Santander’s risk management has
consistently ensured excellent, sustainable growth, owing to
our robust risk culture called Risk pro (or I AM Risk in the UK
and the US).

3. Internal audit

In Risk pro, everyone is responsible for managing the risks
they encounter,regardless of level or role. Therefore, 10% of
our common performance management model,
MyContribution, is based on daily risk management.
As one of the common standards of our corporate culture
policy, Risk pro instils prudence and vigour into our risk
management, proving more effective than ever in the
covid-19 crisis.

Grupo Santander's risk management and compliance model,
driven by our core values, culture, ethical behaviours and
responsible banking strategy, consists of three lines of
defence:
1. Business and support units
2. Risk management and compliance
The board of directors is in charge of controlling risks and
setting risk appetite. It receives expert support from its risk
supervision, regulation and compliance committee.
Building a responsible bank rests on our analysis and
handling of risks to our reputation, regulatory compliance,
conduct, digitalization, society, the environment and climate
change. In 2020, Grupo Santander continued efforts to
identify, analyse and spread awareness on climate-change
risks on the TCFD's recommendations (for more details, see
the section on sustainable finance).

Promoting and enhancing our risk culture
In 2020, Grupo Santander's risk culture grew stronger. The
Risk and the Compliance & Conduct divisions worked together
to embed Risk pro in recruitment, onboarding, day-to-day
operations and leadership across all businesses.
Communications and mandatory training have acted as key
levers that continue to drive the importance of ethical
behaviours in our day-to-day work.
We do this through such initiatives as Risk Pro Heroes (to
recognize employees' efforts to escalate risk); the speak up
channels in place across our footprint to encourage the
reporting of reputational and business risks; and the Risk pro
Week/Month. In 2020, we ran a joint Risk pro Week for the
first time involving the UK, Mexico, Chile, Argentina, Peru,
Colombia and the Corporate Centre in Spain, cultivating
employees' appreciation for risk management in everyday
functions with informative materials, messages, videos and
webinars.
To measure our progress in embedding Risk pro in Grupo
Santander, we reviewed risk profile assessments (RPAs)
completed by local teams and simplified the metrics of the
Risk pro dashboard, which gave us better insight into local
adoption of our risk culture across our footprint. We also
improved group-wide cooperation and shared best practices
thanks to six new working groups that devised an operating
model based on local risk management.
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For more details on environmental and social risks,
see section 2.5 in the 'Risk Management and
Control' chapter.

For more details on our prevention of corruption, bribery,
money laundering and terrorism financing, see section 7.2.
'Compliance and conduct risk management' in the 'Risk
management and compliance' chapter.
For more details on MyContribution model see
'Performance review and remuneration' in 'A talented and
engaged team' section.
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Cybersecurity
Cybersecurity is critical in the digital age. Cyber attacks and
fraud pose systemic risks to financial services. Customers
expect their data to be secure and ethically processed.
Cybersecurity is built into our culture to foster crucial
behaviours that protect our bank and our customers'
information. The group culture steering approved an initiative
to include cyber security as part of the 10% risk objective of
the employees' performance management. With global
cyber threats on the rise, we gave training to payment
operators, developers, executives and board members, and
launched an updated version of our mandatory
cybersecurity training course. Our awareness initiatives on
digital channels help customers and our communities stay
safe online. We started a global cybersecurity campaign
under the UEFA Champions League and Copa Conmebol
Libertadores sponsorship, using football analogies to share
our five cyber tips. We continue raise cyber awareness for
personal and business customers through our websites, social
media and online workshops.

Cybersecurity is the
responsibility of everyone who
works with Santander

93%

of employees can
identify risks in their job
every day

91%

of employees see cyber
security as a top priority

We work with public and private organizations to promote
knowledge sharing and collaboration on cybersecurity. We
lead efforts in key geographies to increase information
exchanges with government agencies and financial
institutions. We also champion the creation of international
exchange mechanisms to help combat cyber crime.
Our cybersecurity and IT conduct policy is fundamental in our
cybersecurity endeavours to protect our bank and our
customers. It outlines how Santander equipment and
Information Technology (IT) services should be used. It
highlights areas of risk and misconduct. It explains how our
rules can avoid, mitigate and manage reputational and
commercial risks. It also sets out how Grupo Santander and
subsidiaries must handle the technology, work tools and
information we provide employees with to prevent legal,
reputational and cyber-related incidents.

For more details on employees'
cybersecurity training, see the
section 'A talented and engaged
team' in this chapter.

75%

of employees feel
encouraged by managers
to report important
information, even bad
news

For more details on our
cybersecurity plan, see section
'6.2 Operational risk
management' in the 'Risk
management and compliance'
chapter.

79%

of employees say they
can report unethical
conduct without fear of
retaliation

Source: Global Engagement survey 2019. Next survey expected in May 2021
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A talented and engaged team
Our team reflects the diversity of our communities and
adapts to the new business environment, inspiring
customer loyalty and meeting society's needs.

Our people, the cornerstone of our strategy

Talent management

Performance reviews and remuneration

Robust talent management means attracting and
retaining the best talent while encouraging our
people to learn and develop.

Our performance reviews and remuneration
align with our culture.

Diversity and inclusion

Employee experience

A diverse and inclusive workforce is
pivotal to our cultural transformation
and to delivering our strategy.

A motivated workforce builds the best
work environment that promotes
wellbeing, flexible working schemes and
speaking up.

Our goal

Achievement in 2020

Treating our employees responsibly builds stronger teams willing to go
the extra mile for our customers and guarantees the returns our
shareholders expect. This way, we can invest more in our communities
while making our people proud to be part of Grupo Santander in a
virtuous circle of loyalty that drives our success.

Last year, we set out to be among the top 10 companies
A
to work for in 6 of our geographies by 2021.

A. According to a leading external source in each country (Great Place to Work, Top Employer,
Merco, etc.).

38

Top 10
company in
B
6 geographies

B. Spain, Portugal, Argentina, Mexico, Uruguay and Chile, using
the latest publications at our disposal. In Portugal and
Argentina the rankings used only consider companies with
more than 1,000 employees.
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Talent management
Our talent management strategy helps us attract and retain
the most talented and skilled employees. It also contributes
to accelerating our transformation by fostering their
continuous development. Several projects further this
objective:
• Strategic Workforce Planning (SWP) identifies employee
challenges and gaps in skills and expertise. It helps us
create action plans to make sure each area has the skills it
requires.
• Skill Model helps define common job profiles across the
group. As the skills we require become increasingly similar
across geographies, it is an opportunity to define common
role requirements that can help our employees understand
what is critical in their jobs and focus on new areas to drive
our transformation.
• Dojo tackles the transformational challenge of our training
and career development. It brings all our global
subsidiaries under one training platform that up-skills and
re-skills employees faster.
• Workday is our new global HR platform. It gives us an
overview of people's skills and expertise, and allows us to
collaborate and communicate more easily.

Talent management figures

2020
A

Total employees (thousand)

2019

191

196

97.9

97.9

% employees working full time

94.9

94.9

Employees joining/leaving (turnover)

12.6

17.6

6.7

8.3

10.2

10.2

74.5

74.5

A

% employees with a permanent contract
A

% of workforce promoted
A

Average length of service (years)

A

% coverage of collective agreements
A. At year end

For more details, see the
‘Key metrics’ section in this
chapter.

These programmes are complemented by local initiatives to
cultivate talent according to each geography's specific
requirements.

Talent attraction
We must attract talent that will drive our transformation
while boosting skills and streamlining processes.
In 2020 we integrated our countries into our global career
website, where applicants can now find our openings across
the globe in just one place.
We also relaunched a section in our intranet, Global Job
Posting, which opens internal vacancies from our countries to
all our employees. Our new search engine simplified
employee experience and increased access to more than 800
job descriptions in various geographies, fostering the
functional and geographical mobility that is key to talent
development. We also explored innovative technology
solutions to support our digital transformation, maximize
efficiency in recruitment processes and enhance applicants'
experience.

Attracting tech/digital professionals
Our employee value proposition, The Santander Effect, drives
the impact the tech and digital experts we recruit can have on
our organization.
Santander Global Technologies launched Be Tech! with
Santander, an initiative to find and onboard 500 new
employees with different digital backgrounds and degrees in
STEM disciplines. The critical in-house knowledge and skills
we are gaining, as well as new ways of thinking and problemsolving, is enriching our capabilities in Cloud, Data and
Cybersecurity.
In Poland, our SantanderTech programme offers a six-month
work experience to students and recent graduates with
projects that give them a unique advantage in their career
development.
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Career development
Santander’s transformation is boosted by our continuous
learning approach. Our training and development
programmes help employees acquire new skills, sharpen old
ones, increase performance and productivity, and become
better leaders.
These are our main talent and career development
programmes:
• Talent reviews to assess our employees’ potential and
support the professional growth of highly promising
individuals.
• Succession planning: Our strategic approach is critical to
ensuring Santander’s future success by identifying potential
replacements for key roles and provide them with valuable
development opportunities.
• Action Learning Programme Santander (ALPS) for senior
managers. ALPS fosters business leadership and problemsolving in a collaborative environment. 2020 marked its
third year, with 35 executives taking part.
• Young Leaders engages 280 emerging leaders from 22
countries who possess outstanding expertise in digital and
innovation, and uphold our Simple, Personal and Fair (SPF)
culture. Participants work with senior managers to
implement Santander’s strategy and share new ideas.
• Top Talent focuses on accelerating the development of our
most senior leaders. Participants reflect on their managerial
style and are given individual feedback and support to
create a development plan based on their key strengths and
areas of improvement.

Corporate mobility
Mobility is vital to developing our employees and making our
teams more diverse. Our main mobility programmes are:
• Global Job Posting offers employees the chance to apply
for jobs in other countries, companies and divisions of
Grupo Santander. Since 2014, it has posted over 5,700
openings.
• Division Talent Mobility Programmes: CIB, Accounting and
Control, Internal Audit and other businesses and functions
have international mobility programmes to expose
employees to new realities and projects, boosting their
career development.
• Mundo Santander has been one of Grupo Santander's
flagship talent programmes since 2008. It supports the
development of +2,000 employees who have taken part in
strategic assignments in other countries for 3 to 6 months.
Due to current travel restrictions, Mundo Santander was redesigned in 2020, so participants could work virtually on
international projects in the future to foster their career
development under these new circumstances.

"Mundo Santander was a fantastic opportunity
to connect with colleagues from other countries,
and learn different perspectives on how we do
business"
Styvenson Peña, Corporate Centre

Santander, a great company to work for
In 2019, we set the target to be a top 10 employer in six of
the countries we operate in by 2021. We changed our target
from being a "top bank" to being a "top company to work for"
to stay ahead of the competition in attracting the best talent.
We featured in the Great Place To Work list of the 25 best
companies to work for in the world for the second year in a
row, out of more than 10,000 organizations from 92
countries. We are also the highest ranked bank worldwide.
The ranking considered us one of the Best Places to Work in
Latin America, as well as naming Santander Argentina one of
the five best companies for women and Santander Brasil one
of the ten best companies for women.
We received the Top Employers 2020 certification in Chile,
Spain, Poland, the UK and in our SCF units in Germany, the
Netherlands, Austria, Italy, Poland and Belgium. This honour
recognizes excellent working conditions and contributions to
personal and professional development. Thanks to the
achievements made in Europe, we obtained the Top
Employers Europe 2020 certification.
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Furthermore, Santander México ranked ninth in TOP
Companies' Súper Empresas 2020 ranking. The Times listed
Santander UK as one of the Top 50 employers for Women
2020, and Santander Polska featured among Wprost
magazine's best employers in times of crisis.
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Learning and development
We value continuous learning so our employees can adapt to
a fast-paced, ever-changing environment. We have a global
induction, training and development policy to:
• transform our business.
• manage talent, encourage innovation, share knowledge and
identify key employees in various areas.
• embed our culture in line with the governance standards of
Grupo Santander, which include the corporate culture policy
and the code of conduct.
In 2019, we laid the groundwork for two transformational
projects, Skill Model and Dojo, to support our Strategic
Workforce Planning and enhance the skills required to futureproof the workforce. Skill Model identifies common job
profiles across our markets to drive simplification and
consistency, leveraging internal know-how and helping
Santander track what their employees know to facilitate
talent management. Dojo tackles transformational training
and development challenges by creating common learning
paths and learning objectives and bringing all our
geographies under one global training platform through
academies and badges (certifications) to up-skill and re-skill
employees faster.

In 2020, we trained employees in third-generation human
rights issues, namely diversity and inclusion, health and
safety, relations with customers and suppliers, the
environment and the fight against corruption.
Likewise, and as a result of the covid 19 pandemic, Banco
Santander has promoted the use of digital channels to
continue the training of its employees
Main Group data
Millions invested in training

2020

2019

61.3

102.6

Investment per employee (euros)

320.7

522.3

% employees trained

100.0

100.0

Hours of training per employee

30.9

40.7

Employee satisfaction (over 10)

8.2

9.3

For more details, see the
‘Key metrics' section in
this chapter.

In 2020, Dojo launched and, by October, it had reached 2,167
employees from Retail and Consumer in 11 geographies with
a minimum viable product (MVP) that includes three initial
academies (Agile, Engineering and Cloud), a Customer &
Commercial Academy (to launch in the first quarter of 2021),
and the first Badges (certifications) in Agile framework
fundamentals, Agile for Teams, Agile Metrics, and Scaling
Agile at Santander. Today, Dojo covers 243 skills with more
than 38,000 learning activities.

Global training
Our main initiatives are:
→ The Risk Pro Banking School and Academy and other
risk management centres help establish the best
strategies for our employees and promote a strong,
uniform risk culture.
→ The Global School of Internal Audit offers practical
solutions designed to adapt to business and regulatory
changes.
→ The Technology & Operations School has rolled out the
Agile, Engineering Excellence and Cloud Academies at
Dojo, as well as the first virtual Advanced Operations
Programme and the Cybersecurity programmes for key
roles within Grupo Santander.
→ Global mandatory online training strengthens our
commitment to complying with financial regulation.
Available in all of our countries, we integrate it into
performance and incentive schemes. Courses cover
topics such as cybersecurity, Risk pro, financial crime,
data protection, conduct risk (i.e. Cyber Heroes, an
online programme to reinforce the direct role we all play
in protecting Santander, our people and our customers).
Each local unit has other mandatory courses based on
local regulations and requirements.

→ Leaders‘ Experience is an executive business and cultural
transformation programme to help participants (849 senior
leaders and 280 young leaders) acquire the tools and skills
they need to accelerate the transformation of Grupo
Santander.
→ The Faro Community has been created to leverage our
global footprint and direct our executives’ focus to
accelerate Grupo Santander's transformation.Grupo
Santander
→ Through our Responsible Banking endeavours, we've
designed a new e-Learning course that raises awareness
about the damaging effects of climate change on the
economy. We also began a series of virtual talks by leading
experts about climate change and what it means for banks,
to which all senior managers were invited. In addition, our
board members received climate-related training.
Some subsidiaries and global units had additional training
on climate change, as well as on sustainability, sustainable
finance, and diversity and inclusion.
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Sharing best practice
We leveraged our global scale to improve our performance
faster with these group-wide initiatives:
→ Risk Pro/I AM Risk Culture Workshop to discuss
subsidiaries' progress and establish a global Risk Pro
Culture collaboration model.
→ First Workshop to create global communities and
promote a collaborative culture across Grupo Santander,
adding value through knowledge sharing. The workshop
was organized by the Compliance and Conduct
Collaboration Community
→ Non-Financial Risk Workshops on topics pertaining to
Santander Consumer Finance.
→ Managing Retail Credit Risk through the covid-19 crisis to
share core lessons learned from the payment holidays
offered to retail customers.

nd

→ 2 Responsible Banking Workshop to outline Grupo
Santander’s future responsible banking strategy. Our
Responsible Banking team also holds regular video
conferences with country teams to introduce new initiatives
and share best practices.
→ Our global D&I network, which shared their local good
practices and voted on one initiative to implement globally.
→ Common Culture Workshop focused on setting priorities
and learning from best practices.
→ Simplification network established to identify and share
local initiatives globally, enabling us to set a common
simplification methodology while tracking progress
towards clear targets.
→ Customer Experience (CX) community created to support
subsidiaries in achieving the public commitment to be in
Top 3 NPS. It acts as a forum to share best practices
towards customers, contents and tools. It also helps
implement local customer experience plans.

Social dialogue and restructuring
Grupo Santander promotes and upholds all employment
regulation and trade union rights, including the International
Labour Organization’s main standards, on freedom of
association and the right to collective bargaining. We are in
constant dialogue with employees’ legal representatives,
with bilateral meetings and special committees where parties
can share information, raise concerns and queries, and
negotiate.
Our restructuring processes are an example of how we
promote social dialogue. In recent years, Grupo Santander has
had to undergo restructuring in Spain, Argentina, Portugal,
Poland, the UK and other core geographies, consistently
implementing internal and external flexibility measures to
lessen the impact on employees and support their transition
to new employment:

Restructuring
When restructuring affects jobs, we always:
→ Negotiate with local trade unions and legal representatives
to ensure employees' rights are upheld.
→ Pay severance above the amount required by law, in
keeping with agreements with trade unions.
→ Help employees find new roles in Santander or other
companies.
→ Consider employees' special circumstances (i.e. disability,
children with severe disease, etc.) and offer special support.

Assisting off-boarded employees
Santander Poland executed a restructuring plan to adapt to
the new landscape. To ease the transition to new
employment and provide emotional support, we created a
protection package to help leavers realise their potential. It
gives them information on the job market and ways to search
for opportunities, as well as encouraging them to contact
prospective employers.
We launched communication campaigns, with webinars,
online consultations and new helplines. We also offered
support to managers through a change experience
framework, which they could draw on to outline their
employees' journey.

External relocation programme
We restructured the organization in 2016 and 2018 alongside
strategic partner Lee Hecht Harrison (LHH) to help those
affected decide what to do after leaving the company. The
A
programme committed to achieving 100% reassignment and
also assisted employees interested in retirement, starting up
a business, specialized training and other options. The
measures were available to all leavers and their closest
relatives free of charge and for as long as it took them to find
a new job.
Due to the pandemic, in early 2020 the bank committed to
not placing any employees on furlough (known as ERTE in
Spain).
In December, we announced further workforce restructuring,
set for completion in 2021. Around 3,500 employees will
leave organization and another 1,500 employees will be
reassigned within the Group.
A. In 2016 and 2018, 100% of active job seekers found employment through
our outplacement programmes.

42

Responsible
banking

Corporate
governance

Economic
and financial review

Risk management
and compliance

Performance review and remuneration
Our comprehensive remuneration framework combines fixed
and variable schemes based on employees’ and company
achievements. Short- and long-term variable remuneration
reflects what we have accomplished (group-wide quantitative
and qualitative targets, as well as individual and team
targets) and how (e.g., behaviour, leadership, sustainability,
commitment, growth and risk management), in addition to
pension plans, banking products and services, life insurance
and medical insurance and other competitive benefits our
employees can choose. Fixed remuneration schemes reflect
local market conditions. To set pay, we strictly apply the
benchmarks and collective agreements in force in each
country and community.
To comply with EU regulations on compensation, we class
1,389 employees who make decisions that may have a
material impact on Grupo Santander’s capital as identified
staff. They are subject to a variable remuneration deferral
policy that defers a significant amount of their variable pay
(40%-60% depending on their responsibilities) for three to
seven years in accordance with internal and local regulations.
50% is delivered in shares and subject to potential reduction
(malus) or recovery (clawback).

Main initiatives in 2020:
→ Inclusion of our responsible banking targets (including
being a "top-10" company to work for; women senior
managers, financially empowered people; green finance;
and ethical channel standards) as a qualitative metric in
our executive remuneration bonus scorecard.
→ Mitigation of remuneration-related risks.
→ Increase awareness of fair pay practices in terms of equal
pay and gender pay gap reduction.

For more details on
remuneration data, see the ‘Key
metrics’ section of this chapter.

For more details on board
remuneration, see section 6 of
the 'Corporate governance
chapter'.

MyContribution
MyContribution is our common performance management
model. Performance management is key to enriching our
culture and ensuring colleagues perform to the best of their
abilities in keeping with their career goals. Our model applies
to senior managers; employees who take risks deemed
"critical" under policies on governance, regulations and
remuneration; and employees at the Corporate Centre and in
Spain, Brazil, Mexico and Santander Consumer Finance. We
plan to implement it in other core markets in 2021.

• How: 40% is based on how employees deliver on objectives
and foster the values of Simple, Personal and Fair, the eight
corporate behaviours and the four leadership
commitments, which combine to form The Santander Way.
• Risk: 10% is based on how employees manage risk in their
day-to-day role.
MyContribution is updated regularly. It now highlights our risk
culture with a separate category created in 2020 to assess it.

MyContribution has three components:
• What: 50% is based on employees' individual goals set in
line with group-wide strategy.

43

Annual report 2020

Contents

Diversity and inclusion

Our commitment to a diverse and inclusive work environment
is a cornerstone of our corporate strategy. Our global D&I
executive working group and D&I expert network of local
representatives perform a vital role in driving and cascading
the importance of diversity and inclusion across Grupo
Santander.
To recruit, manage and develop talent that reflects broader
society, we developed a diversity and inclusion (D&I)
strategy in 2020. It sets out to consolidate an inclusive
workforce in terms of gender, LGBTI, people with disabilities,
and cultural diversity (age, ethnicity and race, nationality,
educational and professional background, and international
experience) by:
• encouraging leaders to get involved: their commitment to
being open and inclusive and to promoting diversity will
help consolidate our diverse and inclusive culture.
• increasing awareness: promoting diversity and shaping our
culture through global standards and actions such as
FlexiWorking, parental leave, training, employee networks
and the celebration of international days.

53.7%

23.7%

39.2

1.9%

of employees are women
-1 pp vs 2019

Average age of the
workforce, + 0.6 pp vs
2019

of senior managers are
A
women ,+1 pp vs 2019

of employees have a
B
disability , +0.1 pp vs 2019

Data at year end.
A. Senior managers are 1% of total headcount
B. Data from Mexico not included as it is confidential information.

86%

of employees believe Santander treats employees fairly
regardless of their age, family, marital status, gender
identity, disability, race, colour, religion or sexual
C
orientation. +1 pp vs 2018.
C. 2019 Global engagement survey. Next survey expected in May 2021

• promoting balance: special focus on increasing the number
of women in management and in development
programmes.

Euromoney gave Santander its firstever global ‘Best Bank for Diversity
and Inclusion’ award, highlighting
the breadth and ambition of our
diversity and inclusion programmes

Initiatives and achievements in 2020
Gender

Cultural

LGTBI

→ 3-year roll-out of maternity and
paternity leave minimum standards:
Maternity standards improved in
Argentina as well as in Mexico, where
we also implemented secondary parent
leave. In 5 geographies, our standards
have been met or exceeded; roll-out
will continue in other markets until 2022
→ An objective to achieve gender balance
in training and development
programmes

→ Our definition of cultural diversity
expanded to include race, age and
international background

→ Embrace network leaders from each
geography met together in July to share
best practices and set the first global
LGBTI network objectives for 2021

→ GPTW named Santander one of the Best
Workplaces for women 2020 in Brazil
and Argentina
→ First global meeting of the Santander
Women Network held with
representatives from Spain, Argentina,
Chile, the US, the UK, Santander
Consumer Germany and Santander
Consumer Nordics. Our objective is to
extend the network to all subsidiaries to
act as a counseling body regarding local
gender initiatives
→ New communication guide in
Argentina, which covers gender and
includes a protocol against gender
violence
→ Management skill programme for
Women launched in Chile to incorporate
more women managers

→ Cultural diversity in senior managers
increased from 50% to 66%
→ Black inclusion action plan rolled out in
the UK to raise the number of Black
senior managers
→ "Through our eyes" talks organized in
the US for employees to share
experiences, encouraging often hard
conversations about racial and social
injustice. This initiative was voted to be
rolled out globally in 2021, adapted to
local circumstances

→ Collaboration with the Office of Ethics
and Employee Relations in Poland to
encourage speaking up

People with disabilities

Empowerment

→ Global mapping to share countries' best
practices for people with disabilities

→ Compulsory online diversity and
inclusion training for senior managers
to promote inclusive leadership and raise
awareness

→ Celebration of the People with
disabilities week across the group
→ Paid work experience launched in UK, in
addition to tailored career support
programme for students with autism
→ Inclusive recruitment methodology
applied in Portugal

For more details on our D&I initiatives, see the
Diversity and Inclusion report in our corporate
website.
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→ Survey conducted in Mexico to find out
how LGBTI individuals feel in the bank,
in addition to LGBTI inclusivity
workshops

→ Panels organized in Mexico on positive
masculinity and inclusive leadership
→ Monthly seminars on D&I and gender
diversity in Argentina
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Gender equality
Grupo Santander continues to prioritize equal opportunity for
men and women. Although 53.7% of employees are women,
we recognize the figure is lower in leadership roles and we're
taking significant measures to bring in more women leaders
at all levels.
A

In 2019, we set diversity targets for senior managers ; in
2020 our initiatives continued to promote gender equality,
covering issues ranging from work-life balance and parental
leave standards, to recruitment, career development, equal
pay and awareness. Across our footprint, we applied the
global minimum standards for parental leave approved at the
end of 2019. They include initial paid maternity leave of at
least 14 weeks in Argentina, Mexico and the US as well as
secondary parental leave of at least 4 weeks in Brazil, Chile,
Mexico, Poland and Uruguay.
Grupo Santander is also taking measures to fight sexual
harassment, which has been explicitly included within our
global code of conduct. In Spain, we have an equality plan
with protocols against sexual and gender-based harassment.

Grupo Santander is one of the
leading companies in the
Bloomberg Gender-Equality
Index, achieving the top score in
equal pay and gender pay parity.

A. Senior managers are 1% of total headcount.

Equal pay
Our strategy also prioritizes pay parity between men and
women, which we measure in terms of the equal pay gap
and the gender pay gap.

Gender pay gap: 31.7%

Equal pay gap: 1.5%

What it measures:

What it measures:

The gender pay gap measures differences in compensation
between women and men in an organization, business, industry
or the broader economy, irrespective of the type of work. At
Santander, fewer women hold senior and business
management roles than men (something we are focussed on
addressing), while more women work in retail banking and
support roles.
We calculate the gender pay gap as the difference of median of
remuneration paid to male and female employees expressed as
a percentage of the male remuneration. Our remuneration
schemes factor in base salary and variable pay, but not
corporate benefits/in-kind compensation or local allowances.
Our progress:
Santander addresses the gender pay gap with a methodology
based on best practices and common guidelines for the group
and local units. We are extremely committed to fostering a
diverse and inclusive working environment. We maintain
rigorous standards for promotions, recruitment, succession
planning, implicit bias training and talent pipelines to
strengthen diversity, with communications from executives as
well as mentoring, networking and other actions aimed at
achieving greater balance in the organization. Local units have
action plans in place based on their own characteristics and
conditions.

The equal pay gap gauges "equal pay for equal work" for
women and men in the same job at the same level. Our
comparison does not consider certain factors, such as tenure,
years of service, previous experience or background.
Our progress:
Grupo Santander set up fair pay programmes to reduce the
equal pay gap. They include systematic reviews tied to
remuneration cycles (merit-based promotions and bonuses),
work reorganization and career development plans to recruit,
engage, and retain diverse talent.
Our equal pay gap, which stood at 2% in 2019, declined this
year as a result of our strong commitment and wide-ranging
action plans across the organization. We will continue
conducting robust reviews and analyses of pay data to detect,
understand and act on any gaps.

The gender pay gap slightly increased from 31% in 2019, owing
to a larger sample size coming from enhancements to our
methodology and its comprehensiveness.
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People with disabilities
Grupo Santander has plans in place to include, and increase
accessibility for, people with disabilities, which we believe is a
question of talent, ethics and responsibility. While their
inclusion promotes their independence, freedom and dignity,
it also enriches the teams they join.

In 2020, these global initiatives increased the number of
employees with disabilities in Grupo Santander from 1.8% in
2019 to 1.9%:

Our D&I strategy sets two objectives to foster the inclusion of
people with disabilities:

• Recruitment of talent with disability benchmarks through
trainee programmes.

• To meet (or exceed) the legal quota for employees with
disabilities in a direct way, increasing the 2019 headcount
of employees with disabilities by 1% in countries without a
A
legal quota by 2025 .

• Volunteering and mentoring for people with disabilities.

• To comply with local accessibility laws, requiring the AAlevel accessibility standards dictated by the Web
Accessibility Initiative (WAI) for all new digital products.

• A global mapping to share countries' best practices across
the group.

• Awareness campaigns.
• AA-level digital accessibility criteria required in the
validation of Grupo Santander websites and apps.
Fundación Universia is a core partner in Grupo Santander's
efforts to include people with disabilities.
A. This measure exempts countries where it is not legal to collect disability
data.

Differently abled
Since 2018, the Differently abled programme has been
preparing organizations to employ people with disabilities to
promote inclusive and diverse workplaces. This year, the
project focused on spreading awareness about the rights and
needs, and benefits of employees with disabilities, in addition
to tearing down barriers and creating an environment where
they could feel free to talk about their disability.
Differently abled's recruitment and other activities, which
help strengthen our brand as a socially responsible employer,
include:
→ workshops, webinars, guides and articles on the Intranet
for employees and hiring managers (e.g., on how to recruit
people with disabilities, best practices, rights of people
with disabilities).
→ benefits for employees with disabilities (one-off financial
support for health-related purposes.
→ assistance with disability certificate applications.
→ cooperation with universities, foundations and other
external organizations to employ people with disabilities.
→ awareness campaigns to mark the International Day of
Persons with Disabilities inside and outside Grupo
Santander.
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Promoting the inclusion of people
with disabilities
Santander Argentina carried out a series of initiatives to raise
awareness and promote the inclusion of people with
disabilities:
→ We ran training for blind people and people with
intellectual disabilities.
→ We included training about disability and ran sign language
courses for employees on our education platform,
Academia.
→ We implemented initiatives on adapted sports, sign
language and inclusive design to celebrate the People with
Disabilities Week.
→ We created a network for colleagues with disabilities and
allies to share experiences, propose ideas and act as their
own ambassadors.
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Employee experience
Our motivated workforce is vital to ensuring
commitment and success in helping people and
businesses prosper

1. Speaking up, active listening and taking action
As a responsible bank, everyone should feel able to suggest
better ways of doing things and alert management when
things go wrong or they suspect misconduct.

Promoting speak up without fear
This means:

What we do:
Management of risks and ethical
concerns, internal governance

How we do it:
Ethical channels and whistleblowing
lines, committees and forums

Innovate

Ideas, solutions, simplification, improved
processes

Agile working, Validate (open innovation
platform)

Engage

Recognition, performance management,
feedback

StarMeUp, MyContribution; Employee
pulse surveys

Protect

Our listening strategy
In line with our corporate behaviours, we truly listen to
colleagues and encourage them to speak up and talk straight.
We take action driven by feedback, data and experience,
rather than process, with advanced reporting and network
analysis to bring about change. The many large-scale internal
listening exercises we undertake, such as all-employee
surveys (our Global engagement survey is bi-annual), pulse
surveys (global and local) and crowdsourcing initiatives
(such as Validate, our open innovation platform) are
supplemented by performance check-ins and appraisals,
exit interviews, incident tracking and whistleblowing
channels. We're also reviewed by Top Employer, Great Place
To Work and other certifications that place importance on
how we listen to our employees.

In terms of simplification and collaboration, the main areas of
improvement were streamlining processes, improving IT
capabilities, access on internal portals to find information and
clearer guidelines and procedures.

In 2020, our listening approach covered financial crime, covid
and other topics. Additionally, employees participated in a
global pulse survey on our corporate purpose, employee
Net Promoter Score (eNPS), simplification, collaboration
and covid. Simplification and collaboration had been the two
areas with the lowest scores on the 2019 Global engagement
survey.

86% of employees

According to the results of our global pulse survey, our
employees are committed to our purpose to help people and
business prosper, and believe Santander responded
effectively to the pandemic's economic and business-related
challenges, and the bank has been taking appropriate action
to ensure employees stay safe and healthy. Our people also
indicated a willingness to retain some mode of remote
working in the future, which our global FlexiWorking
framework will support.

Amid the first wave of the pandemic in March, we held open,
virtual Ask Ana meetings with Group Executive Chairman Ana
Botín so everyone could remain up to date with current affairs
at the bank and ask questions on pressing matters. Although
most meetings highlighted the pandemic, they also looked at
strategy, business, diversity and other topics. In 2020, we
held 10 Ask Ana meetings, which attracted 140,000
connections/views.

agree Santander's response
to economic and business
challenges has been
effective during the
pandemic

78% of employees
say they're open to
remaining under some
type of remote working
model

+ 22,500

employees surveyed, of which
A
51% responded

A. 2020 global pulse survey results
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Ethical channels
We have Canal Abierto, our ethical channel model, in place
in our core markets. In 2020, it was launched in Portugal and
Argentina and at Openbank. Its purpose is to enable
employees to report violations of the general code of
conduct and actions that fail to uphold our corporate
behaviours. It promotes eight minimum standards, including
easy access, anonymity, third-party management and
awareness. In 2020, we focused on implementing them
across Grupo Santander, especially through:
• support and sponsorship by the Group executive chairman
and local CEOs for employees to use the channels to speak
up about misconduct;
• acceptance of complaints about non-ethical conduct that
runs counter to Simple, Personal and Fair behaviour;
• Enhanced measures to prevent conflicts of interest during
investigations; and
• the common minimum standards were part of the criteria
on the Responsible Banking executive remuneration
scorecard.
For uniform channel management and reporting, Grupo
Santander enacted the Canal Abierto policy in 2020. It
includes common standards, management criteria,
guarantees for users and local initiatives all channels must
meet to promote the channel's use among employees. It also
sets a taxonomy of cases that can be reported, including
sexual harassment.
Canal Abierto helped us hear and handle approximately 300
concerns from employees about covid-19 in 2020 (7% of
total complaints). Overall, they were about hygiene

measures, non-compliance with social distancing, quarantine,
staff resources and managers' responses to the pandemic.
189 were deemed substantiated, and 25 led to disciplinary
action. This improved our crisis management and other
internal procedures.
In 2020, we received 4,390 issues mainly related to labour
relations (+3 pp vs 2019), including 28 that alleged workplace
discrimination (six of which led to sanctions, including three
dismissals); fraud and conflicts of Interest (-7 pp vs 2019) and
products and financial services marketing (no change yoy). On
average, issues were processed in 35 days. No cases of
corruption or human rights violations were confirmed.

Mexico
In 2020, our Mexico team's Línea Ética (ethical channel)
added a covid category for employees to report violations of
internal health protocols, hygiene measures and potential
infections. This was driven by a strong communications
campaign, timely follow-ups on filed complaints, action plans
and disciplinary measures.
Approximately 147 complaints were received and resolved
during the pandemic. The number of complaints fell
significantly in the final months as a result of mitigating
actions. Internal controls helped remind everyone of the
company's and employees' obligations and disciplinary
measures. In the most serious cases, those engaged in
behaviours increasing the risk of contagion were warned,
suspended or dismissed.

Types of issues received
12%

9%
7%
3%
1%

68%

n
n
n
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Labour relations
Fraud and Conflicts of Interest
Products and financial services
marketing

n

AML and Terrorism
financing

n
n

Corporate Behaviours
Others

2020

2019

Issues received

4,390

4,473

Issues deemed well-founded for
investigation

3,787

3,534

Disciplinary actions

1,083

920

315

294

which led to dismissal
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2. Corporate benefits
We offer several benefits for employees across all
geographies. Each country establishes programmes adapted
to local conditions. Benefits range from free services for
employees and family members, to discounts on products
and services. During the pandemic, we extended those
services to guarantee our employees' wellbeing in all our
countries to help our people stay physically and mentally
healthy during lockdown. We adapted health cover to new
circumstances and needs. In Spain, we reinforced our medical
services and launched a new advice programme with health,
social and legal experts. In Brazil, we had a 24-hour remote
medical assistance service available for all employees and
their relatives.
For more details on our initiatives
promoting employees' wellbeing, see
"Our wellbeing" in this section

Corporate benefits in Argentina
Santander Argentina offers benefits to employees in different
areas:
→ Family: Nursery subsidies, schools camps and scholarships
for employees' children.
→ Health: Excellence plan for all employees, with permanent
access to doctors, dentists, psychologists, social welfare
officers and other health professionals.
→ Financial products: Reduced interest rates, credit cards
without extra costs, access to mortgages with beneficial
conditions, etc.
During covid-19, they also offered discounts at supermarkets
and petrol stations, favourable lending conditions to buy cars
and motorcycles, discounts on internet bills and material to
facilitate remote working.

3. The way we work
We promote our employees' work-life balance through
flexible working and health and wellbeing programmes.

FlexiWorking
Our global FlexiWorking framework consists of formal and
informal measures addressing where, when and how much
we work:
• "Where we work" incorporates home/remote working and
other measures.
• "When we work" considers compressed hours/days, flexible
start/end and break times, and alternative working
patterns.
• "How much we work" is about part-time working, special
leave, flexible holidays, job sharing and other measures.

83%

of employees say Santander is
providing the appropriate flexibility
they need to be effective and
A
productive.
A. 2020 global pulse survey results.

To adapt the way we work and fulfil employee expectations,
we are working on a project to review our global flexible
working proposal according to subsidiaries' realities, gaining
flexibility in the workplace and with new digital capabilities.
Changes will be gradually implemented in 2021 and
afterward.

The agreements we have signed with major trade unions
provide measures to improve employees’ work-life balance.
We made a pledge to promote practical time management
and the use of technology that helps our employees better
organize work and upholds their right to ”disconnect
digitally” when they are away from the workplace.

Agile methodologies

As part of our covid-19 response in Spain, we implemented
automated tools advising employees to avoid sending emails
or hosting meetings outside working hours. FlexiWorking
ultimately enabled over 100,000 employees to work
remotely during the peak of the pandemic, while
maintaining strong levels of wellbeing (as seen through our
regular pulse surveys).

In Poland, 1,400 employees are now working in agile units.
The significant improvements this brought about include
greater cooperation between IT and business areas, higher
engagement and transparency.

We implement agile methodologies to foster collaboration,
accelerate decision-making and drive change through remote
teams in several countries. In 2020, we focused on
implementing them in Brazil, Portugal and Poland.
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4. Volunteering

Mães da Favela programme

Volunteering builds a strong team spirit and a sense of
purpose, while helping the communities we serve. The
corporate volunteering standard in our corporate culture
policy entitles employees to spend a certain number of
working hours each month or year volunteering.
We hold two important group-wide volunteering events for
employees each year: our Santander Week, observed in all
our countries at the same time, and International
Volunteering Day. Locally, the group’s subsidiaries organize
multiple volunteering programmes as part of their
community investment commitments.

In 2020, more than 46,000 collaborators from Santander
Brasil participated in the Mães da Favela project, organized
by the NGO Central Única des Favelas (CUFA). They put
together a 12-hour live festival to help single mothers from
disadvantaged communities. More than 20 TV and radio
channels streamed the event, which raised over R$3 million.
Santander Brasil matched this amount to bring the total to
R$7.2 million. The initiative benefited 11,000 women across
the country.

We continued supporting communities despite
the pandemic
Our collaboration and commitment to social organizations did
not waver during the pandemic. Our volunteers in every
market continued to devote their time to promote a more
inclusive society. When we couldn't run our regular
volunteering programmes face-to-face, we delivered them
virtually. We also launched several social initiatives covering
new needs.
Santander also set up the Together solidarity fund to raise
money for the most urgent needs generated by the pandemic,
such as medical equipment and research. Employees in all our
countries made personal contributions to this fund.

+26,000

For more details, see the 'Supporting
Communities' section in this report.

employees participating
in community activities

+56,000

hours volunteered

Volunteering initiatives during covid-19
In Uruguay, we gave talks
through Santander Universities to
groups affected by the pandemic.
They included a session on “How to
do business during the covid-19
crisis”, where leading business school
figures shared content and useful
insights into how to cope in this new
landscape.

In Spain, the Minutos en
compañía campaign (together with
Adopta un abuelo and Fundación
United Way) gave training to 75
volunteers who called elderly people
living alone or in care homes or
hospitals to lift their spirits (12,300
minutes in one month).

In Poland, our people sewed over
15,000 protective masks and donated
them to health centres, care homes and
other institutions. The material used to
make the masks was sent to employees'
homes.

In Chile, volunteers provided
online guidance and support to
students from disadvantaged
communities to continue their
education.

In Argentina, volunteers
provided assistance to the elderly,
buying them food, and providing
emotional support and assistance.
Volunteers also gave talks on financial
education to different audiences and
mentored young people in social
vulnerability situations.

In the UK, over 2,500 employees
volunteered with Alzheimer’s Society and
Age UK to make social phone calls to
lonely and vulnerable people, pledge
social actions to support people affected
by dementia, support local services , and
help older people get online and develop
their digital skills.
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5. Our wellbeing
Keeping our employees safe, healthy and well has always
been a core priority for us – and especially in 2020. On top of
the measures we took to protect our employees, we have
collective bargaining and other sector and bank agreements
that include provisions on employee health and occupational
risk prevention such as check ups and testing on a regular
basis or following prolonged absence.
Our structure and resources are designed to mitigate workrelated risks. We have appointed a global head of health and
safety to coordinate and centralize all initiatives on
employees' wellbeing. We also work with employee
representatives to regularly revise our occupational risk
prevention plans, which we implement through:
• regular workplace assessments of health and safety risks
and preventative measures to eliminate or control them.
• considering health and safety issues when designing,
contracting for or acquiring offices, furniture, equipment,
products and IT equipment.
• procedures to control and guarantee safe working
conditions, which are developed by the Occupational Risks
prevention area in collaboration with other units. They
consist of the identification of risk factors affecting
employees' health and safety; the assessment of risks that
cannot be avoided; and the adoption and scheduling of
preventive measures.
• information and theoretical/practical learning for
employees.
• integration of occupational risk prevention into
management to embed it in all operations that may impact
on employees' health and safety.
In 2020, to guarantee our employees' wellbeing during the
covid-19 pandemic, our protocols and prevention measures
consisted in:
• delivering masks, gloves and protective screens to office
and branch-based employees; applying strict personal
hygiene protocols; and reorganizing spaces to ensure social
distancing. In Spain, we committed EUR 15 million to
sanitary material purchases and disinfection activities, and
performed more than 70,000 tests. In addition, we
provided employees and their families with less expensive
tests and protective equipment.
• offering information and training on covid-19 prevention,
with a specific site on our corporate Intranet featuring
coronavirus updates and Q&A sessions with our executive
chairman.
• executing a corporate de-escalation plan with prevention
measures and guidelines for all geographies that fit local
government indications and included monitoring of
employees' health via apps, tests and surveys.

3.1%
A,B

absenteeism

BeHealthy
We are committed to being one of the healthiest companies
in the world. We offer employees health and wellness
benefits, and raise awareness through our global BeHealthy
wellness programme.
BeHealthy has four key dimensions: Know Your Numbers, Eat
Well, Move and Be Balanced.
In response to covid-19, we created the BeHealthy at Home
brand to empower and enable colleagues to be healthy and
look after their families. Our teams gave advice on working
and exercising at home and on nutrition. In the UK, we created
a podcast series called The Wellbeing Podcast, which featured
leaders discussing key topics during the pandemic. In Poland
the CEO launched a challenge to burn more calories than him
in a steps challenge.
Our global partnership with Gympass saw the launch of
Gympass W (a digital platform to access 1:2:1 live sessions
with fitness trainers, cooking classes and much more).
We also launched a series of videos based on the book by
Chief Wellbeing Officer Dr MacGregor, with messages about
wellbeing and encouraging action through experiments,
quizzes and other activities.

87%

of employees say Santander is taking
appropriate steps to ensure
A
employees stay safe and healthy
A. 2020 Global Pulse survey results

10,305

0.07

thousand hours missed
due to nonoccupational illness and
B
accidents

Severity rate

C

For more details on absenteeism data, see
the 'Key metrics' section in this chapter.

A. Days missed due to work-related accidents and non-occupational illness or accidents for every 100 days worked.
B. Santander UK does not count hours not worked due to covid-19 as absences so they will not affect the remuneration objectives set prior to the health crisis.
C. Hours missed due to occupational accidents involving leave for every 100 hours worked.
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Acting responsibly
towards our customers
Being responsible means offering our customers products
and services that are Simple, Personal and Fair. We need to
do the basics brilliantly and solve problems fast, while
learning from mistakes.

As a responsible bank, our customers are at the centre of everything we do

We focus on
our customers

We protect
our customers

We manage
their complaints

We listen to them and
enhance their experience
with us.

By identifying vulnerabilities
and avoiding product
mis-selling.

In case something goes wrong,
we act and learn from it.

Transforming customer experience
In 2020, we reinforced our customer experience (CX) strategy
to ensure we offer the best service, always. The diverse CX
initiatives we ran focused on active listening.
We aim to become a leader in customer satisfaction (top 3 in
NPS) in all our geographies. Supported by our new global
multidisciplinary team, we prioritize projects with the
greatest impact on NPS, and oversee improvements to the
customer experience wherever we operate.
We created that team based on four pillars:
• Strategy: To unify Grupo Santander's CX vision, we started
to create common CX guidelines that will boost customer
journeys and touchpoints, ensuring customers remain at the
centre of our efforts.
• Analytics: To enhance the team's performance and bearing
on our business, we evolved CX metrics in line with local
initiatives to ensure all our plans are customer-centric,
based on data and action-driven.
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• Community: Working as one team helps us serve our
customers better. We created a global CX community to
generate synergies and share best practices, knowledge
and tools across Grupo Santander.
• CX plans: We helped devise and execute local plans to
improve customer experience. We also focused on
improving customers' emotional experience through
Emotional hub in Mexico, the C+ Santander model in
Argentina and other initiatives.
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The Emotional hub initiative seeks to listen to our customers
to understand and improve their emotional experience. We
combine customer and employee interviews with designthinking to build an emotional map that helps us uncover
sensitive issues which we can address. We identified muchneeded enhancements for full service, customization, and
product and process simplification. We listened to 600,000
customers and more than 1,000 employees, who gave us a
holistic view of their emotional experience.
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C+Santander model
The C+Santander (Customer+Santander) is a data-driven
model for decision-making to create memorable customer
experiences by transforming perceptions into data; data into
knowledge; and knowledge into action. We measure every
touch point via NPS to keep a close track of customer claims.
We then correlate them with business performance
indicators, generating a constant flow of data each area can
use to focus on delivering customer strategies that can make
the greatest difference.
Thanks to this approach, we moved into the top 3 in NPS in
2020. We also developed experience guidelines on how to
approach customers in personal and digital interactions.

We use interactive channels to listen to, and better
understand, our customers. Our customer centres in Chile,
Mexico, Spain and Portugal enable us to get to know more
about what they think of our products and services and the
way we do things. Meanwhile, our corporate Consumer
Protection function shares best practices across Grupo
Santander through CuVo (Customer Voice), a monthly global
working group formed by all our customer-facing areas.
In 2020, we continued to simplify our processes and product
catalogue. In Portugal, we streamlined our product portfolio
by reducing the number of accounts and bank cards from 141
in 2019 to 38 in 2020. We also created the Santander One
account, which brought together several accounts into one
and helped increase transparency, offering subscriptionbased plans and free, essential services to loyal customers; it
was launched in Spain and will be progressively implemented
in all our European units.

Poland, a case study on simplification
As part of our Agile transformation, Santander Polska
simplified products and processes. This significantly improved
how we design and market our products and services, while
solving customers' problems with easier processes. So far, we
have:
→ developed new digital cash loans, reducing the time and
steps to complete the transaction and vastly increasing
new cash lending.
→ set up a new way to open accounts in branches that only
takes 2.5 minutes (as opposed to the 33 minutes
previously) and only requires a signature for completion,
halving the number of clicks.
→ created 15-minute SME smart loans (down from 90
minutes) without a loan application. The process is
omnichannel and can be completed in a single tool.

Expanding our new branch models
and promoting inclusiveness
We are constantly adapting our branches to customer
needs. In 2020, we opened Work Cafés in Poland and the
US, and took steps to make our branches and channels
more accessible and inclusive. In Spain and Portugal, we
use universal design principles (induction loops, tactile
paving, accessible toilets, etc.) to fit out our Smart Red
branches and Work Cafés. Santander Polska’s Barrier-Free
Service includes branch accessibility measures and signlanguage video calls with customer service advisers.
We are working tirelessly to adapt our ATMs for the visually
impaired: 95% of Santander Brasil’s machines are brailleenabled; 1,286 have been adapted in Argentina; more than
2,000 in Portugal are equipped with voice command; and
1,300 in Poland are speaker-driven and braille-enabled.
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Customer satisfaction
Our strategy sets out to inspire loyalty in our customers. We
conduct more than a million customer surveys per year to
monitor their opinions and experiences with Santander and
see how we can adapt our products and services to improve
their experience.
To measure customer loyalty and satisfaction, Santander
uses the Net Promoter Score (NPS). NPS is an indicator that
summarizes our relationship with customers. It depends on
three main drivers we care about and constantly work to
improve: service, product and price, and image. It contributes
to the variable remuneration schemes of most employees. In
2020, our NPS was in the top 3 in 6 out of 9 geographies.
Loyal customers in 2020 are 22.8 million, up 6% from last
year.

Our customers' expectations changed largely because of
covid-19. Therefore, we focused on improving our service at
contact centres and digital channels (which have been the
most widely used channels during the pandemic). We also
worked on simplification, which we found to have a profound
impact on NPS.

Top 3

A

6 of 9 countries

A.Santander US has a different objective and does not account for the metric.

South America

Europe

North America

2018

5º

3º

3º

2º

3º

5º

3º

1º

3º

9º

2019

4º

2º

2º

2º

3º

4º

3º

2º

4º

9º

2020

3º

2º

1º

3º

2º

5º

1º

6º

4º

9º

Internal NPS benchmark to measure customer satisfaction, audited by Stiga / Deloitte
Main peers by country: Argentina: Galicia, BBVA, ICBC, HSCB, Macro and Nación; Brazil: Itaú, CEF, Bradesco, Banco do Brasil; Chile: BCI, Banco de Chile, Itaú, BBVA,
Banco Estado; Uruguay: Brou, Itaú, BBVA, Scotiabank; Spain: BBVA, Caixabank, Sabadell, Bankia; Poland : ING, Millenium, MBank, Bank Polski, Bank Pekao; Portugal:
BPI, Millenium BCP, CGD, Novo Banco; UK: NationWide, Barclays,Halifax, Natwest, Lloyds, HSBC, TBS, RBS; Mexico: Scotiabank, Banorte, Bancomer, HSBC, Banamex;
US: JP Morgan, Bank of America, Capital One, PNC, M&T Bank, TD Bank, Citigroup, Ctizens, Wells Fargo.

We monitor
all NPS
drivers

SERVICE
Branch

General service, waiting time, branch assistance, layout

Channels

Mobile, internet, ATM, CDM, contact centre, personal manager

Personal

Personal attention, kindness, employee professionalism

Simple

User-friendliness, speed and agility

Communications

Clear statements, information on offers and deals, coherent information

Problems

Percieved issues

Others

Data protection

IMAGE

Strong and sound, social responsible, innovative, trustworthy, transparent

PRODUCT & PRICE

Simple product and service proposition, fees and charges, benefits, credit cards

A

Group NPS by channel

56

Branch

45

Contact Center

60

Internet

68

Mobile

Branch: Does not include Chile
Internet: Does not include UK, Chile and Uruguay
Mobile: Does not include Uruguay
A.Based on the results of surveys made to customers 48h after their interaction with the Bank. It presents a pondered average of the Group's active customers.
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Protecting consumers and helping
vulnerable customers

with fees and ATM issues) and develop plans to tackle them.
We plan to add artificial intelligence to the process to gain
insights we can use to increase customer protection.

Being responsible means offering our customers products and
services that are Simple, Personal and Fair. Our daily
operations must be brilliant, and we must go beyond legal
minimums to give our customers an exceptional experience.

The Compliance and Conduct function repeatedly identifies
potential risks to customer protection from new regulations
or problems with products or services. It carries out thematic
reviews for the entire group, assesses the situation and
makes decisions to improve and mitigate risks. In 2020,
thematic reviews focused on responsible business practices in
account packages, revolving cards, and overdrafts. Their
findings and suggested best practices for transparency,
disclosure to customers, sales, commissions, loan approval
and credit conditions, were shared across geographies. Next
year, we expect subsidiaries to close the gaps identified
against the group's responsible business standards. In
general, all subsidiaries are well positioned to fulfil those
standards.

Consumer protection policy and principles
To further embed our customer focus, the Compliance &
Conduct function implemented the consumer protection
policy. It sets out principles we expect our teams to follow,
ensuring high ethical standards in our relationship with
customers.
Consumer protection principles
To apply our consumer protection principles to our day-to-day
practices – reflecting our aspiration to be Simple, Personal
and Fair in all we do – this year we implemented a reporting
process in all geographies. By using customer voice and
business indicators, it allows us to identify customer
outcomes and local gaps (e.g., poor assistance, incidences

We also ran awareness campaigns and workshops on
product governance and consumer protection that matched
strategic priorities.

Consumer protection principles

Treat customers fairly

Complaints handling

Consideration of
special customers'
circumstances and
prevention of overindebtedness

Data protection

Customer-centric design
of products and services

Responsible pricing

Financial education

Transparent
communication

Responsible innovation

Safeguarding of assets

Vulnerable customers

Our global vulnerable customers and over-indebtedness
prevention guidelines, approved in 2019, aim to ensure a
consistent group-wide approach in guaranteeing fair
treatment to customers, with empathy according to their
particular circumstances, and in avoiding over-indebtedness.
For example, when validating a product or service, we must
specify if we can offer it to a vulnerable customer.
Although most countries have laws that state when a
customer can be considered vulnerable, our definition is
wider and covers circumstances beyond financial stress,
mindful of the various personal factors that lead to a state of
vulnerability.
By the end of 2020, all subsidiaries had locally approved the
vulnerable customers guidelines. This puts us in a good
position to face regulatory trends as we continue to build a
more solid vulnerable customer model.

"Here & Now" for our elderly customers
To support elderly customers during the covid-19 pandemic
(especially those unfamiliar with digital channels), Santander
Portugal launched Here & Now. This initiative is a personal
contact and community programme and free service for
employees to help elderly customers with digital channels,
payments, and daily tasks like making purchases at the
chemist. We contacted more than 55% of our customers over
the age of 65 (more than 150,000 people), many of whom
told us things like “You've called me more than two of my
three children” and “I thought that this type of service was
only given to rich people”.
We also distributed 580 tablets and communication cards to
care homes across the country, so residents could talk to their
families during the Christmas holidays.

55

Annual report 2020

Contents

Product governance
Santander’s governance structure enables us to protect
customers' interests.
Our Product Governance and Consumer Protection function
in our Compliance & Conduct division sets standards to
manage products and consumer protection properly. Our
product governance forum, which involves the Responsible
Banking unit, ensures the products and services we market
meet the needs of identified target segments, are available
on the right channels and deliver the desired outcomes for
customers. Our product validation assesses whether a
product can be categorized as ESG and is considerate of
vulnerable customers.

In 2020, our product governance focused on:
• digital contracting and contents: This includes the scope,
consistency, presentation format and access to information
on digital channels (Online Banking/Mobile Banking). We
paid special attention to pre-contractual information,
withdrawal rights, complaints handling and post-sale
information.
• responsible consumer credit lending: To ensure credit
terms are reasonable and prevent over-indebtedness, we
focused on revolving cards and drafted an internal guide to
regulate conduct standards that must be observed.

Salesforce cultural transformation
We include customer satisfaction indicators in our
remuneration schemes so the first line of defence are
incentivized to meet customers' rising expectations. Our
three-year transformation plan (which started in 2018)
continued to revise the remuneration of our salesforce.
Corporate Compliance & Conduct, with the collaboration of
HR and local teams, monitored the implementation of local
action plans to confirm significant improvements. The action
plan covers governance; variable/fixed remuneration ratios;
linear business objectives that do not promote specific
products; the weighting of quality components against
adequate diversification of conduct metrics; and other topics.

In executing this plan (especially in 2020), we have
significantly increased the weight of conduct/quality on
variable remuneration (equal to or above 40%). Customer
satisfaction and quality are the basic pillars of this model.
Our employees' knowledge and skills are key to ensuring the
highest quality customer service. As part of our continuous
improvement process, in 2020, several group subsidiaries
updated their conduct risk with customer training material
(part of global mandatory employee training) and a specific
course on conduct standards in collection and recovery.

Conduct in collections and recoveries
In the first half of 2020, we developed plans in all
geographies to increase focus on collections and recoveries
conduct. This improved our conduct in that regard, while
strengthening controls over transparency, data protection,
vulnerable customers, training and remuneration practices in
collections and recoveries.

• enhancing quality assurance and third party risk
management to ensure a fair customer journey with
qualitative conduct indicators.

Our plans focus on:

Our efforts accelerated owing to covid-19. With the
pandemic, defaults are likely to increase, making it even more
important that our processes ensure our customers are
treated fairly.

• boosting controls to mitigate conduct risks (fair treatment
to customers and end-to-end customer management).
• re-designing communications with customers to make
them more transparent and to enhance data protection
controls.
• identifying and referring vulnerable customers.
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• providing specific conduct training to all employees
involved in debt collection.

For more details on product governance,
consumer protection and conduct and collection
& recovery, see section 7.2. 'Compliance and
conduct risk management' in the 'Risk
management and compliance' chapter.
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Data protection
Grupo Santander is committed to collecting, storing and
processing personal data safely and securely. Our compliance
programme guarantees robust risk-related management of
data. It includes:
• corporate-based criteria as general lines of action to meet
regulatory requirements.
• local subsidiaries' responsibility to fulfil the General Data
Protection Regulation (GDPR) and local regulation on data
protection.
• a solid governance model (available on the corporate
website), consisting of:
• corporate and local policies.
• a data protection officer (DPO) and/or managers in each
unit where necessary. We formally disclosed appointees
to local authorities.
• a corporate oversight programme based on a bi-annual
monitoring forum chaired by the Group chief compliance
officer, where subsidiaries report on compliance status,
management indicators and half-year evaluations.

Other items that bolster our commitment to personal data
protection are:
• a homogeneous group-wide monitoring model, which
includes monthly reporting on performance indicators.
• data protection integrated into the annual Internal Audit
review programme. The number of units reviewed by
internal audit since 2018 is 38 (and counting).
• a corporate data protection management tool that records
group-wide data protection activities (c. 6,000 treatments).
• promotion of corporate initiatives and the exchange of best
practices among units, including workshops and training
courses.
• special training for DPOs and privacy "champions".
• constant monitoring of regulatory developments to update
and consolidate criteria, methodologies and documentation.
• employee training and awareness.

Principles of action in our relationship with political parties
In our goal to be a responsible bank, Grupo Santander
maintains a good relationship with all its stakeholders. Grupo
Santander is governed by principles of transparency, honesty
and impartiality in its interactions with political parties and
other entities with public and social purposes that are also
political in nature.
Since 2016, our policy on financing political parties
(available on our corporate website), which our board’s
executive committee approved, applies to all our subsidiaries
worldwide. It prohibits making monetary or in-kind election
donations and contributions. In the commercial relationship,
Grupo Santander prohibits full or partial debt forgiveness for

political parties and their affiliates, even though they can
negotiate the terms of debt with our subsidiaries at interest
that can never be below market rate. Furthermore, this policy
applies to political parties’ electoral candidates to the extent
local laws provide.
Grupo Santander rejects any and all acts of corruption by
employees and managers in our relations with political
parties and any other entities with public and social purposes.
According to our policy, in 2020 Grupo Santander did not
make any donations or contributions to political parties.
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Delivering for customers during the covid-19 crisis
Through this unprecedented crisis, Grupo Santander has
worked hard to help our customers overcome financial
challenges. In addition to facilitating regulatory and
governmental assistance, the measures we took to maintain
high-quality, accessible services and relieve financial distress
included:
• expanding the terms and scope of grace periods and
payment holidays for all customers (beyond legal
requirements).
• helping channel government liquidity to SMEs and
businesses.
• expanding insurance cover for pandemic-related claims in
line with payment holidays.
• making sure we continued to deliver quality service to
customers during lockdowns, mainly through better online
channels (at call centres, ATMs and on new apps) and
branch recalibration.
Our Product Governance and Consumer Protection teams
verified those measures locally to ensure transparency and
avoid additional costs for customers, which special concern
for our most vulnerable customers.

Health and safety
We implemented measures to guarantee our customers'
health and safety at all times. We adapted our branches and
encouraged the use of digital channels via "Stay at home"
notices, tools, tutorials and cyber tips, plus coronavirus
helplines for frequently asked questions. We undertook
initiatives to support and protect elderly customers, people in
rural areas, at-risk patients and other special groups. We set
up priority services and business hours for elderly customers.
We increased our call centres' capabilities through plans in all
countries to facilitate working from home and channel
deflection, optimize resource use and anticipate customers'
needs. This increased our global service volume by 21% on
average.
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Customer approach during covid-19 in the UK
Santander UK provided product support such as payment
holidays on mortgages, credit cards and personal loans; early
access to savings with no penalties; and waivers and reduced
rates on overdrafts. We also undertook these initiatives to
ensure vulnerable customers could access services and to
help relieve their financial challenges:
→ Reaching Out, a programme where branch employees
made thousands of phone calls to customers who might be
vulnerable or at risk of financial exclusion, check on their
wellbeing and provide additional support. We provided
these calls from April-November 2020, reaching over
81,500 customers.
→ A coronavirus helpline for customers unable to visit
branches or access the Internet.
→ A new and improved online chat service on the Santander
website, mobile app and online banking, providing easy-toaccess information and keeping phone lines free for
customers who needed to use them.
→ Access to cash for self-isolating customers, whereby an
authorized third party could obtain cash on their behalf.
→ Guidance to identify the signs of domestic/financial abuse
and inform customers on ways of reaching out for help.
For more details, see 'Meeting the needs of
everyone in society' and 'Financial inclusion
and empowerment' in this chapter and 3.3
'Covid-19 credit risk management’ in the Risk
chapter.
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Complaints management
Our complaints management and analysis sets standards for
all units to properly handle complaints, ensuring regulations
are met and complaints and interaction logging is firmly
embedded in all customer contact channels to provide the
best possible service. More than this, we use complaints to
improve our service and products, so that complaints do not
arise in the first place.
In 2020, we focused on resolving complaints at the first point
of contact with customers and better complaints handling
based on customer feedback. We also improved mitigation
plans, governance and root-cause analysis to effectively
identify opportunities for issue reduction and proactive
resolution. We worked to boost the capability of not only our
specialist teams, but all teams, to increase reporting. We
took 267 corrective and preventive actions involving ATMs,
fraud, web/ mobile app access and use, and more customercentric debt collections.

We closely monitored our subsidiaries to analyze complaints
trends driven by the pandemic and, as relief measures expire,
to take actions to ensure the best possible outcome for our
customers.
Our performance during the crisis proved successful.
Covid-19-related complaints (2-4% of complaints groupwide) were very low compared with the number of relief
measures we managed to implement in short timeframe. In
addition to adjusting systems and tools, we closely monitored
our subsidiaries to analyse complaint trends driven by the
pandemic and take actions ensuring the best possible
outcome for our customers once relief measures expired.
For more details on complaints management, see
section 7.2. 'Compliance and conduct risk
management' in the `Risk management and
compliance' chapter and our Culture report in our
corporate website.

We closely monitored our subsidiaries to analyze complaints
trends driven by the pandemic and, as relief measures expire,
to take actions to ensure the best possible outcome for our
customers.
A

A

Type of complaints (%)

A, B

Average resolution time (%)

28.9%

22.3%

1.6%

9.5%
2.3%

9.7%

36.0%

21.6%

20.4%

Resolution

10.1%

37.6%

(%)

32.7%
67.3%

Banking
procedures

Payments
methods

1 - 5 days

15 - 30 days

In favour of the Bank

Loans

Others

5 - 10 days

In favour of the customer

Investments

Insurance

10 - 15 days

More than
30 days

A. Personal Protection Insurance (PPI) Complaints excluded from the volume, distribution by product, and resolution term figures. Regarding uphold ratio, UK has
been fully excluded since PPIs represent about 80% of the formal complaints received.
B. Complaints metric follows the criteria established by the Group, homogeneous in all geographies.

Process enhancement
Santander UK continued to improve customer
issues resolution in 2020. Complaints and
dissatisfaction inflow reduced 25% YoY. A
dedicated knowledge tool that provides customerfacing employees with better access to information
and enables them to solve customer problems
faster, helped enhance customer experience via
first-line contact in branches and telephone
channels.
The strategy followed cases escalated by
customers to the Financial Ombudsman Service. An
ongoing collaborative relationship with the
Ombudsman resulted in an overturn reduction of
6% in H1'20 vs H2'19 to 24%. Inflows also declined
by 14% to 5,200 cases in the same period.

At Santander US, we monitored customer complaints
closely, with bi-weekly reports issued to senior
managers and regulatory agencies (OCC and CFPB) in
order to assess customer impacts and implement
service changes. Complaint volumes remained stable
throughout the year, with fluctuations correlating
with servicing changes.
Santander prioritizes support for vulnerable
populations and developed processes to manage
complaints from service members, elderly customers
and people with disabilities. Specialized training and
partnerships with the legal team for response review
were key to ensuring the correct resolution of
complaints.
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Responsible procurement
Our suppliers have an impact on society and the environment.
That’s why we expect them to act responsibly and uphold
ethical, social and sustainable standards just as we do.

Third-party certification policy

Being responsible also
involves our suppliers

Responsible behaviour principles for suppliers
Risk control
Whistleblowing channels

Our third-party certification policy sets out a common
methodology for all countries to select, approve and evaluate
suppliers. In addition to price, quality of service and other
traditional criteria, it includes ESG (environmental, social and
governance) factors, such as diversity and inclusion, human
rights and sustainability, which are covered by its responsible
behaviour principles for suppliers. These principles apply to
our 8,651 critical suppliers each year.

Grupo Santander works with 8,651 certified suppliers (-12%
A
vs 2019) . 21.8% were certified for the first time in 2020
B
(+5.1 pp vs 2019). Through Aquanima , we entered into 8,875
agreements (+ 2% vs 2019) with 4,592 suppliers (-3% vs
2019), of whom 94.7% are companies that operate in the
same geographical area of service. 96.5% of our total services
(+0.8 pp vs. in 2019) are locally sourced, reflecting our
support for local economies.

We are working to implement various controls and/or audits
to make sure suppliers comply with our policy and corporate
values. In 2020, to reinforce our commitment, we launched
two pilot initiatives to assess ESG performance:

We have escalation channels for suppliers in our core
markets, and plan to roll this out to all geographies in the
coming period.

• ESG criteria in third-party on-boarding: We assessed
approximately 400 selected suppliers according to ESG
criteria in Spain, Portugal, the UK, Poland, the US, Mexico,
Brazil, Argentina and Chile. The questionnaire consisted of
18 new ESG questions including carbon footprint; gender
and disability inclusion; flexible working; minimum wage;
and good corporate governance practices. As a result of the
pilot, ESG criteria will be implemented in critical suppliers'
on-boarding from 2021.

During the covid-19 pandemic, we took actions to address the
most urgent needs of our suppliers, particularly vulnerable
suppliers. These included continuing to pay for basic services,
providing liquidity through lines of credit, paying invoices
early and reducing payment periods. We prepared
recommendations for subsidiaries based on local best
practices to make sure these efforts were consistent
throughout the group.

• ESG criteria in third-party negotiations: We used the
questionnaires from bidding processes to collect
information on suppliers' ESG impact in labour-intensive
service categories (such as travel and energy).
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A. An internal audit in 2020 to condense the group's external suppliers led to a
reduction in the percentage of approved suppliers against 2019.
B. Aquanima is a Santander subsidiary specialized in procurement.
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→ In 2020, we launched a new supplier risk management
platform in our core markets. It is designed to streamline
and integrate third-party management and key
information. It allows us to combine all supplier
B
certification data. It currently collects data available on
10,252 third parties and18,789 services. It has 5,366
internal users.
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Collaborating with suppliers to tackle
covid-19
During the pandemic, the measures Santander España took to
support suppliers and communities included:
→ maintaining payments to suppliers even when the service
could not be provided, to make sure their employees
continued to receive wages.

→ We unified and grew our group-wide supplier risk
assessment team. The team analyses the behaviour of our
most important suppliers in Cybersecurity, Business
Continuity, Physical Security, Facilities and Data Privacy.

→ continuing to purchase meals from our caterers (even
though our employees were working remotely) and serving
them to healthcare professionals at makeshift hospitals in
Madrid.

→ We keep records of our key suppliers and service providers
by geography based on those five risk areas.

→ using our internal transport services to take healthcare
professionals from hotels to hospitals.

→ We closely monitor, and regularly report on, the status of
our 'high-risk' suppliers to senior managers.
B. Pending completion in the UK and US. Poland currently operates its own
system.
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Shareholder value
We build lasting loyalty among our four million shareholders
by delivering profitable and sustainable growth
Communication with shareholders

Banco Santander shares

We aim to align our interests with our shareholders', creating
long-term value and maintaining their trust and the trust of
broader society. We provide shareholders and investors with
information that meets their expectations and upholds our
values and corporate culture. We communicate with them
continually, making sure their opinions are taken into account
by the Board.

Banco Santander is listed on five markets: Spain, Mexico and
Poland; the US (as American Depository Shares), and the UK
(as CREST Depository Interest).

(+30,000 vs 2019)

Shareholder remuneration
In December, shareholders received the new shares related to
the share capital increase, equivalent to EUR 0.10 per share,
as a complementary payment from 2019. Each shareholder
received a free allotment right of new shares for each share
they hold and had the option of either selling in the market or
receiving new shares. As a result, total remuneration for
2019 rose to EUR 0.20 per share.
With regard to the dividend payment against 2020, the
board of directors intends to pay a cash dividend of EUR
2.75 cents per share, the maximum allowed in accordance
with the limits set by the European Central Bank (ECB) in its
recommendation last December.
The board’s intention is to restore a payout of 40-50% of the
underlying profit, in cash, in the medium term. With respect
to the remuneration against the 2021 earnings, the
intention is to resume payments once the European Central
Bank recommendations so allow, in line with the
announcement of April 2020.

Share capital ownership

58.10%

>4

million
shareholders

For further details about Santander Group's
communication with shareholders, see
sections 1.4 'Active communication with
shareholders during the pandemic' and 3.1
'Shareholder engagement' in the Corporate
Governance chapter.
For further details on Santander Group's
shareholder remuneration, see section '3.3
Dividends' in the Corporate Governance
chapter.
Fot further details on Santander share, see
section '2.6 "Stock market information'in the
Corporate Governance chapter.

Geographical distribution of chare capital

1.65%

1.05%
76.03%

22.32%
For more information, see
section 2.1. 'Share capital' in
the Corporate Governance
chapter.

40.85%
A

n Board

n Retail shareholders n Institutional
investors

n Americas n Europe n Rest of the world

A. Shares owned or represented by directors. For more details on shares owned and represented by directors, see 'Tenure and equity ownership' in section 4.2 and
subsection A.3 in section 9.2 'Statistical information on corporate governance required by the CNMV' of the 'Corporate Governance' chapter.

62

Responsible
banking

Corporate
governance

Economic
and financial review

Risk management
and compliance

Engagement with shareholders, investors and analysts
In 2020, the Shareholder and Investor Relations team
prioritized:
→ digital transformation: simpler online platform to
delegate and cast votes at general meetings; new
electronic channels for participating in general meetings
(such as telephone lines and digital platforms at branches);
means provided/help for shareholders to exercise their
rights at the October 2020 AGM in accordance with
Directive (EU) 2017/828; new virtual forums and events to
report on Grupo Santander's strategy and quarterly results,
and improvements to virtual service channels and
WhatsApp Business.
→ constant, clear communication with shareholders,
investors, analysts and rating agencies.
→ reporting about the group and share performance.
→ offering personal attention to shareholders via online
and face-to-face channels and gather their opinions with
diverse surveys.
→ exclusive products and benefits on
yosoyaccionista.santander.com. Grants for shareholders
and relatives with disability (60 grants given in 2020) and
other initiatives.
→ enhancement of Grupo Santander’s image in the markets.
Shareholders and Investors Relations area dedication has
been recognized by important publications of the sector, as
IR Magazine and Institutional Investor. Our efforts in the
integration of new channels (Whatsapp business) were
recognized by AEERC and OZ.

27,446

1,137

210

132,857

opinions from
shareholders, analysts
and investors through
studies and qualitative
surveys

contacts with institutional
investors (including 19
meetings with ESG investors
and analysts, and 58 calls
about corporate governance)

events with
shareholders

queries managed by email,
phone, WhatsApp and virtual
meetings

>1,300

For further details, see
sections 1.4 'Active
shareholder engagement
during the pandemic’ and
3.1 'Shareholder
engagement’ in the
Corporate Governance
chapter.

communications using
mainly digital channels

ESG indices and analysts
Our sustainability performance is regularly assessed by
renowned indices and ESG analysts. We use their findings
internally to identify improvement opportunities.

ESG analyst valuations

For 20 years in a row, Banco Santander has featured on the
Dow Jones Sustainability World Index (DJSI World). In 2020, we
are again among the 25 banks included in the index made up of
323 companies. Our score was 83 points out of 100, just six
th
points below the leader, ranking us 14 . We obtained the top
score (100) in financial inclusion, anti-corruption policy and
measures, fiscal strategy, customer relationship management,
environmental reporting, and social reporting.

S&P Global
CSA

Sustainalytics improved our ESG risk rating score. From 32.7,
considered high risk, to 27.1 medium risk. It recognized us for
above average preparedness measures to address resilience,
human capital, data privacy and security issues.
In 2020, Santander improved CDP by two notches, from C to B,
reaching "Management level" in the financial sector group, which
implies a coordinated action on climate issues.
In 2021, Santander is leading among our global peers in the
th
Bloomberg Gender-Equality Index (BGEI). We are 7 overall and
th
5 among banks. This remains well above average (+18.67) and
above financial services scores (+16.93 pp), with top mark in
equal pay and gender pay parity.
We have, once again, been named a constituent of the
FTSE4Good Index Series, raising our score to 4.3 out of 5.
Furthermore, according to the ISS-ESG Corporate Rating, our ESG
performance is above the sector-specific Prime threshold. We are
also assessed by other ESG analysts such as MSCI and V.E (Vigeo
Eiris.

A

2020

Vs.last
year

2019

Vs. Sector average

83

q

86

95 percentile, 14
out of 253 banks

MSCI

BBB

=

BBB

Average among 192
banks

Sustainalytics

27.1

p

32.7

30 percentile, 289 of
978 banks

V.E (Vigeo
Eiris)

62

q

63

74 percentile, 8 of
31 diversified banks

ISS-ESG

C

=

C

Decile rank of 2 out of
285 banks, equivalent
to 80th percentile

CDP

B

p

C

Among 28% of all
banks scoring a B

BGEI

85.13

q

90.39

Rating/Scoring

B

th

th

th

th

st

th

th

1 global bank and 5
from 126 financial
institutions

A.Source:Most recent ratings for each ESG analyst in 2020.
Sustainalytics has developed a new methodology for measuring risk. Thus, a
higher score indicates higher risk. 1st percentile is the lowest risk.
V.E (Vigeo Eiris) conducted an “ESG Performance Review” in which key ESG
indicators are updated. A comprehensive assessment will take place in 2021.
B. Please review page 123 for MSCI disclaimer
For more details on communication with ESG analysts, see
section 3.1 of the 'Corporate Governance' chapter.
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We play a major role in supporting inclusive
and sustainable growth
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Meeting the needs
of everyone in
society
We develop innovative,
simple and personalized
solutions to respond to
customer demands and meet
the needs of everyone in
society.

Environmental and
social risk analysis

Financial inclusion
and empowerment

We manage the
environmental and social
risks of our customers'
activities in sensitive sectors
such as energy, mining and
metals, and soft
commodities.

We help people who are at
risk of financial exclusion by
giving them access to basic
financial services, boosting
entrepreneurship and
employment, and providing
them with the skills they
need to manage their
finances efficiently

Supporting
communities

Tax
contribution

We support education and
social welfare in the
communities where we
operate, with a special focus
on higher education as the
driving force behind society's
progress. We also run
multiple social and cultural
support programmes.

We pay our fair share in taxes
everywhere we operate,
contributing to the growth
and progress of our
communities.

Risk management
and compliance

Supporting green
transition
We contribute to the
transition towards a more
sustainable economy by
managing climate-related
risks and opportunities,
building a comprehensive
sustainable and green finance
proposition; and reducing our
environmental footprint.

ESG investment
in Wealth
Management
and Insurance
Working under the highest
international ESG standards,
we embed ESG in our
decision-making, offering a
sustainable value proposition
for customers, and an active
ESG engagement.
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Meeting the needs
of everyone in society
We want to increase loyalty through products and services that enable all
our customers to manage their finances in the best possible way, while
helping them make more sustainable decisions.

Our value proposition aims to meet the broad needs of our customers
Innovative, simple and personalized solutions
Total customers

.

Households

SMEs

148 million

+

Loyal customers

22.8 million
Large
companies

Public
sector

Customer loans

EUR 916 billion
Customer deposits

EUR 849 billion

Against the backdrop of the economic and social crisis caused
by covid-19, we resolved to provide customers with solutions
for them to continue pursuing their goals and navigate such
testing times.
We ran ambitious initiatives to protect our customers' health;
to ensure that services continued; and to offer tailored
financial solutions to provide liquidity to people and
companies affected by the pandemic. We rapidly facilitated
state-backed lines of credit and adapted various products and
services to local circumstances. We also eased financing
conditions with payment holidays of up to several months in
most of our geographies.
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We bolstered our digital proposition for retail customers
and corporates, focusing the lion's share of our efforts on
expanding Openbank and our mobile payment services.
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Covid-19: Supporting our customers
The key during the crisis was to maintain financing levels to
combat the effects of covid-19, meet our customers' most
pressing needs and implement measures to protect our most
vulnerable customers, which included:
• providing liquidity and credit facilities with favourable terms
and conditions;
• suspending certain banking fees and commissions;
• temporarily increasing credit card and overdraft limits;

A

Households

Loans to customers at 31 December 2020, net of impairment losses

EUR million
324,152
157,118
16,717
497,987

Residential
Consumer loans
Other purposes
Total
A

• granting mortgage payment holidays; and

Companies and entrepreneurs

• proactively supporting vulnerable customers and opened a
new helpline for all customers.

Large companies

167,390

SMEs and entrepreneurs

132,359

By the end of the year, these initiatives had supported more
than 6 million customers in all our geographies, including
payment holidays to 4.8 million customers worth EUR 112
billion, which represents 12% of our lending portfolio.
In 2020, loans and advances to customers fell 3% (excluding
the exchange rate impact, loans were up 5% against 2019).
By segment, household lending decreased 4.2% year on year;
and lending to enterprises and entrepreneurs remained at
2019 levels.

EUR million

Other purposes
Total

20,104
319,853

A. See note 10. 'Loans and advances to customers' of the Auditor's report and
consolidated financial statements.
For more details, see 'Financial inclusion and
empowerment' in this chapter and 3.3
'Covid-19 credit risk management’ in the Risk
chapter.

Specific measures individual countries took as part of our covid-19 response
Spain: Advanced pensions to retirees and lent nearly
EUR 100 billion to entrepreneurs, sole traders, SMEs
and companies through internal resources and ICO
lines of credit (in which we have the biggest share).

Argentina: Lent ARS 1 billion (EUR 14.2 million) to
SMEs to support teleworking.

Poland: Pledged PLN 2 billion to support SMEs in
fighting covid-19 and deferred selected fees and
charges for customers who suspended their business
operations.

Brazil: Launched A Gente Banca, a new product to
provide newsstands with loans to renovate their
premises.

Portugal: Channelled EUR 120 million (31%) on the
first covid-19 state-backed aid line "Capitalizar 2018",
as well as EUR 4 billion in lending to SMEs for shortterm treasury needs, with no changes to the spread or
related fees.

Mexico: Participated in government-backed lines of
credit to help one million micro-enterprises, in
addition to four-month loan repayment deferrals.

UK: Participated in the government-backed
Coronavirus Business Interruption Loan Scheme
(CBILS) and the Bounce Back Loan Scheme (BBLS),
with no interest to be paid on either loan for the first
12 months.

US: Lent USD 25 million to Community Development
Financial Institutions (CDFIs) to benefit small
businesses.

Chile: Gave USD 6 billion in pre-approved lending for
consumer, mortgage and business customers.
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Working with multilateral institutions
We continued our work with multilateral entities to offer our
customers more lines of credit under better conditions.
In Spain, we signed seven agreements worth a total of EUR
1.205 billion with the EIB Group (including the European
Investment Fund, or “EIF”), combining senior loans with
portfolio guarantees and synthetic securitization transactions.
Those agreements allowed Santander to provide additional
liquidity and investment capacity for SMEs and mid-caps to
tackle the pandemic, renew their transport fleet or become
more sustainable.
In Portugal, a guarantee agreement with the EIF is allowing
us to furnish agricultural and agro-industry companies and
entrepreneurs with up to EUR 100 million in working capital
and investment capacity in the processing, marketing and
development of agricultural products, and to help young
farmers invest in their business. The EIB Group also
participated in the Banco Santander Consumer Portugal's first
STS securitisation in the Portuguese market, providing EUR
587 million for SMEs and mid-caps to renew their transport
fleets, including the acquisition of less-polluting vehicles.

In Brazil, a USD 100 million loan facility from the IFC supports
projects that promote the use of renewable energy and
energy efficiency, as well as Santander’s working capital
lending programme to Brazilian SMEs, with at least 10% of
the proceeds earmarked for female entrepreneurs.
In Poland, a synthetic securitization agreement signed with
the EIB Group is allowing us to provide around PLN 2.8 billion
in new funding to SMEs and mid-caps against the backdrop of
the covid-19 outbreak.
In the last four years, Grupo Santander has signed
agreements worth EUR 11.1 billion with the European
Investment Bank Group (EIB), the European Bank for
Reconstruction and Development (EBRD), the International
Finance Corporation (IFC), the Multilateral Investment
Guarantee Agency (MIGA), the Council of Europe
Development Bank (CEB) and the Development Bank of Latin
America (CAF).

Digital solutions for better financial management
We are constantly developing smarter and more accessible
products and services for our customers, and enhancing
existing ones, including our fully digital bank Openbank and
our mobile payment services (Global Trade Services, Global
Merchant Services, Superdigital, Pago FX).
Openbank
Openbank continued to grow in 2020 by broadening its
proposition in Portugal, Germany and the Netherlands.
Customers in those countries are now able to trade shares in
4,000 companies listed on 25 markets, as well as dealing in
exchange-traded funds. They can also use the Digital Wealth
Manager (for new and experienced investors), which includes
funds that follow socially-responsible investment criteria.
All Openbank cards are linked to charitable causes our
customers can choose from among the bank's selected
organizations. Every time customers pay with their Solidarity
Card, they can round their payments up and donate the
difference.
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Global Trade Services
Grupo Santander helps SMEs access trade finance, supply
chain, payments, foreign exchange and other global services.
In 2020, we strengthened our SME international trade
operations by investing in Ebury, one of the world's leading
payment, FX and cash management platforms for SMEs,
providing them with the necessary tools for cross-border
expansion.
We also invested EUR 30 million to become the majority
shareholder in Mercury TFS, an innovative company
specializing in digital trade finance solutions, with 130
employees and operations in Spain, Mexico, Chile and
Colombia.
Global Merchant Services
We also give online and offline retailers the ability to accept
various forms of payment, helping them better manage and
grow their businesses. These value-added services are based
on Getnet, a leading platform in Latin America, giving
merchants from micro-enterprises to multinationals a unique
experience.
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Santander Cash Nexus: global connectivity for Banco Santander's largest
multinational corporate customers
Through Santander Cash Nexus, Santander Corporate &
Investment Banking (SCIB) offers a standardized digital
service in our core geographies. It helps customers be more
efficient with greater control over their transactions.

In 2020, it launched Santander Cash Nexus Sign, which gives
access to Santander Cash Nexus on any mobile device so
customers can sign for transactions safely, anywhere and
anytime.

We offer a simple, competitive solution that digitalizes and
centralizes cash management for international businesses.
Customers in more than 15 countries have a single point of
entry to streamline their operations and make payments in
the formats and channels that best fit their models.

In March, Global Finance magazine named Santander Cash
Nexus the "Best Payment Hub Solution" in its “Best Treasury
& Cash Management Providers” category.

Mouro Capital. Helping fintechs grow.
Mouro Capital, the successor to Santander Innoventures, is an
independent venture capital firm that invests in fintechs and
adjacent businesses (artificial intelligence, payment solutions,
access to credit and financial inclusion).
With USD 400 million in allocated funds, it will manage the
portfolio of Santander Innoventures, which since 2014 has
invested in 36 startups in Europe and the Americas.

The fund will continue to deploy capital and remain a key
driver of our ambition to be the best banking partner to
startups, generating tangible value through strategic
collaborations. Today, 70% of the fund’s current portfolio
companies work with Santander.
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Supporting the green transition
Tackling climate change is a key objective at Grupo Santander. We support the
climate change goals of the 2015 Paris Agreement. Our ambition is to achieve net
zero by 2050 and we have set our first decarbonization targets.

Main lines of action
Aligning our portfolio to meet
the Paris Agreement goals

Supporting our customers
in the green transition

Reducing
our environmental impact

We have the ambition to achieve
net zero by 2050 supported by
first decarbonization targets:
eliminate all exposure to
thermal coal mining worldwide
and align power generation
portfolio by 2030.

We are building a complete
Sustainable and Green finance
proposition across the group. We
are a world leader in the financing
of renewable energy projects.

We are strongly committed to
protecting the environment by
reducing our footprint and have
become carbon neutral.

Target

Progress

To help our customers make the transition to the
green economy and to raise or facilitate the
mobilization of EUR 120 bn between 2019 and 2025,
and EUR 220 bn between 2019 and 2030, in green
A
finance to help tackle climate change.

Green finance

A. Includes our overall contribution to green finance: project finance,
syndicated loans, green bonds, capital finance, export finance, advisory
services, structuring and other products to help our customers in the
transition to a low-carbon economy.

B. 2020 SCIB's contribution to the green finance target includes: Project Finance
(lending): 5.1 bn; Financial Advisory: 3.2 bn; Green bonds (DCM): 2.8 bn; Project
Bonds (renewables): 0.9 bn; Export Finance (ECA): 0.8 bn; M&A: 2.3 bn; Equity
Capital Markets: n/a. For a total of 15,2 bn. Information obtained from public
sources, such as Dealogic, Inframation news, TXF or Mergermarket league
tables. All roles undertaken by Banco Santander in the same project are
accounted for. Other sustainable finance components, such as financial inclusion
and entrepreneurship, are excluded.

Climate change is a global issue that the Paris Agreement of
December 2015 seeks to combat by accelerating the actions
and investments needed for a sustainable, low-carbon future.
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B

Raised or facilitated

33.8 bn
2019

120 bn
2025

While climate risk is not new, it's an emerging driver of risk
that impact banks' credit, market and operational risks,
among others. The transition to a low-carbon economy
presents banks with a big opportunity; according to the OECD,
annual investment of USD 6.9 trillion to 2030 will be required
to meet the Paris Agreement goals.
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Our approach
Santander recognizes the actions we take this decade will be
key to address the climate emergency. To contribute in a
practical and tangible manner, we will focus on aligning our
portfolio to Paris Agreement goals, starting with most
material sectors as regards climate exposure. To drive
alignment, we will continue working to better understand
sectors and portfolio transition pathways, step by step
towards our ambition of net zero by 2050. To achieve this we
will support our customers in the green transition, engaging
with them and developing financial products and services.
Lastly, we will ensure that Santander’s own operations
remain being carbon neutral, by continuing to reduce our
own emissions, increasing the use of renewable energy and
offsetting remaining emissions by using certified providers as
we started to do in 2020.

We made strides to fulfil regulatory requirements by working
to implement the European Banking Authority (EBA)
guidelines and standards as well as supervisory expectations
of the European Central Bank in particular their Guide on
climate-related and environmental risks disclosed in 2020
Disclosing our approach is key to helping markets and other
stakeholders assess how we incorporate climate within our
processes and policies and report on our climate
performance. We take the Task force on Climate-related
Financial Disclosures (TCFD) as the guiding reference in this
regards. Our Climate finance report 2019-June 2020
included information on, and expanded on, TCFD. Later in the
year we will disclose our updated Climate finance report.
See our latest update on the TCFD's four-pillar framework
(Strategy, Governance, Risk management and Metrics &
Targets ) below.
Further details on our Climate
Report 2019-June2020
available at our corporate
website.

Our Strategy
• We publicly support the Paris Agreement and joined the
UN Collective Commitment to Climate Action (CCCA). Our
ambition is to achieve net zero carbon emissions across
the Group by 2050.
Central to our climate strategy are:
◦ setting sector portfolio alignment targets to fulfill the
CCCA.
◦ the green finance target: to raise or facilitate EUR
120bn in green finance between 2019 and 2025 and
EUR 220bn by 2030.
◦ the pledge to be carbon neutral in 2020 and to source
our entire electricity supply from renewable energies by
2025.
▪ We are now working on a roadmap to be Net zero by 2050
prioritizing the most climate material sectors where data
and methods are available. We will share progress on this
ambitious goal in our Climate Finance Report at the end of
1st half of 2021.
• In 2020, we fine-tuned our internal risk taxonomy and
updated our heat map, which plots each sector’s climaterelated risks (transition and physical) on a five-point scale
to measure the materiality of those sectors on the group's
balance sheet. This enables us to manage the emergence
and concentration of climate change risks by sector, and it
has been a critical input when defining our strategy. For
more details on the materiality assessment, please see the
Risk management section below.

• As part of the initial steps in building a roadmap towards
our net zero ambition and to fulfil our CCCA, we have until
September 2022 to (1) issue a statement indicating the
sector(s) we are proposing to align with the Paris
Agreement, and (2) set specific alignment targets. After
analysing a number of inputs, based on the materiality
A
assessment and using the PACTA methodology as an
initial approximation, we have committed to aligning our
power generation portfolio with the Paris Agreement by
2030. To deliver on this commitment, we are devising a
two-pronged coal phase-out strategy: (1) Stop providing
financial services to power generation customers with a
revenue dependency on thermal coal of over 10% by
2030; and (2) Reduce our exposure to thermal coal mining
to zero by 2030. For more details, see the 'Aligning our
portfolio to meet Paris Agreement Goals' section.
• Going forward, we will continue to assess the alignment of
the most concerning sectors regarding climate change (oil
and gas, mining and Metals, and car manufacture within
Transport) in view of the data and methodologies
becoming available and robust.
A. PACTA (Paris Agreement Capital Transition Assessment) from 2 Degrees
Investing Initiative.
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▪ In 2020, to help deliver on our green finance target we
raised or facilitated EUR 15.2 bn (EUR 33.8 bn since 2019)
and harnessed climate finance opportunities by working on
diverse initiatives. For more details see next section
"Supporting our customers in the green transition."
◦ SCIB created an ESG solutions team to boost its
sustainable finance proposition, reinforcing their longstanding leadership in renewables financing and advisory
services.
◦ We set up a sustainable finance working group co-led by
SCIB and Responsible Banking, aimed at providing key
insights on four areas: green buildings, clean mobility,
renewables and sustainable agro.
◦ We made great progress in developing an internal Green
Book compiling all the green features of our products, as
well as an internal classification system to identify ESG in
general purpose lending.
◦ We issued our second EUR 1 billion green bond, which
will be used to finance and refinance renewable wind and
solar power.
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• In our own operations we have reduced CO2 emissions and
offset the emissions we have been unable to reduce,
becoming carbon neutral in 2020. Furthermore, 57% of our
electricity supply comes from renewables energies. Please
see "Environmental Footprint" section below for more
details.
• We defined climate-related timescales and embedded them
in our strategic process; short term is up to a year aligned
with budget; medium term is 3-4 years aligned with
financial planning; long term is 5-7 years aligned with
strategic planning; and, for ad hoc analysis, longer term is
over 7 years.
◦ Our three-year planning includes climate risks and
opportunities to embed climate change in our long-term
business strategy for the Group.
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Governance
• The responsible banking, sustainability and culture
committee (RBSCC) helps the board oversee the
Responsible Banking strategy, which includes climate
change. It meets every quarter and in 2020 was formed of
eight board members: seven external directors (majority
independent) and the executive chairman; its chair is an
independent board member. All members are appointed in
light of their knowledge and experience relating to the
committee's mission.

• In 2020, the strategy committee of the Group approved
the climate change project as one of the bank’s strategic
projects, the progress of which will be reviewed twice a
year according to the established roadmap.

• In 2020, the RBSCC held four meetings, three of which
included climate change as a topic (the minimum is two
meetings covering climate). The committee also conducted
reviews of climate-related financial risks and
opportunities, roadmaps to fulfil TCFD and ECB
expectations, our sustainable finance proposition (to
ensure we help our customers transition to a low-carbon
economy), plans for business lines and the progress of our
carbon footprint and green finance commitments. The
committee issues a yearly report on the actions taken and
reviewed. For more details, see the 'Corporate governance'
chapter.

• Climate change is also part of our general sustainability
policy, which we reviewed in 2020 and linked to the
environmental, social & climate change risk management
policy, where we set out the climate-specific lending criteria
described further in the Risk management section.

• The board took part in a second climate change training
programme that included modules on the Paris Agreement
and Net Zero. In Santander UK, the board and executive
committee attended a climate change workshop delivered
by external experts, which covered climate science,
regulatory requirements and the TCFD recommendations.
See below details on staff and management training.
• The executive management of the Responsible Banking
agenda lies with the Inclusive & Sustainable Banking
Steering group (I&SBS), which promotes the transition to a
low-carbon economy and fosters sustainable consumption.
The I&SBS feeds into the RBSCC and meets every six weeks
aprox. It is formed of nine permanent executive members
and two rotating members (country heads). In 2020, the
I&SBS held seven meetings and addressed topics such as
ESG performance, TCFD progression, smart infrastructures,
climate change, sustainable finance in specific geographies
and carbon offsetting.
• The management committee of the Group discuss twice a
year on the progress of the Responsible Banking agenda
(including climate change), with a focus on TCFD
implementation and ESG business opportunities.

• We included responsible banking objectives as a qualitative
metric in our 2020 executive remuneration scorecard,
aligning it with our public commitments, including the
Green Finance target.

• The climate change agenda and governance, and the
implementation of TCFD recommendations, are designated
to specialist working groups (see box below).
• The climate working group, co-led by SCIB, Risk and
Responsible Banking, met regularly in 2020 to monitor and
make headway with the climate project, based on a
roadmap with defined milestones. With members from
different functions and geographies, it receives feedback
from executive directors as part of the I&SBS.
• In Q1 2020, the Risk division completed a review of its
governance in relation to climate change. The review
considered the terms of reference of governing bodies, their
forward-looking agendas and the risk framework. In the
annual review, all policies and internal procedures were reexamined, and specific references to climate change risk
management were introduced.
For more details on the RBSCC, see section
4.9 'Operations of the responsible banking,
sustainability and culture committee' in the
Corporate governance chapter.
For more details on our policies and
governance, see the 'Governance and
priorities' section of this chapter.

Our General sustainability policy is available
at our corporate website.
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Climate-related working groups
Climate working group

comprises key functions and
geographies to support the
implementation of the TCFD
and CCCA roadmap.

Public Policy
Sustainability working
group
advises on regulatory
developments and
coordinates the group's
response to public
consultations.

Risk division climate
change working group

SCIB ESG working group

Santander UK climate
change working group

Sustainable finance
working group

involves different risk areas
to develop and implement
the risk-specific tasks set
out in the TFCD roadmap.

coordinates the plan to
comply with the PRA's
supervisory statement on
climate change risk
management.

has a broad agenda that
includes climate-based
business positioning and
opportunities.

incorporates areas and
countries to provide key
insights on green buildings,
clean mobility, renewable
energies and sustainable
agro.

Sustainable bond
steering group

oversees the issuance,
management and reporting
of Grupo Santander´s
sustainable bonds.

Footprint working group
looks at how we measure
and reduce our internal
carbon footprint, as well as
offsetting our remaining
CO2 emissions.

Management and staff training
To help the management team deliver on the challenges
ahead and on our pledge to support customers in their
transition towards a greener economy, we launched the
“Climate Dialogues” programme for senior managers to
discuss critical climate-related topics with renowned experts.
In 2020, we held three sessions, with up to 940 participants in
one single session, including 12 Promontorio executives. The
programme will continue throughout 2021, with the first
session held in January.
Based on the Banking Environment Initiative's (BEI) Bank
2030 vision, Santander, BEI and the University of Cambridge
organized a workshop on “How to accelerate the financing
of the low-carbon economy”, attended by more than 100
people mainly from SCIB and Risk. The session provided a
complete picture of the financial sector's role in the energy
transition and encouraged participants to come up with ideas
to make the most of the opportunities arising from a lowcarbon economy.
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Furthermore, we released a climate change eLearning
module, available to all geographies to raise awareness of
the negative impact climate change has on the economy.
To boost knowledge and expertise within the bank, we also
created briefings on climate-related financial risks and
opportunities for the power, oil and gas, mining, and steel
industries. The aim is to support areas that make strategic
climate change-related decisions, as well as identifying and
exploring relevant topics regarding the impact on credit
(including policy and regulation), the markets and technology.
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Risk management
▪ Grupo Santander's regularly updated framework for the
identification, assessment, management and reporting of
climate change-related financial risks helps increase our
understanding of the risks and opportunities in our
portfolios and enhances our forward-looking analysis.
▪ The correct assessment of environmental and climate
change risks helps shape business strategy, deploy capital
efficiently and meet the expectations of European
regulators and supervisory authorities, as well as the
Financial Stability Board and the United Nations.
▪ Our top risk identification and assessment includes climate
change and is updated quarterly to reflect the
environmental agenda.
▪ The general risk framework categorizes Grupo Santander's
key risks, with environmental and climate-related financial
risks (physical or transition-led) identified as factors that
could impact the existing risks in the medium and long
term.
▪ In 2020, we adapted our risk appetite and related policies
to reflect the group's strategy in this regard.
▪ Our internal risk taxonomy identifies sectors that are
exposed to climate change risks through physical and/or
transition impacts, while our heat map assesses each
sector’s climate-related vulnerability on a five-point scale.

▪ In 2020, Santander UK analysed the climate-related risks
of its mortgage portfolio using scenarios from the UK
Climate Programme. When assessing the most viable
physical risk - flooding -, we found that 95% of our
mortgage lending is on properties with negligible or very
low risk of flooding. See table below.

▪ This risk classification, based on the main activity of our
A
customers (according to the NACE code) and
complemented with exposure data for each of the sectors
and geographies, is the basis for the quantitative and
qualitative measurement of the most relevant climate
change-related risks, and is used to develop relevant risk
metrics and to inform decision making on climate changerelated risks.

Flood Risk

Negligible ; <1;10,000

▪ Based on an in-depth review of our exposures to climate
change-related transition risk, we conduct a quarterly
materiality assessment focusing on the group's main
portfolios.

Total Properties

1,234,563

100.00

▪ The assessment shows that the most concerning sectors
exposed to climate change are conventional power, oil and
gas, mining and metals, and transport, while SCIB
represents approximately 90% of our total exposure to
rated companies. See figure on the top right.
▪ Other sectors classified as medium risk in the assessment
are manufacturing, construction, agriculture and water
supply. In SCIB, its exposure amounts to ~EUR 57bn. SCIB
exposure represent ~70% of the total exposure to rated
corporates.
▪ Retail mortgages and real estate represent exposure of
approximately EUR 350bn (of which EUR 308.5 bn are retail
mortgages, mainly in the UK and Spain), and are classified
as moderate risk.

C

Number of properties

%

2,906

0.24

Medium: between 1:30 and 1:100

10,021

0.81

Low; >1:1000

49,678

4.02

69,523

5.63

1,102,435

89.3

High; >1:30

Very low; >1:10,000

C. Flood Risk is expressed as a ratio, where 1 in 30 year (1:30) flood event
refers to the likelihood of flooding occurring in a given year.

▪ Our Economic Research department analyses climate
scenarios and the economic impact of climate change
(current and future global warning) by reviewing external
sources such as information published by the Network for
Greening the Financial System, as well as its own
assumptions. It uses Integrated Assessment Models and
internal tools to create feasible scenarios and data
including GDP, energy consumption and emissions.
For more details on our risk management
approach and progress, see section 2.6
'Environmental and social risk' of the Risk
management and compliance chapter.

Further details on our Climate Report 2019June2020 available at our Corporate Website.

A. NACE: Statistical Classification of Economic Activities in the European
Community.
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Metrics and targets
We produce climate-related metrics to disclose data
regarding our business operations; our loan portfolio in
relation to the most concerning sectors; our position in
market rankings; green financing; and impact metrics such as
the emissions we counteract in financing renewable energy.

Concerning our business activity, the next section of this
chapter provides information about our performance and
support to our customers in their transition to a low carbon
economy. It does also include progress against our
commitments, namely regarding our green finance target.

We now include metrics based on the results of our climate
materiality assessment, disclosing our exposure to the most
concerning sectors (see data above).

In 2020, to help deliver on our green finance target
we raised or mobilized EUR 15.2 bn (33.8 bn EUR
since 2019).

Our report sets out metrics that track our performance and
the achievement of our objectives, as well as how we manage
climate-change related risks and opportunities. We continue
to identify and develop new metrics for future disclosures.
Regarding our own operations, we disclose performance data
on scope 1, 2 and 3 emissions as mentioned in the
Environmental Footprint section, along with other climate
relevant metrics like energy consumption. We also report
against our targets on renewables and carbon neutrality.

Regarding our scope 3 emissions related to financing, in 2020
we engaged with data providers, methodology-setting
organizations and peers to further our understanding towards
developing useful metrics. We are adopting a granular
approach and providing emissions intensity data for the
power generation sector (see below), where we will focus
our efforts initially. Further below we provide information
about our second PACTA exercise and more details about
decarbonization targets as part of our TCFD disclosures.

In 2020, Santander became carbon neutral in its own
operations, by continuing to reduce its own
emissions, by increasing the use of renewable energy
and by offsetting the remaining emissions.

Aligning our portfolio to meet the Paris
Agreement goals
Santander publicly supports the Paris Agreement on climate
change. We joined the UN Collective Commitment to Climate
Action (CCCA) when it launched in 2019. Further to this we
are now setting the ambition to be net zero by 2050. Later
on the year, and in particular in our climate finance report
which will be published after the first semester of 2021, we
will provide further details on the roadmap towards this
ambition which we will be improving in scope and detail as
we progress on this journey.
We aim to contribute in a practical and tangible manner to
Paris by aligning our portfolio with Paris. Alignment means
embedding climate into our strategy and governance, in how
we manage risks and opportunities. We are committed to
supporting people and businesses in their transition towards
a green economy.
Managing climate change risk and opportunity requires
collaboration between internal functions and with external
stakeholders to build and acquire knowledge. We are joining
forces with financial authorities and sector associations by
participating in formal consultations and industry forums. We
also collaborate with peers and take part in debates to come
up with financial solutions that support the UN Sustainable
Development Goals and the Paris Agreement.
Progress on the Collective Commitment to Climate Action
To fulfil UNEP FI Collective Commitment to Climate Action
(CCCA), we need to set and publish sector-specific, scenariobased targets to align our portfolio with the Paris Agreement
goals. Santander has been working towards this aim and in
September 2020 published its first CCCA progress report.
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We continue to apply the methodology from the PACTA (Paris
Agreement Capital Transition Assessment) 2 Degrees
Investing Initiative, which focuses on high climate impact
sectors. We undertook a second exercise to analyse our SCIB
power generation portfolio (a material sector within our
portfolio from a climate risk perspective).
For that second analysis, we focused on our SCIB loan book
with our power generation corporate customers, excluding
project finance. Our power generation project finance
portfolio, which represents 32% of our total power
generation portfolio, is made up of 92% renewable energy.
Ultimately, we chose to focus on corporate customers as it's a
key area for us to engage with customers and further support
them in their transition to a low-carbon economy.
Our power generation portfolio compares well against the
A
corporate economy , with a larger share of renewables
(Santander 21% vs corporate economy 15%) and hydro (27%
vs 19%) and a smaller percentage exposure to coal (12% vs
29%). Projecting our portfolio to 2025 (using the PACTA
methodology), our position improves when compared to
corporate economy with increased share in renewables (27%
vs 18%) and also lower share in coal (9% vs 26%), which is
fairly consistent with a Paris aligned pathway.
Our first CCCA progress report is available at
www.unepfi.org/wordpress/wp-content/
uploads/2020/09/Santander_CCCAreport_website092020.pdf
A. Corporate economy: represents the aggregate/combined production of all
assets in the Asset Resolution's database, which captures approximately 70%
of total world CO2 emissions (CO2 is the largest greenhouse gas (GHG)
contributor to human induced climate change). Considering the inclusion of
other GHG (such as nitrous oxide and methane – relevant in agriculture), the
database captures approximately 60% of total GHG emissions. Based on data
from the 2018 World Energy Outlook from the International Energy Agency.
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Power Generation

Production capacity across technologies (%)

2020
15%
6%
19%

26%
5%

2025
21%

18%

27%

28%

8%

11%

29%

25%

24%

23%

5%

12%

20%

27%
26%
25%

5%

29%

3%
12%

26%

3%
9%

3%
10%

Corporate
Economy (A)

Santander

Corporate
Economy (A)

Santander

Paris Aligned
Pathway

Coal

Oil

Gas

Hydro

Nuclear

Renewable

A. Corporate Economy: represents the aggregate/combined production of all assets in the Asset Resolution's database, which captures approximately 70% of total
world CO2 emissions (CO2 is the largest greenhouse gas (GHG) contributor to human induced climate change). Considering the inclusion of other GHG (such as
nitrous oxide and methane – relevant in agriculture), the database captures approximately 60% of total GHG emissions. Based on data from the 2018 World Energy
Outlook from the International Energy Agency.

Power Generation portfolio alignment
Following our analysis and with the approval of the board:
We committed to aligning our power generation portfolio
with the Paris Agreement by 2030.
As part of this, we're taking further steps by committing to:
Stop providing financial services to power generation
clients with a revenue dependency on thermal coal of over
10% in 2030.
We will also work on a future pathway in line with the UNEP
FI CCCA approach, where we will continue assessing
alignment for our most concerning sectors with respect to
climate, considering the data and methodologies available,
and participating in working groups to further the
development of alignment methodologies and approaches in
the financial sector.

The carbon intensity of our current power
generation portfolio for corporate customers is of
B
309.6 grCO2/KWh as a measure of physical intensity
B. Includes top 20 companies representing 85% of power generation portfolio.
S&P Trucost Limited © Trucost 2021 has been used as the primary source of
information for 2019 emission and production metrics, complemented with
public information obtained directly from companies’ annual reports.
By comparison, the world average carbon intensity of electricity generation
is of 475 gCO2/kWh according to the International Energy Agency

Coal phase-out
We took further steps to reduce our exposure to coal-related
sectors and committed to cut our worldwide exposure to
thermal coal mining to zero by 2030.

Net Zero by 2050
Our ambition is to be net zero carbon emissions by 2050 in
terms of its own operations (Scope 1 and 2, which are already
carbon neutral) and Scope 3 emissions across our the Groups.
Later on the year, and in particular in our climate finance
report to be disclosed by end the first semester, we will
provide further details on the roadmap towards this ambition.

UNEP FI engagement on the TCFD Pilot project and the
Collective Commitment to Climate Action
We remain engaged with the UNEP FI on climate. Since 2018,
we have participated in the TCFD recommendations pilots I &
II, making headway with an internal methodology to assess
climate change-related impacts on our credit risk exposures,
and are very much looking forward to continuing our
involvement in the next stages of the pilot. As part of the
Collective Commitment to Climate Action, we participate in

the working groups aimed at strengthening the initiative and
further developing it.
For more details, see 2.6 'Environmental and
social risk' section of the Compliance and
conduct risk management.
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Supporting our customers
Corporate and Investment Banking
Santander Corporate and Investment Banking (SCIB) aims to
become a reference point in sustainable finance by providing
ESG solutions in all our markets.

Santander Corporate and Investment Banking
(SCIB) aims to become a reference in sustainable
finance through ESG solutions.

Leveraging a solid track record in renewable energies and
strong product capabilities, SCIB is branching out to fullyintegrated ESG advisory services across all sectors and
products, serving an increasing appetite from corporates and
investors.

Global Renewable
Energy Project Finance Volume by MLA A
FY 2020

Strengthening our long-standing leadership in renewable
energy financing and advisory services
For the last 10 years, we have been the leading bank in
financing renewable energies, and rank in the Top 3 by
number of deals and Top 5 by deal value globally. Within this
period, we have participated in 143 renewable energy finance
deals, investing a total of more than USD 6 billion.

Rank

Mandated Arranger

1
2
3
4
5
6
7
8
9
10

Banco Santander
Bank 1
Bank 2
B
Peer 1
Bank 3
Bank 4
Bank 5
Peer 2
Peer 3
Bank 6

Vol. (USDm)
6,284
5,638
5,511
3,779
3,737
3,436
2,962
2,601
2,589
2,313

Nº. %share
143
73
63
76
52
54
28
32
40
24

6.7
6.0
5.9
4.0
4.0
3.7
3.2
2.8
2.8
2.5

A. As indicated by Dealogic and Bloomberg New Energy Finance league tables
for project financing within the Lead Arranger category.
B. Peers are banks that due to their size and market capitalization are
comparable to Santander, including BBVA, BNP Paribas, Citi, HSBC, ING, Itaú,
Scotia Bank and UniCredit.

Banco Santander issues second green bond worth EUR 1 billion
In 2019, we created a Global Sustainable Bonds Framework
and a Global Green Bonds Framework in line with the 2018
Green and Social Bond Principles. These frameworks are
aligned with, and support, our Responsible Banking strategy,
reflecting our intention to deploy additional capital for green,
social and sustainable projects.
In October 2019, we set our global sustainable issuance plan
in motion with a seven-year, EUR 1 billion green bond to fund
wind and solar power projects, in line with UN Sustainable
Development Goals 7 and 13.
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In June 2020, we issued a second green bond; a seven-year,
EUR 1 billion senior non-preferred issuance. The net proceeds
will be divided between existing wind and solar assets on our
balance sheet and new assets that will be added in our core
markets (Europe, US and Latin America). The re-financing
share will be less than 50% during the term of the bond.
Banco Santander, S.A. Green Bonds Framework and the Banco
Santander, S.A. Global Sustainable Bond Framework (updated in
2020) are available at our corporate website.
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Renewable energy projects
In 2020, we helped finance greenfield renewable energy
projects with a total installed capacity of 13,765 MW,
A
preventing the emission of 60 million tons of CO2 . We also
contributed to the expansion, improvement and maintenance
of existing renewable energy infrastructure projects
(brownfield), with a total installed capacity of 8,106 MW
(further details in the graphs below).
Our renewable energy project finance portfolio (greenfield
and brownfield) totalled EUR 11.6 billion at the end of the
year, approximately half of our project finance portfolio and
spread over 307 transactions.

Financing of renewable
energy (greenfield)

Financing of renewable
energy (brownfield)

(MW financed)

(MW financed)

C

C

13,765

8,106

6,689

A. Emissions which the MW financed in 2020 will prevent over the course of the
projects’ useful lifespans. International Energy Agency emissions factors
(source updated in 2019 with data from 2017) have been used.
B. Calculated using data on final electricity consumption for the residential
sector by country published by the International Energy Agency (source
updated in 2020 with data from 2018).

Breakdown of MW financed by type of renewable energy

16,785

8,036

The renewables projects have a generation
capacity equivalent to the yearly consumption of
B
10.3 million households.

Wind
energy

77% --

77% 35%

77% 46%

2018

2019

2020

Solar
energy

22% 100%

22% 54%

18% 33%

2018

2019

2020

1% --

1% 11%

5% 21%

2018

2019

2020

D

Others

1,200
2018

2019

2020

2018

2019

2020

Greenfield Brownfield
E

Breakdown of renewable MW financed by country in 2020
(greenfield and brownfield)

3,796 MW
681 MW
USA

5,455 MW
630 MW
United
Kingdom

706 MW
2,169 MW
Spain

882 MW
0 MW
Chile

1,587 MW
17 MW
Brazil

497 MW
0 MW
France

242 MW
0 MW
Poland

0 MW
3,510 MW
Portugal

0 MW
306 MW
Germany

C. In 2020, the MW attributable to Banco Santander according to its share in each project was: 19% of total for greenfield and 23% for brownfield.
D. Others greenfield: Taiwan (600 MW). Others brownfield: Italy (61 MW); Uruguay (52 MW); The Netherlands (600 MW); Sweden (80 MW)
E. Includes biomass for 2018 and hydropower for 2019, and solar-wind energy for 2020.

Renewable energy projects financed in 2020
We closed one of the largest deals in the Spanish
renewable energy market worth EUR 567.8 million,
under a hybrid structure format, including a bank
loan and project bonds.

We participated in the financing of an Offshore Wind
Farm, which will become the world's biggest. It will
generate 2.4 GW of green energy to supply c. 3.3% of
the UK’s demand, powering four million homes per
year.
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Evolving our ESG product offering
We demonstrate our commitment to inclusive and
sustainable growth and to the transition to a low-carbon
economy through various products and services.
Incorporating ESG into financial instruments for sustainable
projects has extended to traditional bank loans, revolving
credit facilities, bonds and even derivatives.
In 2020, we participated in 53 Green and ESG loan
transactions in Europe, and ranked third in Refinitiv's
European league table.
Green and ESG Loans, Europe - 2020 YTD
Rank

Lender

1
2
3
4
5
6
7
8
9
10

Peer 1
Peer 2
Banco Santander
Bank 1
Bank 2
Bank 3
Bank 4
Bank 5
Bank 6
Peer 3

Landmark deals in 2020
Total Deals

Vol. (EUR m)
99,308
72,532
70,622
70,293
64,691
56,151
53,997
52,648
50,503
49,790

Our aim is to support our customers in defining
and executing their strategy to transition
towards sustainable models. As part of this, we
have intensified and upgraded our dialogue and
engagement on topics ranging from
sustainability strategy to disclosure, financing
needs, ESG ratings, specific solutions and new
technologies.
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56
53
50
30
32
24
33
34
47

In recent years, we have developed frameworks that
are the building blocks of our ESG product offering:
→ Sustainable Guarantees Framework, with a second party
opinion from VIGEO (2019)
→ Social Loans Framework in Argentina, with a second party
opinion from Sustainalytics (2020)

First ESG-linked facility in the aerospace
sector
SCIB acted as ESG Coordinator, supporting the company in
setting targets, developing pricing mechanisms, and on
communication to banks and the wider market.

First ever gender bond in Mexico
SCIB acted as joint lead manager and bookrunner in the
financing of a portfolio of new and existing loans targeting
women as beneficiaries in three areas: financial inclusion,
employment and entrepreneurship.

First Polish sustainability bond and swap
SCIB took on the roles of coordinator, lead arranger and
bookrunner in financing a Polish group's transformation to
zero-emission power generation.

First sustainability linked bond in Brazil
SCIB acted as a bookrunner for the first sustainability linked
bond in Brazil, and second globally, for a pulp and paper
producer aiming to reduce GHG emissions.
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Retail and commercial banking
In 2020, we completed our internal Green Book, which
compiles all products with specific green features of the
Group according to international standards such as the Green
Bond Principles. This initial classification will be enhanced
with the EU Taxonomy and other global guidelines.
The Green Book products are specifically tailored to two main
segments: individuals and SMEs/Corporates.
This enables us to identify how much finance we direct
towards green assets through products with specific green
features, and to promote green finance to our retail customer
base.
In parallel, we are developing an internal classification
system based on the EU Taxonomy and other international
standards, to identify and manage the volumes of green
financing in our standard credit.

Green book
Products for individuals and/or
SMEs /corporates

Countries

Green mortgages
Loan for energy efficiency
Loan/lease for renewable
energy installations

Loan/lease for clean transportation
Loan for low carbon agriculture
Loan to foster circular economy

Some of these green products include:
Hipoteca Fija/
Variable Online
Product that gives benefits
for acquiring proprieties
with an A or A+ energy
efficiency certificate.

Crédito Pessoal
para energias
renováveis
Loan that incentivizes the
acquisition of renewable
energy generation or energy
efficient equipment.

Eko leasing
Product for electric and
hybrid vehicles with
benefits such as financing
up to 36 months, 30% off
the first lease fee, customer
support, insurance, etc.

CDC Sustentável
Solar
Financing for renovations
and projects using
renewable energy and
energy efficient
installations, as well as
accessibility, ergonomic and
air quality upgrades.

Multilateral financing for energy efficiency and
renewable energy projects
In Spain, thanks to the EIF’s involvement in a synthetic
securitization initiative, we aim to provide EUR 10 million in
new climate-related investments. Similarly, we will allocate
up to EUR 51 million to low-carbon and zero-emission
vehicles in Portugal with the EIF's support. We are also
helping renewable energy and energy efficiency projects in
Brazil with a USD 50 million loan facility alongside the IFC.

AENOR sustainability seal for small
and medium-sized companies
Santander España created the first AENOR-assessed seal that
gives Spanish SMEs' a sustainability rating to set them apart
in the eyes of their customers and suppliers.

In 2020, we entered into three financing agreements with
MDBs to contribute EUR 104 million to green financing
projects. In the last four years, the Group has signed
agreements with multilaterals such as the EIB (European
Investment Bank), EBRD (European Bank for Reconstruction
and Development, IFC (International Finance Corporation),
MIGA (Multilateral Investment Guarantee Agency ), CEB
(Council of Europe Development Bank) and the CAFDevelopment Bank of Latin America to provide over EUR
1,360 million in support of green finance in Spain, Poland,
Portugal, Brazil and Peru.
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Embedding ESG in all key areas of the bank
Leveraging on a solid track record in renewable energy and
strong product capabilities across our platform, we are now
moving towards fully-integrated ESG solutions, serving an
increasing appetite from corporate and institutional
customers. To better support our customers in achieving their
own ESG objectives, in 2020 SCIB created a dedicated team to
boost its sustainable finance proposition.
This new global team works closely with product teams such
as Global Transaction Banking, Project Finance and Markets,
to provide strategic solutions as well as product and financing
structures tailored to specific industries, geographies and
market sectors, helping our customers in their transition
towards a more sustainable business model.

"The creation of this team further reinforces our
contribution to Grupo Santander's responsible
banking commitment to support inclusive and
sustainable growth. We want to back our
customers in their ESG transformation journey,
helping them define and achieve their global
sustainability objectives.”

José M. Linares, SEVP (Senior Executive Vice President) and
Global Head of Santander CIB

Playing an active role in shaping the external environment
→ We shared insights on sustainable finance practice with the Banking Environment Initiative (BEI) to help with
its Bank 2030 research report, which seeks to shed light on how banks can accelerate the transition to a lowcarbon economy and to create a vision for the banks of 2030.
→ The report is a significant contribution to the banking sector as it identifies barriers and opportunities for
banks in the transition, which requires asset and behavioural transformation. We also work with the BEI on
the 'Soft Commodities' Compact and the fight against deforestation.
→ Grupo Santander participates in the Paris Agreement Capital Transition Assessment (PACTA) bank pilot led by
the 2 Degrees Investing initiative (2Dii), which aims to provide information on the alignment of selected
portfolios with regard to climate scenarios as proxies to the Paris Agreement.
→ Our Credit Risk team worked alongside SCIB and Responsible Banking to supply data for the project, and is
actively collaborating with SCIB to use the results in a forward-looking assessment of climate-related risks
and opportunities in wholesale portfolios.
→ We are an active member of the Global Investors for Sustainable Development Alliance (GISD Alliance), a
working group created as part of the UN's strategy for Financing the 2030 Agenda for Sustainable
Development.
→ SCIB collaborates on analysing how to invest in Colombia's clean energy, water and sewage sectors, as well
as how to structure SDG-linked financing in the 4G road infrastructure programme. It is also involved in the
call for action around covid bonds.
→ We participate in the EBF-UNEP FI working group created to develop voluntary guidelines for banks on
applying the EU taxonomy to their lending portfolios.

Additionally, SCIB hosted key panels related to sustainability
to raise awareness among its customers and investor network
at events:

→ January 2021: 25th Santander Latin American Conference New frontiers for sustainable finance and ESG as an asset
class

→ October 2020: Santander International Banking Conference
- A sustainable and resilient Recovery, meeting the climate
challenge while addressing economic and social needs

→ February 2021: XXVII Santander Iberian Conference - ESG,
An opportunity for industrial companies

→ December 2020: Santander Chile ESG Webinar - Moving
towards a sustainable capital market
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→ February 2021: UN PRI Panel - Deforestation as a Credit
Risk - with Santander invited speaker (Santander Global
Head of E&S Risk)
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Environmental footprint
We are strongly committed to protecting the environment by
reducing our environmental footprint. Our environmental
management strategy focuses on three main areas:
• Reduce CO2 emissions and offset the emissions we have
been unable to reduce.
• Reduce and responsibly manage our waste.
• Increase awareness of environmental issues among
employees and other stakeholders.

Becoming carbon neutral
Grupo Santander's plan to become carbon neutral comprises
five projects in five countries that provide us with the carbon
credits we need to offset emissions. We drew up an internal
plan and put out a call to tender to select the projects to
obtain the required carbon credits. We then assigned to each
country unit a project through which it could offset its
emissions.

• Energy consumption reduced by 21%.

Projects include renewable energies, reforestation and fuel
switching and are certified under the sector's most
recognized international standards, like the Gold Standard,
the Verified Carbon Standard (VCS) or the Clean Development
Mechanism (CDM). This collaborative, international initiative
reflects our commitment to protecting the environment,
fighting climate change and reducing our environmental
footprint.

• Atmospheric emissions reduced by 61%.

Use of energy from renewables sources

• Paper consumption reduced by 75%.

57% of the energy used in our buildings is renewable, with
100% green energy in Germany, Spain, Portugal and the UK.
We continue to work towards 60% target for 2021 and 100%
by 2025.

Since 2001, we've been measuring our environmental
footprint through energy consumption, waste and emissions.
And, since 2011, we've used strict criteria to draw up energy
efficiency and sustainability plans to ensure we keep
environmental impact to a minimum, yielding these results:

We have also made two commitments involving all G10
countries:
• From 2020 on, Grupo Santander will be carbon neutral by
investing in projects to offset our emissions.
• By 2025, 100% of the electricity we consume will come
A
from renewable sources .

Thanks to the purchase of green energy, the emissions
reduction due to electricity consumption was 21%. In terms of
total emissions, this acquisition enabled us to reduce our
emissions by 12%.

A. In those countries where it is possible to certify renewable sourced electricity
for the properties occupied by the Group.

Projects to offset CO2 emissions
Reforestation
Planting of native species in over 1,000
hectares scorched by forest fires in
Alcoroches (Guadalajara).

Reduction of N2O
emissions
Eradication of the N2O produced at a
nitric acid plant, reducing its impact on
the atmosphere.

Wind energy
Wind farm with 309 MW of installed
capacity, including a social project to
aid the development of local
communities in Oaxaca.

Hydropower
Hydropower plant with a capacity of
182 MW that helps the community
through job creation.

Recovering energy from
greenhouse gases
Capture of the methane produced at a
landfill site in Spartanburg (South
Carolina) to be converted into biogas
for clean energy.
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Certified environmental management system
A

We measure and manage the direct environmental impact of
our activities through environmental management systems
implemented in most of our buildings, which are externally
B
audited under ISO 14001.
We also have:
▪ LEED PLATINUM certification in three buildings in Poland
(Atrium I, Warszawa Atrium II and Poznan Business
Garden).
▪ LEED GOLD certification in ten buildings in: Germany
(Santander Platz and An der Welle 5), Brazil (Torre
Santander and the two Campinas Data Centres), Spain
(Tripark, Abelias, Luca de Tena and the Santander North
Data Centre) and Poland (Robotnicza, 11 Street).
LED lighting
In 2020, we replaced 4,500 fluorescent lamps with LED lights
in our Alhambra and Montepríncipe corporate buildings in
Spain, reducing our energy consumption reduction by
400,000 kWh.

Single-use plastics
The #Plasticfree project is part of Grupo Santander's public
responsible banking commitments. It aims to eliminate
unnecessary single-use plastics in our offices and buildings in
2021.
At the end of 2020 we met 98% of our target, with all G10
countries working together.

Environmental awareness
The group organizes global and local awareness campaigns to
involve employees in reducing consumption and waste.
Via our internal Santander Today channel, we provide them
with guides and other information to enable them to join the
challenge of reducing the organization's environmental
impact.
We also participated for the eleventh consecutive year in
Earth Hour, an international initiative to raise awareness of
the impact we as people have on our environment, by turning
off the lights in our most iconic buildings.

A. Aspects such as light or noise pollution are not considered material.
B. The bank has buildings with ISO 14001 certification in Argentina, Brazil, Chile, Spain, Mexico and the UK.

C

2020 environmental footprint
3

Var. 2019-2020 (%)

2,064,113 M

water consumed from
the supply system

920 MILL. KWH
total electricity

8,902 T

total paper consumed

57%

renewable
energy

83%

recycled or
certified paper

-29.7

194,159 T CO2 teq

-13.5

Scope 1

3,758,225 GJ

-13.1

-41.6

24,818 T CO2 teq
direct emissions

128,633 T CO2
Scope 2

-38.9

total internal energy consumption

total emissions (market based)

-46.0

5,926,139 KG

paper and cardboard waste

Var. 2019-2020 (%)

indirect electricity emissions
(market based)

282,216 T CO2 teq

indirect electricity emissions
(location based)
Scope 3

40,708 T CO2 teq

indirect emissions from employees
travelling to work

C. The environmental footprint table, with two-year historical data and the consumptions and emissions per employee, can be found in section ‘Key Metrics’ on this
chapter.
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Environmental and social
risk analysis
We give great importance to managing the environmental and social risks that could arise
from our customers' activities in sensitive sectors such as energy, mining and metals, and
soft commodities.

Environmental, social & climate change risk
management policy
The group's environmental, social & climate change risk
management policy sets out the principles and criteria for
identifying and analysing these risks in the oil and gas,
electricity, and mining and metals sectors, as well as for soft
commodity businesses. It also specifies activities within those
sectors that we will not support (prohibited activities), as well
as those which require detailed assessments of their
environmental and social impact.
The policy replaces our separate sector policies on energy, oil
and gas, energy, mining and metals, and soft commodities,
and is aligned with, and applied alongside, the Group's
human rights and sustainability policies (available at our
Corporate Website).
We also have a defence sector policy outlining the criteria for
the group's operations with companies that perform defencerelated activities.
In addition, the Group employs the precautionary principle in
order to analyse and manage its main environmental risks
throughout its value chain, considering both the direct
impacts on the assets where it carries out its activity, as well
as the indirect ones derived from it.

E&S risk governance and management
Grupo Santander has full-time E&S risk and green analysts
whose work includes annual E&S reviews of Santander
Corporate & Investment Banking (SCIB) customers in every
market where we operate.
The E&S risk management (ESRM) area has three functions:
Project analysis under the Equator Principles: in 2020, we
updated our socio-environmental project risk analysis
procedure, which are based on three lines of defence and
integrated into credit admission process.
When an opportunity is identified, the business team uses a
set of internal tools updated by the ESRM team to carry out a
preliminary project screening that determines:
• the risk level and a preliminary classification under the
Equator Principles´ categorization system.

• if socio-environmental due diligence is required, as well as
its scope according to the potential risks the project entails.
◦ For medium-risk projects, the business unit uses a set of
analytical tools designed by ESRM in accordance with
applicable international guidelines like the IFC
Performance Standards, which also oversees the process.
▪ High-risk projects are directed to the ESRM team for
analysis in accordance with applicable international
guidelines like the IFC Performance Standards.
Annual customer analysis: We analyse SCIB customers under
the scope of the E&S Risk Management Policy at the moment
of onboarding and during the annual renewal of credit limits.
The analysis is initiated by the business managers, supported
by questionnaires designed by the ESRM team. The local
green analyst then reviews the questionnaires and conducts
any further analysis required, before issuing a
recommendation. The E&S risk global team oversees this
entire process.
In 2020, these analyses included a detailed review of climate
change-related items. In Argentina, Brazil, Peru and Uruguay,
we conducted analyses on customers from sectors other than
those covered under the environmental, social & climate
change risk policy.
Other operations: ESRM also supports the business and risk
teams on the analysis of other operations that may entail
environmental or social risks, such as mergers and
acquisitions, trade finance in high-risk sectors and all other
project finance operations that are not covered by the Equator
Principles.
In Brazil, the team also analyses operations related to
guarantees, mortgages and customers' property portfolios.
For more details on the policies and their
governance, see the 'Risk management
and compliance' chapter.
The environmental, social & climate
change risk management policy will be
available on our corporate website.
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Equator Principles
In 2020, we continued adapting our tools and procedures to
the Equator Principles IV, which entered into force in October.
We trained our business teams on the changes that those
new procedures may entail when analysing and evaluating
project finance operations.

Equator Principles
Project Finance
Category

A

B

C

TOTAL

1

59

8

0
1
0

1
0
58

0
0
8

0
0
1

9
4
0

0
0
0

0
0
0
0

26
14
1
2

8
0
0
0

0

1

0

1
0

58
1

8
0

0
1

57
2

8
0

We continue to contribute to the development of the
Principles through participation in working groups.
We analysed 68 projects that fell within the Equator
Principles scope.

Sector
Infrastructure
Oil & gas
Energy

Protecting human rights
Grupo Santander's corporate culture respects and promotes
human rights. We are a signatory to the United Nations
Global Compact and the Equator Principles, as well as a
founding member of the Wolfsberg Group.
Our human rights policy is inspired by our general code of
conduct, consumer protection policy, corporate culture policy
and environmental, social & climate change risk management
policy. It sets out principles and commitments on actions and
operations with a potential impact on human rights,
underscoring:
• zero tolerance for discrimination against employees,
customers and suppliers or for forced labour and child
exploitation;
• respect for employees’ freedom of association, collective
bargaining, health and working conditions; and
• support for our communities alongside government
agencies, civilian organizations, international bodies and
other institutions with a view to ensuring a healthy, clean
and safe environment while fighting corruption.

Human rights protection in our financing operations
When analysing the environmental and social risks of
operations, we follow the best practices defined by the
Equator Principles to identify any threats to, or impact on,
human rights.
According to the risk category projects must comply with the
IFC Performance Standards, observing employment rights
and impact management on local communities. For projects
with an identified impact on human rights, specific mitigation
measures must be implemented as a condition for accessing
the finance, and regular reviews are carried out to ensure
compliance.
With the entry into force of the Equator Principles IV, we have
aligned our due diligence processes with the United Nations
Guiding Principles on Business and Human Rights.
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Region
Americas
United States
Chile
Brazil
Europe
Spain
United Kingdom
France
Poland
Asia
Taiwan
Type
A

Designated countries
Non-designated countries
Independent review
Yes
No

A. In accordance with the definition of designated countries included in the
Equator Principles, i.e, those considered to have a solid framework of
environmental and sociaI governance, legislation and institutional capacity to
protect their inhabitants and the environment.

Further details on how we manage
human rights through our value
chain, see 'Learning and
development' and 'Ethical channels'
in 'A talented and engaged team
section'. You can also find out more
in the 'Responsible procurement'
section.

For more details on our human
rights policy, visit our corporate
website.
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Ensuring full compliance with human rights in our operations
Energy project in Southeast Asia

Energy project in the Middle East

The financing for the construction and operation of an
energy generation plant was approved in January 2020.
Before Financial Close and with the construction already
started, several gaps were identified against local legislation
and IFC Performance Standards related with contractor’s
working conditions and labour rights.

We finance this project as part of a syndicate. During its
implementation, we detected working conditions in breach of
both local legislation and the IFC Performance Standards (pay
less than minimum wage, excessive overtime, lack of proper
lodgings, etc.).

In order to correct this situation, Financial Close was
conditioned to the commitment of the client to implement a
Remedial Action Plan to address these issues within a
reasonable timeline. This situation was closely monitored by
ESRM during 2020 with the support of an Independent E&S
Consultant that conducted on-site inspections. Most of the
items in the Remedial Action Plan were fully implemented
by the end of 2020.

The syndicate held a meeting with the company to draw up a
remedial action plan (RAP), and the company created a team
to conduct regular, systematic due diligence including
contractors´ operations.
On-site inspections were carried out in early 2020 and
significant progress was noted.

Protecting the Amazon
Our environmental, social & climate change risk policy also
details the following procedures to analyse and measure the
potential impact of our customers on the environment,
including the illegal deforestation of the Amazon in Brazil:
• All loan requests by farmers and ranchers to Santander
Brasil are checked for government-issued embargoes due
to illegal deforestation. If the financing is granted, we then
check for new deforestation-related embargoes daily.
• The requests are screened to make sure that the
properties do not overlap with officially-recognized
indigenous peoples’ reserves and parks.
• Annual ESG reviews of more than 2,000 customers,
including meat processors, soy traders and farmers, as
well as logging companies.
• There is constant dialogue with major Brazilian companies
on the challenges posed by deforestation.

• Involvement in forums that debate on, and propose,
solutions to stop deforestation in Brazil. In July 2020, we
announced a plan to promote sustainable development in
the Amazon, including better controls over the value chain
of meat processing firms and to enlist them to help end
deforestation. Dubbed Plano Amazonia, it is a collaboration
effort between the three largest private banks in Brazil, and
it opened a constructive dialogue with the Government
around this agenda.
• The plan prioritizes three things: preserving the
environment and promoting the bio-economy; investing in
sustainable infrastructure; and guaranteeing the
fundamental rights of those living in the Amazon.
Following an update to the environmental, social & climate
change risk management policy in 2020, special care must
now be taken when financing retail customers carrying out
farming and ranching activities within the Amazon biome.

• Santander Brasil’s requirement for all lumber companies
in the Amazon to carry the Forest Stewardship
Certification (FSC) or an equivalent in order to be a
customer, becoming the first bank to require it.
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Financial inclusion and
empowerment
We help people get access to the financial system, set up and grow
micro-businesses, and acquire the skills to manage their finances
through financial education. Our aim is to financially empower 10
million people between 2019 and 2025.
Santander Finance for All is Grupo Santander’s initiative to support financial inclusion
and empowerment, comprising three areas:

Access

Finance

Resilience

We help people access and
use basic financial services
through simple payment
platforms and cash-in/cashout services in remote and
small communities.

We provide tailored finance to
individuals and SMEs with
difficulties obtaining credit or in
financial distress.

We help people improve their
financial knowledge, making
economic concepts more
understandable and helping
them make better decisions.

825,454 people financially

2,023,411 people financially

716,071 people financially

empowered in 2020

empowered in 2020

empowered in 2020

Target
We believe we can help more people prosper and
enjoy the benefits of growth by empowering them
financially, giving them access to tailored financial
products and services, and improving their financial
resilience through education. We aim to financially
empower 10 million people between 2019 and
A
2025.

Progress

Financially

empowered people

B

4.9mn
2019

2020

10 mn
2025

A. To assess our contribution to financial inclusion, we use a methodology that sets out the principles, definitions and criteria for counting people who have been
financially empowered through our initiatives, products and services.
B. Accumulated figure since 2019. In 2020, the perimeter of the information was expanded to include information from Santander Consumer Finance Nordic and
Santander Consumer Finance Portugal.

Our strategy targets the unbanked and underserved;
individuals and SMEs across Europe, Latin America and the US
who face difficulties obtaining credit; have limited financial
understanding; or are in financial distress.
In Latin America, we focus on giving people access to the
financial system. In mature markets, we seek to ensure that
no one needs to leave the financial system.
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In 2020, we focused on addressing the impact of the covid-19
pandemic, especially on the most vulnerable groups.
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Access

We aim to make sure everyone can access basic financial
services by promoting the use of payment digital platforms
that make transactions easier, giving access to financial
propositions targeted at the base of the pyramid, providing
cash in/cash out services in remote areas and small
communities, and offering targeted financial support.

Supporting access to the banking system and payment
accounts.
We help financially underserved people access the banking
system through digital platforms so they can make payments,
use basic, tailored financial services, overcome barriers, take
greater control of their finances and enjoy faster and more
secure transactions.

825 thousand
people empowered
through access
initiatives in 2020

Superdigital - banking without a bank
Superdigital is Grupo Santander’s flagship mobile platform
for cash deposits, withdrawals and payments, driving
sustainable financial inclusion among the unbanked and
underserved in Brazil, Mexico and Chile. Developed with our
own technology, building on growing smartphone ownership
and better network coverage in Latin America, it helps
communities through basic, user-friendly products that give
customers a unique banking experience.
Our aim is for it to have five million customers by 2023 in
A
Latin America. So far, it has financially empowered 197,026
people, allowing those without a bank account to make
online financial transactions, split bills with others and
receive automated alerts about their finances.

Its largest market is Brazil, where users range from microentrepreneurs who can pay suppliers and receive payments
from customers, to companies with sizeable headcounts that
large banks tend not to serve. In 2020, Santander Brasil
allocated BRL 7 million (more than EUR 1 million) to
Superdigital to give support to 20,000 households.

Find out more at Superdigital Brazil
Superdigital Mexico and
Superdigital Chile.

A. Not all Superdigital customers are counted as financially empowered. Only
those with a reported income below the country's minimum salary are
considered.

Other products and services that help us uplift those at the “base of the pyramid”
Cuenta Life
Since 2018, the Cuenta Life account has been opening up
banking to everyone, serving 370,000 people. It drives
financial inclusion through special products for the
underserved, and its revamped value proposition features
a life cycle that better suits young and elderly customers,
with better prices and tailored customer content and
perks. In 2020, Cuenta Life assisted more than 232,470
people.

Empowering the base of the pyramid
Santander Mexico's banking services financially empower the
elderly and retirees with income of less than MXN 11,000 a
month (EUR 190). It tailors products and services to their
needs, including consumer credit with custom insurance,
fraud monitoring, and a separate credit admission policy and
sales channel, fostering the financial inclusion of more than
955 customers.
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Guaranteeing access to financial inclusion
Grupo Santander seeks to provide access to basic products
while making sure customers know how to use them. We
have cash-in/cash-out services in place and offer financial
support to special groups.
Cash-in/cash-out services help achieve financial inclusion in
remote and sparsely populated areas through our dedicated
branches. Also, our agreements with private and state-run
entities widen our footprint to ensure underserved
communities can have bank accounts and get cash virtually
anywhere.

Branches in underbanked and remote regions
Financial inclusion branches
and remote agents
Our eight financial inclusion branches
serve 23,000 people in underbanked
neighbourhoods in Buenos Aires that
previously had no banking services,
including Santa María, Castelar Sur, La
Juanita and Don Orione. These basic
services now benefit 250,000 people
daily, helping fight social exclusion.

Branches in sparsely
populated regions
694 agent offices, 504 branches and
ATMs provide access to finance and
fight social exclusion in communities
with under 10,000 inhabitants.

Branches in small
villages
We have 79 branches in small
towns. They provided financial
services to 37,224 customers in
2020. 27 branches are in the Azores
and Madeira archipelagos, serving
15,192 customers.

Partnerships to reach unserved communities.
Correos postal service
Our collaboration with Correos, the state-run postal service,
sets up basic financial services at 4,675 rural post offices.
From January 2021, customers can withdraw and deposit
cash, and postal workers deliver money to any address in
Spain. Through this service, Grupo Santander reaches 75%
more branchless towns of fewer than 1,000 people and
66% more customers who previously didn't have cash
services nearby.

Partnered retailers
Santander's partnerships with retailers let customers carry
out basic transactions in more than 26,769 convenience
stores, such as 7 Eleven and Oxxo.

Promotion and training in the use of digital channels
Branch outbound calling
During the covid-19 pandemic, many elderly people became
at risk financially by not being able to visit their branch or
manage their finances as usual. In response, our employees
reached out to make sure they could continue to look after
their finances easily and securely from home.
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Here & Now
To increase digital literacy among the elderly, our
employees assisted customers in using digital channels to
make payments.

Responsible
banking

Corporate
governance

Economic
and financial review

Finance
Grupo Santander seeks to provide tailored finance to those
who have difficulty in accessing credit, and to offer solutions
to individuals and SMEs who are in financial distress.
In Latin America, our microfinance proposals target microentrepreneurs, offering them a complete value proposition. In
mature markets, we support low-income households by
financing their basic needs, such as affordable housing. We
also support SMEs and individuals through debt renegotiation
and cash injections.

Risk management
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In 2020, the great efforts Banco Santander has made to ease
the covid-19 pandemic, which had a profound effect on
society in 2020, have increased the number of customers
benefitting from our initiatives.

2.3 million

people empowered by
initiatives tailoring financial
solutions to their needs
since January 2019

Finance for SMEs and entrepreneurs with difficulties obtaining credit
Since 2002, we've offered micro-finance services to help
bridge Latin America's significant social divide and promote
financial inclusion. We aspire to help low-income and
underbanked entrepreneurs grow their businesses, which
drive the economy and social mobility.

Our extensive product line includes tailor-made micro-loans
that help micro-entrepreneurs generate income and meet
their working capital needs, as well as savings products,
current accounts, cards and micro-insurance.
A large part of our lending goes to women, who are less likely
to obtain financial services in developing countries.

Our micro-finance programmes in Latin America

EUR

231 million

outstanding credit to
microentrepreneurs at the end of
A
2020 (-17% vs. 2019)

1.1 million

micro-entrepreneurs supported in
2020 (+27% vs 2019)

59%

of microentrepreneurs
supported are women

A. The year-end total outstanding loan volume declined due to the exchange rate effect. Nonetheless, outstanding loans with each microfinance programme grew at
year-end in local currency (e.g., 8.4% in Brazil and 7.7% in Mexico).
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Prospera
Prospera Santander helps micro-businesses and other small
enterprises grow, benefitting low-income communities. It
grants income-generating loans to micro-entrepreneurs, who
collectively share the obligation to repay them. A team of
loan officers who live in the community provide financial
advice to guide borrowers throughout the term of their loans.
With 99 branches, it plans to open 30 more and take on 300
employees in the first months of 2021.
All Prospera products have a digital component, making
borrowers' operations more efficient while improving
customer experience. For example, customers can get loan
applications approved in under 10 minutes.

In the first wave of covid-19, Prospera's programmes, such as
eight-week payment deferrals (in March and April) and
Seguro Responsa micro-insurance, gave customers extra
support to cope with not being able to work.
When businesses reopened in Q4, Prospera achieved a new
accounts record (+18,000 in October), with over 540,000
active customers. It also granted BRL 2 billion in loans in
2020.
More details at
www.santander.com.br/
campanhas/microcredito

Tuiio
In Mexico, Tuiio offers low-income households and the
underbanked digital services and products, including tailormade loans, savings accounts and insurance. It has 85
branches and more than 72,000 customers in the
communities it serves.
In 2020, Tuiio launched a new medical assistance proposition
to help build a culture of prevention is the best cure, and to
facilitate access to specialist doctors. It also helped its
customers mitigate the effects of the pandemic by granting
grace periods of up to eight weeks and loan term extensions
from the previous four months to eight months, as well as
keeping life and health insurance premiums at low prices for
32 weeks.

More details at
www.tuiio.com.mx/

International Finance Magazine named
Santander Best Bank for Financial
Inclusion in Mexico for Tuiio
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Mercedes Cruz
After the pandemic left her jobless, Mercedes Cruz, a cook,
set up a kitchen with her mother-in-law to sell food door-todoor. Tuiio gave her a loan and financial education to start her
venture, El Sazón de Ángel, and generate income to support
her family.
"What we like most about Tuiio is that they gave us a debit
card so we can save, buy goods and keep making headway.
Knowing I have money on the card, I don't have to worry.
Without this loan, we couldn't have got business off the
ground. We started from scratch with that money. I would like
to thank you for helping us build something and move
forward."
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Prosperá
Prosperá was launched in Uruguay in 2019 as a pilot
programme in the Salto region, offering loans and insurance
to local entrepreneurs, and has since expanded throughout
the country. Its value proposition features "Recommended
Client", in which past Prosperá customers refer new
entrepreneurs, thereby generating an interconnected
entrepreneurship ecosystem. It also offers savings accounts,
payment solutions and other products and services. Due to
covid-19, Prosperá deferred fees and debt financing for
entrepreneurs, and set up remote management services.

Other local initiatives
Small business administration loans
Santander US' "Inclusive Communities" plan provides
financial assistance to struggling communities. It will
mobilize USD 11 billion in loans, investments and charity
donations from 2017 through 2021. Its lines of action
include the Small Business Administration Loans initiative
to fund small businesses with less restrictive requirements.
In 2020, Santander lent more than USD 1.2 billion through
the Small Business Administration's Paycheck Protection
Programme (PPP), which helped save over 126,000 jobs.

Superclub Comprometidos, Via Bana, Formar
and Potrero Digital
In Argentina, Banco Santander empowers customers and noncustomers financially through Superclub Comprometidos, a
loyalty programme where customers can connect to sell
social and environmentally-friendly products; Vía Bana social
ice cream parlours that offer basic banking and financial
services and financial education; and Formar and Potrero
Digital, two digital financial education programmes aimed at
young people in vulnerable communities.

Loans backed by MGIs for SMEs with
limited means
In Spain, Banco Santander works with mutual guarantee
institutions (MGIs) to lend to SMEs and entrepreneurs with
limited means and help them secure lines of credit. In 2020,
each MGI ran covid-19 relief initiatives.
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Financing basic needs for low-income households
We offer products and services that enable low-income
households to access housing and meet other basic financial
needs.

Affordable housing programmes

Social housing fund

Santander US's Inclusive Communities plan includes
affordable housing and home improvement programmes that
help over 39,000 people though low-interest mortgages,
lender-paid mortgage insurance and investment in projects
for low-income homebuyers.

Banco Santander currently has 1,594 social homes for rent
in Spain, of which 1,364 are allocated to the Fondo de
Viviendas Sociales (Social Housing Fund). In addition, we
have 624 homes available to rent at reduced rates.

Special programmes for SMEs and individuals in financial distress

IRIS solutions to
manage impairments

Payment holidays
Since 2012, we've undertaken more than 69,000
social and mortgage debtor protection actions;
granted 12,163 mortgages under the Code of
Good Practice (which includes debt restructuring
and deed in lieu of foreclosure); renegotiated
27,457 mortgages under the loan repayment
moratorium; and suspended 10,966 foreclosures
(we haven't repossessed any homes since
November 2012).
During the 2020 crisis, we offered our customers
solutions in a proactive way, often taking a more
flexible approach than the authorities. We
suspended payments on 207,000 loans
(including 160,000 within the sector agreement).

Our IRIS debt renegotiation
programme analyses the
situation of customers who are
struggling financially and lends
them a hand to meet their
payment obligations. Since
2019, we've renegotiated the
debt of 28,875 customers and
supported 51,250 customers
with our payment holiday
solutions.

Agreements with
multilateral entities
In Brazil, Spain, Poland and
Portugal, the bank has signed
agreements with entities such
as the EIB, EIF and IFC to offer
lines of credit with
advantageous conditions to help
mitigate the effects of the
pandemic (see more in 'Meeting
the needs of society' in this
chapter).

Further collaboration: investing in fintechs
Through Mouro Capital (formerly Santander Innoventures) we
support the growth of startups whose business models target
emerging markets and people without access to financial
services. In recent years, we've invested in the following
companies, among others:
• PayJoy. Founded in 2015 in San Francisco (US), it provides
access to smartphones and basic consumer financial
services to reduce the number of underbanked and
underserved communities in emerging markets. It aims to
spread the use of digital tools and technology to remove the
need for cash and to fight predatory lending.
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• ePesos. Founded in 2014 as a digital project of Mexican
microfinance company Quantum Capital, it provides
financial services to those most excluded by Mexico's
banking system. It focuses on creating new payment
methods for individuals and companies with few financial
services, while offering low-cost lines of credit without the
need for a bank account. In 2017, it offered the first salary
advance, and since then has been helping Mexican
companies take better care of their employees' finances.
For more details, see 'Meeting
the needs of everyone in society'
in this chapter.
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We believe education is part and parcel of financial inclusion
and customer protection, which is why it’s at the core of our
Responsible Banking agenda. In 2020, we committed more
than EUR 3 million to 61 initiatives that helped financially
empower 716,000 people in the countries where we operate.

716,000

To fulfil our goals of making financial concepts easier to
understand, protecting the most vulnerable through special
tactics, and promoting market stability, our programmes
include content on financial and money management, digital
banking, training for SMEs, behavioural economics and other
topics for all groups (especially children, young people, senior
citizens and vulnerable customers). We run programmes
through face to face education, websites, videos, simulators,
contests and games. We are using apps and other channels
to make financial education more accessible and to maximize
the impact of our initiatives.

61

In 2020, we launched a global financial education page on
our corporate website. It showcases our learning initiatives
from across the world under a common narrative and
approach. It has a broad variety of contents and resources to
help users make informed financial decisions and better their
financial management.

Risk management
and compliance

people helped from
financial education
initiatives in 2020

initiatives supported in
2020

Content type
→ Basic financial concepts
→ Products and services
→ Personal finance management
→ Digital banking
→ Entrepreneurship/training for SMEs
→ Sustainable finance
→ Behavioural economics

Target audience
→ General public
→ Children (up to 13 years old)
→ Adolescents and young adults (14-20 years old)
→ Elderly people (from 65 years old)
→ University students
→ Santander employees
→ Vulnerable customers
→ SMEs and entrepreneurs

South America
In South America, our initiatives – which aim to serve everyone – put special focus on vulnerable groups,
university students and persons with disabilities. They include Fundación Techo in Chile and Vía Bana in
Argentina. Mostly run online, their most popular topics include basic financial concepts and personal
finance management.

Europe
In Europe, most initiatives cater for the general public, especially young people. Online initiatives
increased amid covid-19, and many of them are now hybrid. Digital is one of the most popular topics, with
special initiatives aimed at the elderly, such as Formación Pioneros in Spain and Go Digital in the UK.

North America
In North America, we focus on contents about personal finance management. Our initiatives, which
prioritize vulnerable groups, include Tuiio for low-income households in Mexico and Santander US'
volunteer service to boost financial empowerment. In 2020, we shifted to a virtual service model to run our
initiatives in a safe environment.
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Best practices
Pioneros
This initiative in Spain trains customer
service and branch employees online on
teaching elderly customers at branches
to use our app and go digital.

Anti-fraud training
workshops
Santander Scam Avoidance School
(SAS) is a unique programme in the UK
designed to equip customers with the
tools to detect and prevent common
acts of fraud. Before moving online via
webinars due to covid, it was run inbranch by trained employees, and
covers scams, the digital footprint,
online safety and other topics.

Tuiio

Santander Life is an innovative value
proposition promoting good
financial conduct among customers.
It rewards correct answers about
banking commitments with merits
for customers to access payment
deferrals, lower fees, payment date
changes and other benefits.

Avançar

Tuiio in Mexico runs several initiatives to promote customers' financial education. In
2020, it launched its own financial education website using content and materials
developed in-house. Since the beginning of the pandemic, Tuiio has shared advice on
financial management in times of crisis, health tips and audio stories for children,
among others, through instant messaging platforms, social media and the website.
Through this initiative, it has financially empowered almost 200,000 people.

Visit tuiio.com.mx/educacionfinanciera for more details.

CAMPUS-Santander

Santander Life

Avançar is an entrepreneurial
programme with an exclusive value
proposition for customers. Its web
platform provides SMEs with
contents and solutions relating to
management and innovation,
internationalization, team building
and other relevant topics.
Visit
santandernegocioseempresas.c
om.br/ for more details.

Akana

Financial literacy blog

This site runs several financial
education initiatives for customers in
Argentina, including Cuenta Blanca for
health workers, Duo for finance and
business, and Nova on daily life skills. It
also provides finance courses aimed at
women, SMEs and students.

SCF in Spain launched Akana, a tool for
customers to check their finances
easily. It analyses their transaction
data and gives them tips to improve
their finances, regardless of their
bank.

Santander Portugal's new financial
literacy blog offers articles and tips
to help customers make more
informed decisions about their
finances. Topics include how to save
better and how to draw up a
budget.

Visit santander.com.ar/banco/
online/campus-santander for
more details.

Visit www.akana.es/FRONT/#/
home for more details.

Visit santander.pt/conta-emordem for more details.
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Forging partnerships to boost financial
inclusion
Our global networks consist of partnerships to further embed
financial inclusion across our footprint. Those partnerships
are important for sharing knowledge, learning best practices,
and developing innovative approaches to bridging the
financial inclusion gap. Alongside the CEO Partnership for
Financial Inclusion (CEOP), we made progress on a number of
initiatives that can help expand financial services at scale.

CEO Partnership for Economic Inclusion
Founded by the United Nations Secretary-General’s Special
Advocate for Inclusive Finance for Development, Her Majesty
Queen Máxima of the Netherlands, the CEOP brings together
an influential group of CEOs from a variety of industries who
work together to boost financial inclusion around the world.

Santander BEST Africa
Santander BEST (Building Equality through Sustainable
Tourism) Africa, is the first development cooperation
programme promoted by Fundación Santander. This initiative
seeks to contribute to social and economic development in
Africa by supporting women entrepreneurs and their local
areas in the tourist industry, which has been severely
impacted by the covid-19 crisis.
Santander BEST Africa fosters a sustainable tourism network
based on providing technical and financial assistance to
entrepreneurship aimed at promoting and employing women,
as well as environmental and social sustainability. The
programme looked to secure the continuity of businesses and
employment through the pandemic, and to encourage
knowledge sharing and training between female
entrepreneurs to strengthen the future economic
sustainability of their industry.

Many of the beneficiaries are vulnerable women who
promote or participate in the entrepreneurship selected by
Santander BEST Africa due to their contribution to the
preservation of the environment and the inclusive
development of the community.
The programme is founded on two premises: the direct link
between gender equality and sustainable development, and
the potential of responsible tourism as a driver of economic
and social progress in Africa post-covid-19.
Since its launch in October 2020, 17 projects across Gambia,
Senegal and Morocco have received economic and technical
support from Santander BEST Africa.
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ESG investment in Wealth
Management & Insurance
Our aim is to become the best responsible wealth manager in Europe and
Latin America based on a sustainable value proposition for customers,
active engagement and the highest international ESG standards.

In the past few years, ESG (environmental, social and
governance) has become increasingly important in
investment. More and more investors’ assessments of riskadjusted medium- to long-term returns are taking
environment and social issues into consideration, while
interest in ESG solutions among clients, employees and other
stakeholders is also growing.
We have been embedding ESG factors into our decisionmaking for some time and, in 2020, reinforced our ESG
strategy.

Santander Asset Management (SAM)
As a signatory to the UN Principles for Responsible
Investment (PRI) and the Institutional Investors Group on
Climate Change (IIGCC), we follow high-level international
criteria and standards. We are also the only asset manager in
Spain with a team exclusively dedicated to ESG in our
investment unit.
We have developed our own ESG methodology, which we
extended to Private Banking and Insurance. This helps us
assign most of our funds a rating, based on the data of 15,000
companies and 190 governments. We also embedded ESG
criteria in our investment, voting and engagement policies.
We offer a complete line of ESG products, holding around EUR
6.9 billion in assets under management in 21 ESG products
and 50 mandates in six countries. Over the last six years, our
solidarity funds have donated more than EUR 18 million.
In addition, Santander GO, a collection of products managed
by external investment managers through partnerships,
includes the Santander Global Equities ESG sustainable fund
(managed by Boston Partners - Robeco). Also, we’re working
to apply ESG criteria to all our individual and collective
pension funds and plans, which add up to EUR 20 billion.

SAM ESG Product offering

Best-in-class ESG products in our core geographies

San Sostenible RF 1-3
San Sostenible Bonos
San Respons Solidario
Inveractivo Confianza
San Sostenible 1
San Sostenible 2
San Sost. Acciones
San Equality Acciones
7 Pension Funds

San Ethical Ações
Go Global Equity
ESG

San Sustentàvel

SAM RV Global
ESG

Go Global Equity
ESG

57 Mandates
Acciones Global
Desarrollado

n

Fixed income
Portfolios

n

Balanced

n

n

In 2021, SAM signed up to Climate Action 100+, an
investor-led initiative that aims to promote
cooperative dialogue urging the world's largest
corporate greenhouse gas emitters to take action on
climate change. It is coordinated by five regional
investor networks, including two to which SAM is a
signatory: Institutional Investors Group on Climate
Change (IIGCC) and Principles for Responsible
Investment (PRI).

We also engage with several companies to improve their
transparency and ESG performance.
For more details, see
www.santanderassetmanagement.es
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Private banking
In private banking, we aim to embed ESG in our advisory
services, as we have done with investment, risks and other
areas. In 2020, our bankers and advisers across our footprint
(over 1,100 experts), received special ESG training from our
ESG dedicated team in SAM and Private Banking Global Team.
Our wide range of ESG products includes funds, alternative
products, and ETFs. We are working on adding new products
across all asset classes while we are developing an impact
investment offering, in order to round off our value
proposition. In addition, Private Banking has launched Future
Wealth, a joint initiative with SAM, our thematic investment
approach focusing on the trends with the strongest tailwinds,
with environment as one of the key elements. On this sense,
Future Wealth, offers our clients a complement to traditional
investing strategies by seeking to capture innovative sources
for growth and performance based on sustainability plus
innovation.
It is important to note that SAM's ESG methodology allows us
to also analyze 100% of the third- party funds we market.
Furthermore, we are also providing tailored-made ESG
reports to our clients, providing a powerful portfolio look
through, including information about their investments CO2
and water consumption footprint, as well as how it performs
according to our internal ESG methodology

For details on private banking, visit
www.pb-santander.com

Insurance
We focused our efforts on two main actions: working with our
JVs to maximize the portion of our life-savings premiums
invested under the ESG standards set by SAM; and working
with our partners to adopt the UN’s Principles for Sustainable
Insurance (PSI) and to develop specific strategies in financial
education and inclusion-related issues in the geographies
where we operate.
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Supporting communities
In addition to support through business solutions, we also drive inclusive
and sustainable growth through education, social entrepreneurship,
employability and wellbeing initiatives in the communities we serve.
Our commitment and progress

Community investment

Support higher education

EUR110 million
invested

156,748

scholarships and grants

EUR94 million
invested

2.4 million
people helped

Our 2019-2021 commitment

Our 2019-2021 commitment

→ To finance 200,000 scholarships/internships and

→ To help four million people through various social

programmes for entrepreneurs.

action programmes.

Covid-19 response in communities

105 mn

more than

A

invested to help tackle the pandemic

As a bank, we commit to sustainable economic and social
development to build more balanced and inclusive societies.
Grupo Santander provides more support to higher education
than any other private company in the world. Through
Santander Universities, we have created a unique network of
more than 1,300 universities to help students, researchers
and entrepreneurs.

We also promote and participate in numerous initiatives with
the third sector (NGOs and other social organizations) and run
the majority of them locally to adapt to the circumstances and
reality of each region.
As part of this work, and through contributions from the
group's senior managers, employees and customers, we
mobilized EUR 105 million worldwide to support initiatives in
the fight against covid-19.

A. This amount incorporates part of the bank's contribution to community investment and part of the bank's contribution to its commitment to higher education, plus
contributions from third parties such as employees and customers.
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