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To be the country’s premiere financial conglomerate, empowering our 
individual and business clients to realize their goals and reach their full 
potential. By creating and customizing financial solutions in response to 
our stakeholders’ needs, continuously expanding our scope of reach, and 
leading in community service, we live up to our “You’re in Good Hands” 
promise that embodies who we are and what we do.  We are Metrobank.*

We CoMMit to Be
THE TRUSTED FINANCIAL PARTNER
Our business relies on the principles of trust, honesty and integrity as we 
serve our customers and help them attain their financial goals.

THE EMPLOYER OF CHOICE
We strengthen the organization by continuously developing and enhancing  
the abilities of our people.

We nurture them into professional individuals with integrity and passion  
for service and excellence. We ensure their future by providing them  
with fulfilling careers.

A RESPONSIBLE BANK
We adhere to the highest standards of corporate governance, exercising 
accountability, fairness, and transparency across all our business operations.

We exercise good management to provide our shareholders with sustainable 
returns on their investments.

AN INSTITUTION WITH A HEART
We give back to the communities we serve, committed to making meaningful 
contributions to the economic and social development of our nation.

CoRe Values
• Passion for Results
• Integrity
• Teamwork
• Commitment to Customer Service
• Heart for Community

*The Vision Mission Statement (VMS) was approved by the Board in December 2016

(adj.) purposeful; significant;
to have real value or importance

For over 57 years, Metrobank’s purpose has always been to keep our customers  
in good hands by delivering what is best for them.
 
The end of a decade signaled the beginning of our recommitment to put our customers 
at the heart of all we do.

In 2019, Metrobank made banking meaningful.

As the Bank moves forward to this journey of transformation, we aim to create a 
banking experience that is of unparalleled significance in the lives of our customers.
 
We call this Meaningful Banking.
 
Like a north star that guides every season in the transformation, Meaningful Banking 
celebrates what is valuable for our customers, crafting a beautiful tapestry of 
overlapping lives where each individual in every community is enriched by the 
meaningful work that we, Metrobankers, do.
 
Each touchpoint in every financial journey we embark with our customers shines 
with the values that the Bank has always upheld: passion for results, integrity, teamwork, 
commitment to customers service, and heart for community.
 
After all, it’s not just about offering product solutions. 
It’s about crafting personal stories.  
 
It’s not just about making a profit.
It’s about making a difference in Filipinos’ lives.
 
Because ultimately, the essence of Metrobank is rooted in compassion and excellence - 
the art and science of fulfilling deeply felt human needs - efficiently, effectively, and  
yes, meaningfully.

Meaningful
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stRengtH
in numbers

+15.5%
Consolidated  

Revenue Growth1

85.6m
Worth of CSR initiatives through 

Metrobank Foundation

Zero
Data breaches

2
Financial literacy 

programs launched

1.5m
Clients insured  

(AXA)

13%
Total Assets

96.1%
ATM

+13.1%
Deposits

+5.5%
Loans

+14.6%
Trust AUM

Ensuring growth while managing future risks

Brand and Reputation

Customer Demand

957
Consolidated 

Branches

1.5m
cards-in-force  

(MCC)

12%
Total Deposits

99.8%
Online Banking

2,345
Consolidated ATMs

0.02%
Complaints to  

Transaction Ratio

12%
Total loans and 

Receivables, Net

99.9%
Mobile Banking

MBT Parent Market Share2

15%
Total Capital

1 Includes share in net income of subsidiaries, associates and a JV
2 Based on Bangko Sentral ng Pilipinas’ Rankings
Note: Unless otherwise stated, these correspond to Parent Bank data.

% uptime of Digital Channels

YoY growth
Metrobank’s performance in 2019 has been nothing short of 
phenomenal. The company’s overall growth, customer demand, talent 
recruitment, industry reputation, third-party collected independent 
rankings and metrics, clearly show our reliability, resilience, and strength. 
Our numbers do not lie and we are confident that even greater 
heights are waiting for us in the future. 

13,150
Employees

7.3%
Voluntary attrition rate

57.1
training hours  
per employee

7,970
Purple Hearts Club 

volunteers

Attracting and retaining talent

500,000+
beneficiaries of CSR initiatives

Php 605b
Contribution of Outstanding 

Loans to UN SDGs

Zero
Confirmed  

incidents of 
corruption
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CHAIRMAN’S MeSSAge

Dear fellow shareholders,

We are  with you

eVeRY steP  
of tHe WaY.

It is our work’s greatest honor 
to craft a personal banking 
experience that moves you to 
achieve your life goals.

The Philippine economy capped 2019 
strong with full-year GDP growth at 
6%.  The economy still managed to 
post solid growth, especially in the 
last quarter, even amid the negative 

developments in the global economy and despite 
the sustained slowdowns in some of our ASEAN 
peers.  The expansion is mainly attributed to solid 
household spending, accelerated government 
expenditures, and the vibrant service sector.

Economic growth was also propped up by the 
easing inflation, with full year average inflation 
falling to 2.5% from 5.2% with the Rice Tariffication 
Law and stable global oil prices.  The low inflation 
figure gave the BSP enough room to start 
unwinding the policy rate hikes implemented in 
2018.  The loosening of monetary policy helped 
ease the tightness in domestic liquidity, promoting 
better growth in the economy.  

On the back of strong economic fundamentals, 
Metrobank delivered a solid performance, with 
2019 consolidated net income of Php28.1 billion, 
up by 27% compared to the same period in the 
previous year.  Total deposits grew 10% to Php1.7 
trillion, which supported the growth in our loan 
portfolio of 7% to Php1.5 trillion.  At the end of 
2019, our balance sheet remained healthy with 
total assets of Php2.5 trillion and total equity of 
Php310 billion.  And our capital position remains 
one of the strongest in the industry, with a total 
capital adequacy ratio of 17.5%, well-above the 
regulatory threshold. 

The Bank’s excellent performance in 2019 did not 
go unnoticed by the larger banking community.  
In 2019, Metrobank received high praise for 
companies in the Asia-Pacific and Gulf regions 
when it was recognized as the “Best Managed 
Bank in the Philippines” by the Asian Banker 

102-14
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Leadership Achievement Awards.  In addition, we 
were recognized as one of the “Best Companies 
to Work for in Asia” at the HR Asia Awards. 
This award is given to companies that exercise 
outstanding employer practices and workplace 
excellence. 

We tend to view these accolades as a strong 
validation of our core values of uncompromising 
integrity in professionalism and ethics, and a 
passion for results through anticipating what 
customers want and proactively addressing  
them -- the foundations of customer trust  
and confidence.  

This optimism spilled over into the early part of 
2020. The Philippines was on strong economic 
position coming into the new year, however 
there were many challenges that happened early 
on, specifically the Taal Volcano eruption and 
the COVID-19 pandemic.  The former weighed 
heavily on consumption and caused disruptions 
in domestic supply chains, while the latter halted 
activity across our, and the world’s, economies. 
The economic fallout from tighter global financial 
conditions, a deteriorating labor market, weaker 
remittances, and depressed sentiment is seen 
to weigh heavily on consumer spending and 

On average, about 50% to 60% of branches 
stayed open, ATMs were well-stocked, and online 
services were ramped up to make them more 
accessible to clients.  We fully implemented the 
provisions of the Bayanihan Act, as it applied to 
our borrowing customers.  For our people, we 
have encouraged work-from-home and split 
sites arrangements to ensure limited exposure 
and maximum safety.  We have made available 
protective equipment and instituted various safety 
protocols, especially for client-facing personnel.  
We have given special incentives to our skeletal 
force, and provided financial assistance to our 
daily wage earners unable to report to work.  In 
support of the efforts to combat the pandemic, 
the Metrobank Group and GT Capital Group 
collectively pledged Php 200 million worth of 
donations, for causes ranging from feeding the 
poor to funding additional test laboratories. Even 
as the community quarantine comes to an end, 
we intend to remain vigilant, keeping a close 
watch on unfolding events and adapting as new 
developments arise.  

The Bank’s performance and growth prospects 
have always been aligned with the overall 
economy.  This year, the government’s economic 
managers are looking at a possible contraction 
of the economy, which will translate to slower 
business activities.  Most financial institutions will 
be prudent on expanding balance sheets at this 
point, but thankfully the government has been 
very proactive, putting in place the necessary 
measures to support system liquidity and to 
support businesses.  These are unprecedented 
times, and the current situation is still evolving.  
That said, we will continue to be supportive 
of the government’s efforts to jump start the 
economy, and to help our clients and partners.  
In the face of uncertainties, we remain confident 
in maximizing any growth opportunities, and 
creating a banking experience that is meaningful, 
sustainable, and customer-centric.  

investment. Nevertheless, aggressive fiscal and 
monetary stimulus should buffer the slowdown. 
GDP growth is expected to rebound from a 
low 2020 base if the COVID-19 outbreak is 
successfully contained within the year.

The threat of COVID-19 was declared a global 
pandemic by the World Health Organization 
in the first quarter of 2020. The uncertainty of 
national and global responses in managing the 
pandemic has resulted in exacerbated market 
volatility.  The impact on multiple sectors, including 
airlines,  tourism, retail and many other industries, 
as well as disruptions in international supply chains 
have led the International Monetary Fund to 
declare the global economy in recession.

By mid-March 2020, the Philippine Government 
implemented the enhanced community quarantine 
(ECQ) in Metro Manila as well as other parts of 
the country. During this time, we focused on three 
priorities – our customers, our employees and 
our community The Bank had to maintain a fine 
balancing act between keeping banking services 
available to clients without compromising the 
health and safety of its employees, as well as doing 
our share to help those severely affected by  
the quarantine.

The business landscape will continue to evolve at 
a fast pace.  We cannot achieve anything unless 
we are of one mind and of one culture; all that 
we do and have achieved is always in the spirit 
of teamwork. I would like to take this chance to 
thank the stakeholders who have continuously 
supported and contributed to the continued 
growth of the company. 

To our Board of Directors and Senior 
Management, thank you for your clear vision and 
able leadership from the front.

To our partners and shareholders, thank you for 
your unceasing faith and trust in us.

To our employees and front liners, know that 
every effort you have rendered for the Bank is 
truly appreciated.

And finally, to our customers, thank you for your 
trust and loyalty.  It is our work’s greatest honor 
to craft a personal banking experience that moves 
you to achieve your life goals. 

ARTHUR TY
Chairman

In the face of uncertainties, we remain confident 
in maximizing any growth opportunities, 
and creating a banking experience that is 
meaningful, sustainable, and customer-centric.  

ChaIrman’s message
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pReSIdeNt’S RepORt

We will take you

fRoM gooD 
to gReat.

We strive to keep that promise 
for the years to come as we forge 
ahead with confidence that we 
can deliver to our customers a 
meaningful banking experience. 

You’re in good hands.”  This has been 
our promise to our clients since  
the Bank’s inception in 1962. For 
almost six decades, it’s a promise  
that we have kept and honored.  

We strive to keep that promise for the years to 
come as we forge ahead with confidence that  
we can deliver to our customers a meaningful 
banking experience. 

In 2019, the Philippines attested its strong 
economic fundamentals by posting a solid full-year 
GDP growth of 6.0%.  The Bangko Sentral ng 
Pilipinas (BSP) started to relax certain monetary 
policies to boost local economic growth.  Inflation 
eased to 2.5% from 5.2%, largely attributed to 
declining prices of key commodities such as rice 
and fuel.  This provided the BSP enough room to 
start unwinding the policy rates by a total of 75 
basis points, amid the need to infuse liquidity into 
the system and also help stimulate the economy.  
Reflecting the country’s economic backdrop, the 
banking sector’s loan growth expanded to 11%, 
while improved liquidity in the system and the 

multiplier effect of government spending pushed 
deposit growth to 9%.

In 2019, Metrobank posted a robust 27% growth 
in net income to Php28.1 billion. Improved 
profitability, efficiency and sustained business 
growth are the direct result of our continued 
mission to deliver what is meaningful to our 
customers and validates their trust and confidence 
in our Bank. 
 
Metrobank grew its low-cost deposits by 12%, 
driving overall deposit growth of 10% to Php1.7 
trillion, and improving CASA ratio to 63%.  This 
provided liquidity to support loan growth of 7% 
to Php1.5 trillion, aligned with that of GDP growth.  

Deposit growth was achieved even as our branch 
network held steady at 957, with more than 
half located in the high growth areas around the 
countryside. This is in line with our strategy of 
optimizing the use of technology, and gradually 
shifting towards electronic channels.

102-14
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The Bank’s net interest income expanded 12% to 
Php77.0 billion, accounting for 72% of the Bank’s 
total revenues of Php106.9 billion.  Net interest 
margin improved to 3.84%.

Meanwhile, non-interest income rose 26% to 
Php29.9 billion, mainly due to service fees and 
commissions that grew 12% to Php14.3 billion. 
The Bank benefitted from a favorable financial 
market environment as fixed income and foreign 
exchange gains tripled to Php9.3 billion. 

With the Bank’s continued focus on improving 
efficiency and productivity, operating expense 
grew by a modest 8%.  Managed costs coupled 
with relatively strong revenue growth for the 
period, led to an improvement in the cost-to-
income ratio to 55% from 58% in 2018. 

Metrobank’s consolidated assets and equity stood 
at Php2.5 trillion and Php309.6 billion, respectively. 
Capital ratios were comfortably above regulatory 
requirements, with Total Capital Adequacy Ratio at 
17.5% and Common Equity Tier I at 16.2%.

Our subsidiaries in the Metrobank Group likewise 
posted strong performances in 2019, reflecting 
healthy demand and economic activities that 
benefited their respective areas. 

Philippine Savings Bank (PSBank), Metrobank 
Group’s thrift-banking arm, continued to make 
strides in innovating its products and services 
to provide simple and reliable banking services 
to its clients. PSBank’s investments in customer 
experience initiatives garnered awards both locally 
and internationally. It ended 2019 with an all-time 
high net income of Php3.0 billion, up 14% year-
on-year. Total gross loans reached Php164.1 billion, 
while total deposits amounted to Php172.5 billion. 
Even as PSBank continued to develop its digital 
channels, it maintained a strong physical footprint 
with 250 branches and 557 ATMs nationwide by 
the end of 2019. 

When we closed 2019, we were hopeful of 
better economic prospects in 2020.  The year 
started as a promising chapter for the Philippine 
economy and banking industry.  Unfortunately, the 
global economy is now facing an unprecedented 
crisis that is transforming the very processes 
and ways we conduct business.  Economists are 
forecasting GDP contraction this year due to the 
expected slowdown in consumer spending and 
investments.  Efforts to contain the pandemic 
led the government to impose a community 
quarantine in Metro Manila and Luzon, as well 
as other parts of the country, thus grinding 
economic activities to a sudden halt.  Amid the 
challenges brought upon by the pandemic, we will 
continue to be supportive of the government’s 
efforts to push for economic growth and we will 
implement the necessary protocols to ensure 
that we continuously serve the needs of our 
customers while keeping our employees safe.  
Our management team and dedicated personnel 
draws upon the resiliency of the Bank with 57 
years in the business as we evolve and adapt to 
the challenges posed by the pandemic. 

Amidst the disruption of this global crisis, our 
key strategies remain the same:  a sustainable 
culture transformation and change management 
program; a robust IT infrastructure, with the agility 
to anticipate and respond to the evolving needs 
of our customers, and a sound control and risk 
management philosophy.

These strategies are anchored on our people 
who play the most important role in delivering 
meaningful banking to our customers through 
our core values: Passion for Results, Integrity, 
Teamwork, Commitment to customer service,  
and Heart for the community.  Education 
underpins the growth and development of 
our employees, and responsible application of 
knowledge extends to the cultivation of moral 
character, work ethic, and accountability.  These 
traits ensure that we live by the principles of 
responsible banking. 

Metrobank Card Corporation (MCC) remained a 
strong player in the credit card business. MCC is 
ranked second in terms of receivables and ranked 
third in both the total number of cards-in-force and 
merchant acquiring billings, based on data from the 
Credit Card Association of the Philippines (CCAP). 
In 2019, MCC reported Php4.9 billion net income 
and Php93.8 billion total assets. Metrobank also 
secured pertinent Board and shareholder approvals, 
as well as regulatory approvals on the proposal 
to merge MCC into Metrobank. The merger took 
effect on January 3, 2020. 

In 2019, First Metro Investments Corporation 
(FMIC), Metrobank’s investment banking subsidiary, 
kept its leadership in the domestic capital markets, 
successfully completing 18 capital market deals. 
FMIC supported the National Government on its 
capital raising activities, specifically on the issuances 
of the Retail Treasury Bonds Tranche 22 (RTB 22) 
and the maiden issuance of its Premyo Bonds.  
FMIC also bagged several awards here and abroad, 
a testament to the excellence and commitment of 
our people. 

AXA Philippines (AXA), the Group’s insurance 
arm, capped the year with around 1.5 million clients 
protected under general insurance, and various 
individual and group life insurance products through 
its wholly-owned subsidiary Charter Ping An. AXA 
continued its expansion all over the country, ending 
the year with more than 8,000 financial advisers 
and executives located in AXA Advisory corners 
while also leveraging on the Metrobank and PSBank 
branches nationwide. Charter Ping An, on the other 
hand, has 24 branches and more than 2,000 agents. 

ORIX METRO Leasing and Finance Corporation 
(OMLF) managed to register a net income 
of Php1.1 billion. OMLF further extended its 
lending activities in nine additional branches 
in the countryside as it continued to capture 
opportunities in these growth areas.  Meanwhile, 
OMLF’s rental subsidiary ended 2019 with a fleet 
of over 8,000 vehicles. 

In 2019, we examined 80% of our institutional 
banking loans for their possible contribution to  
the UN Sustainable Development Goals based  
on their purpose. We are currently exploring ways 
to further boost our social and environmental 
impacts through the adoption of efficient practices 
and development of products and services that 
would promote green economic activity and  
social protection.

In closing, I would like to acknowledge our brave 
front liners and dependable support teams – 
thank you for your dedication and diligence in 
the past year and more so during these past few 
months.  By constantly putting your heart and soul 
into everything you do, you have made our brand 
of banking compassionate, customer-centric,  
and meaningful.

Lastly, my heart felt appreciation to our clients, 
partners, and stakeholders.  Thank you for your 
unwavering support, and your continued trust 
in the management and staff of Metrobank.  For 
inspiring us to work harder so we can serve you 
better, and for empowering us to create banking 
that’s more meaningful, we sincerely thank you.

While unforeseen challenges are sure 
to be waiting for us in the years ahead, 
there is no doubt in my mind that there 
is no obstacle so dire that we cannot 
overcome.  Together, we will create a 
more meaningful future for us all. 

FABIAN S. DEE
President

PresIdent’s rePort
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meaningful Banking is how metrobank aims to elevate its promise 
of “You’re in good hands.” since the Bank was founded, our reason 
for being has always been to serve our customers extraordinarily 
well by helping them spot opportunities and working together 
to realize their dreams --- whether to scale up their business or 
achieve their goals wherever they are in life. 

a new story

As our customers become more sophisticated 
and their needs evolve, Metrobank seeks to 
move, change and grow together with them. 
Even if we are not yet able to serve them 
perfectly now, we commit to continuously 
improving so that we can deliver Meaningful 
Banking every step of the way, for the 
customers of today and tomorrow. 

As we begin our new journey to Meaningful 
Banking, we launch our new communication 
campaign with our customers at the heart and 
featuring our new Metrobank signature frame 
that serves as a visual focal point that highlights 

our customers’ meaningful stories. In the near 
future, Metrobank aims to provide new and 
more relevant products and services that help 
fulfill their purpose and dreams.

From driving financial literacy to honoring 
outstanding Filipinos to helping the communities 
we serve; the bank is also committed to 
supporting meaningful initiatives which can 
contribute to nation-building. We go beyond 
building just a business and aim to make a real 
difference in Filipinos’ lives, that is banking made 
truly meaningful.

Meaningful
BanKing:
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This is what Metrobank is all about. This has always 
been our purpose: to create positive impact in the 
lives of our customers and ultimately in society. 

But in this day and age, we see a lot of 
developments as our customers continue to 
evolve. Thus, to keep our promise of keeping our 
customer in good hands, the bank must evolve  
as well.

In 2019, we announced the start of the next stage 
of Metrobank’s transformation journey as we aim 
to deliver Meaningful Banking for our customers. 
This is our re-commitment to put the customer 
at the heart of everything we do. Meaningful 
Banking is Metrobank’s north star as we start on a 
transformation journey. 

Our people composed of 13,000 Metrobankers, 
play the most significant role in delivering 
Meaningful Banking to our customers. For all 
Metrobankers, it is not just about doing daily tasks 
but fulfilling the bank’s purpose by living our core 
values daily: passion for results, integrity, teamwork, 

- Metrobank President Fabian Dee on  
the launch of Meaningful Banking

customer service and heart for the community. 
We believe that if we do Meaningful Work every 
day, this is what ultimately delivers Meaningful 
Banking to our customers.

Am proud to report that this did not go 
unnoticed as the bank recently received 
recognitions from different international award-
giving bodies. Metrobank is the Best Managed 
Bank in the Philippines and is now also one of 
the Best Companies to work for in Asia. Our 
product and service offers on cash management, 
trade finance, foreign exchange, and transaction 
banking have also been lauded. For us, these are 
more than just acknowledgement of merit. It is 
a testament of our long-standing commitment 
of keeping our customers, our people, and all 
our other stakeholders in the best hands. These 
greatly inspire us to give more of our best and 
create more meaningful banking experiences for 
our customers. 

Thank you for your trust and for sharing our 
story of Meaningful Banking. 

over five decades ago, our late group Chairman,  
dr. george s.K. ty founded metrobank with this belief— 

“The business of banking is not just about 
reaching the pinnacle of success. It is about 
helping other people achieve their dreams.”

meanIngful BanKIng: a neW storY
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Meaningful bank 
that educates you

Meaningful bank  
that enables the  
best use of your time

Meaningful bank that 
accelerates the fulfillment 
of your life goals

We will aim to teach our 
customers rather than 
only sell  to them.

We will continuously 
improve ourselves, our 
processes and our services 
to enable the best use of 
our customers’ time and 
make dealing with us a 
delightful experience.

We will aim to be 
their partner at 
every step and in  
this way, add value 
to their lives.

of Meaningful Banking 3 MEANINgFUL BANKINg PROMISES  
TO CUSTOMERS

meaningful Banking is more than just a communication angle. 

meaningful Banking is a platform that concretizes our 
unique compassionate brand of service through 3 promises 
to our customers:

We will educate them, we will enable them to make the 
best use of their time, and we will accelerate their life 
plans to get them where they aim to be faster and easier.

As their needs evolve and become more sophisticated, Metrobank 
will grow alongside our customers to provide topnotch service in 
new and meaningful ways. Rather than focus on selling products, we 
aim to educate them and raise their level of financial literacy and 
understanding. We will continuously improve ourselves, our processes, 
and our services to maximize our value to our customers - making 
each encounter a meaningful experience. By becoming partners with 
our customers, we take the journey to their financial goals together, 
navigating past whatever challenges the future may bring while 
enriching them, supporting them, and ultimately, making their lives 
more meaningful.

tHe PRoMises

16 17
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our customers are people, not mere accounts. they have dreams, goals, 
and plans. as such, we want to be the ones to enable them to live life 
to the fullest. through financial education, our customers can make 

decisions on how they can use their money in smart and meaningful ways.

enabling our customers to become more financially secure and successful is a 
mutually beneficial scenario for both parties. In light of this, metrobank offers 
two financial education initiatives to get our customers on the right path: 
moneyBasics and earnest.

smart financial planning simply means making wise decisions 
about money. from our spending habits, to using credit cards, to 
making proper investments, we need to always choose the right 
financial choices. unfortunately, many filipinos don’t have access to 
the right tools to be able to make those wise decisions consistently. 
many fall victim to investment scams, get buried in debt, or 
struggle to live within their means and make ends meet.  

at metrobank, we want to change that. But how?

We educate our customers and teach them how to make 
meaningful financial choices.   

Money Basics: Practical 
Tips for Saving 

Money Basics is a collection 
of simple and creative tips 
to help customers properly 
evaluate their spending habits 
and establish the importance of 
saving income. The goal of the 
campaign is to provide first-time 
employees with bite-sized, easy-
to-understand, and easy-to-
remember modules that teach 
smart money management. We 
teach them how to climb out 
of debt, get financially stable, 
and how to start and grow an 
emergency fund.

To help them in their financial 
goals, our rookie workforce 
also gains access to tools like 
the Metrobank Savings Checker 
to better help them track both 
their good and bad spending 
habits. 

At the center of MoneyBasics is 
#The30DayMetrobank 
Challenge. First launched in 
2019 on Metrobank’s social 
media accounts, the Challenge 
took form as a monthly Blue 
Board filled with useful money 
related information. Customers 
could download a copy of the 
forms for themselves and enjoy 
an entire month’s worth of 
fun and educational guidelines 
towards making sound financial 
decisions for free. Each day, 
there’s a different goal, a 
different lesson, or a different 
task to complete. Each day, they 
take one step closer to being 
financially responsible.

Earnest: Investing  
made simple

For people who already have 
the basics down, with everyday 
spending under control and a 
healthy savings account that’s 
thriving, Metrobank offers 
Earnest. Earnest is  a website 
that contains bite-sized lessons 
and easy-to-read articles about 
investment so customers can 
easily learn at their own pace.

Earnest covers a wide range 
of topics from why you should 
invest to explaining compound 
interest. It also tackles myths 
and misconceptions around 
money without the confusing 
financial jargon. The website 
doesn’t push customers to 
one specific kind of investment, 
instead Earnest promotes 
making meaningful financial 
choices based on one’s life goals.

Finance is not a one-size-
fits-all undertaking. Proper 
financial education takes into 
account the different needs 
of customers at different life 
stages. Instead of promoting 
specific products, we guide 
them into the general direction 
where they can be proactive 
about achieving their life goals 
and ambitions. 

Targeted Financial 
Education Events

In 2019, Metrobank held a 
series of Financial Market 
Briefings all over the country 
to brief attendees about 

the promising investment 
opportunities identified by our 
analysts despite the volatility 
stemming from major world 
events. A three-day seminar was 
held at the Grand Hyatt Manila 
which was attended by financial 
market experts, institutional 
investors, executives, and other 
high net worth individuals. Later 
in the year, another seminar 
with similar goals, speakers, 
and attendees was held in 
Pampanga, the first of its kind 
for North Luzon.

For customers still in the 
beginning stages of their 
investment journey, Metrobank 
also holds regular Kapihans. 
A Kapihan is an annual event 
wherein the Bank gathers 15-
20 prominent and successful 
business owners to a round-
table discussion where they 
can share their knowledge and 
experience to attendees. In 
addition, mini-Kapihans with 
participants numbering ten or 
less individuals are often held 
during other parts of the year.  

We are the bank that

eDuCates.
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Banking Whenever, 
Wherever

Our retail customers are an 
important and valued segment 
of our customers base. They are 
the ones who will benefit most 
from our Meaningful Banking 
efforts to educate and promote 
financial literacy. 

Most of our encounters with 
our retail customers happen 
face-to-face and in-person 
at one of our Metrobank 
branches. Improving access 
to these facilities is critical 
to supporting our efforts to 
educate and provide meaningful 
service to our customers. The 
Bank closed 2019 with 957 
branches all over the country, 
with about 54% strategically 
located in the countryside to 
capture opportunities in the 
high growth areas. This physical 
branch network is supported by 
2,345 ATMs nationwide.

24/7 access to our e-channels, 
which includes ATMs, Cash 
Accept Machines (CAMs), 
as well as online and mobile 
banking, provide a convenient 
alternative for our customers 
to continue their banking 
transactions anytime and 
anywhere.   

Mobile Banking

The world has changed. In this 
new normal, the needs of our 
customers have changed and 

evolved greatly. The Metrobank 
Mobile App addresses these new 
needs by giving registered users 
24/7 remote access to a host of 
banking transactions without the 
need to step foot outside of  
their homes.

Everything from bills payments to 
sending or receiving money using 
mobile numbers only is possible 
with the app. Cardless withdrawal 
is another useful feature, one that 
can become extremely useful 
during emergencies. All of these 
services and more are protected 
by robust digital safety measures 
like the use of one-time passwords 
and biometric security.
  
Remittance Services

Metrobank’s remittance services 
also continue to grow. Supported 
by a diverse network of remittance 
centers in Asia, Europe, and North 
America, we have become a 
leading provider of remittance 
services to OFWs.

Metrobank has several remittance 
arrangements with banks and 
remittance tie-ups with agents in 
regions with high concentrations of 
OFWs. As of December 31, 2019, 
the Group has 133 remittance 
tie-ups and approximately 145 
remittance agents present in the 
United States, Europe, the Middle 
East, Asia, and the Asia-Pacific.  
As such, we were awarded the 
Remittance Product of the Year 
at The Asian Banker Philippine 
Awards 2019.

Shifting Customer  
Banking Habits

Over the years, we’ve 
seen a sustained shift in 
our transaction mix from 
traditional over-the-counter 
transactions to increased 
utilization of our e-channels. 
At least 20% of all 
transactions last year were 
already coursed through 
these alternatives. This 
further enhanced the Bank’s 
operational efficiency and 
ensured convenience for our 
clients, allowing our branch 
personnel the opportunity 
to provide more meaningful 
services to the higher value 
transactions that continued 
to be coursed through the 
traditional channels.  

As a result, this coverage 
mix boosted the Bank’s 
strong deposit franchise 
and provided the Bank with 
the funding requirements 
needed to support its loan 
growth. Our low-cost CASA 
deposits increased by a 
healthy 12%, pushing the 
CASA ratio to 63%. The 
Bank’s overall deposit level 
hit a record Php1.7 trillion 
pesos.

Save without the 
worry

Saving is a vital financial 
discipline. It helps one 
become financially secure 
and provides a cushion 
for unexpected expenses. 

our customers are our partners on the road to success. however, 
it is important to remember that our customers are a diverse 
group of people with different needs and expectations.  

We need to tailor our approach and our strategies to each customer 
category in order to provide better and more meaningful service.

However, many Filipinos lack 
adequate emergency funds, 
leaving them ill-equipped 
to survive financially when 
unforeseen accidents arise.

To help customers deal 
with this financial threat to 
their savings, Metrobank, in 
partnership with AXA, one of 
the country’s leading insurance 
companies, offered the 
Metrobank-AXA Free Personal 
Accident (PA) Insurance Promo. 

With the goal of providing 
a more meaningful method 
of saving, this partnership 
offered free PA insurance to 
new customers in order to 
provide financial assurance and 
protection during unfortunate 
emergencies.

New account holders would 
get a free P100,000 Personal 
Accident insurance to help 
shield them from the financial 
ramifications of accidental death 
and permanent disablement. 
The promo was available to 
customers aged 18-70 years 
old who opened a new savings 
account for as low as P2,000 
in any Metrobank branch 
nationwide.

The goal of this promo was 
to help customers live more 
meaningfully by lightening the 
burden that our customers had 
to bear in times of dire need. 
We want to leave them free 
to prioritize their hard-earned 
savings for the important things 
and create more meaningful 
moments with their loved ones.

We are the bank that

enaBles.
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Metrobank considers every 
customer as a partner, and thus 
remains committed to making 
their welfare a top priority. It 
is the responsibility of every 
Metrobanker—from the Bank’s 
Board of Directors, to the 
Management, down to the rank 
and file employees—to look 
out for the customers’ best 
interest. 

Overall Customer 
Protection

Customer protection is 
inherent in the Bank’s day-
to-day operations and is 
guided by the Bank Customer 
Protection Policy Manual 
(CPPM) that governs the 
conduct of the Bank in dealing 

with its customers. The CPPM 
ensures that the Bank and 
its employees comply with 
customer protection laws, rules, 
and regulations. 

The Bank has identified key 
entities ultimately responsible 
for the overall strategy and 
oversight of the Bank’s desired 
customer experience

The Board of Directors 
(BOD), through the Executive 
Committee (ExCom), provides 
the effective oversight of the 
Bank’s Financial Customer 
Protection program and its 
implementation in accordance 
to BSP Circular on Consumer 
Protection.

The Senior Management, 
through the Customer 
Experience Committee 
(CX Com) ensures that the 
Bank’s developed Consumer 
Protection Risk Management 
System (CPRMS) is maintained 
and reviewed as it is fully 
integrated into the overall 
framework of its entire 
product and service lifecycle. 
The responsibilities of the 
Senior Management through 
the Customer Experience 
Committee (CX Com) also 
includes the formulation of the 
Bank’s Customer Protection 
Program as embodied in the 
Bank’s CPPM and monitoring 
of the effectiveness of the CX 
projects under the Customer 
Protection Program. 

The Service Excellence Group 
works with business and 
operational units to achieve 
excellent customer experience 
through the Voice of the 
Customer Program, process 
efficiency initiatives, and manage 
performance monitoring. The 
responsibilities of the Service 
Excellence Group include 
oversight functions in handling 
of customer complaints 
and reporting to Senior 
Management of performance 
on key customer metrics.

Customer Assistance / 
Complaints Handling

Providing immediate assistance 
is a critical component of the 
Bank’s Customer Protection 
Program. Customers have 
different accessible channels 
through which they could 
communicate with the Bank 
to raise concerns or provide 
feedback, either through 
our 24/7 Contact Center, 
Social Media (Facebook), our 
MetrobankDirect Online, or 
Mobile Banking app. 

Specific to customer complaints, 
the Bank has in-place the 
Customer Incident Management 
Policy and System, which 
standardizes the handling of 
complaints to ensure that 
these are addressed within a 
set turnaround time through 
centralized logging and 
monitoring. Recurring incidents 
and emerging complaints are 
analyzed to identify action plans 
to address the root cause of 
the problem.

In 2019, the Bank managed 
to lower its complaints level 
by 5% despite the increase 
in transaction volume. The 
drop in complaints level 
is mainly attributed to the 
implementation of specific 
initiatives for the top complaints 
particularly in the use of the 
electronic channels.

The Bank continued to improve 
its performance in resolving 
complaints within a shorter 
period of time vs. prior years, 
ensuring communication of 
the Bank’s commitment to the 
customer.

Convenient / Hassle-
free Customer 
Experience at 
Touchpoints

The banking experience was 
streamlined for the benefit of 
our customers. The account 
opening process was simplified 
and the Bank implemented 
the initial phase of the Queue 
Management System. These 
changes resulted in faster, form-
free transactions and greatly 
reduced waiting time for  
our customers.

Metrobank also launched the 
Mobile Remittance app for 
migrant workers, expanded 
the Contact Center hotline 
to accommodate more calls, 
increased availability of ATMs 
and Cash Accept Machines 
(CAMs), and achieved faster 
resolution of complaints related 
to the use of ATMs and CAMs.

Product Features/
Enhancements

Existing product features and 
services were also upgraded. 
The Bank increased withdrawal 
limits on ATMs and purchase 
transaction limits using the EMV 
contactless card. To protect 
our customers, 3D security 
features for online purchases 
were also implemented. Lastly, 
approvals for home & car loan 
applications were expedited for 
shorter turnaround times.

Consumer Education

Regular financial education 
campaigns through the Bank’s 
social media accounts provided 
tips and instructions on how 
to protect their personal 
information and personal 
accounts from being accessed 
by unauthorised groups.

Customer Feedback 
Program

Metrobank is committed 
to listening to customers 
to identify opportunities 
improve overall experience 
with the Bank. A more 
frequent conduct of Net 
Promoter Score (NPS) was 
implemented to continuously 
monitor customers’ overall 
commitment and loyalty to 
our brand. Regular Branch 
Customer Satisfaction (CSAT) 
collected immediate feedback 
of customers’ experience at 
the branch. Biannual Mystery 
Shopping were also done to 
check service delivery  
across branches.

2019 2018 2017 2016

Total Complaints 85,429 89,849 75,348 69,229

Complaints to Transaction Ratio 0.023% 0.026% 0.023% 0.022%

Board of Directors 
(BOD)

Executive Committee
(ExCom)

Customer Experience
Committee (CXCom)

Enterprise Services
Sector (ESS)

Service Excellence
Group (SEG)

President

Protecting Our Partners

the PromIses of meanIngful BanKIng
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We are the bank  
with an eye on your

our customers’ success is metrobank’s success as well. 
this is why we aim to be a permanent partner for all our 
customers, helping them reach their goals and adding 

value to their lives. as they grow over the years, so do we.

Investing for the Future

Managing your expenses and 
growing your savings are only 
the beginning of true financial 
security. With smart and 
meaningful investments, you 
can easily put your savings to 
work for you in order to create 
another passive income stream.

The Bank’s Trust Banking 
Group’s (TBG) Assets Under 
Management (AUM) closed at 
Php484.6 billion in December 
2019, up 15% from December 
2018.

The group’s Metro Max-3 Bond 
Fund was named Best Managed 
Fund of the Year in the Peso 
Medium-Term Bond Category 
by the Chartered Financial 
Analyst (CFA) Society of  
the Philippines. 

In addition to this accolade, TBG 
was named as fund manager 
for fixed income investments 
by SSS for the next two years 

on top of the pure equity fund 
mandate and local equity fund 
manager for Pag-IBIG.

Staying true to its promise of 
meaningful banking, Metrobank 
pioneered the PHP Bond and 
Commercial Paper Issuance 
Program in May 2019 and 
first utilized in July 2019. The 
program helped accelerate 
issuance timelines with 
streamlined issuance processes 
and less documentation 
requirements.

Likewise in the 2nd quarter 
of 2019, the Bank launched 
the Metrobank Operations 
Support Engine (MOSE), 
a secure web application 
allowing customers to digitally 
acknowledge or accept financial 
market transactions documents 
through desktop or mobile 
phone. Aside from convenience, 
the application secures the 
transmitted documents 
by means of Multi-Factor 
Authentication. 

The Bank offered long-term 
funds thrice in 2019 with 
P17.50 Billion in April, P11.25 
Billion in July and P13.75 Billion 
in October.

In 2019, the various projects 
that were being undertaken 
by the Consumer Lending 
Group prompted Metrobank 
to deliberately adopt a 
conservative lending position. 
As a result of the major revamp 
of policies and processes that 
was undertaken, home and car 
loan production targets were 
exceeded by 17% and 1% 
respectively.

The Upgrade Your Ride Promo 
was also launched in 2019. 
Through our offer of free 
chattel mortgage and amortized 
car loan insurance, the Bank was 
able to support our customers’ 
dreams of acquiring a new 
vehicle while attracting new 
car loan borrowers who may 
have been undecided about 
making such a major purchase 
beforehand.

25
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Helping businesses grow 
and prosper has been part 
of Metrobank’s corporate 
DNA since its founding. To 
this day, providing proper 
and meaningful service to 
our Corporate Customers 
is a top priority for the Bank. 
In addition to Corporate 
Banking, Commercial Banking, 
and Business Banking services, 
we also hold engagement 
events for the benefit of our 
customers. 

Customer Engagement

Since 1996, Metrobank has 
been developing alliances 
with a multitude of businesses 
from Japan. In that same year, 
Metrobank became the first 
local bank to be granted a 
license to operate in Tokyo 
and Osaka by the Ministry of 
Finance. Since then, Metrobank 
has formed partnerships with 
over 60 Japanese banking 
institutions.

In more recent times, 
Metrobank co-held a seminar 
with Ogaki Kyoritsu Bank, LTD. 
The seminar was attended 
by almost 40 representatives 
from 32 different companies 
and focused on the changing 
business landscape in the country. 

To show further support for its 
Japanese corporate partners 
and customers, the Bank once 
again held its Annual Golf 
Tournament at the Cebu 
Country Club. The year 2019 
marked the sixth iteration of 
this event. 

Metrobank and South Korea’s 
Shinhan Bank also formed 
a strategic partnership in 
2019. The goal is for each 
company to help its partner 
grow by exploring and taking 
advantage of favorable business 
opportunities through the 
other’s network of contacts. 
In addition, the event was 
made more special as the bank 
recently launched its latest 
branding campaign, Meaningful 
Banking, to reiterate its 
commitment to delivering not 
just meaningful service but also 
delightful experiences.

Corporate Banking
102-6, 102-7 

As part of our commitment 
to Nation Building, our deals 
in 2019 were all aligned with 
the Philippine growth story. 
Through our big clients in 
telecommunications, real estate, 
and foreign investments, we 
supported the expansion 
strategies of Philippine 
companies knowing that they 
created value that would 
benefit the entire community. 

Metrobank signed a USD300 
Million 7-year Bilateral Term 
Loan Facility with ICTSI Global 
Finance B.V., guaranteed 
by International Container 
Terminal Services, Inc. (ICTSI).  
The proceeds of the loan 
shall be used to fund capital 
expenditures and to refinance 
existing obligations. Metrobank 
sees the partnership as its way 
of supporting ICTSI’s domestic 
nation-building and global 
expansion strategies.

The deal with ICTSI Group 
is significant because aside 
from its role in fostering the 
national progress of developing 
economies, ICTSI also continues 
to enhance the image of 
Filipino companies as global 
contributors with world-class 
standards and a passion for 
environmental sustainability.

Commercial Banking
102-6, 102-7

Working and supporting small 
businesses has always been 
part of Metrobank’s purpose 
since its inception many years 
ago. When the late Metrobank 
Group Chairman and Founder, 
Dr. George S.K. Ty, was just a 
young man running his family’s 
flour mill business, he found 
it impossible to secure a 
loan from any other financial 
institution. When Dr. Ty later 
founded MBTC, he wanted to 
make sure that never happens 
to anyone again and made it 
a priority to extend a hand 
towards other businesses 
to help them grow. This was 
the foundation of Meaningful 
Banking.

From its humble beginning 
of catering solely to Binondo 
businesses, Metrobank has now 
evolved and grown to serve 
clients big and small, nationwide. 
We have found the perfect 
balance between achieving the 
best outcome for both the 
client and the Bank.

The Generation Now 
Leadership Series is rooted in 
these values. In line with our 

goal to support our clients 
with solutions and not just 
products, the Leadership Series 
aims to address the specific 
needs and concerns of the next 
generation’s business leaders. 
The third and most recent 
edition of the Leadership Series 
was held in Cebu City.  The 
event featured experts tackling 
family corporation management 
and executive coaching for the 
benefit of the attendees.

Metrobank seeks to offer cash 
management services to these 
young leaders so they can focus 
on the more important task of 
growing their family businesses. 
In recognition of its excellence, 
Metrobank was even awarded 
Best Service Provider in Cash 
Management at the Asset Triple 
A Treasury, Trade, Supply Chain, 
and Risk Management Awards 
2019.  The award is given 
to both clients and financial 
services providers in the Asia 
Pacific, the Middle East, Europe, 
and North America.

Business Banking
102-6, 102-7

The Bank continues to support 
Small and Medium Enterprises 
thru its Business Banking Center 
(BBC). The Center generates 
new accounts for the Bank via 
its own sourcing and continuous 

synergies with the Bank’s branch 
network. As our SME clients 
grow and expand, we remain 
with them in support and fulfill 
their changing needs every step 
of the way.

Metrobank sources potential 
new clients from our extensive 
network of local branch 
clients and organizations in 
specific localities. Once a 
prospect becomes a BBC 
client, dedicated Relationship 
Managers are assigned to assist 
the customer’s growth through 
financing products that suit the 
account’s needs. The client’s 
Relationship Manager becomes 
their main liaison with the Bank, 
creating a more personal and 
meaningful connection.

Once clients have been 
nurtured and grown to a 
certain business or financial 
level, they are then transferred 
to the Commercial Banking 
Group for further development 
and guidance. Through this 
system, the BBC was able to 
obtain 1,300 new clients in 2019. 

Online Growth
102-6, 102-7

Metrobank Business Online 
Solutions (MBOS) is our 
recently launched Corporate 
Internet Banking Platform. The 

MBOS is a robust an innovative 
online banking system that 
significantly improves upon 
the features and capabilities 
of the prior MetrobankDirect 
Corporate platform.

The MBOS increases day-to-day 
business transaction speed and 
efficiency through a number 
of features. It automatically 
processes recurring transactions 
through the enhanced intrabank 
funds transfer facility without 
the need for manual key-ins, 
it allows the enrollment of 
beneficiaries for interbank 
transfers to remove the need 
to input account details per 
transaction, and it only uploads 
a single file—regardless of 
transaction number—through 
its integrated payments facility.

This increased efficiency results 
in less foot traffic in branches 
as clients are empowered to do 
transactions online, increases 
productivity when fulfilling 
branch-related requests, and 
creates more opportunities 
to generate new business. In 
addition, clients who need 
special attention are more easily 
accommodated as there is a 
smaller drain on the branches’ 
manpower resources.

Meaningful Banking is our commitment to 
delivering not just meaningful service but also 
delightful experiences.

the PromIses of meanIngful BanKIng
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Meaningful Banking starts with us. 

Being committed to doing meaningful Work means striving to 
create meaningful Banking experiences for our customers in 
every interaction and every transaction. We work to fulfill our 
promise of “You’re in good hands,” to all our clients.

a metrobanker is a champion of meaningful Work. they are the 
people who go above and beyond the minimum requirements. 
metrobankers go the extra mile. they anticipate the needs 
and prioritize the welfare of the customer. everything they do 
is intended to help make things easier for customers to fulfill 
their banking needs. It is never just about finishing the daily 
workload; they want to make a positive impact in the lives of 
their customers and in the community. 

Work

28
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Talent and Succession 
Management

We strive to find talents who 
have both the dedication and 
the skills to deliver Meaningful 
Banking to our customers. In 
2019, our Talent Acquisition 
team took its operational 
excellence to the next level,  
by enhancing our recruitment 
tools and practices in order 
to widen our reach, identify 
those that fit not only with 
job requirements but also our 
culture and mission, and ensure 
a positive experience for all  
our candidates. 

Our Talent Management 
processes leverage HR data 
and analytics as a basis for 
talent decisions. Through 
facilitated talent reviews, 
business leaders collaborate 
and align on development 
assignments that deliberately 
expose our top talents to the 
various aspects of managing 
and leading Metrobank. Given 
the size and breadth of our 

business, our aspiration for 
each of our top talents is for 
them to increasingly develop 
broad and integrative leadership 
capabilities through each stage 
of their journey. Our ultimate 
goal is to maintain a steady 
supply of credible successors 
developed and vetted for senior 
leadership roles by our Senior 
Management and Board.

Employee Engagement

Employee engagement is 
our key to performance, 
and leadership is our key to 
employee engagement. In 2019, 
we partnered extensively with 
our Union and their leaders 
through various programs that 
strengthened the capability, 
integrity, and loyalty of our 
workforce.  

We also continued our leader 
and employee engagement 
programs by providing coaching 
and mentoring support for 
leaders across the Bank. 
We took this further by 

involving our employees in 
the process through a 360° 
Feedback tool that was rolled 
out for supervisors, for them 
to leverage for their own 
development as they journey 
to become the best enablers 
of their respective teams’ 
performance. 

Our aspiration is for every 
leader to be the good hands, 
through which Metrobank helps 
its employees find meaningful 
work and meaningful careers.

Senior Management 
Selection

The Bank employs a rigorous 
and disciplined process for 
selecting its senior leadership 
cadre, involving assessment 
tools and processes against the 
requirements of senior roles. 
Senior leaders play a critical 
role in endorsing candidates to 
our Manpower Committee and 
Nominations Committee prior 
to appointment by the Bank’s 
Board of Directors.

meaningful Banking is not only a platform that convinces, compels, 
and captures the hearts of our customers. It is also the core philosophy 
that shapes how we care for, grow, and keep the Bank’s most 
significant asset --- our people.

metrobank is a partner both to its customers as well as its employees 
in the journey towards success. the Bank employs over 13,100 people 
and we have embarked on a comprehensive review of our People and 
organization processes, and looked externally to adopt and implement 
best industry practices that ensure metrobankers are always equipped 
to accompany and help our clients on their own journeys.

Performance 
Management

The Bank’s strategic planning, 
performance goal-setting, 
and appraisal processes 
are integrated with both 
our rewards system and 
performance improvement 
program. Employees are 
engaged on performance 
expectations, as well as their 
contribution to the success of 
the Bank.

Code of Business 
Conduct and Ethics

Integrity is in our DNA, and 
this core value is sought out 
and ingrained in Metrobankers 
from the time they first apply 
for a job with the Bank through 
our rigorous screening and 
assessment process. The Bank’s 
on-boarding program ensures 
that our employees imbibe our 
Code of Business Conduct and 
Ethics from the day they first 
become Metrobankers, and this 
is further embedded through 
our regular and mandatory 
training programs, employee 
engagement events, leadership 
feedback systems, reward 
and recognition schemes, and 
disciplinary processes.

Change and 
Transformation

The rapidly evolving landscape 
of society, technology, and 
industry calls for change and 
transformation. We know that 
the only constants we have are 
our Core Values and the mission 
that we have set for ourselves 
– that of delivering Meaningful 
Banking to you. We also know 
that, if we are to succeed in 
the future, we must embrace 
change and transformation – for 
our organization, culture, and 
ways of doing business. There is 
no alternative. 

Founder and late Group 
Chairman Dr. George S.K. Ty
was once quizzed why he 
decided to create Metrobank. 
His simple reply was, “I wanted 
to help businesses grow.” 
This statement was rooted 
in his own experience as a 
businessman, where he felt he 
could provide other businesses 
more opportunities to grow. 

The outcome of his desire to 
help produced the Bank’s now 
well-known mantra, “You’re 
in good hands.” Simple yet 
altruistic, the mantra bears 
the hallmarks of what true 

Metrobankers embody, and that 
is to focus on giving service that 
is beyond excellent.  

“You’re in good hands” 
eventually inspired the bank’s 
Core Values that focus 
on five things: Passion for 
Results; Integrity; Teamwork; 
Commitment to Customer 
Service; and Heart for 
Community.  Together, the first 
letters of each core value  
spells “PITCH.”

Every Metrobanker aims to live 
these values day after day at 
work and with customers and 
partners. It is also ingrained in 
discussions and planning during 
morning meetings. As former 
senior advisor to Metrobank 
Washington Sycip describes it, 
“Metrobank is a bank where 
its officers are already working 
while officers of some other 
banks are still asleep.”

We are Metrobankers

At the heart of Metrobank 
are people dedicated to going 
above and beyond simply 
serving their customers. From 
day one of their on-boarding 
all the way to retirement, 
Metrobankers see themselves 

meanIngful WorK
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as partners to achieving the 
personal life goals and dreams 
of their clients while also 
making a positive impact on the 
community at large. 

In the same way that 
Metrobankers nurture and 
protect their customers, 
Metrobank also puts 
tremendous importance on 
the welfare of its employees. 
This focus has consistently 
been recognized by local and 
international award-giving 
institutions. Metrobank is 
recognised as one of Asia’s  
Best Companies to Work For.

health insurance service, 
extending to immediate family 
members,  that includes free 
physical examinations at Manila 
Doctors Hospital.

Metrobank also recognizes that 
its rank-and-file employees 
are the backbone of its daily 
operations. As such, it is 
tradition for senior officials to 
show their gratitude towards 
lower-ranked Metrobankers at 
the end of calendar year. Just 
before Christmas break, the 
Chairman and the President 
jointly welcome and thank 
every employee for his or  
her contributions.

A Growth Mindset

Metrobank is committed to 
the longterm growth and 
development of each employee. 
Various programs are in place 
to make sure that every 
Metrobanker can fulfill their  
full potential and adequately 
adapt to the evolving needs  
of our customers.

The Metrobank Academy 
provides topnotch leadership 
training and simulation exercises 
to hone critical decision-making 
skills that will be needed in the 
field. MBLearn is also available 
for employees who prefer an 
online learning experience that 
lets employees learn at their 
own pace.

A Safe Working Space

Metrobank wants all employees 
to feel safe, both physically and 
otherwise, while working in 
the office. Regularly scheduled 
office safety inspections are 
done throughout the year while 
emergency disaster drills are 
trained and practiced every 
year. In addition, all safety 
equipment are tested regularly, 
kept up to date, and replaced 
when required.

For Metrobankers who act as a 
whistleblower for illegal actions 
committed by other parties, full 
legal protection is provided.

For those seeking higher formal 
education, the Metrobank 
Employees Graduate Assistance 
Program empowers employees 
to pursue graduate and post-
graduate degrees in recognized 
learning institutions. In a similar 
vein, the Metrobank Educational 
Assistance for Dependents 
of Employees Program helps 
employee family members 
complete their schooling.

Work-life Happiness 

Metrobank’s Go4 Health 
program conducts regular 
wellness checks of employees 
to identify and treat potential 
problems in advance. Employees 
also enjoy a comprehensive 

Metrobank @Workplace
 
As part of its drive to 
continually innovate, Metrobank 
implemented Workplace, a 
secure enterprise platform 
designed by Facebook, for the 
use of employees. Workplace 
enables the creation of  
“workgroups” where employees 
can learn together and 
collaborate together with full 
transparency. It also encourages 
better workforce morale as 
employees inevitably strengthen 
their social bonds through 
regular communication.

meanIngful WorK
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So Jo RF totAl peRCentAge

mAle 220 2184 2181 4585 34.87%

FemAle 256 3621 4688 8565 65.13%

TOTAL 476 5,805 6,869 13,150 100.00%

Age bRACKet So Jo RF totAl %Age

 25 0 201 2,779 2,980 22.66%

26-30 0 943 2,333 3,276 24.91%

31-35 10 1,390 918 2,318 17.63%

36-40 31 978 282 1,291 9.82%

41-45 84 844 157 1,085 8.25%

46-50 134 992 252 1,378 10.48%

51-55 140 420 148 708 5.38%

> 55 77 37 0 114 0.87%

TOTAL 476 5,805 6,869 13,150 100.00%

Average Age = 34.08

tenuRe bRACKet So Jo RF totAl % tenuRe

 1 38 529 2,129 2,696 20.50%

2-5 55 927 2,620 3,602 27.39%

6-10 58 1,182 1,222 2,462 18.72%

11-15 77 1,215 363 1,655 12.59%

16-20 84 699 217 1,000 7.60%

21-25 63 798 199 1,060 8.06%

26-30 60 420 119 599 4.56%

> 30 41 35 0 76 0.58%

TOTAL 476 5,805 6,869 13,150 100.00%

Average Tenure =9.36

oRganiZational  
stRuCtuRe

Institutional 
Banking Sector 

Special 
Accounts 

Management

Project
Synergy Digital 

Banking
International 

OfficesCredit

Functional and administrative

Administrative only, reports to the respective Board committees

Note:  The President and all Sector Heads are Filipinos.

Retail 
Banking Sector

Financial 
Markets Sector

Enterprise 
Services Sector

Financial 
and Control Sector  

EVP Mylene A. 
Caparas, 55

EVP Richard Benedict S. 
So, 54

SVP Lita S. Tan, 56

SEVP Fernand Antonio  
A. Tansingco, 53 

SEVP Vicente R. Cuna, 
Jr., 57

SEVP Joshua E. 
Naing, 59

Risk 
Management 

Group

Trust
Banking
Group

Internal Audit 
Group

Compliance 
Division

Anti Money 
Laundering 

Division 

Board of Directors

Office of the 
President

35

genDeR DISTRIBUTION

So Jo RF totAl %Age

mARRied 380 3544 1666 5590 42.51%

Single 90 2230 5197 7517 57.16%

SepARAted  4 8 2 14 0.11%

WidoWed 2 23 4 29 0.22%

TOTAL 476 5,805 6,869 13,150 100.00%

CiVil status DISTRIBUTION

age DistRiBution - ACTIVE EMPLOyEES

tenuRe DistRiBution - ACTIVE EMPLOyEES

meanIngful WorK
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giving back to the community—especially to 
the marginalized and most in need—is one of 
the key advocacies of the Bank that exemplifies 
the core of Meaningful Banking. Heart for the 
community is one of the PITCH values,  and 
every Metrobanker strives to fulfill it by helping 
improve his or her wider community. 

Contributions
Meaningful

36 37
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Metrobank Foundation

In 2019, Metrobank Foundation, 
Inc. (MBFI) continues to forge 
more partnerships with like-
minded organizations that share 
in the mission of raising the 
quality of life for marginalized 
sectors in our society. The 
Foundation’s priority thrusts are 
captured by the acronym HEAL 
– health, education, arts, and 
livelihood – which, along with 
the United Nations’ Sustainable 
Development Goals, serve as 
the guiding framework for the 
organization’s activities towards 
nation-building.

Just like any Metrobanker 
practicing corporate values 
in his/her daily work, the 
Metrobank Foundation 
Outsanding Filipinos, composed 
of exemplary teachers, 
soldiers, and police officers, 
also breathe life to the values 
and commitments of the 
institution. Their passion for 
results, integrity, teamwork, 
commitment to customer 
service, and the heart for 
community serves as lessons 
and reminders to us all.

The network of Metrobank 
Foundation Outstanding 
Filipinos implemented the 
first leg of Guro, Pulis at 
Sundalo na may Galing, Puso 

Purple Hearts Club

2019 marks the 17th successful 
year of the Purple Hearts 
Club (PHC), the volunteerism 
arm of Metrobank. Across 
these years, PHC remains 
consistent in embodying the 
culture of helping make lives 
better through its Core Value, 
Heart for Community. This year, 
PHC highlights achievements 
attained towards the growth 
and expansion of Metrobank’s 
Corporate Social Responsibility 
(CSR) efforts. This milestone is 
made possible by strengthened 
partnerships with institutions 
and the employee-volunteers’ 
conceptualization and 
implementation of programs 
that respond to the changing 
needs of the community. 

Metrobank’s employee-
volunteers set the bar higher 
with a remarkable increase in 
the number of PHC chapters 
nationwide from 61 to 65 and 
the participation rate from 
64.4% to 71.0%, in 2018 and 
2019, respectively. Likewise, 
average man-hours continues 
to improve from 9.2 in 2018 to 
10.0 in 2019, showing resilience 

at Sigasig (GPS²) project to aid 
schoolchildren and teachers of 
Marawi City by turning over 
learners’ and teachers’ kits, 
books, and educational theater 
facilities. The activity was made 
possible through the support of 
DepEd, the AFP, and the PNP.

MBFI continues to promote 
the arts in the Philippines, by 
providing an avenue for up-and-
coming artists to springboard 
their work into greater creative 
fronts through the Metrobank 
Art & Design Excellence 
(MADE) program. MADE has 
recognized, celebrated, and 
awarded over 400 visual artists 
in the past three decades. 
MBFI also supports several 
education-related programs 
such as the Metrobank Math 
Challenge–the longest running 
math competition in the 
country with almost half a 
million participating students 
nationwide, the Metrobank 
Scholarship Program, the 

and passion for service not 
only by participating in CSR’s 
set thematic programs on 
education, environmental 
stewardship and health, but 
also by engaging in worthwhile 
causes through their own 
efforts and initiatives that are in 
line with the Bank’s Core Values. 
This proves that Metrobank’s 
brand of service continuously 
extends as it reaches out to the 
less visible sectors of society.   

The reception of PHC initiatives 
among chapters is positive, 
enjoying high participation 
among members for each of 
the following programs: Hapag 
Kainan which promotes the 
importance of proper hygiene 
through tutorial sessions and 
distribution of hygiene kits, 
Bags of Blessing which involves 
repacking and distribution 
of gift packs to thousands of 
poor families nationwide, YIGH 
Activities in the Countryside 
which includes tree planting, 
coastal clean-up, and other 
efforts for the environment in 
the countryside, and Brigada 
Eskwela which involves the 
clean-up, painting and furniture 
repair of schools nationwide.

National Teachers’ Month, and 
professorial lectures in various 
fields. Under “Metrobank Group 
Helping Hands,” MBFI has 
extended aid to 10,715 families 
who were affected by natural 
calamities through relief and 
rehabilitation efforts.

For the year, a total of 50 
socio-civic and charitable 
organizations were provided 
with grant assistance worth a 
total of Php20.0 million and 
caters to 24,115 individuals 
and 11,397 families. For 
its tireless service to the 
community, the Foundation 
won three Gold Anvils and 
three Silver Anvils at the 54th 
Anvil Awards organized by 
the Public Relations Society of 
the Philippines, and two Quill 
Awards of Excellence and two 
Quill Awards of Merits at the 
17th Philippine Quill Awards 
organized by the International 
Association of Business 
Communicators – Philippines.

Photos courtesy of Pilipinas HD

Metrobank’s brand of meaningful service 
has had an undeniable positive impact 
on the community, fostering a culture of 
giving wherever they are called to serve.

Some other notable PHC 
programs included Dugong 
Metrobank, Salamin sa 
Maliwanag na Bukas, Helping 
Hands Mindanao, Play It Forward, 
National Teacher’s Month, Pasko 
sa Paaralan, among others. 

2019 has proven to be a 
milestone year in Metrobank’s 
Corporate Social Responsibility 
initiatives. Apart from 
championing programs 
that promote sustainable 
development through the 
Purple Hearts Club, employee-
volunteers continue to embody 
our readiness to respond 
to various calls to action, 
especially in times of need. 
Through PHC, Metrobankers 
are constantly reminded of 
the importance of helping the 
less fortunate attain hope for 
better lives. Metrobank’s brand 
of meaningful service has had 
an undeniable positive impact 
on the community, fostering a 
culture of giving wherever they 
are called to serve.

meanIngful ContrIButIons
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You are the reason why we are the Best Managed Bank in the 
Philippines* and one of the Best Companies to Work For In Asia**

These recognitions strengthen our commitment
to provide meaningful products and services,
Remittance Product of the Year
The Asian Banker Philippine Awards 2019

Best Managed Funds of the Year 
2019 Peso Medium-Term Bond Category
The Chartered Financial Analyst Society of the Philippines

to find solutions that fit your business needs,
Best Service Provider in Cash Management 
The Asset Triple A Treasury, Trade, Supply Chain, and Risk Management Awards 2019 

to move the industry with an array of banking and finance portfolio,
Best Foreign Exchange Bank in the Philippines
Best Trade Finance Bank in the Philippines
Best Transaction Bank in the Philippines
The Asian Banker Transaction Awards 2019

Cesar E.A. Virata Award – Best Securities House 
14th Philippine Dealing System Annual Awards

and to operate with the highest standard of professionalism
Best Investor Relations Company
Asia’s Best CEO (Investor Relations)
Asian Excellence Award 2019

With Metrobank’s outstanding leaders and strong workforce, you can always count 
on us, Metrobankers, to keep you in good hands.

The Asian Banker CEO Leadership Achievement Award  
for Metrobank Chairman Arthur Ty

tHanK You
for your trust.

40
41

maKIng BanKIng meanIngful

*The Asian Banker Awards 2019
**HR Asia Awards 2019
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Principled corporate governance is the solid foundation upon 
which our commitment to Meaningful Banking rests. With it, the 
Bank creates and fosters relationships built on trust, respect, and 
partnership with our customers. 

growing beyond traditional banking towards a more sustainable 
future for Metrobank can only be achieved through a commitment 
to strong governance. Its corporate governance framework 
integrates international standards as recommended by the OECD 
Principles of good governance and ASEAN Corporate governance 
Scorecard alongside with the regulatory requirements of the SEC 
Code of Corporate governance for Publicly-Listed Companies and 
the BSP Circular No. 969 on Enhanced Corporate guidelines for BSP 
Supervised Financial Institutions. 

governance
Meaningful

42 43

102-19, 102-25



44 45

making banking meaningful

44 45

maKIng BanKIng meanIngfulmeaningful governance

The Corporate Governance 
Manual serves as a practical 
toolkit designed to help 
implement good governance 
practices in the institution. 
It is periodically updated to 
guarantee that it remains 
relevant and in alignment with 
new regulatory issuances and 
best industry practices. We 
adopt structures and processes 
that would ensure that our 
business is conducted ethically 
and comply with applicable laws 
and regulations.

The Board of Directors, 
Management, Officers, and the 
staff of the Bank fully commit 
themselves to the principles 
and practices contained in 
the Manual. All acknowledge 
that it is our guide in the 
development and achievement 
of the Bank’s corporate goals. 
Our staunch duty to safeguard 
the long-term best interests of 
our shareholders and all other 
stakeholders translates into a 
corporate culture that embraces 
good governance practices and 
fiduciary duties made manifest 
by the Bank’s Board of Directors, 
the Senior Management, and 
down to all other employees. 

Board of Directors
102-26

The Board of Directors 
is the highest authority in 
the organization. Their key 
purpose is to ensure the Bank’s 
prosperity by collectively 

directing the company’s affairs, 
whilst meeting the appropriate 
expectations of shareholders 
and stakeholders. The Board’s 
primary responsibility is 
ensuring Metrobank’s long-
term sustainability and success 
by leading the process of 
developing and reviewing the 
Bank’s strategies annually. It 
oversees the overall governance 
framework; approves and 
oversees strategic objectives 
of the Bank and its corporate 
values; spearheads the 
establishment of guidelines 
for acceptable level of risk; 
monitors management’s 
performance against set targets, 
major capital expenditures, 
acquisition, and divestitures; 
and ensures that appropriate 
controls and systems of checks 
and balances are in place 
and operating effectively. The 
Board sets the tone from 
the top of the organization, 
exemplifying the virtues of 
good governance as well as 
Metrobank’s corporate values, 
codes of conduct, and other 
ethical standards of appropriate 
behavior for itself, the Senior 
Management, and other 
employees.

To adequately fulfill their 
responsibilities, board members 
have independent access to 
management and the corporate 
secretary, as well as unfettered 
access to information and 
records kept by the company.

Board Composition
102-22, 102-24

The Bank’s Board is composed 
of twelve directors, ten of whom 
are non-executive directors and 
of which five are independent 
directors. The BSP requires that 
not less than two and at least 
a third of the members of  the 
board must be independent 
directors. In full compliance of 
this directive, the Board has gone 
above and beyond with a full 
42% of its members fulfilling the 
BSP’s quota. 

The Board of Directors is 
comprised of a diverse and 
multi-talented group who 
combine insight and good 
judgment in implementing good 
governance. The members 
are diverse in all aspects, from 
expertise, to experience, to 
gender, and even ethnicity. 
Each director possesses moral 
integrity, physical & mental 
fitness, executional competence, 
exceptional education, financial 
literacy, and relevant training, 
knowledge, and background. 

The members of the Board are 
elected annually. In accordance 
with the Bank’s By Laws, 
any stockholder may submit 
nominations for directorial 
positions to the Nominations 
Committee. The Committee 
screens the nominations based 
on its screening policies and 
parameters, including among 
others, alignment with the 

strategic directions of the Bank. 
The Nominations Committee 
assesses the nominees guided 
by our By-laws, Corporate 
Governance Manual, and 
relevant regulations of the 
BSP and SEC to ensure the 
candidate has the optimal mix 
of skills and qualifications to 
become a productive member 
of the Board. When identifying 
or screening potential 
candidates, the Committee 
may use whatever resources it 
deems appropriate, including 
but not limited to, referrals from 
existing directors and officers, 
recommendations from a third-
party search firm, or suggestions 
from stockholders. They may 
also make use of the external 
databases of the Institute of 
Corporate Directors (ICD) 
or other professional search 
firms. Only nominees whose 
names appear in the Final List of 
Candidates shall be eligible for 
election as director.

Directors are expected to 
devote sufficient time and 
effort in order to diligently 
and efficiently perform their 
duties and responsibilities to 
the organization. As a rule, the 
non-executive directors of the 
Board may concurrently serve 
as directors to a maximum of 
five publicly listed companies, 
making sure however that the 
shareholders’ legal right to  
vote and be voted directors 
remains inviolable. 

The independent directors are 
independent of management 
and major shareholders. Other 
than transactions which are 
conducted at arm’s-length and 
could not materially interfere 
with or influence the exercise 
of their judgment, they have 
not engaged and do not 
engage in any transaction with 
the institution, with any of its 
related companies, or with any 
of its substantial shareholders—
whether by themselves or with 
other persons (through a firm 
of which they are partners 

or a company of which they 
are directors or substantial 
shareholders). The independent 
directors, as a rule, may serve 
for a maximum cumulative 
term of nine years. After which, 
the independent director 
shall be perpetually barred 
from re-election as such, but 
may continue to qualify for 
nomination and election as a 
regular director.

In April 2019, the Board 
approved the retirement of 
Mr. Robin A. King as a director. 
As his replacement, the Board 
also approved and welcomed 
Atty. Angelica “Nenet” Lavares 
as Independent Non-Executive 
Director effective April 24, 2019. 
With extensive experience 
in general management, legal 
expertise in banking and in 
handling investigations vis-à-
vis governance issues, Atty. 
Lavares can bring valuable 
contributions, experience, skills, 
and exceptional leadership to 
the Board.

The names of the directors 
serving as at 31 December 2019 
and their biographical details are 
set out on pages 100-101.

The Chairman of the 
Board and the President
102-23

The roles of the Chairman of 
the Board and the President are 
separate but complementary 
positions that work together for 
the good of the Bank. This split 
balances power, responsibility, 
and accountability while 
preserving the independent 
decision-making of the Board. 
Each has clearly defined 
responsibilities in the Bank’s 
By-Laws and Corporate 
Governance Manual.

The Chairman of the Board 
provides leadership in the 
Board. He ensures effective 
functioning of the Board, 
including maintaining a 
relationship of trust with 

board members. In addition, 
the Chairman ensures a sound 
decision-making process and 
encourages and promotes 
critical discussions where 
dissenting views can be 
expressed and discussed within 
the decision-making process. On 
the other hand, the President 
exercises direct and active 
management of the business 
and operations of the Bank, 
conducting the same according 
to the orders, resolutions, and 
instructions of the Board and 
according to his own discretion 
wherever the same is not 
expressly limited by such orders, 
resolutions, and instructions. He 
communicates and implements 
the vision, mission, values, and 
overall strategy of the Bank; 
and promotes any organization 
change in relation to the 
same. He exercises general 
superintendence and direction 
over the other officers and the 
employees of the Bank and sees 
to it that their respective duties 
are properly performed.

Directors’ Orientation & 
Continuing Education
102-27

The responsibilities of 
the directors and senior 
management have expanded 
and corporate governance 
norms have evolved. It is 
important that the Bank 
provides the best training 
available for the directors and 
senior management to keep 
them adept in their respective 
roles and prepared to address 
emerging opportunities and 
challenges. The directors and 
senior management should be 
capable of seeing company  
and business issues in a  
broader perspective. 

Directors on-boarding are 
furnished with a copy of the 
Bank’s Articles of Incorporation, 
By-laws, Code of Conduct, 
and Corporate Governance 
Manual. They are also provided 
with the general responsibilities 

Integrity, accountability, fairness, and transparency are the four pillars 
upon which the Bank’s governance policies rests. these values are 
observed across all our operations and dealings. this corporate governance 
framework is embodied in the Corporate governance manual which sets 
out the roles and responsibilities within the Bank and the practices and 
procedures that we adopt to ensure we govern our organization to the 
highest standards of good governance principles. 
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and specific duties of the Board 
as a whole and of an individual 
director. Directors are required 
to certify under oath that they 
have received copies of these 
documents and fully understand 
and accept their contents. 
Each director certifies that he 
or she has all the prescribed 
qualifications and none of the 
disqualifications required to  
be a director.

Pursuant to the Bank’s policy 
on Continuing Development 
for Directors, all directors are 
encouraged to continuously 
enhance their skills, knowledge, 
and understanding of the 
activities that the Bank is engaged 
in or intends to pursue. Aside 
from the AML training and the 
special seminar on corporate 
governance (at least four hours), 
the Bank provides continuing 
education and training on 
trends and updates necessary 
to conduct the business. The 
trainings are conducted by BSP 
and SEC accredited external 
service providers. A formal 
record of the attendance of 
each of the directors and senior 
management in the training 
sessions is maintained.

In October 2019, the Bank 
arranged a special training 
seminar conducted by the 
ICD which was attended by all 
directors and senior management 
to update them on significant 
developments in corporate 
governance including subject 
matters dealing with cyber 
security, data privacy, anti-money 
laundering, digital governance, 
and other relevant changes and 
developments.

Retirement & Succession

Boards are responsible for 
directing the long-term success 
of companies and their optimal 
composition overtime is of key 
importance to investors. The 
succession plan is designed to 
ensure dynamic and relevant 
leadership continuity for the Bank. 

As a general rule, no director 
may stand for re-election 
following the calendar year 
in which that director turned 
75 years of age. However, on 
the recommendation of the 
Nominations Committee, 
the Board may waive this 
requirement if it deems that a 
waiver is for the best interest  
of the Company.

Succession or filling up 
vacancies in the Board is 
addressed in the Bank’s By-laws. 
Any vacancies occurring in 
the Board may be filled by the 
vote of at least a majority of 
the remaining directors, if still 
constituting a quorum. Any 
vacancy that occurs by reason 
of removal by stockholders, 
expiration of term or increase 
in the number of directors shall 
be filled by the stockholders 
in a regular or special meeting 
called for this purpose.
Retirement from the service 
of the Bank is compulsory for 
employees reaching their 55th 
birthday or completing a  
period of continuous service 
of thirty (30) years, whichever 
comes first.

Board Meetings 

Regularly scheduled Board 
meeting are held to keep 
directors up to date on 
the Bank’s performance as 
well as approve strategies, 
appointments, and other 
decisions requiring their 
attention. The organizational 
meeting of the Board is 
held immediately after the 
Annual Stockholder’s Meeting. 
Board-level committees are 
reconstituted during the 
organizational meeting. Regular 
Board meetings are held every 
second Wednesday of each 
month.  Special meetings may 
be called at any time by the 
Chairman, or in the Chairman’s 
absence, by the Vice Chairman. 
Special meeting may also be 
called pursuant to the written 
request of any four directors. 

The directors are encouraged to 
attend and actively participate 
in all meetings of the Board, 
Committees, and shareholders 
in person or through 
telecommuting conducted 
in accordance with all rules 
and regulations. Directors are 
allowed to miss a meeting 
when justifiable causes, such as 
illness, death in the immediate 
family or serious accidents, 
prevent them from attending. 
The meeting of the Board may 
be conducted through modern 
technology such as, but not 
limited to, teleconferencing or 
video conferencing as long as the 
director who is taking part in said 
meetings can actively participate 
in the deliberations on matters 
taken up therein. In Board and 
committee meetings, directors 
must review meeting materials, 
and if called for, ask the necessary 
questions to seek clarifications 
and explanations. 

The Office of the Corporate 
Secretary plays a significant 
role in supporting the Board in 
discharging its responsibilities. 
It prepares the agenda of each 
meeting and sends out notices 
and materials needed at least 
five business days before the 
meeting dates. It also prepares 
and distributes the minutes of 
the previous meeting and keeps 
full minutes of all Board and 
stockholder meetings.

In 2019, the Board had thirteen 
meetings with the incumbent 
directors attending more than 
98% of all meetings. 

Non-executive directors likewise 
meet once a year with the 
external auditor and heads of 
internal audit, compliance, and 
risk without any senior executive 
present to bring independent 
judgment to issues of strategy, 
performance, resources, 
and standards of conduct. In 
2019, this was conducted on 
September 18, 2019. 

Board-level Committees
102-22
 
The Board assigns specific 
tasks to committees to help 
them fulfill their wide range 
of responsibilities. It delegates 
particular matters or affairs of 
the Bank to the committees 
to prepare the groundwork 
for decision-making and 
eventually report to the Board 
for notation or approval. 
In 2019, the Bank had ten 
board-level committees that 
assist the Board in the optimal 
performance of its roles and 
responsibilities. Five of the 
ten committees namely the 
Audit Committee, Corporate 
Governance and Compensation 
Committee, Nominations 
Committee, Related Party 
Transaction Committee, Risk 
Oversight Committee and 
Trust Committee are chaired 
by an independent director. The 
Board-level committees have 
their own respective charters 
which set out their mandate, 
scope, and working procedures 
which can be viewed at the 
Bank’s website.

Anti-Money Laundering 
Committee

The Anti-Money Laundering 
Committee is a Board-level 
Committee tasked to assist the 
Board in fulfilling its oversight 
responsibility over the Bank’s 
AML Compliance Management  
to make sure that the Bank 
complies with the provisions 
of the AMLA, as amended, its 
Revised Implementing Rules  
and Regulations (RIRR), and  
BSP regulations.

Audit Committee

As an extension of the Board, 
the Audit Committee assists the 
Board in fulfilling its statutory 
and fiduciary responsibilities, 
enhancing shareholder value, and 
protecting shareholders’ interest 
through effective oversight 
of internal and external audit 
functions, transparency and 
proper reporting. It also oversees 
compliance with laws, rules, 
regulations, code of conduct, as 
well as adequate and effective 
internal controls. 

Anti-money lAundeRing Committee

Chairman Angelica H. Lavares, Independent Director

Regular Members

Arthur Ty, Chairman

Rex C. Drilon II, Independent Director

Edgar O. Chua, Independent Director

Audit Committee

Adviser Cornelio C. Gison, Adviser

Chairman Edgar O. Chua, Independent Director

Vice Chairman Francisco F. Del Rosario, Independent Director

Regular Members
Solomon S. Cua, Non-executive Director

Angelica H. Lavares, Independent Director

Chief Audit 
Executive Leo R. Fragante, Head, Internal Audit Group

2019 boARd AttendAnCe

Board Name 

Number of Shares
% to Total 

Outstanding 
Shares

(As 
Disclosed)

Board 
Meetings

Executive 
Committee

Anti-Money 
Laundering 
Committee

Risk 
Oversight 

Committee

Trust 
Committee

Audit 
Committee

Corporate 
Governance 

and 
Compensation 

Committee

Related Party 
Transactions 
Committee

Overseas 
Banking 

Committee

Nominations 
Committee

IT Steering 
Committee

Direct Indirect

Group 
Chairman (ED) Arthur Ty 15,205,313 0.34% 13/13 (CC) 40/52 7/7 3/4 (A) 7/7

Vice Chairman 
(NED)

Francisco C. 
Sebastian 1,442,283 0.03% 12/13 (VC) 47/52 (A) 6/12 (CC) 6/6

President/
Director (ED) Fabian S. Dee 734 0.00% 13/13 47/52 11/11 2/2 7/7

Director (NED) Alfred V. Ty 17,087,722 0.38% 11/13 3/6

Director (NED) Edmund A. Go 7,482 0.00% 13/13 2/7 (ED) 12/12 11/11 6/7

Director (ED) Vicente R.  
Cuna, Jr 129 32,770 0.00% 13/13 47/52 2/7 (A) 5/12 (CC) 7/7

Independent Jesli A. Lapus 28,419 0.00% 13/13 (VC) 11/12 (CC) 11/11 4/4 (CC) 8/8

Independent Rex C. Drilon II 1,615 0.00% 13/13 5/7 (VC) 10/11 (CC) 4/4 (CC) 14/14

Independent Robin A. King (1) 187 0.00% 4/4 (PCC) 3/12 4/4  4/4 2/2

Independent Francisco F. Del 
Rosario, Jr. 146 0.00% 13/13 (CC) 8/12 (VC) 11/12 4/4  6/6

Independent Edgar O. Chua 113 0.00% 13/13 7/7 (CC) 12/12 14/14 8/8

Director (NED) Solomon S. Cua 113 47,560 0.00% 13/13 7/8 5/6

Independent Angelica H. 
Lavares (2) 113 0.00% 9/9 5/7 8/8 10/11 6/6

(1) Mr. King retired in April 2019
(2) Effective April 2019
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CoRpoRAte goveRnAnCe And CompenSAtion Committee

Chairman Rex C. Drilon II, Independent Director

Regular Members

Arthur Ty, Chairman

Francisco F. Del Rosario, Independent Director

Jesli A, Lapus, Independent Director

Corporate 
Governance 
Officer

Arnulfo B. Pascioles, Jr.,  
Head, Compliance Division

exeCutive Committee

Advisers
James Go, Senior Adviser

Mary V. Ty, Assistant to the Group Chairman

Chairman Arthur Ty, Chairman

Vice Chairman Francisco C. Sebastian, Vice Chairman

Regular Members

Fabian S. Dee, President

Vicente R. Cuna, Jr., Director

Mary Mylene A. Caparas,  
Head, Institutional Banking Sector

Corazon B. Nepomuceno, Chief Credit Officer, 
Head, Credit Group

Alternate member 
in the absence 
of Credit Group 
Head

Noel Peter Z. Yuseco,  
Deputy Head, Credit Group

inFoRmAtion teChnology SteeRing Committee

Adviser Arthur Ty, Chairman

Chairman Vicente R. Cuna, Jr., Director

Regular Members

Fabian S. Dee, President

Edmund A. Go, Non-executive Director

Bernardino V. Ramos,  
Head, Information Technology Group

Joshua E. Naing, Head,  
Financial and Control Sector

Corporate Governance and 
Compensation Committee

The Corporate Governance 
and Compensation Committee 
assists the Board of Directors 
in fulfilling its corporate 
governance responsibilities 
and in providing oversight on 
the implementation of the 
Bank’s Compliance System. 
The Committee is tasked 
with establishing a formal 
and transparent procedure in 
determining the remuneration 
of directors and officers that 
is consistent with the Bank’s 
culture, strategy, business 
environment, and industry 
practice.

Executive Committee

The EXCOM shall primarily 
review and approve credit 
proposals and credit policies 
within the limits of its authority. 
The Committee may also act 
on other matters as delegated 
by the Stockholders and the 
Board of Directors within its 
competence and in accordance 
with the By-Laws of the Bank.

Information Technology 
Steering Committee

The Information Technology 
Steering Committee ensures 
that IT strategies are consistent 
with the overall business 
objectives. As an extension of 
the Board, it supervises the IT 
Risk Management Program of 
the Bank and the development 
of policies, controls, and specific 
accountabilities consistent with 
the Bank’s IT Risk Management 
Framework. It also regularly 
provides adequate information 
to the Board regarding overall 
IT performance, status of major 
projects, and other significant 
issues related to IT risks. 

nominAtionS Committee

Chairman Jesli A. Lapus, Independent Director

Regular Members Angelica H. Lavares, Independent Director

Edgar O. Chua, Independent Director

oveRSeAS bAnKing Committee

Chairman Francisco C. Sebastian, Vice Chairman

Regular Members

Francisco F. Del Rosario, Independent Director

Alfred V. Ty, Non-executive Director

Solomon S. Cua, Non-executive Director

RelAted pARty tRAnSACtionS Committee

Chairman Rex C. Drilon II, Independent Director

Regular Members
Angelica H. Lavares, Independent Director

Edgar O. Chua, Independent Director

RiSK oveRSight Committee

Advisers Francisco C. Sebastian, Vice Chairman

Vicente R. Cuna Jr., Director

Chairman Francisco F. Del Rosario, Jr., Independent Director

Vice Chairman Jesli A. Lapus, Independent Director

Member Edmund A. Go, Non-executive Director

Chief Risk Officer Maritess B. Antonio,  
     Head, Risk Management Group

tRuSt Committee

Chairman Jesli A. Lapus, Independent Director

Vice Chairman Rex C. Drilon II, Independent Director

Regular Members Fabian S. Dee, President

Edmund A. Go, Non-executive Director

Leandro Antonio G. Santillan,  
     Head, Trust Banking Group

Nominations Committee

The Nominations Committee 
reviews and evaluates the 
qualifications of all persons 
nominated to the Board. 
Moreover, it also reviews 
the qualifications of those 
nominated to other positions 
requiring approval by the Board.  

Overseas Banking Committee

The Overseas Banking 
Committee assists the Board 
in its oversight functions over 
the operations and financial 
performance of the overseas 
branches and subsidiaries, 
their compliance with the 
rules and regulations of their 
respective host countries, and 
their adherence to the Parent 
Bank’s business and corporate 
governance policies as 
prescribed by the BSP and SEC.

Related Party Transactions 
Committee

The Related Party Transactions 
Committee is a Board-level 
Committee tasked to ensure 
that Bank’s transactions with 
related parties are reviewed 
to assess risks and subjected 
to appropriate restrictions to 
ensure that such are conducted 
at arm’s-length terms and that 
the resources of the Bank 
are not misappropriated or 
misapplied.

Risk Oversight Committee

The Risk Oversight Committee, 
as an extension of the 
Board, is responsible for the 
development and oversight of 
the risk management program 
for the Bank and its Trust 
Banking Group.

Trust Committee

The Trust Committee is 
responsible for fiduciary 
accounts as well as the 
confirmation of acceptance 
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and closing of trust, the review 
of assets placed under the Bank’s 
custody, the investment, and 
reinvestment and disposition of 
trust funds, and the review and 
approval of transactions between 
trust and/or fiduciary accounts. 

Board Performance 
Evaluation and Self-
Assessment
102-28

Board effectiveness can only be 
gauged if the Board regularly 
assesses its own performance 
and the performance  of 
the individual directors. At 
Metrobank, to determine the 
effectiveness of the Board, 
Chairman of the Board, President, 
Board Committees and each of 
the individual directors, annual 
evaluation of their performance 
is conducted using approved 
rating sheets. The performance 
rating sheet normally circulated 
on paper or online using 
questionnaires that are tailor-
made to the Bank’s needs and 
objectives. This evaluation process 
allows the Board to consider the 
accomplishments of individuals 
and the group of individuals 
within the Board and this also 
serves as an avenue to revisit 
existing process or areas in need 
of improvement within the Board.

The Board conducts its annual 
evaluation process through the 
Corporate Governance and 
Compensation Committee. It 
has adopted an internal self-
rating system and procedure 
to determine and measure 
compliance vis-à-vis good 
corporate governance principles 
and practices as prescribed 
in the Code of Corporate 
Governance: (i) Each Director 
self-rates and collectively rates 
the Board, the Chairman of the 
Board, and the President; (ii) 
Corporate Governance, Audit, 
Risk Oversight and other Board 
committees conduct self-rating. 

managing regulatory and 
compliance risk are provided. 
It also conducts compliance 
awareness trainings for all 
employees on a regular basis 
and issues advisories where 
appropriate. 

The Compliance Division 
is headed by the Chief 
Compliance Officer (CCO) 
who reports functionally to the 
Corporate Governance and 
Compensation Committee. 
The CCO provides effective 
and proactive upstream and 
downstream communication 
within the Bank to address 
compliance matters and 
ensure that the same are 
reported to appropriate levels 
of management and to the 
Board of Directors through the 
Corporate Governance and 
Compensation Committee.

The Compliance Division 
continues to actively seek ways 
to boost compliance and adopt 
best practices in corporate 
governance.  It also maintains 
a dynamic interaction with 
regulators to ensure a balance 
between having the right 
compliance culture and a risk-
averse environment that will 
support business growth.

Codes of Conduct

The Bank ensures that its 
directors and employees 
embrace the Codes of 
Conduct which set forth the 
standards for professional and 
ethical behaviors expected of 
them when dealing internally 
and externally. The Codes of 
Conduct stem directly from 
the Bank’s Core Values, namely 
Passion for results, Integrity, 
Teamwork, Commitment to 
customer service, & Heart for 
the community (PITCH) and 
are meant to ensure fairness, 
accountability and transparency 
in all actions and decisions of 
employees and directors.  

The summary results of the 
performance evaluation are 
presented to the Corporate 
Governance and Compensation 
Committee and endorsed to 
the Board. For 2019, the overall 
assessment showed that the 
Board, Board committees, 
the individual directors, the 
Chairman, and the President 
possess the right mix of 
backgrounds and competencies 
to fulfill their duties and the 
Bank has fully complied with 
the materials requirements of 
the SEC Code of Corporate 
Governance.

Compliance System

The Bank, through its 
Compliance Division, 
implements an enterprise-
wide compliance program 
which forms an integral part 
of the Bank’s culture and risk 
governance framework to 
provide reasonable assurance 
that the Bank and its directors, 
officers, and employees comply 
with all banking and corporate 
laws, regulations, rules, and 
standards. 

The  Compliance Division 
serves as the core-force of 
information for regulatory 
issuances and interpretation 
of  rules and regulations and 
provides oversight and guidance 
for a strong compliance culture 
as it works closely with business 
and support units to  identify, 
assess, monitor, and manage 
possible regulatory compliance 
risks which may impact the 
Bank’s operations and franchise 
value. The Compliance 
Division is tasked to promote 
effective implementation of 
the compliance system and 
address breaches that may 
arise. It ensures that possible 
compliance issues and key 
compliance risks are proactively 
identified, measured, and 
assessed and that advice and 
support to Management in 

The members of the Board 
have adopted the Codes 
of Conduct and Ethics for 
Directors. It describes the 
behavioral standards expected 
from a director so that he/
she can better understand 
and meet the expectations 
and requirements of the 
organization and regulators. 

In place also is the Metrobank 
Code of Conduct for 
employees which includes 
policies ensuring the proper 
discharge of duties and 
responsibilities, the avoidance of 
conflict of interest between the 
Bank’s business and personal 
activities, the preservation of 
confidential information which 
mandates adoption of every 
practicable measure at all 
times, and the prohibition of 
direct or indirect offering or 
receiving by an employee of any 
gift, gratuity, other payment or 
entertainment from any person, 
be it a client, vendor, supplier, 
business partner or subordinate, 
when the gift might affect the 
employee’s judgment or actions 
in the performance of his/her 
duties. 

The Corporate Governance 
and Compensation Committee 
and the Human Resources 
Management Group ensure the 
observance and adherence of 
the directors and all employees 
to the Codes. Breaches 
are subject to appropriate 
disciplinary actions in 
accordance with the principles 
of due process. To strengthen 
the implementation of good 
governance and development 
of culture within the Group, 
training of employees regularly 
include among others, topics on 
compliance, good governance, 
and ethics. The Board-approved 
Corporate Governance Manual 
and Codes of Conduct are 
available in the Bank’s intranet 
and posted in the Bank’s 
website for public access. 

Fair Business 
Transactions & 
Managing Conflicts  
of Interest 

The Bank conducts business 
fairly and sincerely, adhering to 
ethical principles and refraining 
from unfair practices and any 
form of bribery or corruption, 
to contribute to sound and 
economic development through 
fair competition in the market. 
The Bank champions the fair 
treatment and protection of all 
stakeholders, particularly our 
customers, resource providers, 
creditors, and the community 
in which we operate and 
believe that fair, professional 
and objective dealings forge 
enduring relationships. The 
members of the Board conduct 
fair business transactions with 
the Bank and ensure that 
personal interest does not bias 
Board decisions.  They should 
not take advantage of their 
positions for personal gain. All 
board members are expected 
to act ethically at all times, 
notify the Board promptly of 
any material facts or potential 
conflicts of interest, and take 
appropriate corrective action. 

The directors are expected 
to act honestly and in good 
faith, with loyalty and in the 
best interest of the Bank, the 
stockholders (regardless of the 
amount of their stockholdings), 
and other stakeholders. 
Employees are expected 
to effectively manage their 
personal affairs and avoid any 
situation or business endeavor 
arising from associations, 
interests, or relationships that 
may lead to conflict or potential 
conflict between their personal 
interest and of the Bank. 

All related party transactions 
are conducted at arm’s-length 
basis. If transactions with the 
Bank cannot be avoided, it is 
done in the regular course of 

business and upon terms not 
less favorable to the Bank than 
those offered to others and 
subject to the Bank’s policy 
on related party transactions. 
Transactions with related 
parties are reviewed by either 
the Related Party Transactions 
Management Committee 
(RPTMC), a management-
level committee composed 
of senior officers or the 
Related Party Transactions 
Committee (RPTC), a Board-
level committee composed 
of independent directors, 
depending on the materiality 
threshold set by the Bank. 
Directors and officers with 
personal interest in the 
transaction shall abstain from 
the discussion, approval and 
management of transaction. 
No director or officer shall 
participate in the RPTC or 
RPTMC or BOD discussion of 
a related party transaction for 
which he, she, or any member 
of his or her close family or 
related interest is involved, 
including transactions of 
subordinates, except in order 
to provide material information 
on the related party transaction 
to the RPTC/BOD.  All acts of 
the Board, including material 
related party transactions, are 
confirmed by the majority 
vote of the Bank’s stockholders 
during the Annual Stockholders’ 
Meeting.

Related party transactions 
are discussed in the Audited 
Financial Statements, particularly 
under Notes to the Financial 
Statements No. 31 on Related 
Party Transactions.

Insider Trading Policy

Metrobank as a publicly traded 
company is governed by 
securities laws and regulations. 
The Bank strictly enforces and 
monitors compliance with 
its Insider Trading Policy to 
uphold applicable laws, ensure 
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shareholders’ protection, 
and prevent individuals from 
benefitting from knowledge 
which is not generally available 
to the market. The policy 
requires that the disclosure of 
material non-public information 
about any of the companies 
within the Metrobank Group 
or any partner shall be made 
on a reasonable need-to-know 
basis and in furtherance of a 
legitimate business purpose. 

The policy prohibits trading 
during black-out periods 
by covered persons i.e. all 
directors and employees 
within the Metrobank Group 
including their immediate 
family members residing with 
them in the same household 
as well as corporations and 
other entities or funds subject 
to their influence or control. It 
requires the reporting insiders 
to confirm their respective 
beneficial ownership of 
listed shares of stock in their 
respective companies, if any, and 
report any changes thereto on 
the next trading day from the 
date of the change pursuant to 
the requirements of the SEC 
and the PSE.

Whistle-Blowing Policy

The Bank’s culture of trust and 
integrity is key to providing a 
safe space for all employees 
and stakeholders. The Whistle-
Blowing Policy provides an 
avenue to raise concern and 
report acts of fraud, malpractice, 
conflict of interest, or violation 
of internal/regulatory policies, 
procedures, and control to 
the Chief Audit Executive. The 
policy also provides for the 
protection of the reporting 
entity. The Bank shall maintain 
the identity of the reporting 
entity as confidential and 
retaliation against any reporting 
entity shall not be allowed. 

Complaints/concerns may 
be filed through the Bank’s 

Directors’ Compensation 
Package

The members of the Board 
of Directors receive a fixed 
remuneration package based 
on market, experience, 
professional background, level of 
responsibilities, and attendance 
in Board and committee 
meetings.

Executive and Employee 
Compensation

The Bank pays salaries 
commensurate to the 
individual’s qualifications & 
experience, nature of the 
job, position, and level of 
responsibility with reference to 
an approved salary scale.
The Bank’s compensation 
package is reviewed regularly 
and benchmarked against 
competition through 
participation in annual 
industry compensation and 
benefit surveys to ensure 
its competitiveness vis-à-vis 
industry and other market 
considerations.

Pay for Performance 

The Bank aims to achieve a 
performance-driven work 
culture by providing meaningful 
rewards for performance. 
Annual performance scorecards 
are structured to support 
business strategies and provide 
competitive rewards. Thus, 
the Bank grants annual merit 
increase and performance 
bonus (non-guaranteed) 
based on the Bank’s overall 
performance, Group and 
individual performance, and 
market conditions.

Fair Compensation

The Bank ensures that its 
compensation package for 
non-officers or rank and file 
employees is in accordance with 
the labor law requirements. 
They receive salaries linked 
to both performance and the 

website or sent via email 
(whistleblowing@metrobank.
com.ph) or text hotline 
(+639427471359).

Dividend Policy

The Bank’s dividend policy is an 
integral component of its capital 
management policy rather 
than a stand-alone process. Its 
fundamental and overriding 
policy is sustainability. 

Dividends are declared and 
paid out of unrestricted 
retained earnings of the Bank 
at such intervals as the Board 
of Directors may determine 
and in accordance with the 
provisions of law and the 
regulations of the BSP and the 
SEC. Historically, the Bank has 
declared annual cash dividends 
equal to Php 1.00 per common 
share, equivalent to 5% of par 
value. The payment of dividends 
in the future will depend on 
the Bank’s earnings, cash flow, 
financial condition, regulatory 
requirements for capital, and 
other factors. The Board of 
Directors may, at any time, 
modify the Bank’s dividend 
payout ratio depending on the 
results of current operations as 
well as future projects and plans 
of the Bank.

Cash dividends are subject to 
approval by at least a majority 
of the Board of Directors. On 
the other hand, stock dividend 
requires prior clearance from 
the BSP, the SEC and the PSE.  

Compensation Policy
102-41

The Bank adopts a 
compensation package that 
is aligned with the Bank’s 
operating and risk culture, 
long-term strategic and financial 
interest and labor laws and 
regulations, promotes good 
performance and competitive 
with industry standards, with 
a goal to attract, motivate and 
retain the best people.

Bank’s contractual obligation 
under a collective bargaining 
agreement which include 
loyalty bonuses for long-term 
employees.

Interest of Stakeholders

Metrobank has a responsibility 
to all its stakeholders to 
address their needs. The Bank 
has policies that safeguard 
the interests of customers, 
creditors, suppliers, employees, 
shareholders, and the 
environment.

Customers and Creditors

The Bank is committed to 
safeguarding its customers’ and 
creditors’ welfare, fulfilling their 
needs, and helping them achieve 
their financial goals. To this end, 
the Bank views Consumer 
Protection as a priority and a 
responsibility for every single 
person in the organization, from 
the Directors down to the rank 
and file employees. 

The Board of Directors 
provides effective oversight of 
the Bank’s financial customer 
protection program.  As such, 
the Bank has a board-approved 
Customer Protection Policy 
Manual which provides basic 
principles and ethical business 
practices that govern the 
conduct of the Bank in dealing 
with its customers, setting out 
the standards of consumer 
protection in the areas of 
disclosure and transparency, 
protection of client information, 
fair treatment, effective 
recourse and financial 
education.  It provides 
assurance that the Bank and 
its employees comply with 
consumer protection laws, rules, 
and regulations, thus ensuring 
that consumer protection 
practices are embedded in 
the Bank’s business operations 
which address and prevent 
identified risks to the Bank and 
associated risk of financial harm 

or loss to its customers.  The 
Manual is created to ensure 
that customer protection is 
inherent in the Bank’s day-to-
day operations, providing the 
foundation that ensures the 
Bank’s adherence to customer 
protection standards of conduct.

Stockholders’ Rights and 
Protection of Minority 
Stockholders’ Interests

The Board respects the rights 
of the stockholders as provided 
for in the Corporation Code. 
It promotes the rights of 
the stockholders, removes 
impediments to the exercise 
of those rights, and provides 
an adequate avenue for them 
to seek timely redress for the 
breach of their rights.  

The Board makes available to 
the stockholders accurate and 
timely information to enable the 
latter to make sound judgments 
on all matters brought to their 
attention for consideration 
or approval.  All material 
information about the Bank is 
disclosed in a timely manner to 
the SEC and PSE.

The Board is transparent and 
fair in the conduct of the annual 
stockholders’ meetings of the 
Bank.  The Bank encourages 
the stockholders to personally 
attend such meetings.  If 
they cannot attend, they are 
informed ahead of time of their 
right to appoint a proxy.  Subject 
to the requirements of the By-
Laws, the exercise of this right 
shall not be unduly restricted 
and any doubt about the validity 
of a proxy should be resolved in 
the stockholder’s favor.

Every stockholder entitled to 
vote on a particular question 
or matter involved shall be 
entitled to one (1) vote for 
each share of stock in his name.  
Cumulative voting is allowed 
provided that the total votes 
cast by a stockholder shall not 

exceed the number of shares 
registered in his name as of 
the record date multiplied by 
the number of directors to be 
elected.  Matters submitted to 
stockholders for ratification 
shall be decided by the required 
vote of stockholders present 
in person or by proxy.  All 
shareholders shall have the 
opportunity to obtain effective 
redress for violation of  
their rights.

Supplier & Contract Selection

To mitigate the risk of dealing 
with unqualified suppliers/
contractor, the Bank maintains 
policies and guidelines in the 
accreditation/re-accreditation 
and selection process of 
supplier and contractor that is 
in accordance and compliant 
with BSP regulations. Annual 
performance evaluation 
is conducted as part of 
appropriate controls in 
determining the ability and 
performance of the contractor/
service provider.

The Bank practices the policy of 
canvassing and bidding services 
in the conduct of purchase 
of products or contracts for 
services to ensure that the Bank 
secures the best deal in terms 
of price, quality of materials or 
work services, delivery time 
frame, and related terms  
and conditions.

Health, Safety, and Welfare  
of Employees

The safety and security of its 
clients and employees is of 
paramount importance to  
the Bank. The Bank actively 
promotes a safe, healthy, 
and drug-and-alcohol-free 
work environment that is 
conducive to the well-being 
and professional development 
of its employees. In doing so, 
employee morale as well as 
productivity is greatly improved. 
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across several industries to 
introduce employees to new 
opportunities for volunteerism 
that benefit and support other 
marginalized sectors of society. 

Environment Protection 

As part of Metrobank’s core 
value of being a responsible 
corporate citizen, it believes 
that sustainable development is 
a fundamental aspect of sound 
business management and 
recognizes that this must rank 
among the top priorities of its 
lending portfolio.   

Metrobank is focused on 
developing a loan portfolio that 
directly protects and promotes 
environmental and social care, 
and likewise instilling in the 
borrowers the awareness that 
social and environmental care 
are inextricable to economic 
growth in order to achieve 
sustainable development. 

Sound environmental 
stewardship begins at home. 
To this end, the Bank seeks to 
promote the conservation of 
energy, water, and other natural 
resources in its own operations. 
Various policies on optimizing 
the use of paper, the shutdown 
of office equipment to minimize 
resource usage and to save on 
electricity costs, encouraging the 
use of vehicles for carpools, and 
the regular maintenance and 
servicing of vehicles to reduce 
transportation cost and carbon 
emissions are in place.

The restoration of our green 
habitats is another issue that 
the Bank aims to support 
through the You’re In Green 
Hands program.   Headed by 
the Purple Hearts Club, You’re 
In Green Hands runs multiple 
tree planting, mangrove planting, 
and coastal clean-up drives 
throughout the year.

Regular wellness checks are 
held to enable the Bank to 
institute the best and most 
relevant health interventions 
for the workforce. Lectures on 
bank security and safety are 
likewise conducted to properly 
equip personnel in handling 
situations that may compromise 
the safety and security of the 
Bank’s people, property,  
and information.

Employee welfare also involves 
guiding employess to achieve 
their full potential. Through the 
Metrobank Academy, employees
have access to a wide range 
of suitable programs to assist 
in their continuing professional 
development. The Bank 
recognizes that having the 
people with the right skills, 
knowledge, and work ethic is 
the secret to future sustainable 
success for the organization. 

Economic & Social 
Development

Metrobank is an institution with 
a heart. The bank is committed 
to making meaningful 
contributions to the economic 
and social development of the 
larger community to which it 
belongs by giving back through 
a number of programs. Success 
is not only measured via 
financial performance but also 
through the completion of its 
social objectives. 

Metrobank has a host of 
comprehensive community and 
social responsibility programs 
conducted by the Metrobank 
Foundation, its corporate 
social responsibility arm, and 
the employees through the 
Purple Hearts Club. Employees 
participate in an array of 
CSR programs that focus 
on education, environmental 
stewardship, and health. The 
Purple Hearts Club also 
collaborates with partners 

Risk Management

Metrobank acknowledges 
that the business of banking is 
fundamentally that of managing 
risk vs. reward, as various risks 
are inherent across all of its 
business lines. As a financial 
institution entrusted with the 
responsibility of providing as 
well as protecting value for 
all its stakeholders especially 
depositors, Metrobank does 
not take risks that it does not 
understand, cannot manage, 
mitigate, or accept. It conducts 
its business following a risk 
management framework suited 
to its scope and complexity, and 
consistent with international and 
regulatory standards.

As risks emanate from most, 
if not all, processes in the 
conduct of its business, the Bank 
engenders its risk culture across 
all its employees—from client-
facing units to middle and back 
offices, from staff personnel to 
senior management—and all its 
products and services.  

Risk Management Principles
Ultimately, the philosophy 
of balancing risk and reward 
translates to the following risk 
management principles:

1. Because risk is native to the 
banking business, the Bank 
manages risks that correspond 
to its goals and objectives as 
an ongoing business;

2. As the business landscape 
evolves, the Bank’s risk 
management practices must 
likewise remain appropriate 
and practicable, but always in 
consonance with standards set 
by its regulators;

3. The Bank must ensure that it 
has the right risk governance 
structure in order to minimize 
the chances of risks becoming 
real losses while exploiting the 

gains that may accrue from 
business opportunities; and

4. Risk management is everyone’s 
concern–from the Board 
which sets the overall tone, 
to the officers and staff 
who execute the Bank’s risk 
management strategy. 

Risk Management Process

The Bank’s risk management 
process focuses on the interplay 
among business, concomitant 
risks, and required capital 
with the goal of sustaining 
the franchise through the rise 
and ebb of the business cycle.  
The risk management process 
provides the engine for the 
determination of the Bank’s 
strategic goals, its material risks, 
and its appetite for said risks.  
Risk exposure identification, 
measurement, management, and 
monitoring provide the support 
on which business budgets are 
afforded the chance of being 
achieved and for which capital 
adequacy to support the effort  
is continuously assured. 

Metrics and risk assessment tools, 
both adopted from regulation 
and best practice and internal to 
the Bank, are used to measure 
identified risks. The use of these 
tools complements the conduct 
of business to help prevent 
risks from being realized into 
serious issues, as well as cue the 
possibility of any instance that 
capital may be called to  
absorb losses.
 
Risk Governance

The Board of Directors, through 
the Risk Oversight Committee 
(ROC) which is composed 
primarily of independent 
members of the Board, plays 
an active role in setting the 
risk culture and overseeing the 
risk infrastructure, operating 
policies, and exposures to 
ensure a good balance between 
risk appetite and prudence. 

Strategic Level
Portfolio & Transaction Level

Strategic 
Direction

Risk Appetite 
Definition

Risk & 
Opportunities 
Identification

Risk 
Assessment & 

Evaluation

Risk Control & 
Mitigation

Risk ReviewRisk 
Monitoring

Viable?
NO YES

RiSK mAnAgement pRoCeSS

Board of Directors 
(BOD)

Risk Oversight 
Committee (ROC)

Risk Management 
Group (RSK)

Risk Management 
Coordinating Council 

(RMCC)

Subs Risk Committees

RiSK goveRnAnCe
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Supporting and reporting 
directly to the ROC is the Risk 
Management Group (RSK). 
The RSK is an independent 
unit of the Bank that identifies, 
analyzes, measures, and 
monitors identified material 
risks in close coordination 
with other business units. 
It exercises oversight on 
the risk management units 
of various subsidiaries and 
affiliates. It is also responsible 
for convening the Risk 
Management Coordinating 
Council quarterly, with the goal 
of ensuring compliance with 
relevant regulations, and the 
implementation of a consistent 
risk management framework 
across the Metrobank Group. 

Functionally, the RSK is 
structured such that separate 
divisions are set-up for a 
dedicated management of the 
Bank’s largest financial risks: 
Credit, Market and Liquidity, and 
Operations.  An Enterprise Risk 
and Strategic Support division 
is likewise present to execute 
RSK’s risk supervision mandate, 
manage the Bank’s Internal 
Capital Adequacy Assessment 
Process (ICAAP), and provide 

the quantitative support in the 
building of models and other  
risk metrics.  

Notwithstanding a defined risk 
management function, the Bank 
recognizes that the core banking 
activity of managing risks is not 
the sole province of the RSK. It 
is a function that cuts across the 
entire organization as manifested 
in the Bank’s three (3) lines of 
defense: risk-taking unit, risk 
management, and audit functions. 
To further the risk management 
practice in the organization, 
and as a direct response to the 
vision of BSP Circular 900 on 
Operational Risk, the Bank has 
Business Risk Managers (BRM) 
embedded in its various business 
units, with full-time BRMs 
functionally reporting to the 
RSK. Such a set-up is central to 
risk management, as it expresses 
everyone’s role in ensuring that 
risk exposures are managed and 
within the Bank’s risk appetite. 

Also implementing the risk 
culture that the Board sets 
are the various management 
committees which consider 
specific risks in the course of 
business.

Head Office
Ops Risk Mgt.

Div.

Credit Risk Div.

Credit Review
Dep’t

Process Risk Mgt. 
Dep’t

Quant Risk
Dep’ts (3)

Portfolio Credit Risk
Dep’t

Business Continuity
Dep’t

Trust Risk
Dep’t

Branch Business
Risk Managers

Enterprise Risk
Dep’t

Trading Book
Dep’t

Process Risk  
Mgt. Dep’t

ALM Book
Dep’t

Technology Risk
Mgt. Dep’t

HO Business
Risk Managers

Enterprise Risk 
& Strategic 
Support Div.

Market & 
Liquidity Risk 

Div.

Branch Ops  
Risk Mgt. 

Div.

Office of the
Chief Risk

Officer

RiSK AReA mAnAgement oveRSight1

Credit Sr CreCom, CreCom, Sr NPAC, 
NPAC, ALCO

Credit Concentration Sr CreCom, CreCom, Sr NPAC, 
NPAC, ALCO

Market ALCO

Interest Rate ALCO

Liquidity ALCO

Operations, including Legal PolCom, ITGC, SAC, EmCom, 
ManCom, Sec Com

Compliance (including ML/TF) AMLCC

Technology ITGC, EmCom

Reputation ALCO2, EmCom, CX Com

Strategic BudCom, ALCO, ITGC, CX Com, 
ManCom

Material Risks
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As a Domestic Systemically 
Important Bank (DSIB), 
Metrobank faces a broad 
range of risks reflecting such 
a status. These risks include 
those resulting from its lending 
activity, treasury operations, 
and extensive client-facing 
network, including its branches. 
The Bank recognizes that it 
is not possible or necessarily 
desirable to eliminate some 
of the risks inherent in its 
activities. Acceptance of 
some risk, therefore, is often 
necessary to foster growth 
and efficiencies within business 
practices. At all times, however, 
the Bank ensures that any risk-
taking activity is aligned with 
its corporate objectives and 
capabilities, and that an effective 
risk management process is in 
place. The following are some of 
the material risks the Bank faces 
and the strategies for managing 
the same. Supplemental 
discussions and disclosures are 
likewise found under Note 4 of 
the accompanying 2019 Audited 
Financial Statements (AFS).

Credit Risk

Credit Risk is the risk that 
the borrower, issuer or 
counterparty in a transaction 
may default and cause potential 
loss to the Bank. It arises from 
lending, trade finance, treasury, 
derivatives, and other similar 
activities. The Bank’s appetite 
for this risk is low-to-moderate, 
reflective of its core business 
and the social responsibility that 
comes with being one of the 
financial system’s largest lenders. 

As a matter of general strategy, 
the Bank manages this risk 
through a system of policies, 
metrics, and authorities that 
govern the processes and 
practices of all credit-originating 
and relationship management 
units, as well as other units 
involved in the credit cycle. On 

the transactional and portfolio 
levels, to ensure that financial 
undertakings are balanced with 
prudential control, the Bank is 
guided by a credit process that 
begins with the Bank’s defined 
strategies and risk appetite 
driving the ensuing steps of 
origination, evaluation, approval, 
availment, and monitoring.

The Bank holds collateral 
against loans and advances 
to customers in the form 
of mortgage interests over 
property, other registered 
securities over assets and 
guarantees. Estimates of fair 
value are based on the value of 
collateral assessed at the time 
of borrowing and are updated 
regularly following internal 
and regulatory guidelines. 
Generally, collateral is not 
held over loans and advances 
to other banks, except when 
securities are held as part 
of reverse repurchase and 
securities borrowing activities.  
Collateral usually is not held 
against investment securities. 
The Bank also holds collateral 
against loans and receivables 
in the form of hold-out on 
deposits, real estate mortgage, 
standby letters of credit or bank 
guaranty, government guaranty, 
chattel mortgage, assignment 
of receivables, pledge of 
shares, personal and corporate 
guaranty, and other forms of 
security. 

The standards of acceptability, 
valuation, enforceability, and 
monitoring/reporting of 
sufficiency of risk mitigants are 
covered by Board approved 
policies and procedures. Notes 
4 and 9 of the accompanying 
2019 AFS present an estimate 
of the fair values of collaterals 
held against loans and 
receivables.

To ensure that the portfolio 
remains within the defined 
strategy and risk appetite, 
constant monitoring is 
performed by both front and 

middle offices. Lending units, in 
coordination with Credit Group, 
evaluate the performance of 
their accounts, and make regular 
presentations on watch-listed/
classified accounts to the Non-
Performing Asset Committee 
(NPAC) which provides 
direction on the next steps 
for the concerned problem 
accounts.  

Independently, the RSK-Credit 
Risk Division monitors the 
Bank’s credit portfolio against 
set limits, and reviews sample 
accounts of the various business 
groups, focusing on credit 
quality and policy compliance, 
to provide assurance and 
control over the effectiveness 
of the credit risk management 
process throughout the Bank. 
The results of these activities 
are regularly reported to  
the ROC.

Credit Concentration Risk 

Credit Concentration Risk is 
the current and prospective 
negative impact to earnings 
and capital arising from 
over-exposure to specific 
industries and/or borrowers or 
counterparties. The Bank has 
a moderate appetite for this 
risk, recognizing that specific 
growth areas may need credit 
support more than others, 
and that lending to highly 
integrated customers often lead 
to pockets of concentration. 
The Bank manages this risk via 
adherence to processes relating 
to industry and counterparty 
assessments, observance of 
regulatory ceilings, and setting 
of internal limits. Additional 
discussions and disclosures 
may be found in Note 4 of the 
accompanying 2019 AFS.

Market Risk 

Market Risk results from 
adverse movements in the 
general level of or volatility of 
market rates or commodity/
equity prices possibly affecting 

1 SrCreCom = Senior Credit Committee; NPAC = Non-Performing Accounts 
Committee; ALCO = Asset & Liability Committee; PolCom = Policy 
Committee; ITGC = IT Governance Committee; EmCom = Emergency 
Committee; SAC = Special Action Committee; ManCom = Manpower 
Committee; CX Com = Customer Experience Committee; Sec Com = 
Security Committee

2 As it relates to impact on liquidity risk
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the Bank’s financial condition. 
With due consideration of 
macroeconomic conditions, 
financial markets trends, and 
possible events/regulations that 
would affect these, and of the 
risk appetite set by the Board of 
Directors, Senior Management, 
through the Asset and Liability 
Committee (ALCO), sets a 
general business model for 
its trading portfolio. This is 
implemented by the Financial 
Markets Sector which originates 
transactions and/or crafts new 
products needed by clients, 
whilst keeping itself updated on 
the financial environment and 
working within set limits  
and policies.  

The Bank’s appetite for this 
risk is low, and manages this 
risk via a process of identifying, 
analyzing, measuring, and 
controlling relevant market 
risk factors, and establishing 
appropriate limits for the 
various products and exposures. 
Quantitative expressions of this 
appetite include Value-at-Risk 
limits, rolling 21-day P/L triggers, 
rolling 21-day stop loss limits, 
YTD trigger/limits, product caps, 
sensitivity limits, tenor limits, 
and qualitative limits. These 
limits are always set against the 
expected returns to ensure that 
the risk taken is commensurate 
to the benefit that the Bank will 
reap from such trading activity. 
To remain relevant, they are 
reviewed at least annually, with 
possible changes within the year 
as dictated by the emergence of 
new regulations, developments 
in the market risk management 
landscape, complexity of the 
products being traded, and 
other major movements in the 
business environment.

The Bank maintains Limits 
Monitoring and Reporting 
Guidelines which detail how the 
risk measures are compared 
against the approved limits. 
Included in the guidelines are 
the set of standard procedures 
in handling excesses or 

breaches in limits and loss 
trigger hits. On a daily basis, 
the RSK-Market and Liquidity 
Risk Division provides the limits 
compliance reports to key 
officers of the business units 
and RSK. The results of the 
limits monitoring process are 
also reported to ALCO on a 
weekly basis and to the ROC 
and BOD on a monthly basis.

Further discussions and 
disclosures are found under 
Note 4 of the accompanying 
2019 AFS.

Interest Rate Risk in the  
Banking Book (IRRBB) 

Interest Rate Risk in the 
Banking Book is the current and 
prospective negative impact 
to earnings and capital arising 
from movements or shifts in 
interest rates. The risk becomes 
inherent in the current and 
prospective interest gapping of 
the Bank’s balance sheet, as the 
Bank’s core business involves 
intermediation activities such 
as deposit-taking and lending 
that inadvertently creates both 
maturity and rate mismatch. 
This translates to a possible 
negative impact to the Net 
Interest Income (NII) and 
economic value, as interest 
rate movements affect interest 
earned/paid as well as the 
value of assets, liabilities, and 
off-balance sheet items. Thus, 
before embarking on any new 
asset and liability management 
(ALM) strategy, both the 
Financial Markets Sector 
and RSK perform separate 
assessments on profitability and 
risks considering the impact 
of movements in rates. This 
ensures that the strategy will 
not result to a risk level higher 
than what is deemed to be the 
appetite of the Bank.

The appetite for this risk is 
low. The Bank follows a set of 
policies on managing its assets 
and liabilities so as to ensure 
that exposure to fluctuations 

in interest rates are kept 
within acceptable limits. This 
set of limits is a major tool in 
monitoring and controlling the 
degree of interest rate risk that 
the banking book is exposed to 
at any given point in time. Limits 
include Earnings-at-Risk (NII-at-
Risk) limits, management action 
triggers (MAT), Delta Economic 
Value of Equity ( EVE) limits, 
FVOCI MtM loss triggers, 
position limits, and tenor limits. 

The limits are proposed by the 
RSK, in coordination with the 
Strategic Planning Division and 
Treasury Group, against the 
expected income and capital, 
to ensure that risk taken is 
commensurate to the returns 
the Bank will generate from its 
banking book positions. Also 
considered are the actual NII, 
strategies, economic forecasts, 
and results of stress testing.

The limits are reviewed annually 
or on an interim basis to ensure 
that these reflect the business 
environment, changes in 
strategies, and regulations.

The Bank maintains Limits 
Monitoring and Reporting 
Guidelines which detail how 
the related risk measures are 
compared against the approved 
limits. Included in the guidelines 
are the set of standard 
procedures in handling excesses 
or breaches in limits and loss 
trigger hits. 

On a daily basis, the RSK-
Market and Liquidity Risk 
Division provides the IRRBB 
limits compliance reports to 
key officers of the business 
units and RSK. The results of the 
limits monitoring process are 
also reported to ALCO on a 
weekly basis and the ROC and 
BOD on a monthly basis.

Liquidity Risk 

Liquidity Risk is the risk to 
earnings or capital arising from 
the Bank’s inability to meet its 

obligations when they become 
due. The Bank considers liquidity 
risk as the most important 
considering that liquidity is the 
lifeline of any bank. As such, the 
appetite for liquidity risk is low. 

The Bank’s strategy for 
managing this risk is generally via 
limiting the maturity mismatch 
between assets and liabilities, 
improving the stickiness of its 
deposit and liabilities profile, 
and by holding sufficient liquid 
assets of appropriate quality 
and marketability. 

The Bank’s liquidity 
management practice is 
guided by a Funding Strategy 
Framework that serves as a 
blueprint for the utilization 
of the Bank’s funding sources 
under both BAU and stress 
scenarios, while taking into 
consideration various internal 
and regulatory limits. The 
Bank’s Macro Funding Strategy 
is to reduce liquidity risk by 
increasing the Bank’s base for 
long term funding, which is put 
into motion with the Bank’s 
Term Funding Plan over the 
next three years. In terms of 
short term funding, the Bank 
monitors various indicators of 
liquidity, including the Bank’s 
usage of its BAU Funding 
Capacity and Intraday Liquidity. 
The Bank also maintains a 
Contingency Funding Plan 
to ensure preparedness to 
withstand stress scenarios.

The Bank recognizes that 
liquidity risk is one of its most 
important risks, and that it has 
to be managed promptly and 
properly as any mistake can lead 
to a bank run and, ultimately, its 
insolvency which could further 
trickle down to the financial 
industry considering its role 
as a DSIB.  As such, it sets 
limits or triggers on cashflows 
over specific periods of time 
(Maximum Cumulative Outflow 
limit), available funding sources 
(Liquidity Coverage Ratio MAT, 
Net Stable Funding Ratio MAT, 

Funding Utilization MAT) and 
funding concentration (Funding 
Concentration MAT) to ensure 
that the level of the Bank’s 
liquidity is adequate to support 
funding requirements at  
all times.
  
Similar with other risks, the 
liquidity risk limits and policy 
guidelines are reviewed annually 
or on an interim basis, as 
deemed necessary to ensure 
that they remain prudent  
and relevant

The Treasury Group-Asset & 
Liability Management Division 
(TG-ALMD) is the primary 
unit responsible for managing 
the liquidity of the Bank, its 
foreign branches and selected 
subsidiaries. It manages and 
closely monitors the daily, 
as well as short-to-medium 
term liquidity positions of the 
Regular Banking Unit (RBU) and 
Foreign Currency Deposit Unit 
(FCDU) books. It also ensures 
that the Bank complies with 
regulatory liquidity and reserve 
requirements. 

On the other hand, the RSK-
Market and Liquidity Risk 
Division generates liquidity risk 
reports on a daily basis. At a 
minimum, the reports provide 
the exposures and established 
thresholds to determine 
compliance with limits and 
identify emerging concerns 
on liquidity. The exposures 
and profiles are provided to 
TG-ALMD on a daily basis and 
reported to the ALCO on a 
weekly basis, and to the ROC 
and the BOD monthly. Any 
breach in liquidity risk limits are 
reported to the appropriate 
level of management for 
immediate action.

Operational Risk 

Operational Risk arises from 
the potential that inadequate 
information system, operations 
or transactional problems 
(related to service or product 

delivery), breaches in internal 
controls, fraud or unforeseen 
catastrophes will result in 
unexpected loss. 

The Bank’s operational risk 
management framework seeks 
to constantly identify, assess, 
monitor, mitigate, and control 
key areas where losses would 
most probably materialize 
or where losses would be 
significant. It espouses a 
mitigation and control culture 
of risk management being 
everyone’s responsibility, and is 
to be performed by three (3) 
lines of defense: 

a. First Line of Defense – 
Business Units

b. Second Line of Defense 
– RSK’s Head Office 
Operational Risk 
Management Division 
(HOORMD) and  
Branch Operational Risk 
Management Division 
(BORMD)

c. Third Line of Defense – 
Internal Audit Group

Operational risk management 
tools include the following:

a. Process Risk and Control 
Self-Assessment (Process 
RCSA)

b. Risk Event Database (RED)
c. Results of internal/external 

audit and supervisory issues 
raised in the BSP Report of 
Examination (ROE) 

d. Risk Incident Report (RIR)
e. System Risk and Control Self-

Assessment (System RCSA)
f. Business Process Mappings
g. Disaster Risk Assessment
h. Business Impact Analysis

The Bank’s appetite for 
operational risk is low, and 
is managed via a framework 
involving various tools that 
promote a strong control 
environment, escalation, 
monitoring and reporting of risk 
events, and adequate mitigation 
of assessed risks.  In particular, 
this appetite is manifested 
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in the thresholds it sets for 
institutional and business 
unit level key risk indicators 
(KRIs) and key performance 
indicators (KPIs).  KRIs are 
used to monitor main drivers 
of exposures associated with 
key risks; while KPIs give insight 
into the status of operational 
processes which may, in turn, 
provide an understanding of the 
operational weaknesses, failures, 
and potential losses. Both are 
used with escalation triggers to 
warn when risk levels approach 
or exceed acceptable ranges, 
and prompt mitigation plans.  

Mitigation and control of the 
Bank’s identified operational 
risks call for the preparation 
of a Risk Treatment Plan which 
identifies, assesses, prepares, 
and implements a range of risk 
treatment options. Depending 
on the availability/feasibility of 
preventive/corrective measures, 
and the benefits that come 
from an exposure, the Bank 
may choose from the following 
approaches to treat risks: 
Acceptance, Avoidance, Transfer, 
and Reduction.

Following the general risk 
management framework where 
risks are monitored in both 
individual and portfolio bases, 
institutional and business unit 
level KRIs and KPIs are regularly 
monitored and reported to 
appropriate management 
committees and to the Board 
of Directors through the Risk 
Oversight Committee.  

At the micro level, business/
operating units, as the Bank’s 
first line of defense, are 
responsible for identifying, 
measuring, controlling, 
monitoring, managing, and 
reporting operational risks 
on day-to-day basis.  As risk 
incidents affecting their area 
of operation occur, they are 
mandated to report such within 
24 hours through the Risk 

Incident Report (RIR).  The units 
are further assisted by their 
Business Risk Managers (BRMs) 
who are expected to monitor 
the effectiveness of the internal 
controls in all activities and of 
the established KRIs.

On a bank-wide level, the 
HOORMD and BORMD 
monitor the operational risk 
profiles, material exposures, and 
current status of established 
KRIs and KPIs of Head Office 
units and of the branches, 
respectively; and report these 
to senior management and the 
BOD through the ROC.

Technology Risk 

Technology Risk is the current 
and prospective negative 
impact to earnings arising from 
failure of the Bank’s IT systems, 
including information and cyber 
security. The Bank’s appetite 
for IT risk is low. Its strategy in 
managing this risk is embodied 
in a comprehensive information 
technology management 
policy that encompasses IT 
risk assessment, vulnerability 
testing, monitoring, controls, and 
mitigation. 

Reputation Risk 

Reputation Risk is the current 
and prospective negative impact 
to earnings and capital arising 
from negative public opinion. As 
a bank essentially survives on its 
reputation, the Bank has very 
low appetite for reputation risk 
and always aims to proactively 
build on its good name. The 
Bank holds that reputation 
risk is a consequence of other 
risks. Its management therefore 
is tied closely to the manner 
by which it manages its other 
risks. By ensuring effective 
identification, assessment, 
control, monitoring, and 
reporting of the other material 
risks, reputation risk is likewise 
effectively managed. 

Compliance and  
Regulatory Risk 

Compliance and Regulatory 
Risk is the current and 
prospective negative impact 
to earnings and capital arising 
from failure to comply with all 
applicable laws, regulations, and 
standards of good governance 
and practice. The appetite for 
this risk is low, and is managed 
via the conduct of a defined 
Compliance program. Specific 
to Money Laundering & 
Terrorist Financing (ML/TF) Risk, 
the Bank has zero tolerance 
for the same, and is managed 
separately by the Bank’s Anti-
Money Laundering Division 
(AMLD) reporting directly to 
the Board’s AML Committee. 

Strategic Risk 

Strategic Risk is the current and 
prospective negative impact to 
earnings arising from adverse 
business decisions, improper 
implementation of decisions, 
and/or lack of responsiveness 
to industry changes. The Bank’s 
strategy in managing this risk 
is to embed the same in the 
various business functions as 
espoused in its strategic and 
business planning processes.

Risk Reporting

To ensure that exposures are 
within the Board-approved risk 
appetite, and that management 
is able to lead the Bank to the 
fulfillment of its strategies and 
targets whilst remaining within 
acceptable risk ranges, the 
RSK and specialized Bank units 
report the following risks to 
both management and  
the Board:

mAteRiAl RiSKS SAmple RiSK expoSuRe indiCAtoRS

1. Credit risk NPL; PD/ITL; Expected Credit Loss (ECL); Weighted 
Average Risk Rating (WARR)

2. Market risk VaR; P&L; Position and sensitivity limits

3. Operational risk

Key Performance Indicators (KPIs); Key Risk 
Indicators (KRIs); Risk Incident Reports (RIR); 
Disaster Risk Assessment (DRA); Business Impact 
Analysis (BIA)

4. Credit concentration risk
Large exposure share;

SBL; RE; Industry and country share

5. Interest Rate Risk In the Banking Book Interest rate repricing gap (IRRG); Earnings-at-Risk 
(EaR); Delta EVE

6. Compliance risk (including Money Laundering)

Compliance testing;

Penalties; BSP ROE;

AML reports (e.g., STRs; CTRs; red flag reports); 
Internal audit reports

7. Legal risk Cases; Court decisions

8. Cybersecurity risk Various KPIs & KRIs

9. Strategic risk Scenario assessment; ICAAP runs

10. Liquidity risk Maximum Cumulative Outflow (MCO); Funding 
utilization; Liquidity Coverage Ratio (LCR)

11. Reputational risk Social media listening; Customer complaints

Anti-Money Laundering

The Bank’s AML compliance 
program, which is designed to 
identify and mitigate business 
and regulatory risks, is being 
implemented through sound 
risk management practices 
and adherence to applicable 
rules and regulations on the 
prevention of money laundering 
and terrorist financing.

The sound risk management 
practices of the Bank are 
well established to ensure 
adequate and active board 
and senior management 
oversight, acceptable policies 
and procedures embodied in a 
money laundering and terrorist 
financing prevention compliance 
program, appropriate 
monitoring and management 
of information systems, as well 
as comprehensive internal 
controls and audits. These 
practices, together with effective 
communication, training, and 

risk-based compliance testing, 
promote a robust, dynamically-
responsive, and appropriate 
compliance system along with a 
culture of compliance towards 
a sound and stable financial 
franchise. The Bank’s robust 
and sound risk management 
practices, strong commitment 
to good corporate governance 
practices, and adherence to 
the principles of safe and 
sound banking practices means 
regulatory, money laundering, 
and terrorist financing risks are 
effectively managed.

Internal Audit

The Internal Audit Group is 
established by the Board of 
Directors, and its responsibilities 
are defined by the Audit 
Committee as part of its 
oversight function. The Audit 
Committee and Management 
take all the necessary measures 
to provide the appropriate 
resources and staffing, including 

free access to all functions, 
records or documents, 
information, properties, and 
personnel that would enable 
Internal Audit to fully carry 
out its functions and achieve 
its objectives while adhering to 
the principles required by the 
International Standards for the 
Professional Practice of Internal 
Auditing (Standards) and Code 
of Ethics.

The mission of Internal 
Audit is to enhance and 
protect organizational value 
by providing risk-based and 
objective assurance, advice,  
and insight.

The scope of work of the 
Internal Audit Group ensures 
that risks are appropriately 
identified and managed and 
interaction with the various 
governance groups occurs, as 
needed, through validation on 
whether significant financial, 
managerial, and operating 
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The Audit Committee 
(Committee) has represented 
and assisted the Board of 
Directors in fulfilling its 
statutory and fiduciary 
responsibilities, as well as in 
enhancing and protecting 
the value and interests of 
shareholders. It has effectively 
performed its duties and 
responsibilities, as defined in the 
Board-approved Committee 
Charter, by working closely 
with the Internal Audit team, 
External Auditors, and Senior 
Management.

The Committee is composed 
of five qualified non-executive 
members duly appointed by 
the Board of Directors. An 
independent director chairs the 
Committee, with three of its 
four members as independent 
directors as well. All Committee 
members are with relevant 
background and experiences, 
and possess appropriate 
knowledge and skills necessary 
in carrying out their functions. 
These directors also hold 
membership positions in other 
Board-level Committees of 
the Bank, through which, they 
are apprised of significant 
developments and are able to 
provide advice on risk taking 
and management activities. 

The Committee held a total of 
twelve regular meetings in 2019. 
Each Committee meeting was 
attended by Heads of Internal 
Audit to report on the status of 
accomplishments and significant 
issues arising from audit reviews. 
The Controller and External 
Auditors were invited to attend 
these scheduled meetings, 
as required. In addition, the 
Committee Chairman also had 

2. Risk Management 
and Internal Controls:

 Performed a robust 
assessment of the Bank’s 
risk profile, and evaluated 
adequacy and monitored 
effectiveness of the Bank’s 
risk management system 
and internal controls 
through evaluation of audit 
assessment results on high 
priority risk controls and 
critical operational areas. 
Proactively engaged and 
involved the Management in 
monitoring timely resolution 
of audit observations 
and recommendations, 
effectively conveying the 
culture of risk ownership 
within the organization. 

3. Regulatory 
Compliance:

 Monitored compliance of 
the Bank with various laws 
and regulations promulgated 
by the Bangko Sentral ng 
Pilipinas (BSP) and of other 
regulatory government 
agencies, internal policies 
and procedures, and codes 
of conduct through review 
of internal audit reports 
issued covering assessment 
of Bank’s compliance on 
anti-money laundering, 
governance frameworks, 
financial consumer 
protection, related party 
transactions, information 
systems, and fraud 
management, among others. 
Provided appropriate 
guidance to Management on 
addressing observations and 
recommendations issued 
by regulatory authorities 

a private session with the Chief 
Audit Executive and discussed 
strategic plans for Internal Audit. 

The Committee regularly 
reported result of its reviews 
and activities to the Board 
of Directors, and had a 
special meeting with all other 
independent and non-executive 
Board members, together with 
the External Auditor ; Chief Audit 
Executive; Chief Compliance 
Officer; and Chief Risk Officer, 
without the presence of any 
Senior Executive, and discussed 
relevant internal control matters, 
including risk and governance 
issues of the Bank.

The Committee in the discharge 
of its oversight responsibilities 
carried out the following 
activities in 2019:

1. Financial Reporting 
and Disclosure:

 Reviewed and discussed with 
Management and External 
Auditor the audited financial 
statements and related 
disclosures for the year 
ended December 31, 2019, 
and reported the same to 
the Board of Directors for 
approval. In carrying out 
the review, the Committee 
ensured that the financial 
reporting process and 
disclosure requirements are 
in compliance with applicable 
accounting standards and 
regulations, with special focus 
on review of unusual events, 
complex transactions and 
key areas in which major 
estimates and judgement had 
been applied. 

affecting internal control 
function, and monitored 
timely implementation of 
committed action plans.

4. Management and 
Internal Audit:

 Confirmed the effectiveness 
of the internal audit 
function, including audit 
activities and services 
provided to Bank’s 
subsidiaries and associates. 
Among the oversight 
activities performed by the 
Committee for the internal 
audit function are the 
following: (i) reviewed and 
approved risk assessment 
framework and annual audit 
plan, ensured adequacy 
of scope and activities, 
and monitored audit plan 
completion; (ii) reviewed 
and approved Internal Audit 
charter and manual, and 
oversee its implementation; 
(iii) reviewed the audit 
reports received on a 
regular basis, including 
the regulatory reports, to 
assess the overall condition 
of the Bank’s and covered 
subsidiaries’ internal control 
system; (iv) discussed 
significant matters with 
Senior Management, as 
necessary, and monitored 
timely resolution of control 
weaknesses and non-
compliance issues identified; 
(v) recommended 
enhancements in the audit 
processes for continuous 
improvement.

 Throughout the year, the 
Committee ensured that 
the internal audit function is 

AUDIT COMMITTEE REPORT TO THE  
BoaRD of DiReCtoRs

Internal Audit further commits to evolve and 
pursue realization of transformational goals in 
the coming years to deliver a more impactful 
assurance and consulting services which 
shall intensify and proliferate good corporate 
governance practices across the Bank.

information is accurate, reliable, 
and timely; operations and 
system functionalities are in 
compliance with Bank’s code 
of conduct, policies, standards, 
procedures, and applicable 
laws and regulations, including 
adequacy and effectiveness 
of controls associated with 
money laundering and terrorist 
financing; resources are acquired 
economically, used efficiently, 
and adequately protected; 
Bank’s programs, plans, and 
objectives are achieved; quality 
and continuous improvement 
are fostered in the Bank’s 
control process; and, significant 
operational risks and issues  
are addressed.

The Internal Audit Group 
maintains its independence and 
objectivity in performing and 
delivering audit works, as the 
Internal Audit Group Head or 
Chief Audit Executive reports 
functionally to the Board of 
Directors through the Audit 
Committee and administratively 
to the Office of the President. 
All internal audit activities remain 
free of influence by any element 
in the Bank and internal auditors 
have no direct responsibility 
or involvement over any Bank 
operating activities.

Over the years, the Internal 
Audit function has become 
more relevant and firm in 
adding value to the Bank, as 
internal auditing is performed by 
professional auditors with deep 
appreciation of the importance 
of strong governance and with 
in-depth understanding of the 
Bank products, services, systems, 
and processes. It enables 
the business by providing 
meaningful services to the 
Bank and valuable insights 
through its constructive inputs 
and recommendations to 
Management that resulted to 
significant improvements in the 
Bank’s operational processes 
and control environment.

The completion of risk-based 
Internal Audit plan, which 
includes fundamental audit 
activities and initiatives such as 
risk-based assurance activities; 
consulting and advisory works; 
and fact-finding or case analysis, 
and, group supervisory activities 
over the internal audit units of 
covered Metrobank Subsidiaries, 
among others, permitted the 
Internal Audit Group Head to 
provide an overall evaluation on 
the adequacy and effectiveness 
of the Bank’s risk management, 
internal control, and governance 

processes. The Internal Audit 
Group ensures that its audit 
works are aligned with Senior 
Management’s strategic and 
operational objectives, and 
takes into account the Bank’s 
initiative to move towards 
transformation.

To keep up with the increasing 
business challenges and growing 
array of risks, Internal Audit 
Group will continually strive 
to be dynamic and responsive 
to emerging issues; fortify 
its workforce by investing in 
competency development 
programs; optimize use of 
electronic data and integrate 
data analytics in the audit 
process; elevate effectiveness 
through enhanced work 
programs; and constantly 
look for ways and strategy on 
delivering expanded review 
coverage and augmenting 
confidence in the quality of 
audit services. Internal Audit 
further commits to evolve 
and pursue realization of 
transformational goals in the 
coming years to deliver a 
more impactful assurance and 
consulting services which shall 
intensify and proliferate good 
corporate governance practices 
across the Bank.

meanIngful governanCe
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independent, has adequate 
and competent resources, 
and has appropriate 
authority to effectively  
discharge its duties. The 
Committee also provided 
independent evaluation on 
the overall performance of 
the Chief Audit Executive, 
and reported the result 
to the Board of Directors 
accordingly. 

5. External Audit:

 Ensured the External 
Auditor’s objectivity, 
independence and 
compliance with 
ethical and professional 
standards; approved 
the reappointment of 
SGV & Co. as the Bank’s 

the External Auditor’s 
Management Letter ; 
reviewed and approved 
the Management 
Representation Letter and 
monitored disposition and 
corrective actions taken by 
Management on reported 
issues; and, assessed the 
overall performance of SGV 
& Co. and the effectiveness 
of its processes.

In addition, the Committee 
reviewed the Audit Committee 
Charter to ensure that it is 
updated and aligned with 
new regulatory mandates, 
and performed the annual 
self-assessment to evaluate 
their performances against the 
requirements of the Charter.

independent auditor ; 
ensured that the appointed 
auditor is selected from 
the List of Selected 
External Auditors for 
BSP-Supervised Financial 
Institutions; ensured that 
the lead audit partner 
is periodically rotated in 
accordance with regulatory 
requirement; discussed and 
agreed to the terms of 
audit engagement, coverage 
and audit fees; reviewed 
and approved all non-audit 
services of the External 
Auditor and related fees to 
ensure no conflict or threat 
to independence; reviewed 
the audit plan, approach and 
scope of work; reviewed 
the results of audit and 
recommendations in 
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Listed on PSE

Based on the Committee’s 
accomplishments, 
representation letter from the 
Bank Management, External 
Auditor’s unqualified opinion 
on the financial statements, 
and the Chief Audit Executive’s 
overall satisfactory assessment 
on the general adequacy 
and effectiveness of the 
Bank’s internal controls, risk 
management, and governance 
processes, the Committee 
conclude that the business risks 
are managed in accordance 
with the policies set by the 
Board of Directors and in 
compliance with relevant 
regulatory requirements, and 
that the Management is fully 
aware of its responsibility for 
consistent implementation of 
internal controls.
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The Metrobank group is far larger and far greater than what 
is commonly assumed by the common public. The company 
possesses interests in multiple industries such as Personal 
Insurance, Securities Brokerage, Capital Investment, Leasing, 
and so much more. With the rapidly evolving needs of the coming 
years’ new normal, we are ideally positioned to take advantage of 
the strength and flexibility that our diverse portfolio provides to 
contribute meaningfully to making our nation stronger. 

progress
Meaningful

66

PSBank registered an all-time 
high net income of Php 3.0 
billion in 2019, up 14% from  
the previous year.  This 
translated to a return-on- 
equity of 10.3% and a return-
on-asset of 1.3%. Total gross 
loans reached Php 164.1 billion, 
significantly higher by Php 7.4 
billion or a 4.7% increase  
year-on-year.
 
Total deposits closed at  
Php 172.5 billion which was 
lower by 14% versus 2018 
as the Bank continued to 
rebalance its funding mix by 
tapping into other non-deposit 
funding alternatives. Total assets 
stood formidable at Php 224.9 
billion by year-end.
 
In the first quarter of 2019, 
PSBank had a stock rights 
offering which successfully 
raised PhP 8 billion. The shares 
were taken up entirely by 
existing shareholders with 
support seen across the 
shareholder base, thus resulting 
in oversubscription. By mid-year, 
the Bank also launched its 
maiden Peso Fixed Rate Bond 
Issuance which generated Php 
6.3 billion, more than double 
of the planned initial offering 
of Php 3 billion. In just 5 days, 
the order book was 4 times 
oversubscribed. Due to the 
strong demand, the Bank had to 
cut short the offer period.
 

which got rid of the tedious 
process of downloading 
configurations as well as 
enabling the sending of 
notifications to service teams 
thus significantly increasing 
ATM service availability.  The 
Mobile APPraisal System 
(MAPPS) automated the 
manual processes involved in 
the preparation, review, and 
encoding of report details 
needed for mortgage loan 
applications. The integrated 
loan application processing 
system (ILAPS) interfaced with 
TransUnion for expanded cross- 
credit validation processes. 
Structural improvements were 
likewise made in PSBank’s 
payment gateway utilizing 
KAFKA and API design. This 
open-source stream-processing 
software platform provides a 
unified, high throughput, and 
low-latency platform in the 
handling of real-time processing 
of transactions.
 
In compliance with the Bangko 
Sentral ng Pilipinas’s mandate 
to adopt an electronic AMLA 
system, PSBank implemented 
Base60 – an Anti-Money 
Laundering Act (AMLA) system 
which detects, raises alerts, 
and reports accounts that fall 
in the category of covered 
transactions.
 

The Bank pursued more 
aggressively its digital 
transformation roadmap with 
initiatives focused on making 
customer experiences more 
seamless, automating internal 
processes for better efficiency, 
and launching breakthrough 
services for customers. It 
launched the 4th version of 
its Mobile Banking App which 
featured innovative services 
such as the Mobile Check 
Deposit and PaSend.  The 
Mobile Check Deposit service, 
a first in the local banking 
industry, allows PSBank Mobile 
users to deposit local checks 
by just simply taking a photo 
of them thus eliminating the 
need to go to the bank to get 
checks cleared. PaSend is a 
mobile remittance service that 
enables PSBank depositors 
to conveniently send instant 
cash to anyone 24/7 that can 
withdrawn from any PSBank or 
Metrobank ATM nationwide. It 
likewise upgraded its website 
with a fresher look and better 
user experience. The Bank’s 
e-Bid system was rolled-out 
for prospective auto buyers 
to bid on-site for their chosen 
repossessed vehicles at the 
PSBank Automart.
 
PSBank’s first Robotics Process 
Automation was implemented 
in the monitoring of ATMs 

Apart from the increasing 
patronage and loyalty of its 
customers, PSBank’s efforts 
were recognized by the 
regulators and other award-
giving organizations. In 2019, 
the Bangko Sentral ng Pilipinas 
(BSP) conferred the prestigious 
‘Pagtugon Award’ for the 
fourth time to PSBank for its 
consistency and exceptional 
standards in addressing 
customer service concerns.  
BSP likewise named the Bank  
as “Outstanding Partner in 
Digital Transformation”.
 
PSBank also bagged 4 major 
awards at the 2019 Customer 
Experience (CX) Asia 
Excellence Awards. PSBank won 
the Gold recognition for Best 
Customer Experience and Best 
Digital Experience; Silver for 
Best CX Team; and Bronze for 
Best Social Media Experience. 
Locally, the Bank Marketing 
Association of the Philippines 
(BMAP) awarded PSBank’s 
Social Media Program as the 
best in the industry.
 
Even as PSBank continued to 
develop its digital channels, 
it remained to have a strong 
physical footprint with 250 
branches and 557 ATMs 
nationwide by the end of 2019.

taking-off from a high-interest rate environment in the last quarter of 2018 and volatility in the market 
that marked most of 2019, PsBank was able to take advantage of opportunities to improve yields, generate 
savings out of operational efficiencies, and double-up on sales efforts while staying true to its brand 
promise of providing exceptional customer experience at every touchpoint.
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In 2019, MCC ranked 2nd in 
terms of Receivables, and 3rd 
in terms of both Total Number 
of Cards in Force and Merchant 
Acquiring Billings.

As a result of its strong market 
positions, MCC’s Net Income 
After Tax reached Php 4.9 
billion, translating to return on 
equity at 28.6%. Meanwhile, 
Total Assets stood at Php 93.8 
billion, increasing 13.3% versus 
its 2018 level.

MCC launched the Metrobank 
Interactive Assist (MIA) 
in September 2019. It is 
Metrobank Card’s new Chatbot 
on Facebook Messenger that 
allows users to easily apply for 
a credit card through Facebook 
Messenger.

In October 2019, MCC 
launched the all-new credit 
Metrobank Vantage Card, 
Metrobank Titanium Mastercard, 
and Metrobank Rewards Plus 
Visa, which will replace select 
Metrobank credit cards. MCC 
partnered with the country’s 
top media publications, including 
ABS-CBN, Summit Media, and 
MEGA, to promote the launch 
of the new cards through 
exclusive features and articles 
both online and in print.

the metrobank Card Corporation (mCC) is one of the leading payment solutions 
providers in the Philippines. the metrobank Card remains a strong contender for 
top performance in its category based on the latest data from the Credit Card 
association of the Philippines (CCaP).

MCC established new 
partnerships with New City 
Commercial Center (NCCC), 
Ardeur World Marketing 
Corporation (Ardeur), JAC 
Liner, WeEvolve, and KNM 
Uniprint Corp. to produce the 
NCCC Mastercard, Ardeur 
Bonus Card, JAC Liner MyRide 
Card, WeE Prepaid VISA, and 
Uniprint Elite Card.

To further enhance its 
merchant acquiring facilities, 
MCC introduced a Dynamic 
Currency Conversion (DCC) 
facility, Mastercard Payment 
Gateway Services (MPGS), and 
MCC Online Installment. DCC 
offers international cardholders 
the option to pay for their 
purchases in local currency 
(Php) or their home currency 
(card billing currency) at the 
point of sale. MPGS provides 
acquiring banks and partners 
with a white label technology 
product for payment processing 
and fraud prevention. MCC 
Online Installment allows 
e-commerce merchants to offer 
Metrobank card holders flexible 
payment options.

Another testament to 
its excellence, MCC was 
recognized for three regional 
awards – CX Asia Excellence 

Bronze Award for “Best 
Brand Experience,” and 
Digital Banker’s Global Retail 
Banking Innovation Winner for 
“Best Social Media Marketing 
Initiative” and the Highly 
Acclaimed “Outstanding Digital 
Marketing Initiative.”

Reflective of its continuing 
success in strengthening 
employee engagement 
throughout the organization, 
MCC was awarded the People 
Program of the Year - NCR 
(Private Sector) by the People 
Management Association of 
the Philippines (PMAP) for 
its Employee Engagement 
Champion (E-Champ) 
Model. The E-Champ Model 
encourages collaborations 
and partnerships across other 
business units and helps 
cultivate a corporate culture 
where employee engagement is 
everyone’s responsibility. 

On October 25, 2019, the 
Monetary Board of the 
Bangko Sentral ng Pilipinas 
(BSP) approved the merger 
of Metrobank with its wholly-
owned subsidiary, MCC. The 
merger is expected to expand 
the bank’s retail capabilities 
and to further strengthen its 
sustainable growth plan.

meanIngful Progress
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First Metro also helped 
raise capital for the national 
government when it 
participated in its two issuances 
– the Retail Treasury Bonds 
Tranche 22 (RTB 22) and the 
first-ever Premyo Bonds – 
where it acted as joint issue 
manager and selling agent. The 
Bureau of the Treasury (BTr) 
was able to raise P236 billion 
from the sale of 5-year Retail 
Treasury Bonds. At the time, 
this was the second largest 
RTB issuance with a 7.9x 
oversubscription from the 
initial planned issue size of P30 
billion. The Premyo Bonds, a 
government security that gives 
investors a chance to win cash 
prizes and non-cash rewards, 
was equally successful with its 
65% oversubscription. The BTr 
was able to raise P4.96 billion 
from the sale of Premyo Bonds.

First Metro was awarded the 
Best Corporate & Investment 
Bank by international finance 
publication Asiamoney.  The 
magazine cited First Metro for 
its innovation in the capital 
markets and timely execution 

first metro Investment Corporation successfully completed 18 capital markets 
deals in 2019, which included the following companies: Philippine savings Bank; 
sureste Properties, Inc. and Bloomberry hotels and resorts, Inc.; ayala land, 
Inc.; sm Prime holdings, Inc.; aboitiz equity ventures, Inc.; Petron Corporation; 
sumifru singapore Pte. ltd.; gt Capital holdings, Inc.; axelum resources Corp.; 
metropolitan Bank & trust Company; aboitiz Power Corporation; asia united 
Bank Corporation; orIX metro leasing and finance Corporation; fruitas 
holdings, Inc.; ayala Corporation; and aC energy finance International limited.

of deals, which were highlighted 
by a couple of transactions 
during the awards coverage 
period – the P1 billion fixed 
rate corporate notes issuance 
of ÆON Credit Service 
(Philippines), Inc. and the P8 
billion stock rights offering 
(SRO) of PSBank. The latter  
deal in which First Metro 
was the sole issue manager, 
bookrunner, and lead 
underwriter was also the reason 
behind its winning the Best 
Equity House in the Philippines 
by regional investment magazine 
Alpha Southeast Asia.

First Metro and its 
stockbrokerage arm First 
Metro Securities Brokerage 
Corporation (FirstMetroSec) 
reaped awards at the 2019 
PDS Annual Awards. First 
Metro bagged the Top 
Corporate Securities Market 
Maker and ranked fifth in 
both the Top 5 Fixed Income 
Dealing Participant and Top 
5 Corporate Issue Managers/
Arrangers, while FirstMetroSec 
got the fourth spot in the 
Top 5 Depository Brokering 
Participant.

First Metro also received 
recognition at the 19th FMAP 
(Fund Managers Association 
of the Philippines) Awards. It 
ranked third in the Best Fixed 
Income House category and  
its officers were recognized  
as among the top traders  
and salespersons.

First Metro remained the 
country’s leading bond house 
as it received another slew 
of awards from The Asset 
Benchmark Research (ABR) 
of Hong Kong. In ABR’s 2019 
Asia Local Currency Bond 
Benchmark Review, First Metro 
ranked first as Top Sell-Side 
Firms in Secondary Market – 
Corporate Bonds and as Top 
Sell-Side Firms in Secondary 
Market – Government Bonds.  
It ranked second as Top 
Arrangers – Investors’ 
Choice for Primary Issues – 
Government Bonds and fourth 
as Top Arrangers – Investors’ 
Choice for Primary Issues.
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AXA offers a complete range 
of products for all its customers’ 
insurance and financial 
protection needs, including 
savings and investments, health 
plans, income protection, and 
health coverage; and through 
its general insurance subsidiary: 
fire, motor car, marine cargo, 
personal accident, bonds, 
casualty, and engineering 
insurance products. 

AXA Philippines closed 
2019 with Php2.52 billion 
in consolidated net income 
from both its life and general 
insurance businesses. It 
inaugurated its Makati and 
Binondo Service Centers to 
be able to cater to both life 
and non-life customers more 
efficiently. Today, AXA has more 
than 6,000 financial advisers 
in more than 40 branches, 
and 1,000 financial executives 
in over 900 Metrobank and 
PSBank branches nationwide. 
Charter Ping An, on the 
other hand, has 24 branches 
nationwide and more than 
2,000 agents.

The company continued 
to grow its already-robust 
product portfolio by adding 
Health Start, an affordable 
health plan that offers financial 

Celebrating its 20th anniversary in 2019, aXa Philippines is one of the largest 
and fastest growing life insurance companies in the country. It offers financial 
security to more than 1.5 million individuals through its group and individual 
life insurance as well as general insurance products through its wholly-owned 
subsidiary Charter Ping an.

protection against the top 
three critical illnesses and some 
of their minor forms. AXA 
also improved the features 
of existing products including 
adding domestic trip coverage 
to Smart Traveller, its travel 
insurance product.

AXA continued its strategic 
partnership with the National 
Basketball Association (NBA) 
Philippines and struck a new 
one with the University Athletic 
Association of the Philippines 
(UAAP) - both aiming to reach 
more Filipinos and instill a sense 
of self-belief in them through 
their passion for sports.

In 2019, AXA also embarked 
on a global brand campaign 
that saw tennis icon Serena 
Williams espousing AXA’s new 
tagline “Know You Can,” which 
highlights triumph against long 
odds and the importance of 
self-belief among Filipinos. 
Billboards and video ads bearing 
the message “Know You Can” 
spread throughout traditional 
as well as online spaces 
nationwide.

AXA reinforced its 
commitment to its customers 
to be there for them at every 
step of their life journey with 

the launch of Rescue Line, 
granting free access to 24/7 
emergency services such as 
roadside, ambulance, fire, and 
police assistance even without 
a wi-fi connection. Rescue Line 
services may be obtained by 
downloading the new Emma by 
AXA app through the Google 
Play Store or the App Store. 
Aside from the Rescue Line 
feature, the Emma by AXA app 
also lets customers view their 
complete policy information, 
monitor their account value 
and fund performance, view 
their payment history, and get in 
touch with their agent quickly.

As part of its continuing efforts 
to give back to the community, 
AXA held its annual Corporate 
Responsibility Week this year 
with employee volunteers 
making Liter of Light solar 
lamps for women in Mindoro 
who do not have access to 
light and to help some of 
them generate extra income. 
In addition to solar lamp-
making, there was also a blood 
donation drive, safety drills 
training, family day activities, 
and financial literacy sessions 
for high school students held in 
Cebu and Davao.

meanIngful Progress

The situation was compounded 
by the delayed enactment of 
the 2019 Philippine national 
budget and the customary ban 
on new public works prior 
to the May 2019 mid-term 
elections. ORIX METRO 
likewise had to deal with 
various regulatory issuances 
from regulators, including 
Bangko Sentral ng Pilipinas 
(BSP), that pushed up our 
cost of funds in particular. To 
address these developments, 
the company made a lot of 
adjustments fully aware of 
their impact on operating 
performance for 2019.

It has been indeed a tough 
year for ORIX METRO but in 
spite of the much higher cost 
of funds and lower volume 
of business, the company 
registered a net income after 
tax of P1.092 billion. This is 
equivalent to a Return on 
Average Equity or ROE of 
13.13 percent.

fiscal year 2019 was a challenging year for orIX metro leasing and 
finance Corporation (omlf) as it confronted complex economic and political 
developments.  orIX metro started the year on the heels of high inflation and 
interest rates as the country reeled from the then shortage in rice inventory and 
higher fuel prices during the last quarter of 2018.

The total group resources grew 
from Php51.7 billion in 2018 
to Php53.2 billion in 2019. Total 
new bookings for the year 
amounted to Php29.5 billion.  
Stockholders’ equity increased 
to Php8.5 billion in 2019 from 
Php8.1 billion in 2018.

While the cost of funds 
increased by 53 percent, ORIX 
METRO was able to limit the 
drop in its income to only 16 
percent. The company attributes 
this result from its efforts to 
manage operating and overhead 
expenses as it implemented 
cost control measures such as 
managing headcounts necessary 
to support the operations.

ORIX METRO opened nine 
additional branches during the 
year but this was all part of our 
previous strategy to further 
strengthen our presence in the 
countryside. ORIX METRO 
decided to defer branch 
expansion for the meantime 
until market conditions 
improves. ORIX METRO has 
also enhanced credit and 
collection infrastructure to 
address gaps in this regard.

ORIX METRO also ramped 
up the operations of its 
subsidiaries, in particular ORIX 
Rental Corporation (ORC), 
with the total fleet under full 
service operating lease (FSOL) 
and fleet management now 
composed of 8,104 cars, pick-
ups, vans and light trucks.

ORIX METRO continues 
to aggressively market our 
FSOL product, particularly 
the truck maintenance lease, 
which has the potential to 
meet unique market demands 
that will unlock new business 
opportunities. ORIX METRO 
is also making headway with its 
automation efforts to improve 
internal processes and provide 
faster delivery of products and 
services to our clients.

ORIX METRO continues to 
be agile in order to adapt and 
respond quickly to the evolving 
realities in the market and the 
changing needs of our clients.
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 The new year and the new decade 
will bring many new challenges and 
opportunities. We are confident  that 
we will rise to the occasion and build 
an even stronger Metrobank group.
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About the Report

Making Banking Meaningful is the first Sustainability Report of 
Metropolitan Bank & trust Company (the “Bank”), which communicates 
the Bank’s impacts and management approach governing economic, 
environmental, social and governance topics as well as endeavors of 
the foundation from January 1 to december 31 2019. this report has 
been prepared in accordance with the gRI Standards: Core Option. 
the philippines’ Securities and exchange Commission’s Sustainability 
Reporting guidelines for publicly-listed Companies was also used as 
reference in making this report, which does not include international 
operations and those of its subsidiaries, unless otherwise specified.

102-46, 102-50, 102-53, 102-54

Sustainable
Making Banking
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Metropolitan Bank & Trust Company has become the 
premier universal bank and among the foremost 
financial institutions in the Philippines.  As such, it 
advances responsible banking by aligning its business 

strategy to society’s sustainable practices, striving to increase its 
positive impacts, reduce negative ones, and mitigate risks through 
inclusive initiatives, and effective governance jointly with its  
engaged stakeholders.

Together with our subsidiaries and affiliates, the Bank offers 
a diverse product portfolio to large local and multinational 
corporations, middle-market and SMEs, high net-worth individuals 
and retail segment. Metrobank services include investment banking, 
thrift banking, leasing and financing, bancassurance, and credit cards. 
Rest assured that we shall continue to find innovative solutions to 
meet your ever evolving financial service needs.

We are listed on the Philippine Stock Exchange since 1981.  
The Company’s head office is located at Metrobank Plaza,  
Sen. Gil J. Puyat Avenue, Makati City, Philippines.
 
Our strong culture of integrity, values, and ethics that has always 
been espoused by our Board of Directors and Senior Management. 
Composed of professionals with extensive experience in various 
fields that include banking, accounting, finance, law, risk management, 
and retailing/marketing, our board and management work hand-
on-hand towards a sustainable and more inclusive society, framed 
around prudent and sound banking practices, quality of profits, and 
business fundamentals leadership.
 
A fully-diversified universal bank and a recognized leader in the 
banking industry, we played a significant role in every Filipino’s  
daily life, as well as in the country’s growing economy.

our sustainable Journey

Starting its roots in the historical community of Binondo, Manila, 
Metrobank has grown into one of the most recognizable names 
not only in Philippine Banking, but in Filipino culture. It has earned 
its position in the industry and society by providing excellent 
and reliable services for generations. The Bank recognizes that 
to continue helping industries grow and assisting individuals in 
achieving their aspirations, it has to keep pace with the rise of a 
more socially inclusive and environmentally conscious society. It 

looks forward to integrating more sustainable principles and 
practices in its operations, putting environmental and social 
responsibilities at the forefront of business decisions.  

The sustainability framework of Metrobank depicts how the 
company has embedded its care for the community and the 
environment in its day-to-day business. Metrobank creates 
value for society through its promotion of financial literacy and 
development of responsive products.

Sustainability Framework

 Publicly Owned      GT Captal Holdingss, Inc.     Ty Family and Other Related Parties

OWNERSHIP

Promoting 
Financial Literacy

Developing
Responsive Products

Meeting
customer 

demand

Ensuring growth 
while managing 

future risk

Attracting 
and  
retaining 
talent

Managing brand  
and reputation
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Financial Literacy

Metrobank looks after the financial well-being of our clients 
whatever their financial goals may be - from saving for future 
needs to growing assets and scaling up business. We make it 
our responsibility to equip them with the knowledge and tools 
to reach the right financial decisions. Our clients are made fully 
aware of the wide array of products and services that could 
address their needs, and we help customers understand how  
each and every offer can affect them presently and in the years  
to come. Their success is our success.

Responsive Products

The Bank’s operations and business decisions evolve along 
with changing consumption patterns and business culture. 
We continuously seek ways to play an active role in national 
development while mitigating negative impacts and managing the 
risks to people and the environment. 

We are able to contribute to financial literacy and deliver 
responsive products through four main pillars – 1) ensuring 
growth while managing future risks, 2) meeting customer demand, 
3) attracting and retaining talent, and 4) managing brand and 
reputation. With these, we are able to financially assist our clients 
in every stage of their lives.

Metrobank’s material topics are anchored on its sustainability drivers and are subject to change with the times to anticipate and address  
the needs of our stakeholders. Hence, our materiality process is iterative and our sustainability framework is to be reviewed and revised  
as need arises.

Material topics
102-47

Sustainability 
Driver Relevance Material Topic GRI Index

Ensuring Growth while 
Managing Future Risks

Risk is inherent in a financial institution. The Bank 
takes calculated risks in order to seize business 
opportunities. Metrobank ensures that it has 
efficient and transparent processes, exceptional 
people, and secure technology to properly manage 
the risks accompanying the strategic investments it 
makes to foster profitability and sustainability. We 
are your partner in growth.

• Revenue Growth
• Market Share
• Domestic Presence
• Overseas Activities

201-1
102-7
102-4
102-4

Meeting Customer 
Demand

Metrobank strives to provide for the financial needs 
of its customers, whatever their aspirations may 
be. The Bank addresses customers’ various needs 
through its diverse and ever evolving products 
and services, which are accessible and reliable in 
numerous platforms

• Customer Reach
• Customer Management
• Network Reliability
• Responsive Products

102-6
Marketing and Labelling
203-2
102-2, 203-2

Attracting and 
Retaining Talent

We are able to provide exceptional experience 
because our employees find meaning in their work. 
For this reason, Metrobank invests in their health, 
professional growth and personal development. 

• Employee Retention
• Health and Safety
• Development and Training
• Community Involvement 

102-7, 401-1,
401-2, 407
403-10
404-1, 404-2
413-1

Managing Brand and 
Reputation

Metrobank has built a stable and responsible brand 
with a credible and trustworthy reputation. Our 
track record in transparency, dependability and 
accountability allows us to build lasting relationships 
with our stakeholders as well as entice new 
partners and customers. 

• Community Investment
• Energy and Materials 
   Efficiency
• Data Security and Privacy
• Financial Literacy Endeavors
• Good Governance  
   and Integrity

413-1
301-1, 302-1, 
305-1, 305-2
418-1
413-1
205-3 

Note: Material topics’ impacts occur within the Bank’s local operations, except for Revenue Growth and Overseas Activities which include international operations

102-47

Materiality process

Assess
Top management identified 
sustainability goals, enablers 

for creating shared value, and 
designated a Sustainability Team to 
drive the company’s commitment 

to safeguard the 3Ps - people, 
planet and profit.

Benchmark
Experts were consulted 

regarding relevant sustainability 
disclosures, related principles 
governing financial activities as 
well as local and international 

best banking practices.

Disclose
Top management reviewed 
and approved the material 

disclosures reported to ensure 
integrity and accountability.

Collaborate
Departments were engaged in 

verifying pertinent sustainability 
metrics that the Bank monitors 

to determine its risks and 
opportunities

Evaluate
Sustainability Team shall 
recommend to the top 

management improvement on 
policies and procedures to ensure 

impacts to society  
and the environment are  

properly managed. 

31 5

42
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Stakeholder engagement
102-40, 102-42, 102-43,102-44

Metrobank strives to understand the concerns and needs of its stakeholders. The Bank recognizes the crucial role its stakeholders play in 
the company’s continued growth. As such, Metrobank has established various channels to encourage dialogue with its key stakeholders.

Stakeholder Group Engagement Platform Concerns and Issues Management Approach

Customers or clients 

Our business is to cater to the 
wide-ranging financial needs of 
the Filipino people.

• Daily customer touchpoints   
   with our front-line employees 
• Monthly customer satisfaction  
   surveys
• Annual Net Promoter Score  
   studies 

• Timely delivery of products 
   and services
• Data privacy

• Upgrade of systems and 
   streamlining of processes
• Strict implementation of the 
   Bank’s Data Privacy Policy

Employees

Meaningful banking is achieved 
through our dedicated and 
empowered employees.

• Meetings
• Employee engagement survey  
   conducted every other year
• Annual performance  
   assessment 

• Compensation and benefits
• Career development

• Benchmark compensation and 
   benefits against industry peers
• Offer training programs and 
   educational assistance 
   programs  
• Career advancement and 
   meaningful engagement

Suppliers

An extension of our business, 
suppliers allow us to provide 
innovative, seamless and secure 
solutions to the community  
we serve.

• Vendor management process
• Annual performance review

• Procurement terms • Transparency in vendor
   accreditation process

Investors 

Together with our 
shareholders, we help build a 
better community. 

• Annual Stockholders’ Meeting
• Regular phone calls and 
   teleconferences
• Roadshows

• Financial performance
• Frequency of engagement

• Provide full disclosure in
   compliance with the
   regulatory requirements 

Regulators

The government ensures that 
businesses are conducted 
fairly and protects the rights of 
everyone.

• Regular correspondence 
through letters, memos,  
and emails  

• Compliance with relevant
   national laws and regulations, 
   as well as those mandated 
   by the Bangko Sentral ng 
   Pilipinas

• Transparency in the
   disclosures required by law

Community 

Through our business, we aim 
to contribute to the financial 
wellness of the community 
we are in by giving access 
to financial instruments, and 
boosting economic activities.   

• Dialogues and surveys
• Community outreach 
   programs

• Stimulation of local 
   economy
• Recipients and impacts 
   of corporate social 
   responsibility projects 

• Roll-out of recognition
   programs and community
   projects
• Financial support to
   education, arts and culture

Economic distribution
102-7, 201-1

In 2019, the Bank continues to demonstrate a strong balance  
sheet with an asset base of Php2.1trillion and total equity 
of Php320.0 billion. Metrobank continues to enjoy the trust of 
their customers and recorded a 13% increase in total deposits 
and 5% growth in net loans. This brings total deposits and 
receivables to Php1.5 trillion and Php1.2 trillion, respectively.  

Metrobank’s direct economic value generated for 2019 
amounted to Php99.9 million. Shareholders and other capital 
providers collected Php18.5 million while employees received 
Php16  million as remuneration, benefits and rewards for the 
year. Majority of our economic value covered our operational 
expenses yielded Php38.6 million, which mainly revolved around  
the payments to our local suppliers and service providers.   
The Bank’ contribution to the government in the form of taxes,  
licenses and other fees amounted to Php13.2 million. Meanwhile, 
the Bank’s community investments amounted to Php40.4 million.  

38.60%

16.03%

18.50%

13.04%

0.04%

13.66%

Operating cost

Payments to Providers of capital

Community investments

Employees wages and benefits

Payments to government

Economic value retained

PHP 99.9 BILLION
ECONOMIC VAluE

GENERATEd

Metrobank as a  
trusted Financial partner
Financial Education: Customers Are People, Not Accounts
Metrobank is driven by “Passion for Results,” which is among the 
core values the Bank lives by in order to achieve strong corporate 
governance. 

By Metrobank’s definition, results are achieved when customers are 
served in a meaningful way. 

According to Metrobank, it is only when customers are equipped with 
the right financial knowledge that they can make smart judgements 
on how best to make their money work for them.  

“Our customers are people, not accounts,” says Metrobank chief 
marketing officer Digs Dimagiba.   
  
To realize the objective of empowering customers to make smart  
and meaningful financial decisions, Metrobank launched MoneyBasics 
and Earnest. For more details regarding this endeavors, please see 
pages 18-19..

Thorough Underwriting
102-11

Metrobank recognizes the importance of thorough credit 
underwriting policies in selecting the right clients to maintain its good 
reputation as well as to minimize credit risks.

Negative publicity, questionable dealings, or sudden financial defaults 
linked to its clients would seriously adversely impact the Bank’s 
reputation, and even its viability. 

To avoid this, the Bank adopts a credit risk management system that 
covers credit policies, authorizations, risk evaluation, and compliance 
monitoring.  

Credit policies are formulated in consultation with business units on 
collateral requirements, credit assessment, risk grading, reporting, and 
compliance with regulatory requirements. There are authorization 
limits for the approval and renewal of credit facilities. 
 
Metrobank also implements prudent concentration limits to the 
granting of loans to counterparties and industries, and by issuer, in the 
case of investment securities.   

The Bank utilizes the Internal Credit Risk Rating System (ICRRS) 
which analyzes and categorizes the repayment ability of a borrower.   
This grading system has ten grades, reflecting various risks of default 
and the availability of a risk mitigation buffer, such as collateral.  
Compliance with approved exposure limits is also closely monitored. 

Passion for Results
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Under the ICRRS, each account has an assigned risk rating.  
Borrower Risk Rating (BRR) assesses the borrower’s credit-
worthiness, using their financial condition, the viability of the 
industry of the borrower, and the capabilities of its internal 
management.  Facility Risk Factor (FRF) looks into details of the 
facility security arrangement and quality of documentation. This 
factor can downgrade or upgrade the BRR, depending on collateral, 
quality of documentation, and structure of transactions.

The ICRRS also assigns grades to monitor credit quality.  The 
borrower’s risk rating is validated by the Credit Group to maintain 
accurate and consistent risk ratings across similar profiles in the 
credit portfolio.

The credit quality with the corresponding ICRRS Grade for 
commercial loans are divided into four grading groups: 

• High Grade given to borrowers with a very low probability 
of going into default.

• Standard Grade given to borrowers with limited access 
to public capital or alternative financial markets, and 
borrowers with a higher probability of defaulting.

• Substandard Grade given to borrowers who belong to 
an unfavorable industry or have company specific risk 
factors which are of concern. Borrowers which exhibit 
potential weaknesses that need close attention from the 
management are also given this grade. 

• Impaired Grade given to borrowers who appear to involve 
a substantial or unreasonable degree of risk because of 
unfavorable records or unsatisfactory characteristics. This 
grade is also given to non-performing borrowers and to 
those which have assets that are not bankable. 

Consumer loans are also given grades similar to commercial loans, 
with the grades dependent on the borrower’s ability to pay and 
track record.  

The ICRRS has proven effective in minimizing risks and streamlining 
the way Metrobank assesses its loan clients, whether for commercial 
or consumer loans.  It provides the metrics for relationship 
managers to assess potential clients, and develops their skills and 
intuition in identifying which clients will be beneficial to the Bank.

Contribution of 
Outstanding Loans 
to Sustainable 
development goals
102-12

Metropolitan Bank and Trust Co. (Metrobank) is a partner in 
accomplishing the United Nations Sustainable Development Goals 
(UN SDGs). Through its commitments to various stakeholders, 
Metrobank’s capital loan disbursements helps in achieving nine of 
the 17 SDGs.

In 2019, Metrobank distributed Php 605.2 billion in capital loan 
disbursements that contributed to achieving the SDGs. Due to time 
constraints, the loans highlighted in this report constitute 80% of 
the Institutional Banking Sector loan portfolio and select products.
The Bank is currently refining the criteria to determine which loans 
are in line with national and international targets. We anticipate 
that once refinements are made, this may potentially impact the 
numbers as currently presented.

136.1

81.4

0.5

5.5

93.8

37.6

5.9

147.6

96.8

*in Php billions

Goal 2. End hunger, achieve food security and improved 
nutrition and promote sustainable agriculture

Over 820 million people worldwide experienced hunger in 2018. 
In 2019, about 2.1 million Filipino families, 8.8% of all families, 
experienced hunger. This sends a clear message that more must 
be done to achieve the target of Zero Hunger by 2030.  The 
agriculture sector also employs 24.3% of Filipino workers. However, 
38.5% of farmers and 41.2% of fisherfolk live in poverty – the 
highest among all sectors.  

Metrobank helped alleviate poverty in the Philippines in 2019 by 
allocating Php 136.1 billion in loans that boosted the production 
capability of food manufacturers to meet demand. The Bank also 
capacitated farmers and fisherfolks by providing Php 37.3 billion in 
affordable financing.

93 %

6 %

1 %

GOAl 2 ZERO 
HuNGER  

PHP 136.1 BILLION

2.1 Universal Access to safe 
and nutritious Food 

2.3 Double the agricultural 
productivity and incomes of 
small-scale food producers

Goal 3. Ensure healthy lives and promote well-being for all  
at all ages

While progress has been made in improving healthcare for millions 
of people worldwide, at least half the global population still does 
not have access to essential health services. In addition, many who 
do have access find the essential health services to be unaffordable, 
causing financial hardship. Concerted efforts are required to ensure 
universal healthcare and sustainable financing for health. 

The Philippines has seen significant improvement in family planning, 
child survival, maternal health, HIV testing, and addressing violence 
against women. However, challenges still remain, such as the decline 
in basic vaccine coverage from 80% in 2008 to 70% in 2017.

In its commitment to improving access to quality and affordable 
healthcare, Metrobank disbursed Php 5.5 billion in loans directed 
towards healthcare and wellness.

46 % 54 %

GOAl 3 
GOOd HEAlTH 

ANd WEll-BEING
PHP 5.5 BILLION

3.8 Achieve Universal Health 
Coverage

3.8.1 Coverage of essential 
health services

Meaningful growth
Einderzel Oreasil, or Joies to her colleagues, is a mother of two 
and is one of Metrobank’s special accounts managers.  Prior to 
landing her dream job, she had worked for 10 other companies, 
always chasing for her passion to the right career. 

After attending the New Employees’ Orientation, Joies learned 
about the Bank’s educational program for its employees. The 
program has an educational assistance component to encourage 
Metrobank employees to pursue their graduate and post-
graduate degrees in their chosen institutions. The program also 
allowed study leaves for enrolled employees to enable them to 
complete their chosen courses.   

Joies not only completed her MBA program, she also pursued 
and finished her PhD in Business Management under the Bank’s 
Metrobank Employees Graduate Assistance or MEGA program.

As a working student, Joies’ passion for learning also provided 
her the opportunity to promote Metrobank to her classmates, 
convincing them to open deposit accounts with the Bank. As 
depositors, their valuable feedback helped in improving services 
in the branches.

The opportunities that Joies received from the Bank changed 
her outlook and priorities. She is grateful to Metrobank for 
opening doors for her, so she does what she can to give back to 
the institution. She lives up to the Bank’s core value of ‘Passion 
for Results’ and is a resident morale booster by encouraging her 

fellow employees to strive for peak productivity in order to 
contribute to the organization’s goals and business performance. 

Joies is not the only Metrobank scholar in her family. One of her 
children, Shae Andrew, who is now in first year high school at 
Stella Maris College, is a partial scholar and beneficiary of the 
Metrobank Educational Assistance for Dependents of Employees 
or MEADE Program.   

Metrobank provides continuous development opportunities for 
its employees and their beneficiaries as the Bank considers its 
workforce as partners.  Employees are happy with their benefits, 
compensation, work environment and culture.  Joies described it 
as ‘like home,’ where one also enjoys work-life balance through 
other activities like sports and theater classes.  Employees are 
encouraged to go home after office hours to attend to the 
needs of their families.  
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Goal 6. Ensure availability and sustainable management of 
water and sanitation for all

 While it is an achievement that 90% of the world’s population has 
access to basic drinking water services, this means that 785 million 
people still do not. In the Philippines, 5% of families get drinking 
water from “unimproved” services such as an unprotected dug well 
or spring, while less than 1% get drinking water directly from rivers, 
dams, lake ponds, streams, or irrigation canals. 

In 2019, Metrobank bankrolled Php 5.9 billion worth of projects 
that targets clean water and sanitation, to help ensure access to safe 
and affordable drinking water for all Filipinos. 

99 %

1 %

GOAl 6  
ClEAN WATER  

ANd SANITATION 
PHP 5.9 BILLION

6.1 Safe and Affordable 
Drinking Water

6.3 Improve Water 
Quality, Wastewater 
Treatment and  
Safe Reuse

Goal 7. Ensure access to affordable, reliable, sustainable  
and modern energy for all 

While 89% of the global population had access to electricity in 
2017, this meant that 840 million people still did not enjoy this 
service. In the Philippines, 95.3% of Filipinos had access to  
electricity in 2018. 

But access to electricity is only the first step. The Asia-Pacific is still 
the most energy intensive region, reaching Europe’s levels only in 
2030 if the current rate of progress in increasing energy efficiency 
is not improved. The region needs an average of US$ 21 billion in 
investments annually to reach the 2030 efficiency target. Aside from 
access and efficiency, how electricity is generated is also a concern 
because of its large contribution to climate change. In 2018, only 
23.4% of the electricity generated in the Philippines came from 
renewable sources. In comparison, coal generated 52.1% of the 
country’s electricity.

76 %

20 %

4%
GOAl 7 

AFFORdABlE ANd 
ClEAN ENERGy
PHP 81.4 BILLION

7.1 Universal Access  
to Modern Energy 

7.2 Increase Global 
Percentage of  
Renewable Energy

7.B Expand and Upgrade 
Energy Services for 
Developing Countries

Goal 8. Promote sustained, inclusive and sustainable 
economic growth, full and productive employment and 
decent work for all

Worldwide, real GDP per capita – a measure of the standard of 
living – increased by 1.9% in 2017. In the Philippines, per capita 
GDP recorded an all-time high of 4.6% growth, from Php 82,593 in 
2017 to Php 86,370 in 2018. Unemployment also dropped to 5.3% 
in 2018, the lowest on record since 2005. 

Due to its size and interconnectedness, Metrobank has a significant 
role in the country’s financial system and economy. In 2019, 
Metrobank disbursed Php 93.8 billion in loans to businesses in 
support of employment and decent work for Filipinos.

8.1 Sustain per capita  
economic growth

8.2 Diversify, Innovate, and 
Upgrade Industries for 
Sustainability

8.5 Full employment and 
Decent Work with Equal Pay

8.10 Universal Access to 
Banking, Insurance and  
Financial Services

GOAl 8 
dECENT WORk 

ANd ECONOMIC 
GROWTH
 PHP 93.8 
BILLION

24 %

36 %

8%

32%

SME Loans

In the Philippines, 99.56% of all businesses are Small to Medium 
Enterprises (SMEs) and employ 62.85% of all workers. The Bank 
offers several types of SME loans, with each loan type customized 
to the needs of the specific small business owner:

1. Puhunan Loan – for construction-related projects, facility 
acquisition, general merchandise trading, and product 
development

2. Agri Business Loan – for livestock and grain trading, food 
processing, and similar activities

3. Franchise Business – for acquiring franchise packages and 
pre-operating expenses, such as equipment, machinery, and 
construction

To assist in establishing, strengthening, and expanding these SMEs, 
Metrobank lent Php 125.8 billion to SMEs as of 2019.

84 85



86 87

making banking meaningfulmaking banking sustainable

Metrobank supports the low-cost housing programs of businesses 
in the country. In 2019, the Bank disbursed Php 37.6 billion for low-
cost housing programs. The Bank likewise funded public and private 
sector initiatives towards improving public transportation. 
 

11.1 Safe and Affordable 
Housing

11.2 Affordable and Sustainable 
Transport System

11.3 Sustainable Urbanization

GOAl 11 
SuSTAINABlE 
CITIES ANd 

COMMuNITIES
 PHP 37.6 BILLION

22%

15%63%

Home Loans 

The Bank also helps Filipinos become homeowners by offering 
customized loan packages to fit their needs. Whether it is for 
the purchase of a completed home, lot, construction, personal 
investment, reimbursement, or refinancing of an existing loan, 
the Bank is a partner in achieving this dream. In 2019, Metrobank 
disbursed Php 57.5 billion for its home loan portfolio.

Goal 12. Ensure sustainable consumption and  
production patterns

Domestic material consumption (DMC) is the amount of materials 
from within or without a country that is used by the economy. 
DMC is steadily increasing, reaching 92 billion metric tons 
worldwide in 2017. East and Southeast Asia accounted for the 
biggest share of the increase from 2010 to 2017 

Philippine industries generated 42.7 kg of hazardous waste per 
capita in 2017 – a 200% increase from 2016 levels. In 2019, 
Metrobank disbursed Php 96.8 billion in loans to assist in improving 
production and waste disposal systems of businesses.

12.2 Sustainable Management 
and Use of Natural Resources

12.4 Responsible Management 
of Chemicals and Waste

12.5 Substantially Reduce 
Waste Generation

GOAl 12 
RESPONSIBlE 

CONSuMPTION ANd 
PROduCTION

 PHP 96.8 BILLION

36%

64%

Good Housekeeping
301-1, 302-1, 305-1, 305-2

Metrobank’s initiatives to reduce its carbon footprint form part  
of a continuing commitment to protect the environment.  

In 2018, the Bank shifted to energy efficient LED fixtures in 
some floors of its Head Office and key business centers. Using 
key office equipment like air conditioners and printers were 
closely monitored through policies on time-restricted use of air 
conditioners and paper re-use. These initiatives began in the head 
office and key centers, and will eventually be applied to all branches. 

In 2019, the electricity consumption of Metrobank across all 
branches, centers, and facilities totaled 81,715, 298.59 kWH1.  The 
Bank aims to lower its annual consumption of electricity with the 
roll-out of its energy-saving initiatives to all branches and facilities.  
Currently, the Bank is looking into integrating a monitoring system 
to be able to check their electricity consumption and adjust usage 
accordingly to increase energy savings and efficiency. 

1kWh computed using a rate of Php 5.841 per kWh https://www.globalpetrolprices.com/Philippines/electricity_prices/
2Water volume computed using a rate of Php 18.00 per cubic meter
http://listahangtubig.blob.core.windows.net/downloadables/listahang%20tubig%20info%20graphics.pdf

Goal 9. Build resilient infrastructure, promote inclusive and 
sustainable industrialization and foster innovation

Metrobank supports industry, innovation, and infrastructure through 
three main lending thrusts:

1. Geared towards assisting companies in adopting cleaner,  
more environmentally sound technologies;

2. Focused on financing infrastructure projects such as roads 
and ports that enable regional and transborder connectivity 
and boost economic development; and

3. Dedicated to enabling mobile network providers in 
expanding mobile connectivity and access to the Internet.

Overall, outstanding loans that contribute to SDG 9 amounts to  
Php 147.6 billion.

9.1 Resilient and Inclusive 
Infrastructure

9.2 Increase share of Industry’s 
employment and GDP

9.3 Increase Access to Financial 
Services and Markets

9.4 Increase resource-use 
efficiency and adopt clean 
and environmentaly sound 
technologies and industrial 
processes

9.C Universal Access 
to Information and 
Communications Technology

GOAl 9 
INduSTRy, 

INNOVATION ANd 
INFRASTRuCTuRE

 PHP 147.6 
BILLION

32%

11%

10%

47%

Goal 10. Reduce inequality within and among countries

Around 2.3 million Filipinos are employed as Overseas Filipino 
Workers. Recognizing their contribution to the economy, Metrobank 
lent out Php 0.5 billion in 2019 to assist businesses in improving their 
systems to ensure ease of transaction for OFWs and their families.

Goal 11. Make cities and human settlements inclusive, safe, 
resilient and sustainable  
 
Around 3 billion people worldwide will need affordable housing by 
2030. In the Philippines, Filipinos need at least 345,941 affordable 
housing units per year.

However, affordable housing must also be connected to public 
transportation. Based on a survey of 227 cities in 78 countries, only 
53% of urban residents had easy access to public transportation. In 
the Philippines, a transportation study by the ADB showed that 25% 
of their random test trips within Metro Manila could not even be 
done using public transport. 

Water consumption reached 1,239,454.17 m3 in 20192.  Likewise, 
the Bank intends to progressively reduce its overall consumption  
of water through conservation initiatives in the coming year.

Metrobank currently consumes over a million pieces of various 
transaction slips, among other paper supplies, but expects to 
diminish its reliance on paper as it moves towards digitalization.

The bank uses obsolete letterheads and unused side of papers as draft 
sheets.  However, documents with sensitive information are shredded.  

Environmentally hazardous waste materials such as used 
printer toner cartridges and batteries are cautiously handled 
for appropriate disposal.  The Bank is currently seeking to forge 
agreements with suppliers to handle the Bank’s hazardous waste 
disposal.  In 2019, Metrobank purchased 3,166 pieces of UPS 
batteries and 17,498 cartridges of printer toner.
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integrity
Strong Corporate  
governance is Key
Banks play a critical role in the economy.  They offer essential 
services for both depositors and borrowers that contribute to 
economic growth.  Banks must be able to constantly provide  
vital services to both consumers and businesses regardless of  
the current economic climate.  Processing payments for goods 
and services must be swift, safe, and economical.

Banks that are dependable and robust are fundamental to a  
healthy economy. For banks to assume the role as catalyst 
and enabler of economic growth, they must practice effective 
corporate governance.  Good corporate governance safeguards 
the interest of stakeholders alongside the interest of the public.

Metrobank believes that strong corporate governance  
anchored on professionalism, ethical leadership, and genuine care 
for people are important in strengthening long-term value for  
all stakeholders.

Guiding Manuals
Metrobank has created manuals of major policies and procedures 
in order to strengthen the Bank’s commitment to professionalism 
and ethics.

The Corporate Governance Manual serves as the guide for 
the implementation of Bangko Sentral ng Pilipinas Circulars 
that govern the banking system, namely, BSP Circular Nos. 
749, 757 and 969, BSB Memorandum No. 2013-002, and SEC 
Memorandum Circular No. 19, s2016.  

A guide to identifying and mitigating risks such as legal or 
regulatory sanctions, financial loss or loss to reputation is the 
Compliance Policy Manual.  
 
The Code of Conduct for Employees embodies the ethical 
principles and core values that guide the professional conduct  
of Metrobank employees.

Guided by the Bank’s core values, PITCH (Passion for results, 
Integrity, Teamwork, Customer Service, and Heart for the 
Community), Metrobankers fulfill their promise to serve 
customers to the utmost of their abilities. 

Employees of Metrobank fulfill customer expectations with 
behavioral standards such as Honesty and Integrity, Avoidance of 
Conflict of Interest, Customer Care, Professional Decorum, Quality 
Service and Operational Efficiency, Teamwork, Preservation of 
Confidential Information, Maintenance and Protection of Bank 
Property, Safety and Security, Attendance and Punctuality.

Responsible  
Business practices
102-12

Although Metrobank is not currently a signatory to the Principles 
for Responsible Banking, it demonstrates a firm commitment to 
sustainable banking. 

Consistent with global and national sustainability goals, Metrobank 
provides reliable products and services that satisfy its customers’ 
financial needs, thereby unlocking wealth, creating opportunities, 
and facilitating trade and commerce. The Bank also supports its 
customers on sustainability considerations with a thorough and 
effective underwriting that mitigates undue risks. 

The Bank equips customers with the knowledge and skills to 
manage their finances effectively through financial education 
initiatives like MoneyBasics, a compendium of tips to help customers 
develop the habit of saving, and Earnest, a recently-launched 
website that offers concise and easy-to-understand articles for 
financial knowledge and management.

The established governance structure of Metrobank assigns specific 
and clear-cut responsibilities at the Board level and across all 
functions to drive its sustainability agenda and provide adequate 
resource allocation. By launching its first Sustainability Report, 
Metrobank is embarking on an honest and transparent disclosure  
of its significant impacts and risks, and the progress it is making on 
its commitment to sustainable development.

Metrobank supports the principles of the UN Global Compact  
and exercises its fundamental responsibility of upholding human 
rights, fair labor practices, environmental protection, and the 
prevention of corruption.

Metrobank’s Compliance Office ensures that the Bank adheres to 
relevant laws, rules, regulations, and all governance related circulars 
of regulatory agencies. Its Whistle-Blowing Policy empowers officers, 
staff, and stakeholders to report matters related to fraud, conflict  
of interest, and violation of internal and regulatory policies, 
procedures and controls.

Metrobank’s promotion system is merit-based and therefore 
dependent on individual performance, irrespective of gender,  
race, ethnicity, religion or social class.

Employee breakdown based on gender
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12,133 12,851 13,150

2017 2018 2019

Male Female

7,835 8,355 8,565

4.298 4,496 4,585

teamwork
Metrobank:   
employer of Choice
Metrobank gets its reward from employees who are happy 
about their work. 

It focuses on its people.  It creates ways to give employees a 
sense of belonging and fulfillment in a job well done. It provides 
opportunities for growth and advancement and a feeling of 
pride in being part of a company known for its professionalism 
and integrity. 

In 2019, HR Asia Awards recognized Metrobank as one of  
Asia’s best employers and one of the best companies to work 
for in Asia.  

Metrobank’s status as the employer of choice reflects the  
Bank’s culture that cares for people and ensures that they 
embody the values that Metrobank is known for-- excellence, 
integrity, and professionalism. 

The right qualifications are what is required to be part of 
Metrobank family, regardless of age, gender, or ethnicity. 

Training  
404-2

Metrobank is committed to capacitating its people to enable 
them to deliver meaningful banking services by constantly  
being updated both about the Bank and the industry.

The Bank invests heavily on training its people and aptly 
rewarding them for a job well done.

Each year, employees submit a career development sheet  
to their supervisors, detailing their advancement plans for  
their careers. This is shared with the Human Resources 
Management Group which plots a personalized training  
program per employee.

Metrobank Academy 
404-1, 404-2

The Metrobank Academy is a learning and development division 
which tends to employees’ growth in terms of knowledge and 
skills.  The training program ranges from the basic to the highly 
specialized technical courses. 

“ For me, meaningful banking is 
when you get the needed support 
swiftly and with ease. This goes 
both ways in Metrobank. We make 
sure that our clients understand 
the terms of our loans and help 
them assess which service is 
suitable to their goal and financial 
capacity. Likewise, employees 
also get the same courtesy and 
personal experience when we 
seek assistance- from educational 
loans to calamity assistance. In 
Metrobank, we are one family.”

Madelaine Tan Anduyan,  
Documentation Assistant,  

Credit Support Unit – Tacloban
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Metrobank’s training philosophy is underpinned by its passion for 
results. Metrobankers average about 57 training hours.  Course 
offerings include orientation for new employees, training program 
for branch operations, effective management, and technology-
specific courses such as use of software like Microsoft Office, 
among others.  

Complementary to the formal training courses is an online 
learning management system called MBLearn.  This medium allows 
employees to take courses at their own pace, depending on their 
work and schedules.  MBLearn has modules on data security, 
business continuity planning, and cash management, among others.

In 2019, Metrobank’s 13,150 employees received 750,470 training 
hours or about 57 hours per employee as the Bank invested  
heavily and transitioned to online learning solutions from the 
previous year’s classroom training programs.

Total training hours
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Educational Assistance  
404-2

Metrobank believes in the power of education in changing people 
and fostering meaningful growth. The Metrobank Employees 
Graduate Assistance Program (MEGA) was established to finance 
qualified employees wishing to pursue MBA degrees.  The program 
also allows a study leave to help their employee-scholars to 
complete their degrees.   

Extending outside the confines of the workplace, Metrobank 
also gives financial support to immediate family members in the 
secondary and tertiary levels.  This assistance, dubbed as the 
Metrobank Educational Assistance for Dependents of Employees 
Program (MEADE) creates a true sense of community among 
employees, their family and the Bank.   
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Career development
Metrobank is committed to helping its employees advance their 
careers. Performance assessments of employees are conducted 
annually. These assessments serve as formal avenues for senior 
officers to provide their feedback regarding their team  
members’ performance. 

Performance Assessment

 2017 2018 2019

% over total eligible 
employees

98% 99% 95%

By 
Gender

Male 98% 99% 94%

Female 98% 99% 95%

By Rank

Senior Officer 99% 100% 98%

Junior Officer 98% 99% 95%

Rank-and-File 98% 99% 94%

They also form the basis for internal promotions. In Metrobank, 
qualified internal employees are the priority candidates  
for promotion.
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Employee Welfare
102-41

The bank upholds employees’ rights to freedom of association and 
collective bargaining. As of 2019, there is only one existing labor 
union within Metrobank. Around 89% of rank and file employees 
are covered by the collective bargaining agreement.

Collective Bargaining 
Agreement

2017 2018 2019

Total Union Members 5,626 5,923 6,111

Total Rank & File Employees 6,258 6,869 6,869

Percentage of total 
permanent employees 
covered by collective 
bargaining agreements

90% 86% 89%

Workplace safety  
and security  
403-3

Safety and security are hallmarks of the Metrobank environment.  
The bank makes sure that employees, customers and guests are 
safe and secure within its premises.  

It fully complies with the Bangko Sentral ng Pilipinas’ rules and 
regulations on bank protection as presented in BSP Circular  
No. 620 which enforces regular security inspections, safety training 
and regular updates on security systems.  Metrobank management 
also ensures that all occupational health and safety mandated 
policies and requirements are implemented in all its offices  
and branches. 

Health and Wellbeing 
403-6, 403-10

A healthy mind in a healthy body are essential conditions for effective 
performance.  This is why Metrobank presents its employees with a 
menu of programs to promote a healthy outlook and lifestyle. 
 
Employees are given a regular wellness check under the Go4 Health 
Program conducted at the head office.  Under this program, employees 
undergo a thorough check-up for the early detection of potentially 
dangerous health issues.  Early detection means early intervention.

Metrobankers are also given comprehensive health insurance which 
includes free medical examination at the Manila Doctors Hospital. 

Thanks to these programs, illnesses of employees have been 
decreasing over the years. 
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Skin Disease

Respiratory Illness

Reproductive Illness

Others***

Neuromuscular / Skeletal / Joints

Mouth & Ent Disease

Infectious Disease

Hearth and Blood Vessels**

Head Illness

Genitourinary Illness

Gastrointestinal Disease

Eye Disease

**Services for BP Monitoring were included in the “Heart and Blood Vessels” category.
***Services that fall under the “Others” category include services that could not be 
classified to any of the above stated categories. These include vaccinations, endocrine or 
dental concerns. Branches submits only the high profile WAIR to HRMG, minor accidents in 
the branches with (Workplace Accident and Illness Report) WAIR are submitted to DOLE 
Regional Office directly
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Meaningful 
legacy
A loyal employee for 20 years, Mr. Ferdie Sorila, Head of the 
Trust Banking Department of the Metrobank’s Mindanao 
operations, started his Metrobank career as a Metrobank 
Foundation Scholar in 1999. With Foundation’s support, Ferdie 
completed his accounting degree at the Ateneo de Davao 
University and passed the CPA board after his graduation.

Upon his graduation, Sir Ferdie was offered to work for 
Metrobank as a Management Trainee, a position which he 
accepted. The training program was a career booster for Sir 
Ferdie, with the Bank’s comprehensive curriculum providing 
him with new skills which in the future would make him 
an effective employee. As a young professional based in the 
bustling Makati central business district, Ferdie learned to be 
independent and resourceful, traits that would help him in his 
Metrobank career.

After a year of training, he was designated as a Business 
Development Officer. An opportunity came up in his 
hometown of Davao a few years later, and by 2001, he 
returned home to continue his Metrobank career. In the 
20 years since the start of his career, Sir Ferdie has seen 
Metrobank’s Mindanao operations grow into the biggest 
bank branch network in Mindanao. He has also become an 
active member of the Purple Hearts Club, heading the local 
chapter in Davao. Of course, he does not forget to give 
back, sponsoring his own scholars much like the Metrobank 
Foundation sponsored his scholarship. 

Sir Ferdie credits his longevity with the Bank to its stability, 
excellent compensation package, as well as its admirable CSR 
Programs. He finds no merit in accepting offers from other 
companies. For Sir Ferdie, despite his long tenure in the Bank, 
he still finds ways to contribute to its growth. He sees the 
untapped markets of the provinces of Cotabato and ARMM as 
opportunities for the Bank in the future.

Compensation  
and Benefits  
401-2 

Metrobank regularly benchmarks its salary range with that of 
industry peers to make sure its compensation packages are 
competitive. Employees receive benefits that exceed the  
minimum prescribed by local labor laws.

Employee Retention 
401-1

In 2019, Metrobank’s attrition rate dropped to 8.6%, which was 
lower than the previous year’s rate.  The bank actively looks for 
ways to improve its retention.
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Heart for the 
Community
One of the hallmarks of a Metrobanker is having a heart for the 
community.  Employees are encouraged to be a volunteer for 
socio-civic causes.  This spirit of volunteerism is given form through 
the Purple Hearts Club, named after the military award, given to 
soldiers for their valor in service. 

Protecting  
customers’ data
Data protection is a key concern for Metrobank. The Bank 
articulates its commitment to protecting its customers’ data through 
its Privacy Policy which is continuously updated to ensure alignment 
with the latest laws and regulations. 

The Bank ensures that its clients’ data are collected through secure 
channels that undergo strict policies and procedural safeguards. 
Metrobank collects the following data from its customers: 

• Personal data and employment details
• Financial information, business interests, and assets
• Transaction details with third-party merchants and 

companies
• Video, image, and sound recordings of customers’ 

transactions in branches or by phone calls.
• Non-personal information that can be read on customers’ 

devices when they use Metrobank’s websites, apps, and 
other electronic platforms.

The Bank uses this information to: 
• secure the accounts of its customers from fraud and  

other illegal activities; 
• validate and update its customers’ information; 
• facilitate transactions with third-party service providers  

who meet security standards; 
• further improve its legal duties and due diligence in  

anti-money laundering and counter-terrorism efforts; and 
• settle claims or disputes involving the Bank’s products  

and services. 

The Bank has appointed a Data Privacy Officer who oversees 
compliance with the Data Privacy Act. The Data Privacy Officer  
also ensures that data privacy-related concerns from the Bank’s 
clients are properly addressed. 

Employees are trained on various aspects of data protection 
which include right to privacy, detection of data breaches and 
confidentiality.

To further strengthen the Bank’s data security, the following 
e-courses were launched in the Bank’s mobile learning  
application, MBLearn:

• Information Security E-course
• Security Awareness E-course
• Data Breach E-Learning
• Information Security Awareness For Legal Officers
• Privacy Series
• CEO Security Awareness (Senior Officers)
• Secure Coding / Secure Development
• Security Awareness Fundamentals
• Swift Security Awareness

In line with its commitment to uphold its customers’ right to  
privacy, Metrobank conducts financial education campaigns on 
how to protect personal information to prevent unauthorized 
transactions. As a result of these measures, Metrobank has  
recorded zero data breaches in 2019.

For more information on Metrobank’s Privacy Policy, please visit: 
https://metrobank.com.ph/privacy-policy 

Commitment to 
Customer service

“ Meaningful Banking means ensuring systems are always 
working and that all clients experience the same excellent 
service all the time. Metrobank sees to it that our personal 
and professional development as well the security and 
maintenance of the technologies we use are at top shape 
to ensure that your money is safe with us.”

- Gil Lucas Fabon,  
Systems Monitoring Specialist,  

Information Technology Group - Data Center
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The Bank is persistently 
improving its products 
and services to meet the 
needs of its evolving clients 
while providing them with 
a meaningful banking 
experience.

Actively seeking out 
customer concerns
One of Metrobank’s commitments is to provide quality service 
to its customers. It is important for the Bank to make itself 
accessible and to make sure that it is fair and accountable as 
well as timely and efficient when resolving customer  
complaints on its products, services, and even personnel. 

Metrobank provides its customers accessible, independent,  
fair, accountable, timely and efficient means for resolving  
their complaints on their financial transactions or their 
experience with the Bank’s products, services, and its people. 
Metrobank substantiates this commitment in two customer-
focused practices:

1. Customer Incident Management Policy (CIMP) 
– This standardizes various complaints according 
to the requirements of the Consumer Assistance 
Management Systems (CAMS).  The CAMS establishes 
norms for turnaround time of complaint investigation, 
resolution and response to the customer.  

 Customers may complain through various means 
deemed reasonable such as walk-in/personal visit, 
e-mail, letter, phone call, web-portal or through the 
Metrobank social media account. There are frontline 
units in branches and contact centers, and relationship 
managers, account or community officers who handle 
these complaints or inquiries. 

2. Customer Incident Management System (CIMS) – 
This centralized system is where complaints are logged.  
As the single-source data for complaints analytics, it 
tracks the status of complaints until the time they are 
resolved and closed.  

 Customer service units ensure that all complaints are 
investigated in coordination with support units, and 
their disposition appropriately communicated to clients 
at the defined turnaround time. The staff of these 
CS and support units are trained and provided with 
adequate resources to handle complaints efficiently  
and effectively.  

 Clients can also file an appeal if they are not satisfied 
with the investigation of their complaint. 

Metrobank also evaluates the trend or pattern of specific 
issues, to determine if an issue is an isolated one or something 
that is widespread. 

Action teams conduct complaints analysis and implementation, 
addresses root causes of complaints, and tracks the progress 
of action until they are resolved.  Findings and other details are 
reported to the Customer Experience Committee which reports 
this regularly to the Executive Committee. 

These initiatives contributed to the decrease in the number of 
complaints in 2019 compared to the previous year.
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The Bank relies on customer feedback and their inputs to further 
improve and enhance the branches. As a result, branch customer 
satisfaction (CSat) score is improving over time. In 2019, the 
institutional CSat score of Metrobank is 81%. 

Metrobank Foundation, 
Inc. (MBFI) 
Metrobank Foundation Inc. (MBFI), one of the country’s biggest 
non-profit foundations, celebrated its 40th founding anniversary 
in 2019, following four decades of persevering dedication in 
supporting programs that promote positive values and encourage 
Filipinos to be their best.  The Foundation’s programs focused 
on public service excellence, education, visual arts and heritage, 
poverty alleviation and disaster response. 

In celebrating 40 years of creating social impact, the Foundation’s 
anniversary theme of “Puso at Sigasig” emphasized the importance 
of sincerity of heart and intensity of zeal in effectively contributing 
to a more progressive nation.

Public Service  
excellence
Metrobank Foundation Outstanding Filipinos

The Foundation recognized the unsung heroes in public service 
that make up the bulk of service workers in government – 
teachers, soldiers, and police officers.  The award program 
carried the theme “Beyond Excellence” and honored outstanding 
public servants who inspired and influenced their peers in their 
respective professions and whose work made a lasting positive 
impact on people and to the country.

Since 1985, Metrobank Foundation has recognized a total of 675 
outstanding Filipinos, of which 368 are teachers, 160 are soldiers 
and 147 are police officers.  

A commissioned study conducted by the UP School of Economics 
focusing on teachers found that the program had impacted 
awardees in terms of career growth, improved incomes, career 
promotion, and increased participation in trainings here and 
abroad.  The teachers also produced more relevant instructional 
materials, became resource speakers and received more 
professional and community awards.  Some of them pursued 
higher studies.  

The search for candidates to the award also provided a positive 
influence in terms of encouraging the school community to 
beautify school’s surroundings, including the appearance of 
dormitories, cafeteria, and surroundings.   

Institutional partners
Metrobank Foundation partners include the Department of 
Education (DepEd), Department of the Interior and Local 
Government (DILG), Department of National Defense (DND), 
Armed Forces of the Philippines (AFP), Philippine National Police 
(PNP), Commission on Higher Education (CHEd), Rotary Club of 
New Manila East (RCNME), Rotary Club of Makati Metro (RCMM), 
and PSBank.

National Teachers’ Month 

In line with the celebration of national teachers’ month (NTM) 
which runs every year from September 5 to October 5, Metrobank 
brings many sectors together to give tribute to teachers.   NTM 
calls attention to the important service rendered by the country’s 
heroes and heroines in the classrooms. In 2019, there was an 
increase in the number of participating NTM partners, particularly 
in the regions.  In that year, 145 organizations and companies joined 
the 2019 NTM celebrations – a 28.3% increase from 2018.

education
Metrobank Scholarship Program 

Metrobank is a staunch believer in the importance of education 
in alleviating poverty. In 1995, Metrobank Foundation set up the 
Metrobank Scholarship Program (MSP) which provided quality 
education to the marginalized but academically gifted students. As 
scholars, MSP recipients were also taught the value of “paying-it-
forward,” so that the gift of education could be passed on to other 
deserving students. 
  
The Scholarship Program for Elementary and High school students 
is the Share A Gift of Education (SAGE) which is given to Filipino-
Chinese students. This program has graduated 100 students to-date. 
Meanwhile, the College Scholarship Program (CSP) is a nationwide 
undertaking that provides student assistance to college students 
and engages private partners. To date, the program has produced 
1,053 graduates. 

Heart for Community
413-1
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Meaningful 
Journey
Timothy Justine Santiago has been a recipient of several 
scholarship programs since he started school. As the only son of 
a single parent, Timothy knew that going to college would put a 
strain on their already limited budget. He knew that he needed 
a scholarship. This was where his journey with Metrobank began. 
What started as a coincidence, became a story of destiny. 

His story began when his mother coincidentally passed by a 
Metrobank branch advertising their tertiary scholarship program. 
Curious about the program, Timothy’s mother inquired about 
the scholarship, after which they were referred to Manila Tytana 
Colleges (formerly Manila Doctors College). 

Timothy went through a series of examinations and interviews 
as part of Tytana’s admission process, as well as Metrobank 
Foundation’s scholarship qualification procedure. He was 
interviewed by representatives from Tytana and Metrobank 
Foundation. While waiting for his turn to be interviewed, blood 
gushed from Timothy’s nose. Thinking back on this moment, he 
is still unsure whether it was fear or excitement that caused his 
nose to bleed. The nosebleed, however, proved to be a minor 
hiccup. Timothy qualified for the Metrobank Foundation/GT 
Foundation’s Youth for Excellence and Service (MBFI/GTFI YES) 
Scholarship Program. He was enrolled in Manila Tytana Colleges 
with a Bachelor of Science Degree in Psychology. 

The scholarship covered Timothy’s tuition fee, and also provided 
Timothy with book and uniform allowances, as well as monetary 
allowance per semester. In return, the scholarship had two 
requirements. First, scholars should maintain a passing grade 
throughout their time in college. Second, scholars must go 
through the Summer Internship Program for Scholars (SIPS) of 
the Foundation. 

In Timothy’s perspective, these requirements are quite easy to 
comply with. In fact, he has been awarded the President’s Circle 
Award numerous times during his stay in Tytana. The President’s 
Circle Award is given to students who have reached a standard 
of 90 to 92.99 Grade Weighted Average with no score from each 
course lower than 85% for each semester of the school year.

He also described his SIPS experience as one of the highlights 
of his college years. Through SIPS, Timothy was exposed to the 
corporate world. Timothy spent his time in SIPS under the Office 
of the President of the Metrobank Foundation where he was 
assigned to do research work. During his time with Metrobank 
Foundation, Timothy met Maco Ravanzo who he refers to as Kuya 
Maco. Kuya Maco was the Metrobank Foundation Coordinator 
at that time. Being the only child in his family, Kuya Maco became 
the brother Timothy never had. His spirit of volunteerism 
ingrained the value of gratitude in Timothy’s heart. 

The Foundation only requires its scholars to go through one 
cycle of SIPS, but Timothy grew fond of the experience. He saw 
SIPS as a valuable supplement to his learning experience. Thus, 
he reapplied. This time he was assigned in the Human Resources 
department of Metrobank. This was when Timothy gravitated 
towards industrial psychology. He was already starting to chart 
his future, and Metrobank remains intertwined in that future that 
he is imagining. 

Timothy graduated from Tytana with a degree in Psychology. 
Shortly after, he also passed the exam for Psychometricians. 
He was sure about two things: one, he wants to pursue a 
career in Human Resources, and two, he wants that career to 
be with Metrobank. However, there were no vacancies at that 
time. He continued his career as an HR Assistant in a different 
firm. Until after a year, the Talent Acquisition Department of 
Metrobank’s Human Resources had an opening. Seeing it as a 
great opportunity, Timothy applied, and he is now with Metrobank 
for more than two years.

When asked why he wanted to work with Metrobank, his answer 
was simple, it is because he is happy with Metrobank. He is happy 
to have been showered by their generosity, both as a grantor 
of scholarship and as an employer. He is happy to be part of a 
workforce whose mindset is geared towards growth. 

Metrobank-MTAP-DepEd  
Math Challenge (MMC)

MMC sponsors the longest running math competition in the 
country. The annual mathematics competition that Metrobank 
conducts is in partnership with the Mathematics Teachers 
Association of the Philippines and the Department of Education. 
It has generated the participation of nearly half a million students 
from both public and private schools. In 2019, out of the 403,707 
elementary and junior high school students that joined in the 
elimination rounds, 15 emerged as national winners.

Visual Arts and Heritage
Metrobank Art and Design Excellence (MADE)
  
Established in 1984, MADE was designed to bring out Filipino 
artistry and creativity through an annual competition in painting  
and sculpture. In 2019, five more awardees in visual arts were 
added to the roster bringing to 409 the number of artists and 
professionals recognized.

Culture and Heritage Education Program 

Launched in 2017, this program aims to educate the public and 
create awareness of culture and heritage through exhibitions, 
lectures, and workshops. Twenty lectures, attended by more than 
3000 participants, had been held so far. 

Disaster Response
The Foundation extends help to survivors of natural calamities 
through relief and rehabilitation efforts under the “Metrobank 
Group Helping Hands.” MBFI and its partners work with local 
government units and the Department of Social Welfare and 
Development to assist areas that are hardest hit by calamities.

In 2019, the program assisted 10,715 beneficiaries. Php 6.0 million 
was spent for relief assistance, including food packs, hygiene kits, 
sleeping implements, tents and blankets.

Poverty Alleviation
The foundation provides financial assistance to socio-civic and  
non-government organizations as well as local and national 
government agencies whose projects/programs are aligned with 
its own thrust.  These involve health, education, arts, and livelihood, 
and areas that also align with the attainment of select Sustainable 
Development Goals (SDGs).

In 2019, beneficiaries in these SDG goal areas totaled 24,115 
individuals and 11,397 families.  

Selection of donations and partnerships are decided on the  
basis of priorities and relevance to existing programs being 
implemented. For this, the Foundation gave out Php 20.0 million  
to 50 organizations.

TARGET AREAS

Thrust Priority Geographical Areas

Education NCR; Eastern Visayas
Livelihood / Poverty 
Alleviation Apayao; Eastern Visayas; Sarangani

Health NCR (Taguig, Pateros, Pasay, etc.); 
Eastern Visayas; Sarangani

Arts NCR
Governance NCR
Calamity Assistance 
/ DRRM Nationwide

Mindanao will be a priority area across all grants program thrusts.

Health
Manila Doctors Hospital

MBFI is also the principal owner of the Manila Doctors Hospital 
(MDH), one of the leading centers of wellness in the country.   
MDH is the health care arm of the Foundation, offering social 
services such as subsidies for in-house patients, outreach programs, 
medical missions, and other health-related interventions in  
adopted communities.

MDH is also the leading hospital in the country that focuses on 
community engagement and initiates various programs focusing on 
social service for the promotion of quality of life improvement. 
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At the core of every Metrobanker is 
the commitment to make meaningful 
contributions to the communities we serve. 

suMMaRY of FINANCIAL STATEMENTS
(In Million Pesos, Except Per Share Amounts and Foreign Exchange Rates)

                  Consolidated   Parent
                          At  Year End 2019 2018 2019 2018
Total Assets     2,450,813 2,243,693 2,087,435 1,863,664
 Loans and Receivables – Net      1,483,568 1,391,034 1,177,101 1,116,257
 Investment Securities          516,015 416,353 454,870 334,917
 Others 451,230 436,306 455,464 412,490
    
Total Liabilities     2,132,322  1,952,989 1,767,443 1,570,901
 Deposit Liabilities      1,714,144  1,556,753 1,500,292 1,325,991
  Demand         411,873  355,473 372,303 322,371
  Savings         665,634  609,471 630,946 577,815
  Time         592,897  548,019 461,713 390,475
  Long-Term Negotiable Certificates of Deposit           43,740  43,790 35,330 35,330
 Others          418,178  396,236 267,151 244,910
    
Total Equity 318,491 290,704 319,992 292,763
 Attributable to:      
  Equity Holders of the Parent Company 309,554 282,960 319,992 292,763
  Non-Controlling Interest 8,937 7,744 -  -
    
Book Value Per Share (BVPS) 68.84 71.11 71.17 73.57
    
Foreign Exchange (USD:PHP)    
 BAP Closing Rate 50.64 52.58  
 BAP Weighted Average Rate 51.79 52.68  
 (BAP: Bankers Association of the Philippines)    

        Consolidated   Parent
                             For the Year 2019 2018 2019 2018
Net Interest Income 76,997 68,822 49,921 42,328
 Interest Income 116,183 97,186 76,233 60,321
 Interest Expense 39,186 28,364 26,312 17,993
    
Non-interest Income 29,922 23,784 23,692 18,426
 Service Charges, Fees and Commissions 14,266 12,695 5,145 4,954
 Trading and Securities Gain - Net 5,472 2,541 4,352 3,041
 Foreign Exchange Gain (Loss) - Net 3,798 210 3,521 (66)
 Leasing 2,122 2,252 210 224
 Income from Trust Operations 1,241 1,290 1,204 1,259
 Other Non-interest Income1 3,023 4,796 9,260 9,014
    
Total Operating Income 106,919 92,606 73,613 60,754
    
Total Operating Expenses 67,984 61,426 38,949 34,262
 Provision for Credit and Impairment Losses 10,078 7,770 1,644 807
 Other Operating Expenses 57,906 53,656 37,305 33,455
    
Provision for Income Tax 10,061 7,745 6,609 4,484
    
Net Income 28,874 23,435 28,055 22,008
 Attributable to:    
  Equity Holders of the Parent Company 28,055 22,008  
  Non-controlling Interest 819 1,427  
    
Basic/Diluted Earnings Per Share (EPS)
Attributable to Equity Holders of the Parent Company 6.24 5.162  
 1 Includes share in net income of subsidiaries, associates and a joint venture
 2 Restated to show the effect of stock dividends issued in 2019

     Consolidated   Parent
                            For the Year 2019 2018 2019 2018
Net Interest Margin 3.8% 3.8% 3.1% 3.0%
Return on Average Equity 9.5% 9.1% 9.2% 8.8%
Return on Average Assets 1.2% 1.0% 1.4% 1.2%
Non-performing Loans Ratio 1.3% 1.2% 0.9% 0.7%
    
Capital Adequacy Ratio 17.5% 17.0% 15.5% 15.8%
Tier 1 Capital 16.2% 14.6% 14.1% 13.3%
Common Equity Tier 1 16.2% 14.6% 14.1% 13.3%
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Its state-of-the-art technology and community engagements has 
placed MDH in the frontlines of healthcare innovation.  MDH is 
recognized as one of the few learning hospitals in the country 
founded on the culture of community values and excellence.

MDH Circle of Partners is a partnership with non-profit 
organizations, corporate foundations, private corporations, faith-
based organizations, and government agencies.  This initiative 
cushions families from the debilitating health care costs. 
Annually, about five multi-specialty medical and surgical missions 
are conducted in isolated and poor communities. Since 2015, 20 
medical missions have been conducted, 15,334 patients have been 
served and 751 of whom received free surgical interventions.  A 
total of Php 8.8 million worth of free medicines were dispensed.

The Hospital currently implements six  in-house surgical programs 
for social service patients needing crucial surgical intervention due 
to goiter (GETS - Goiter Ends Today through Surgery), cataract 
(Share the Gift of Vision), ovarian and uterine tumors (WE SHOUT 
- Women Empowerment through Surgical Help for Ovarian and 
Uterine Tumors), cleft lip and palate (Bridging the Gap), hernia 
(PATH - Pain Alleviation through Treatment of Hernia), and 
gallstones (GREAT Health - Gallstone Removal Eliminating  
Adverse Threats to Health).             
    
The community adoption program called Forging Oneness, 
Responsibility, Growth, and Empowerment or FORGE operates 
within a community or a barangay for three to six years ensuring 
that primary health care is accessible for all. 

School Health Advancement as a Response to Education 
Development (SHARED) is the school health adoption program  
of MDH in partnership with the Department of Pediatrics.  It aims 
to promote total wellness to the school community. 

MDH is the first hospital to undertake a Deaf Awareness 
Orientation or the HEARD program as well as Filipino Sign 
Language and Basic Visual Gestural Communication training for  
its medical community and frontliners. 

Men Caring for Women (MCW) is a nationwide campaign program 
which aims to advocate, raise awareness, and generate resources 
for mental wellness and gender-related issues. 

#SaveAChildSaveTheNation is a mental wellness project for 
traumatized poor children and adolescents. MDH is the only 
hospital in the Philippines openly addressing mental health issues 
brought about by community violence, sexual abuse, and online 
child sexual exploitation. 

GREEN (Generating Resources and Engagement for the 
Environment and Nature) Rebellion is the environment program 
that aims to promote environmental awareness and create clean 
and green spaces in the Hospital’s adopted park, community,  
and school. 

In 2014, Manila Doctors adopted the Arroceros Tree Park regarded 
as the Last Lung of Manila with the intention of preserving and 
improving it for the current and next generations. 

REDI (Responsive and Efficient Disaster Intervention) is the  
disaster response program of the hospital.  It assists in providing 
medical and basic material needs of those affected by natural and 
man-made disasters.

Metrobank’s Purple Hearts Club

At the core of every Metrobanker is the commitment to make 
meaningful contributions to the communities we serve. The Purple 
Hearts Club (PHC) is an employee volunteer group which was 
named after the American military’s Purple Heart Medal awarded 
to soldiers for their valor in service. The Purple Hearts Club has 
become the Metrobanker’s way of redefining the concept by 
expressing acts of courage through volunteerism.  By giving of 
themselves in the service of the community, in such programs such 
as health, education, and disaster relief, the Metrobankers practiced 
one of the Bank’s core values - an Institution with a heart – by 
caring for and serving the community.

In 2019, PHC already has 7,970 members coming from the 
Bank’s different units in the head office, in Metro Manila, and in 
the countryside. Members participated in PHC programs by 
serving and giving their time, talent and treasure.  There were 
3,711 members who served in various PHC activities while 4,865 
donated to distinct PHC causes.
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Director 
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Director since April 2014
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Independent Director 
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66 years old
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Independent Director, Metrobank Card Corporation 
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Edmund A. go
Director
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Dr. Jesli A. Lapus
Independent Director
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70 years old
Independent Director, STI Education Systems Holdings Inc.*
Chairman, STI Education Services Group Inc.
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Asian Institute of Management
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Chairman, LBP Service Corporation
Former Secretary, Department of Trade and Industry
Former Secretary, Department of Education
Former President/CEO, Landbank of the Philippines
MBM, Asian Institute of Management

Rex C. Drilon II
Independent Director
Director since August 2012
73 years old
Vice Chairman, Institute of Corporate Directors
Trustee, Institute for Solidarity in Asia
Former President/Director, Cebu Holdings, Inc. *
Former President/Director, Cebu Property Ventures and 

Development Corporation *
Former Chief Operating Officer, Ortigas & Company
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Francisco F.  Del Rosario, Jr.
Independent Director
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72 years old
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 Trustee, ABS-CBN Foundation
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Former President, Management Association of the Philippines
Former Vice Chairman/President/CEO, Development Bank  

of the Philippines 
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maKIng BanKIng meanIngful

100 101



maKIng BanKIng meanIngful

102 103

Hon. Fidel
V. Ramos
Senior Adviser

Former President, Republic of  
the Philippines

Hon. 
Artemio V.
Panganiban
Senior Adviser

Retired Chief Justice, Supreme Court  
   of the Philippines

Chairman, Board of Advisers, Metrobank
   Foundation, Inc.

Dr. David
K.P. Li
Senior Adviser

Chairman/CEO, Bank of East Asia, Ltd. 
Hong Kong

Gabriel
Chua
Senior Adviser

President, Solid State Multi  
    Products Corp.

James
Go
Senior Adviser

Adviser, Metrobank Foundation, Inc.

Carlos S.  
Chan
Senior Adviser

Chairman, Liwayway Marketing Corp.
Chairman, Chan C. Bros, Inc.
Chairman, Liwayway (China) Co., Ltd.
Special Envoy of the President for the  
     People’s Republic of China

senioR ADVISERS

aDViseRs

David O.
Chua
Adviser

President, Cathay Pacific Steel Corp.
Vice Chairman, University of the East
Trustee, University of the East – Ramon  
   Magsaysay Memorial Medical Center, Inc.
Vice President, Federation of  
   Filipino-Chinese Chambers of  
   Commerce and Industry, Inc.
Former Director, Philippine Stock Exchange

Cornelio
C. Gison
Adviser

Former Undersecretary,  
       Department of Finance

Tan Tian
Siong
Adviser

Chairman/President, Nation Paper  
     Products & Printing Corp.

Mary V.
Ty
Adviser

Adviser, GT Capital Holdings, Inc.
Adviser, Federal Land, Inc.
Adviser, Manila Medical Services, Inc.
Trustee, Metrobank Foundation, Inc.

maKIng BanKIng meanIngful

102 103



maKIng BanKIng meanIngful

104 105

Homer Gerrard L.  
Ortega

Senior Vice President

Digs A. Dimagiba
Senior Vice President

Bernardino D.
Ramos

Senior Vice President

Aniceto M.
Sobrepeña

President, MBFI

Paul Robert
Y. Murga

Executive Vice President

Stephen S. See
Senior Vice President

Vivian L. Tiu
Executive Vice President

enteRPRise seRViCes SECTOR

MetRoBanK 
FOUNDATION, INC.

Ma. Lizette B. Perez
Senior Vice President

Angelica S. Reyes
Senior Vice President

Anthony Paul C. Yap
Senior Vice President

Fernand Antonio A. 
Tansingco

Senior Executive Vice President

Leandro Antonio G. 
Santillan

Senior Vice President

Jette C. Gamboa
Senior Vice President

Rommel Enrico  C. 
Dionisio

Senior Vice President

Edgar Allan P. 
Guerrero

Senior Vice President

finanCial MaRKets SECTOR

maKIng BanKIng meanIngful

104 105



maKIng BanKIng meanIngful

106 107

maKIng BanKIng meanIngful

106 107

SVP Teresita L. Dy - not in photo

Melizza Doris L.  
Guiao

Senior Vice President

Richard Benedict  
S. So

Executive Vice President

Susan L. Niere
Senior Vice President

David Peter B.  
Holmes

Senior Vice President

Emmeline D. Go
Senior Vice President

Lita S. Tan
Senior Vice President

Retail BanKing SECTOR

Ramon Jaime 
Vivencio L.  
Del Rosario

Senior Vice President

CaRDs anD 
PeRsonal 

CReDit SECTOR

Corazon Ma. Theresa 
B. Nepomuceno

Executive Vice President

Christine W. Yang
Senior Vice President

Marilou B. Cirilo
Senior Vice President

Maritess B. Antonio
Executive Vice President

Joshua E. Naing
Senior Executive Vice President

SVP Quintin T. Medrano, Jr. - not in photo

finanCial anD  
ContRol SECTOR

offiCe of tHe PRESIDENT



108 109

making banking meaningful

108108

Mary Mylene A. 
Caparas

Executive Vice President

Leopoldo M. Ubaldo
Senior Vice President

Antonio R.  
Ocampo, Jr.
Senior Vice President

Louie I. Evangelista
Senior Vice President

Pocholo V.  
Dela Peña

Senior Vice President

Mary Rose S.  
Tiamson

Senior Vice President

Nelson G. See
Senior Vice President

institutional  
BanKing SECTOR

senioR offiCeRs LIST
FIRST VICE PRESIDENT
Abellar, Ma. Lourdes P.
Abes, Kathryn Francis B.
Ajos, Jay Nazarene Christene A.
Alcantara, Allen D.
Almeda, Mary Jacqueline Justina H.
Antonio, Leilani Anacleta F.
Arjonillo, Carolina K.
Buenavista, Grace C.
Burgos, Reynaldo C.
Cabral, Emmanuel R.
Capili, Judy Grace D.
Capulong, Jovencio R.
Centena, Mia S.
Chan, Marie Chorie Candice R.
Chua, Claudine U.
De Santos, Justina Ma. Teresita M.
De Vera, Rosanna F.
Esguerra, Samuel D.
Fajardo, Ma. Theresa A.
Fragante, Leo R.
Gan, Grace P.
Garcia, Jose Ramon C.
Koa, Alicia K.
Leh, Paul Terence T.
Lim, Mary Joyce S.
Lindo, Ely Roy B.
Lu, Dennis Lawrence T.
Lugue, Manolo T.
Malagar, Kathryn Kay T.
Maraingan, Rey T.
Mariano, Federico T.
Matriano Jr., Romulo M.
Medalla, Maria Nelia S.
Navarra, Jasmine E.
Ng, Natalie T.
Ochoa, Marie Antoinette M.
Ong, David S.
Orlino, Christian Paul Philippe D.
Oxales, Maria Lourdes Veronica C.
Padilla, John L.
Palao, Katherine G.
Pedrosa, Ricardo N.
Que, Winny S.
Reyes, Christopher Hector L.
Reyes, Ma. Imelda A.
Rivera, Elmer R.
Roxas, Cynia C.
Salcedo, Rosana R. 
San Juan, Christian D.
Sevidal, Raquel N.
Simbulan, Mylene S.
Siriban, Cynthia P.
Tan, Irene Y.
Tan, Roseanne T.
Tobias, Benigno G.
Tolentino, Lorna Y.
Trinidad, Maria Elena Z.
Ty, Zandra M.
Urbiztondo, Rey C.
Vasco, Jose Antonio O.
Victoriano, Randell D.
Villanueva, Paul Donato V.
Wong, Jay S.
Xu, May Sherri M.
Yuseco, Noel Peter Z.
Zamora, Anthony Albert M.
Zamora, Ruben L.

VICE PRESIDENT
Abueg, Alona A.
Alcantara, Jose Miguel Paolo F.
Alcid, Myleen D.
Alejandrino, Randy A.
Alincastre Jr., Celso Manuel G.
Amiscaray, Gina Rowena V.
Anunciacion, Dante P.
Arellano, Hector B.
Arenas, Celina A.
Balagtas, Dennis Edmund E.
Balatbat, Armelyn G.
Bandong, Angela Juvy C.
Barlis, Armand B.
Bautista, Dionnette P.
Bautista, Ildemarc C.
Bauto, Ramoncito O.
Beltran, Ma. Jizzelle Lee M.
Berbaño, Noel L.
Bernabe, Laarni D.

Bormate, Rebecca B.
Cagurangan, Jose Mari S.
Calderon, Estela S.
Calumpang, Eric A.
Carreon, Reynilo M.
Chan, Susana Y.
Chiong, Easter Angela S.
Chiu, Mary Ann K.
Cirujano, Edralino G.
Co, Cristina G.
Cocabo, Jinnah E.
Coloma, Ma. Teresa A.
Concepcion, Crisanto M.
Cruz, Darius M.
David, Jaqueline L.
De Guzman, Lyn L.
De Leon, Patricia May P.
De los Reyes, Jonas R.
De Sagun-Madrid, Criselda Q.
De Venecia III, Marcelo R.
Dela Cruz, Jon Sherbert G.
Dela Cruz, Margareth Luz C.
Delizo, Ricardo S.
Enriquez, Albert T.
Espino, Donato V.
Faustino, Joseph S.
Fernandez, Ma. Carlota C.
Florendo, Eugenia A.
Francisco, Criselda N.
Gatuslao, Geralyn Q.
Gloria, Arthur Robert C.
Gloriani, Emelita A.
Go, Maria Elena R.
Go, Nathaniel D.
Golangco, Margaret C.
Herradura, Renalita L.
Icban, Ma. Theresa V.
Legaspi, Elizabeth B.
Legaspi, Elizabeth D.
Leonardo, Carilla S.
Leung, Ramir M.
Liao, Ma. Theresa E.
Lim, Walter C.
Lim, William C.
Liwanag, Fina Victoria S.
Lomigo, Happy Mar S.
Mangaban, Neliza B.
Mapa, Juan Placido III, T.
Mayor, Maria Ana S.
Mendez, Diana Lou N.
Millonado, Maida Lourdes E.
Monsod, Eunice Zuleika N.
Mozo, Michelle Anne G.
Ong, Maria Rita Purificacion V.
Ongsiaco, Edna O.
Panlilio-Amoranto, Janella Marie R.
Pantangco, Ferdinand P.
Pascioles, Arnulfo, Jr. B.
Pasimio, Mikael Angelo S.
Payabyab, Ener F.
Portugal, Jocelyn Joy Y.
Pua, Ivan Charlton U.
Que, Marilou P.
Rabot, Joel U.
Reyes, Maria Sharon C.
Rivera, Teddy D.
Roxas, Anna Sylvia E.
Roxas, Eriberto Pedro Antonio C.
Ruiz, Cynthia G.
Salazar, Robert Manuel B.
Salientes, Rodolfo J.
Samaniego, Chad Aaron R.
Samonte, Angela Esperanza M.
San Miguel, Rolando L.
Sanchez, Enrico E.
Santos, Ruben L.
Santos, Vanessa Grace Y.
Santos, Veronica C.
Siapuatco, Ma. Dolores L.
Sio, Midel A.
Siochi, Reynaldo C.
Tan, Helen L.
Tan, Jennifer G.
Tan, John Paul V.
Tan, Leny C.
Tan, Mary Janet S.
Tee, Elsa U.
Tenorio, Florencio A.
Tined, Alexander S.
Tiongson, Carmelita A.

Tiu, Betty T.
Trinidad, Anna Maria C.
Uyboco, Mercedes Desiree P.
Valencia, Edwin M.
Valenzuela, Ma. Gingili A.
Velez, Ma. Christina A.
Villa, Hector M.
Villegas, Cynthia G.
Yabut, Mark Dexter D.
Yee, Mary Ruth Frances M.
Ypil, Charito N.
Yu, Zenaida R.

ASSISTANT VICE PRESIDENT
Abao, Emmanuel A.
Abarintos, Edda Rea C.
Acopiado, Ma. Lourdez A.
Aguilar, Angelito F.
Alday, Jarold S.
Alejandro, Vilma S.
Amantillo, Ma. Concepcion A.
Ang, Maria Jennifer P.
Ang, Michelle U.
Angala, Maria Salome P.
Angco, Ronaldo D.
Angob, Maria Socorro T.
Anot, Jr., Alfredo D.
Antiporda, Susan Q.
Antonio, Rodolfo E.
Aquino, Roland Raphael A.
Atraje, Maria Teresa S.
Avila, Michael R.
Awa, Renato, Jr. V.
Azada-Chua, Maria Cynthia K.
Balajadia, Ma. Cecilia C.
Baltazar, Airah S.
Basconcillo, Priscilla S.
Bernal, Achilles L.
Benedicto III, Ceferino Joseph E.
Bertulfo, Jinalyn R.
Bilasano, Jasmin S.
Biyo, Alma D.
Borce, Susan C.
Bosita, Anna Gael D.
Cabaero, Claro B.
Candelaria, Liv Ivy Lane P.
Canicula, Jazzle R.
Canlas, Clair Aquin Ned P.
Carag, Placido A.
Cardillo, Hernando S.
Carpio, Daryl L.
Casalo, Janice Anne E.
Castillo, Teodoro
Castro, Miriniza C.
Casyao, Rizalito H.
Cayanan, Alvin T.
Celo, Jessica C.
Chan, Policarpio S.
Chong, Ray E.
Chu, Cherry Joy S.
Chua, Cybin A.
Chua, Helen C.
Chua, Marianne T.
Chuaunsu, Merriam Josephine 
   Socorro M.
Cledera, Jean L.
Co, Agnes C.
Concepcion, Ivy Lovelle L.
Constantino, Marilyn M.
Cordero, Eufrocina C.
Costales, Robert S.
Cruz, Dennis Ryan V.
Cuenca, Lirio Luna D.
Cumigad, Edward C.
Curato, Raymund D.
Curso III, Vicente B.
Cuyugan, Ruth C.
Dampitan, Maria Arlene A.
David, Joseph C.
De Castro, Ma. Theresa N.
De Guia, Florinda L.
De Jesus, Jude Martin Peter S.
De Jose, Jane D.
De Leon, Bernard M.
De Vera, Dinna B.
Del Moral, Dorotheyo B.
Dela Cruz, Grazel G.
Dela Victoria, Evelyn G.
Delos Santos, Ma. Victoria D.

Diesmos, Adonis Manuel C.
Dimatatac, Wivina R.
Dizon, Mervin S.
Domingo, Arnel F.
Escobar, Lourdes N.
Eustaquio, Christopher John H.
Fabul, Monette A.
Fernandez, Ferdinand B.
Florendo, Steve V.
Flores Jr., Elamor C.
Francisco, Ma. Elizabeth A.
Fresnido, Gregorio III B.
Gabor, Melissa K.
Gabriel, Eloisa A.
Galang, James Royce C.
Garcia Jr., Romeo M.
Geronimo, Alizzabeth O.
Geronimo, Isidro A.
Go, Andrew Michael G.
Goguanco, Ronald P.
Gonzales, Cromel D.
Gonzales, Iris B.
Gregorio, Arleen Gay L.
Grey, Bianca Denise J.
Guntayon, Florencio B.
Haveria, Melchor F.
Heceta, Julita Corazon M.
Henson, Juan Marco S.
Herico, Laarni L.
Hernandez, Maria Zarah C.
Herrera, Jose Emmanuel K.
Ico, Ronaldo D.
Ignacio, Roy B.
Ileto, Olivia Z.
Imperial, Ryan O.
Isip, Jose Mari V.
Jardeleza, Roderick T.
Jiang, Peggy S.
Jose, Dino R.
Jose, Martin M.
Junio, Judy Minda O.
Kaamiño, Francis Joseph P.
Kua, Francis W.
Kua, Sharon B.
Lariosa, John Benecer III, R.
Larlar, Francis Rene B.
Lasala, Maria Celeste F.
Laudico, Laurence John D.
Lei, Analisa B.
Leyson, Amelyn O.
Liam, Cherrie Belle Y.
Lim, Steve Robertson L.
Limpin, Irmino Noel R.
Llave, Baby Amor R.
Lo, Christy T.
Lopez, Pamela Kristine L.
Lucido, Mirasol C.
Lukban, Lilibeth N.
Luna, Hansel R.
Macabidang, Eloisa S.
Macalalad, Raul S.
Madlangbayan, Reyni D.
Madrazo, Alma E.
Magbual, Eugenio R.
Magpayo, Ruth Salome A.
Malan, Joel Julio M.
Mallari, Aaron G.
Mampusti, Ariel D.
Manansala, Fernando Jose T.
Manzano, Ivy Din A.
Mariano, Evelyn D.
Mariano, Ernest Michael, Jr. L.
Mariano, Jose Bayani T.
Mariano, Marian Louise F.
Medina, Augusto, Jr. G.
Mendiola Jr., Ernesto E.
Mendoza, Alexander P.
Meneses, Katherine S.
Mercado, Maureen S.
Mercado Jr., Nilo Felix G.
Mir, Marjorie N.
Muñoz, Antonio T.
Nagasan, Nerisa D.
Navarrete, Nikki Rose A.
Navarro, Don Manolo M.
Nazareno, Algen F.
Ngo, Ma. Victoria G.
Nicdao, Ramon P.
Nieto, Anabel N.
Oliquino, Senen M.

Oliva, Erwin Lemuel G.
Oppus, Louie T.
Orias, Michael Charlie M.
Osorio, Melchor V.
Paatan, Yagtan Kenin S.
Padilla, Jr., Lamberto M.
Pador, Flossie Mae G.
Padua, Myla S.
Palma Jr., Rogelio V.
Panogan, Hrothgar M.
Pantallon, Mark S.
Parreño, Joyce P.
Pascual, Ruel A.
Patangan Jr.,  Vicente C.
Pecaña, Genevieve C.
Pegenia, Jacky Lyn A.
Pelaez, Joseph Eric D. 
Pios, Erickson D.
Plata, Lorelei P.
Po, Cristina Y.
Ponce, Anna Katrina Y.
Porcel, Harold P.
Quesada, Nencie A.
Quiñanola, Romberg E.
Quismundo, Victor M.
Raga, John 
Ramos, Anna Victoria B.
Ramos, Randolph John C.
Resurreccion, Cynthia C.
Reyes, Ma. Glenda Y.
Reyes, Maurita C.
Rigodon, Eugene Celeste M.
Rodriguez, David Lloyd D.
Roque, Maria Emily R.
Rosana, Carlos E.
Rosario, Bernadette S.
Rosario, Rolando G.
Rubiano, Susanna L.
Saldua, Josephine A.
Salenga, Michele B.
Salonga, Enmar S.
Salvador, Maria Virna A.
Samonte, Helen A.
Sanchez, Irish G.
Sandil, Ricardo L.
Santos, Krislyn H.
Santos, Ma. Milagros Laureta D.
Sayo, Leomel C.
Serrato, Juliet C.
Sierra, Diana O.
Sinay, Jeanilyn A.
Sinay, Roseminia R.
Singanon, Sophia Monica G.
Sioson, Michelle Odette D.
Siy, Vida Jordana C.
Sowy, Maria Theresa Z.
Suarez, Alma V.
Suarez, Maria Victoria A.
Suplico, Maria Ava Sharone S.
Sy, Janet U.
Tan, Andrew S.
Tan, Catherine C.
Tan, Vivien V.
Tantuan, Mercy M.
Teodoro, Denny L.
Tero, Raymond Blas G.
Tuason, Geoffrey V.
Tuason, Maria Angelica D.
Uy, Archie L.
Valencia, Alfredo P.
Valeriano, Ma. Michelle S.
Varquez, Esther T.
Verceles, Josefina Janet F.
Viay, Gina L.
Villafuerte, Alfredo C.
Villanueva, Marlon L.
Villaruel, Helen B.
Villegas, Karina B.
Wenceslao, Violeta D.
Wilwayco, Rowena R.
Wong, Charlene U.
Yap, Francisco P.
Yap, Jose Conrado Ildefonso R.
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PRoDuCts AND SERVICES
DEPOSIT SERVICES
Regular Debit Account
Regular Passbook Account
Regular Checking Account
Account One
Fun Savers Club Savings Account
USD & 3rd Currency Savings Accounts
Short & Long-Term Time Deposit
Flexi Ascend Time Deposit
Spark Savings Account
OFW Savings Account (with debit card/  
 passbook)
SSS and US Pensioner Accounts

CONSUMER LENDING
Car Loan
Home Loan

CARD PRODUCTS
EMV Debit Mastercard
EMV Prepaid Mastercard
EMV Paycard

ELECTRONIC BANKING FACILITIES
Automated Teller Machine
Affiliated with Cirrus-Maestro/BancNet
Visa Plus/Electron Cash
Withdrawal and Credit Card Advances
China Union Pay Withdrawal
Cardless Withdrawal
Balance Inquiry
Bills Payment
Inter-bank Funds Transfer
Intra-bank Funds Transfer
Purchase of Prepaid Load
Checkbook Request
Statement Request (Last 5 Transactions)
BancNet Point-of-Sale (Accredited BancNet
 Merchants)
Payslip Viewing/Printing

Cash Accept Machine
Balance Inquiry
Cash Deposit
Prepaid Card Loading

Metrobankdirect Retail
Balance Inquiry
View/Download Statement
Bills Payment
Fund Transfer
Checkbook Request
View Deposit Interest Rates
View Foreign Exchange Rates
Enroll New/Existing Own Account/ 
 Third Party Account
Manage Tax Payments
Manage Enrolled Accounts
New Account Opening

Metrobank Mobile Banking
Balance Inquiry
Bills Payment
Fund Transfer (Send and Request Money)
Prepaid Reload (Send and Request Load)
InstaPay
PESONet
Checkbook Request
Enroll New/Existing Own Account/ 
 Third Party Account
View Foreign Exchange Rates
Branch Locator
Account Personalization

Metrophone
Balance Inquiry
Bills Payment
Fund Transfer
Checkbook Request
Request Last 10 Transactions via Fax

MISCELLANEOUS OVER-THE-  
COUNTER SERVICES
Fun Savers Club Gift Checks
Manager’s Check

CUSTODIAL SERVICES
Safety Deposit Boxes

DOMESTIC REMITTANCE
Remittance-To-Account

ELECTRONIC FUND TRANSFER
InstaPay

CASH MANAGEMENT SERVICES
Metrobank Business Online Solutions 
Metrobankdirect Corporate
Statement of Account Transaction History
Account Inquiry & Statement
Check Status Inquiry
Checkbook Reorder
Loan Inquiry

Liquidity Solutions
Account Sweep
Reverse Sweep

Collection Solutions
Deposit Pick-Up (DPU)
Cash Delivery
Metro Check Collect (MCC)
Direct Debit
Check Warehousing
Bills Payment Collection Arrangement  
 (BPCA)
Present and Pay
Business Payment Gateway
Collect Anywhere

Payment Solutions
Funds Transfer
Manager’s check
Corporate Check

Payroll Solutions
Regular Payroll Services
Payroll Plus

CollectAnywhere – Domestic
CollectAnywhere – International

GOVERNMENT COLLECTION AND 
OTHER PAYMENT SERVICES  
(Available to Corporates & Retail)
BIR Tax Payments
Philhealth Premiums
Pag-ibig Payments
SSS Contributions, Sickness, Maternity and 
Employees Compensation (SMEC)
Bureau of Customs (BOC) Duties

TRADE SERVICES (EXPORT)
Export Letters of Credit (LC) and Non-LC: 
Advising, Confirmation, Negotiation, Settlement

TRADE SERVICES (IMPORT)
Commercial Letters of Credit (LC)

Guarantees
Standby LC, Bank Guarantee, CLCU
Shipping Guarantee/AWB/BL Endorsement

Certificate of Cash Deposit

Non-LC Trade Transactions
Documents Against Payment
Documents Against Acceptance
Open Account
Direct Remittance
Advance Payment

Collection of Import Advance and Final Duties

TRADE FINANCE
Supplier Financing Program
Dealer Financing Program
Receivables Factoring
Trust Receipt Financing 
Floor Stock Financing Trust Receipt
Export Packing Credit Line
Export Bills Purchase and Collection

SPECIALIZED LENDING FACILITIES
Special Project Financing Program
Industry Loan Program
Working Capital Loans
FCDU Loans

102-2, 203-2

Rural Power Projects for :
Type A Beneficiaries (RESCO, QTP, NGO,  
 Cooperatives & LGUs)
Type B Beneficiaries (RET Purchasers/Suppliers)
Type C Beneficiaries (Electric Cooperative)
Type D Beneficiaries (Private Sectors   
 Proponents and LGUs)

Overseas Filipino Products
OFW PHP Savings Account (Passbook)
OFW PHP Savings Account (ATM)
OFW USD Savings Account (Passbook)

OVERSEAS FILIPINO SERVICES
Credit to Metrobank Account
Credit to Account with Other Philippine Banks
Door-to-Door Cash Delivery
Cash Pick-up at Metrobank Branches
Cash Pick-up Anywhere
Bills Payment (Includes payment services for  
 SSS and PAG-IBIG Contributions)
Shipping Payroll Services

TREASURY PRODUCTS
Government Securities
Peso Treasury Bills
Peso Fixed Rate Treasury Notes
Peso Retail Treasury Bonds
Foreign Currency denominated  
 Sovereign Bonds
Long Term Negotiable Certificates of Deposits
Bank Subordinated Notes

Corporate Securities
Peso Corporate Bonds/Notes
Foreign Currency denominated  
 Corporate Bonds

Foreign Exchange and Derivatives
Spot Foreign Exchange
Forward Foreign Exchange (Deliverable/Non 
Deliverable)
Foreign Exchange Swaps
Cross Currency Swaps
European Vanilla Foreign Exchange Options
Forward Rate Agreement
Interest Rate Swaps
Credit Default Swaps
Bond Forwards
Asset Swaps
Interest Rate Options
Bond Options
Deposit Plus
Treasury Time Deposit

UNIT INVESTMENT TRUST FUNDS (UITFS)
Peso Feeder Funds
Metro Aspire Bond Feeder Fund
Metro Aspire Balanced Feeder Fund
Metro Aspire Equity Feeder Fund

Peso and Dollar Fixed Income Funds
Metro Money Market Fund
Metro Short Term Fund
Metro Max-3 Bond Fund
Metro Max-5 Bond Fund
Metro Corporate Bond Fund
Metro Unit Paying Fund 
Metro$ Money Market Fund
Metro$ Short Term Fund
Metro$ Max-3 Bond Fund 
Metro$ Max-5 Bond Fund
Metro$ Asian Investment Grade Bond Fund

Peso Balanced & Equity Funds
Metro Balanced Fund
Metro Equity Fund
Metro Philippine Equity Index Tracker Fund
Metro High Dividend Yield Fund

Dollar Feeder Funds
Metro$ World Equity Feeder Fund
Metro$ US Equity Feeder Fund 
Metro$ Eurozone Equity Feeder Fund 
Metro$ Japan Equity Feeder Fund 
Metro$ US Investment Grade Corporate Bond

PERSONAL WEALTH MANAGEMENT SERVICES
Personal Management Trust
Investment Management Arrangement

INSTITUTIONAL FUND MANAGEMENT
Management of Corporate and Institutional Funds
Corporations
Educational Institutions
Religious Organizations
Foundations

Management of Pension and Provident Funds

Other Fiduciary Services
Escrow Services 
Other Agency Arrangements

PRIVATE BANKING SERVICES
Portfolio Advisory
Discretionary Mandates
Investment and Hedging Recommendation
Wealth & Estate Planning
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MeMBeRsHiP of  
inDustRY ASSOCIATIONS
1 ACI PHILIPPINES THE FINANCIAL MARKETS ASSO., INC. 
2 ASSOCIATION OF BANK COMPLIANCE OFFICERS INC. 
3 ASSOCIATION OF BANK REMITTANCE OFFICERS, INC. 
4 ASSOCIATION OF CERTIFIED FRAUD EXAMINERS (ACFE) PHIL. CHAPTER INC. 
5 ASSOCIATION OF PHILIPPINE CORRESPONDENT BANK OFFICERS INC. 
6 BANK SECURITY MANAGEMENT ASSOCIATION, INC. 
7 BANKERS ASSOCIATION OF THE PHILIPPINES 
8 BANKERS INSTITUTE OF THE PHILIPPINES, INC. 
9 CLEARING OFFICERS CLUB, INC. (COCI) 
10 CREDIT MANAGEMENT ASSOCIATION 
11 EMPLOYERS CONFEDERATION OF THE PHILS. (ECOP) 
12 FEDERATION OF INDIAN CHAMBERS OF COMMERCE (PHIL) INC. 
13 FINANCIAL EXECUTIVES INSTITUTE OF THE PHIL. 
14 FUND MANAGERS ASSOCIATION OF THE PHILIPPINES, INC. 
15 INFORMATION SYSTEMS AUDIT AND CONTROL ASSOCIATION, INC. 
16 INSTITUTE OF INTERNAL AUDITORS 
17 INTEGRATED BAR OF THE PHILIPPINES 
18 IT & BUSINESS PROCESS ASSOCIATION OF THE PHILIPPINES, INC. 
19 MAKATI BUSINESS CLUB INC. 
20 MANAGEMENT ASSOCIATION OF THE PHILS. 
21 MONEY MARKET ASSOCIATION OF THE PHILIPPINES (MART) 
22 NATIONAL ASSOCIATION OF SECURITIES BROKER SALESMEN, INC. (NASBI) 
23 PEOPLE MANAGEMENT ASSOCIATION  OF THE PHILS. INC. 
24 PHILIPPINE ASSOCIATION OF NATIONAL ADVERTISERS, INC. 
25 PHILIPPINE CHAMBER OF COMMERCE & INDUSTRY, INC. 
26 PHILIPPINE PAYMENTS MANAGEMENT, INC. 
27 THE AMERICAN CHAMBER OF COMMERCE OF THE PHILS. INC. 
28 THE JAPANESE CHAMBER OF COMMERCE & INDUSTRY OF THE PHIL. INC. 
29 THE PHILIPPINE STOCK EXCHANGE INC. 
30 TRUST OFFICERS ASSOCIATION OF THE PHILS., INC. 

102-13

gRi Content INDEX
GRI 102-55

 

GRI Standard Disclosure Page number

GRI 101: Foundation 2016

General Disclosures

GRI 102: General 
Disclosures 2016

Organizational Profile

102-1 Name of the organization 76

102-2 Activities, brands, products, and services 76, 110-111

102-3 Location of headquarters 76, 124

102-4 Location of operations See ATM and Branch Locator (https://metrobank.com.ph/atm-and-branch-locator) 

102-5 Ownership and legal form 65, 76

102-6 Markets served 21, 26-27

102-7 Scale of the organization 21, 26-27, 89, 99

102-8 Information on employees and other workers 28-34, 89-92

102-9 Supply chain Not applicable

102-10 Significant changes to the organization and its 
supply chain

68

102-11 Precautionary Principle or approach 55, 81

102-12 External initiatives 83-86

102-13 Membership of associations 112

Strategy

102-14 Statement from senior decision-maker 4-11

102-15 Key impacts, risks, and opportunities 57-60

Ethics and integrity

102-16 Values, principles, standards, and norms of 
behavior 

Inside front cover 

Governance

102-18 Governance structure 35

102-19 Delegating authority 42-62

102-21 Consulting stakeholders on economic, 
environmental, and social topics 

See 2019 Corporate Governance Manual, pp. 10-12 (https://metrobank.com.ph/
static/398bdbd50596f33f440a44846a1a70a6/metrobank-corporate-governance-
manual-as-of-june-30-2019-.pdf)

102-22 Composition of the highest governance body and 
its committees 

44-49

102-23 Chair of the highest governance body 45

102-24 Nominating and selecting the highest governance 
body 

44-45

102-25 Conflicts of interest 51

102-26 Role of highest governance body in setting 
purpose, values, and strategy

44

102-27 Collective knowledge of highest governance body 45-46

102-28 Evaluating the highest governance body’s 
performance 

50

102-30 Effectiveness of risk management processes See 2019 Metrobank Corporate Governance Manual pp. 80-82 (https://metrobank.
com.ph/static/398bdbd50596f33f440a44846a1a70a6/metrobank-corporate-
governance-manual-as-of-june-30-2019-.pdf)

102-35 Remuneration policies See 2019 Metrobank Corporate Governance Manual pp. 46-47 (https://metrobank.
com.ph/static/398bdbd50596f33f440a44846a1a70a6/metrobank-corporate-
governance-manual-as-of-june-30-2019-.pdf)

113

maKIng BanKIng meanIngful



114 115

making banking meaningful

114 115

making banking meaningful

 

GRI Standard Disclosure Page number

Economic

Economic Performance

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components The Bank maintains profitability by addressing material risks that have financial 
impact to the business.

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 201: 
Economic 
Performance 2016

201-1 Direct economic value generated and distributed 81

Indirect Economic Impacts

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components The Bank ensures that its products and services are aligned with client needs.

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 203: Indirect 
Economic Impacts 
2016

203-2 Significant indirect economic impacts 110-111

Anti-corruption

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components The Whistleblowing Policy is included on the Bank's Corporate Governance 
Manual (https://metrobank.com.ph/static/398bdbd50596f33f440a44846a1a70a6/
metrobank-corporate-governance-manual-as-of-june-30-2019-.pdf).

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 205:Anti-
corruption 2016

205-3 Confirmed incidents of corruption and actions 
taken

There is no recorded incident of corruption during the reporting period.

grI Content IndeX

GRI Standard Disclosure Page number

Environment

Materials

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 87

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 301: Materials 
2016

301-1 Materials used by weight or volume 87

Energy

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 87

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 302: Energy 
2016

302-1 Energy consumption within the organization 87

Emissions

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 87

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 305: 
Emissions 2016

305-1 Direct (Scope 1) GHG emissions 118

305-2 Energy indirect (Scope 2) GHG emissions 118

Social

Employment

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 89-92

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 401: 
Employment 2016

401-1
  

New employee hires and employee turnover 92

401-2 Benefits provided to full-time employees that 
are not provided to temporary or part-time 
employees

92

Occupational Health and Safety

GRI 103: 
Management 
Approach 2018

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 91

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

GRI 403: 
Occupational 
Health and Safety 
2018

403-1 Occupational health and safety management 
system

The Bank is compliant to Bangko Sentral ng Pilipinas’ rules and regulations on 
bank protection (Circular No. 620).  Based on this, the Bank designated a Security 
Officer who shall be responsible for the development and administration of a 
security program acceptable to BSP. Security and safety measures are regularly 
conducted through office inspections, emergency drills, and safety equipment 
testing and refreshing. 

403-2 Hazard identification, risk assessment, and incident 
investigation

Security and safety measures are regularly conducted through office inspections, 
emergency drills, and safety equipment testing and refreshing. 

403-3 Occupational health services 91

403-4 Worker participation, consultation, and 
communication on occupational health and safety

Announcements on wellness checks and other health and safety programs are 
disseminated to all employees whenever applicable.

403-5 Worker training on occupational health and safety As banks are more susceptible to external security threats compared to other 
industries, all security personnel undergo safety trainings on bank security 
enhancement, gun safety, bomb identification and detection, robbery and hold-up 
procedures, disaster awareness, and security guard customer care.

403-6 Promotion of worker health 91

403-7 "Prevention and mitigation of occupational health 
and safety impacts directly linked by business 
relationships”

Security personnel are employees of third-party agencies. Before these agencies 
are accredited, they must make sure that their employees undergo safety trainings 
on bank security enhancement, gun safety, bomb identification and detection, 
robbery and hold-up procedures, disaster awareness, and security guard customer 
care.

403-10 Work-related ill health 91

114

 

GRI Standard Disclosure Page number

GRI 101: Foundation 2016

General Disclosures

Stakeholder Engagement

102-40 List of stakeholder groups 80

102-41 Collective bargaining agreements 91

102-42 Identifying and selecting stakeholders 80

102-43 Approach to stakeholder engagement 80

102-44 Key topics and concerns raised 80

Reporting practice

102-45 Entities included in the consolidated financial 
statements 

Metropolitan Bank Trust & Company (Parent) and Subsidiaries

102-46 Defining report content and topic Boundaries 78

102-47 List of material topics 79

102-48 Restatements of information Not applicable

102-49 Changes in reporting Not applicable

102-50 Reporting period 74

102-51 Date of most recent report Not applicable

102-52 Reporting cycle Annual

102-53 Contact point for questions regarding the report 124

102-54 Claims of reporting in accordance with GRI 
Standards

74

102-55 GRI content index 113-116

102-56 External assurance Not applicable
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SEC Standard Disclosure Page number or direct answers

Economic

Economic Performance and Procurement Practices  

Direct economic value generated and distributed Page 81

Percentage of procurement budget used for significant locations
of operations that is spent on local suppliers

The Bank is still in the process of setting up a system to 
provide more accurate data.

Impacts and risks identified As one of the biggest banks in the country, Metrobank 
is in a position to stimulate the economies where its 
operations are located. Moreover, sourcing from local 
suppliers could help spur the local economy and give 
more  business activities for local enterprises. 

Management approach to impacts and risks The Bank's risk management framework ensures that 
all its investments, ventures and other decisions are 
well-informed and are of minimal or mitigatable risk. 
Metrobank has a vendor accreditation policy to source 
from suppliers that meet its criteria. However, it is not 
explicitly stated to source directly from local suppliers.

Opportunities Expand the Bank's risk management framework to be in 
line with BSP's Sustainable Finance Framework.

Management approach to opportunities Formulation of a policy or policies in line with the BSP's 
Sustainable Finance Framework.

Climate-related risks and opportunities

As a financial institution, Metrobank is in a position to help drive a low-carbon economy by reviewing its loan portfolio and be 
more purposeful in investing into low-carbon activities and industries as well as into adaptation mechanisms. Moreover, it could 
further evaluate clients through a climate-change risk lens and incorporate these risks into its lending and insurance policies and 
procedures.

Currently, Metrobank is in the process of reviewing its portfolio and  is still studying how to incorporate the guidelines of the Task 
Force on Climate-related Financial Disclosures (TCFD). In future reporting cycles, the Bank shall assess how climate change could 
be integrated in Board and management agenda as well as risk and strategy frameworks. Furthermore, different climate change 
scenarios using scientifically approved tools and methodologies could be explored to inform business decisions.

Anti-corruption

Training on Anti-corruption Policies  
and Procedures

Percentage of employees to whom the organization’s anti-corruption 
policies and procedures have been communicated to

All employees received the anti-corruption policies and 
procedures.

Percentage of business partners to whom the organization’s anti-
corruption policies and procedures have been communicated to

As part of its evaluation, the Bank ensures that its 
business partners are compliant to existing regulations on 
anti-corruption.

Percentage of directors and management that have received anti-
corruption training

All directors are required to abide by Metrobank's Code 
of Conduct and Ethics for Bank Directors which states 
"a director should not use his position to make profit 
or to acquire benefit or advantage for himself and/or his 
related interests. He should avoid situations that would 
compromise his impartiality."

Percentage of employees that have received anti-corruption training All employees are required to abide by Metrobank's 
Code of Ethics For Employees which states "We adopt 
an anti-corruption way of life. Bribery, fraud, extortion, 
collusion, conflict of interest, and money laundering, 
and other corrupt practices have no role in the way we 
conduct our affairs."

Incidents of corruption

Number of incidents in which directors were removed or
disciplined for corruption

There are no incidents in which directors were removed 
or disciplined for corruption during the reporting period.

Number of incidents in which employees were dismissed or
disciplined for corruption

There are no incidents in which employees were 
removed or disciplined for corruption during the 
reporting period.

Number of incidents when contracts with business partners were 
terminated due to incidents of corruption

There are no incidents when contracts with business 
partners were terminated due to incidents of corruption.

Impacts and risks identified 
Corruption disrupts normal economic flows from society 
to the Bank and vice versa and exposes the Bank to 
reputational, financial, and regulatory risks. 

Management approach to impacts and risks
Anti-corruption policies are communicated to the 
employees through the Bank’s Code of Ethics. 

Opportunities 
The Bank regularly reviews and evaluates its anti-
corruption policies and guidelines to ensure that these 
regulations remain relevant and effective. 

Management approach to opportunities 
We shall continue in our current policies and processes 
on this topic. 

116

GRI Standard Disclosure Page number

Training and Education

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 89-90

103-3 Evaluation of the management approach Post-training evaluation for are distributed to employees and the submitted to the 
Human Resources Department

GRI 404: Training 
and Education 
2016

404-1 Average hours of training per year per employee 90

404-2 Programs for upgrading employee skills and 
transition assistance programs

89-90

Metrobank disclosure Employees assessed based on their performance 90

Metrobank disclosure Number of employees promoted 91

Freedom of Association and Collective Bargaining

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 120

103-3 Evaluation of the management approach 91

Metrobank disclosure Employees covered by collective bargaining 
agreement

91

Metrobank disclosure Percentage of employees covered by collective 
bargaining agreement

91

Local Communities

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 95-98

103-3 Evaluation of the management approach 95-98

GRI 413: Local 
Communities 
2016

413-1 Operations with local community engagement, 
impact assessments, and development programs

95-98

Supplier Social Assessment

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 122

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

Metrobank disclosure Presence of policy with social criteria 122

Marketing and Labelling

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 122

103-3 Evaluation of the management approach The Bank is still in the process of setting up a system in evaluating its management 
approach.

Metrobank disclosure No. of substantiated complaints on marketing  
and labelling

122

Metrobank disclosure No. of complaints addressed 94

Customer Privacy

GRI 103: 
Management 
Approach 2016

103-1 Explanation of the material topic and its Boundary 79

103-2 The management approach and its components 93-94

103-3 Evaluation of the management approach 93-94

GRI 418: 
Customer Privacy 
2016

418-1 Substantiated complaints concerning breaches of 
customer privacy and losses of customer data 

There are no substantiated complaints concerning breaches of customer privacy 
and losses of customer data.

grI Content IndeX
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SEC Standard Disclosure Page number or direct answers

Air pollutants

Nox

This topic is not material to Metrobank since it does 
not have any operations that contribute significantly to 
air pollution

Sox

Persistent organic pollutants (POPs)

Volatile organic compounds (VOCs)

Particulate matter (PM)

Impacts and risks identified 

Management approach to impacts and risks

Opportunities 

Management approach to opportunities 

Solid and Hazardous Wastes

Solid waste Total solid waste generated
11.64 tonnes (2018) and 9.21 tonnes (2019) - head office 
only

Hazardous waste

Total weight of hazardous waste generated
0.198 tonnes Batteries and 0.0336 tonnes Fluorescent 
Bulbs (2018), 0.0071 tonnes Fluorescent Bulbs (2019)

Total weight of hazardous waste transported
For the reporting period, volume of hazardous waste was 
insufficient for transport.

Impacts and risks identified 

Solid wastes and hazardous wastes have adverse impacts 
on the environment. Solid wastes could pollute soil 
and water while hazardous wastes have long-term 
negative impacts on ecology and human health. Improper 
transport and disposal of solid and hazardous wastes are 
also violations to environmental laws and pose legal and 
reputational risks.

Management approach to impacts and risks

Page 87

Solid waste reduction policy - paper, decreased use and 
increased re-use. Plastics - banning of single use plastics 
within bank premises. 

Opportunities 
Page 87

Integrate solid waste segregation programs

Management approach to opportunities 

Page 87

Continued development of policies in order to take 
advantage of opportunities

Effluents

Total volume of water discharges
No data available as bank offices' wastewater are 
combined with other tenants inside the leased property 
for treatment and discharge.

Percent of wastewater recycled
No data available as bank offices' wastewater are 
combined with other tenants inside the leased property 
for treatment and discharge.

Impacts and risks identified 
Untreated wastewater has adverse impacts to local water 
bodies which could affect water quality and ecology.

Management approach to impacts and risks
Page 87

Regular maintenance of plumbling fixtures in facilities.

Opportunities
There is an opportunity to measure effluents and report 
in future reporting cycles.

Management approach to opportunities 
Metrobank shall explore best practices in managing water 
consumption to help decrease the resulting wastewater 
discharge.
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SEC Standard Disclosure Page number or direct answers

Environment

Resource management

Energy

Energy consumption within the organization 81,715, 298.59 kWH - selected facilities only

Reduction of energy consumption Metrobank will use the data from this reporting cycle as a 
baseline for future energy reduction

Water

Water withdrawal 1,239,454.17 m 3 - selected facilities only

Water consumption 1,239,454.17 m 3 - selected faiclities only

Water recycled and reused 0 m3

Materials
Materials used by the organization 3,166 pieces of UPS batteries and 17,498 cartridges of 

printer toner

Impacts and risks identified 

Consumption of natural resources has cost implications 
and high consumption could lead to an increased 
operational cost and an accompanying increase in 
ecological footprint. Also, since natural resources are 
limited, there is a risk of resource depletion if left 
unchecked.

Management approach to impacts and risks

Page 87

Limited use of office appliances, upgrading old lights to 
LEDs, agreements with suppliers for disposal

Opportunities 
There are opportunities to look into technologies and 
designs that could lower resource consumption.

Management approach to opportunities 

Page 87 

Continued development of policies in order to take 
advantage of opportunities. 

Biodiversity

Operational sites owned, leased, managed in, or adjacent to, protected 
areas and areas of high biodiversity value outside protected areas

This topic is not material to Metrobank since it does not 
have any operations near key biodiversity areas.

Habitats protected or restored 

IUCN Red List species and national conservation list species with 
habitats in areas affected by operations

Impacts and risks identified 

Management approach

Opportunities 

Management approach to opportunities 

Environmental impact management  

Air emissions

Direct (Scope 1) GHG emissions 90027 kg CO 2 e - selected facilities only

Energy indirect (Scope 2) GHG emissions 143406263.26 kg CO 2 e - selected facilities only

Emissions of ozone-depleting substances (ODS) No data available 

Impacts and risks identified The Bank's air emissions are directly related to its 
resource management strategy. Since GHG emissions 
have negative impacts on the environment, the Bank is 
exposed to the risk of contributing to climate change if 
emissions are left unchecked. 

Management approach to impacts and risks Page 87

Monitoring of fuel consumption of vehicles and generator 
sets

Opportunities There are opportunities to explore technologies that 
could lower resource consumption. 

Management approach to opportunities Page 87

Continued development of policies in order to take 
advantage of opportunities. 
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Labor-management relations

% of employees covered with Collective Bargaining Agreements 89%

Number of consultations conducted with employees concerning 
employee-related policies

The Bank conducts regular consultations with its 
employees on employee-related policies with the help of 
the Union.

Impacts and risks identified 

The Bank recognizes the importance of maintaining 
a good relationship with its employees. Failure to 
maintain this relationship exposes the Banks to risks of 
labor strikes which negatively impacts productivity and 
profitability. 

Management approach to impacts and risks Metrobank strictly complies to all labor-related laws 
and regulations of the country. Communication with 
the labor groups is conducted as necessary. Employees 
with grievances are also protected by the Bank's 
Whistleblowing Policy. 

Opportunities There is an opportunity to review its current policies and 
practices on labor management to further enhance the 
current systems the Bank has. 

Management approach to opportunities A review of the key concerns raised by the Bank could 
help it in updating its policies. 

Diversity and equal opportunity

% of female workers in the workforce 65%

% of male workers in the workforce 35%

Number of employees from indigenous communities and/or 
vulnerable sector

Female: 125
Male: 11

Impacts and risks identified 

Companies face a high risk of competition for skilled 
employees. In addition, they may also face a reputational 
risk should there be any form of discrimination in their 
hiring process. 

Management approach to impacts and risks

Metrobank hires employees based on qualifications, 
regardless of age, gender, and ethnic background. The 
Bank addresses the risk of competition for skilled 
employees by ensuring gender and racial diversity 
throughout the organization. Through this, they are able 
to expand their candidate pools.

Opportunities 
The Bank shall continue in its current policies and 
practices on this topic. 

Management approach to opportunities 
Management approaches to opportunities will be 
identified in succeeding reporting cycles. 

Workplace conditions, labor standards, and human rights

Occupational health and safety

Safe Man-Hours Not applicable

No. of work-related injuries 9

No. of work-related fatalities 0

No. of work related ill-health Page 91

No. of safety drills Page 91

Impacts and risks identified Page 91

Management approach to impacts and risks Page 91

Opportunities 
There were no opportunities identified for this reporting 
cycle.

Management approach to opportunities 
The Bank shall continue its policies and practices to 
protect its employees' health and safety.

Labor laws and human rights

No. of legal actions or employee grievances involving forced or child 
labor

Not applicable

Impacts and risks identified 

Respect of human rights and upholding labor laws are 
ethical and moral responsibilities of any organization. 
Failure to do so is a blatant violation of these values. 
Moreover, it has legal repercussions and could have 
negative impacts on the Bank's reputation and image.

Management approach to impacts and risks Pages 89-92

Opportunities 
There were no opportunities identified for this reporting 
cycle.

Management approach to opportunities 
The Bank shall continue to be vigilant in its policies and 
practices against any violation of labor laws and human 
rights.

SEC Standard Disclosure Page number or direct answers

Environmental compliance

Non-compliance with Environmental Laws 
and Regulations

Total amount of monetary fines for non-compliance with 
environmental laws and/or regulations

There are no monetary fines for non-compliance with 
environmental laws and/or regulations.

No. of non-monetary sanctions for non-compliance with 
environmental laws and/or regulations

There are no non-monetary sanctions for non-
compliance with environmental laws and/or regulations.

No. of cases resolved through dispute resolution mechanism Not applicable

Impacts and risks identified 
Non-compliance to environmental laws could lead to 
regulatory fines and a risk on the Bank's reputation.

Management approach to impacts and risks Page 87

Opportunities 
No opportunities have been identified during this 
reporting cycle.

Management approach to opportunities to impacts and risks Not applicable

Social

Employment

Employee hiring and benefits

Total number of employees

Total employee count: 13,150
Employee breakdown based on gender: 
 - Female: 8,565 
 - Male: 4,585”

Attrition rate 8.69%

Ratio of lowest paid employee against minimum wage 5.33%

Employee benefits Page 92

Impacts and risks identified 

The Bank provides its employees with a competitive 
compensation package. However, the Bank also recognizes 
that it is still exposed to risks of employee turnover since 
their decisions still depend on their individual preference. 

Management approach to impacts and risks
Metrobank regularly benchmarks their compensation 
package against industry peers to ensure that the Bank 
remains competitive.  

Opportunities 
There is an opportunity to continue analyzing reasons 
for attrition which could inform strategies on improving 
employee retention. 

Management approach to opportunities 
Management approaches to opportunities will be 
identified in succeeding reporting cycles. 

Employee training and development

Total training hours provided to employees 750,470.50 hours

Average training hours provided to employees 57.07 hours

Impacts and risks identified 

Training and developing employees helps them gain new 
skills and aid in career growth. Failure to properly train 
employees may lead to reduced productivity which could 
have financial impacts on the business. Moreoever, it could 
affect succession planning which could inhibit Metrobank's 
ability to raise the next generation of leaders.

Management approach to impacts and risks
Metrobank invests in learning and development programs 
to increase employees' competency, and in effect, improve 
their productivity. 

Opportunities 
The Bank regularly reviews and evaluates its learning 
and development programs to ensure that these remain 
relevant and effective. 

Management approach to opportunities 
Metrobank shall continue to monitor industry trends to 
effectively update the trainings that they offer. 

seC IndeX
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Marketing and labelling

No. of substantiated complaints on marketing and labelling
There are no substantiated complaints on marketing and 
labelling.

No. of complaints addressed
There are no substantiated complaints on marketing and 
labelling.

Impacts and risks identified 

The Bank's financial products are subject to several 
factors that could change interest rates, premiums, 
maturity periods, and other features that could lead to 
misunderstandings between the Bank and its customers 
if not properly communicated through its marketing 
paraphernalia or through its employees. These could lead 
to customer dissatisfaction or even legal cases if not 
managed well.

Management approach to impacts and risks
The Bank ensures that all its marketing materials are up-
to-date and that its employees are well-trained to handle 
customer queries satisfactorily.

Opportunities 
There are opportunities for continuous monitoring of 
factors that may affect the products and adjust marketing 
information accordingly.

Management approach to opportunities 
The Bank will implement appropriate policies and 
practices to support the identified opportunities.

Customer privacy

No. of substantiated complaints on customer privacy
There are no substantiated complaints on customer 
privacy.

No. of complaints addressed
There are no substantiated complaints on customer 
privacy.

No. of customers, users and account holders whose information is 
used for secondary purposes

There are no substantiated complaints on customer 
privacy.

Impacts and risks identified 

Banks collect personal information from its customers 
to validate, verify, and update information and documents 
relevant to the execution of the  customer's transactions 
with the Bank. Metrobank has a legal obligation to 
safeguard its clients' information. Failure to protect 
confidential information may have legal, financial and 
reputational repercussions. 

Management approach to impacts and risks

To protect its customers' personal information, 
Metrobank has a Privacy Policy which is aligned with 
the Data Privacy Act of 2012. The Bank's employees also 
undergo data privacy training to ensure safety of our 
customers' information. 

Opportunities 

There is an opportunity to look into best practices in 
the industry on ensuring data privacy. The Bank's Privacy 
Policy is also regularly reviewed and updated to ensure 
compliance with data privacy laws in the country. 

Management approach to opportunities 
Metrobank shall explore best practices in data 
management to prevent cyberattacks. 

Data security

Data security

No. of data breaches, including leaks, thefts and losses of data
There are no data breaches, including leaks, thefts and 
losses of data.

Impacts and risks identified 

The rapidly evolving nature of banking and technology 
leaves the Bank at risk of data breaches which may 
result to identity theft and other fraudulent activities. 
Failure to prevent data breaches have legal, financial and 
reputational impacts to the Bank. 

Management approach to impacts and risks

To protect all personal and confidential data, Metrobank 
adheres to a Privacy Policy which is aligned with the Data 
Privacy Act of 2012. The Bank's employees also undergo 
data privacy training to ensure safety of our customers' 
information. 

Opportunities 

There is an opportunity to look into best practices 
in securing personal and confidential data. The Bank's 
Privacy Policy is also regularly reviewed, updated, and 
disseminated to ensure compliance with data privacy laws 
in the country. 

Management approach to opportunities 
The Bank shall study best practices in data management 
to prevent data breaches and apply necessary initiatives 
to further strenghen its defenses against cyberattacks.

UN Sustainable Development Goals

Product or service contribution to UN SDGs Pages 83-36

SEC Standard Disclosure Page number or direct answers

Supply chain management

Supplier accreditation policy

Metrobank has an existing Vendor Management policy 
which ensures that the suppliers are compliant with 
the Bank’s guidelines, as well as the Bangko Sentral ng 
Pilipinas’ regulations.

Impacts and risks identified 

The suppliers’ failure to deliver their contractual 
obligations is a risk to the continuity of Metrobank’s 
operations. Such events may have financial implications 
to the Bank.  

Management approach to impacts and risks

Through the Vendor Management Policy, the Bank 
evaluates the legality and financial stability of the suppliers 
to ensure that they are able to deliver their obligations. 
Existing suppliers undergo re-accreditation every three 
years from date of approval of accreditation. Annual 
performance evaluations are conducted to ensure that 
suppliers remain compliant to Metrobank’s policies. 

Opportunities 
There is an opportunity to review its current 
procurement policy to ensure that it remains compliant 
to relevant laws and regulations.

Management approach to opportunities 
The Bank shall update its Vendor Management policy if 
deemed necessary after its evaluations. 

Relationship with community

Significant impacts on local communities

This is not material to Metrobank as engagements with 
communities are primarily through CSR activities and not 
within the core business

Impacts and risks identified 

Management approach to impacts and risks

Opportunities 

Management approach to opportunities 

Customer management

Customer satisfaction

Customer satisfaction 81%

Impacts and risks identified 

Customers are Metrobank's key stakeholders. Satisfied 
customers lead to customer loyalty and a higher 
probability of being promoted to other potential 
customers. This in turn leads to higher revenues and 
growth for the Bank. A high rate of dissatisfaction could 
lead to customer attrition and less customer activity, 
resulting to a dip in revenues.

Management approach to impacts and risks Page 94

Opportunities 

There is an opportunity to further improve customer 
satisfaction scores through increased presence and 
accessibility through active participation in social media 
and other digital platforms.

Management approach to opportunities 
Policies, procedures, and products could be evaluated to 
further give customers the best the Bank has to offer.

Health and safety 

No. of substantiated complaints on product or service health and 
safety

This is not material to Metrobank as products do not 
inherently have any effect on customer health and safety

No. of complaints addressed

Impacts and risks identified 

Management approach to impacts and risks

Opportunities 

Management approach to opportunities 

seC IndeX
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Scan this QR code to view Metrobank’s 
2019 Financial Statements

ContaCt INFORMATION

For inquiries on dividends, stock certificates, and related matters:

STOCK TRANSFER SECTION
Metrobank Trust Banking Group,
16th Floor Metrobank Center
35th Street corner 7th Avenue, Bonifacio Global City, 
Taguig City, Philippines 1634
Telephone: +632 8857 5299
 +632 8857 5695

Fax: +632 8858 8517
Email: tbg-tasd@metrobank.com.ph

To know more about the Bank’s business, recent performance 
and significant developments:

INVESTOR RELATIONS
Strategic Planning Division,
11th Floor Metrobank Plaza
Sen. Gil Puyat Avenue,
Makati City, Philippines 1200
Telephone: +632 8857 5348

Fax: +632 8817 6355
Email: investor.relations@metrobank.com.ph

CORPORATE COMMUNICATIONS
19th Floor Metrobank Plaza
Sen. Gil Puyat Avenue,
Makati City, Philippines 1200
Telephone: +632 8857 5526

Fax: +632 8893 3726
Email: corpcom@metrobank.com.ph

For general inquiries, action on requests and customer comments:

24/7 CONTACT CENTER
Metro Manila: +632 88700 700
Domestic Toll Free: 1 800 1888 5775
Email: customercare@metrobank.com.ph

FOR HEAD OFFICE CENTER UNITS AND  
DIRECTORY ASSISTANCE:

HEAD OFFICE TRUNKLINE
Telephone: +632 8898 8000
 +632 8857 0000

OFFICIAL WEBSITE
www.metrobank.com.ph

TO FIND A METROBANK BRANCH OR ATM NEAR YOU:
www.metrobank.com.ph/atm- and- branch- locator

Metrobank is the country’s premier universal bank, with an 
extensive consolidated network that spans over 2,300 ATMs 
nationwide, more than 950 domestic branches, and over 30 foreign 
branches, subsidiaries and representative offices.

EASTERN – 63555 METMKT PN (TELEX)
FAX +632 8817 6248

Member of the Philippine Deposit Insurance Corporation (PDIC)

A proud member of Bancnet

Head Office:
Metrobank Plaza
Sen. Gil Puyat Avenue
Makati City, Philippines, 1200

102-3, 102-4
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