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eurobank eFG Group

the strategy of eurobank eFG Group, european banking group, is reflected in our financial strength and 
continued expansion of operations in Central, eastern and south-eastern europe region offering clients 
modern and innovative products and high quality services. strong capital position, prudent risk manage-
ment, stable business growth, efficiency and solid profitability, as well as high quality human resources 
create value for our clients and shareholders.

Member of eurobank eFg group 
- an international banking group, 
whose operating holding company 
is european Financial Group eFG 
(Luxembourg) sA. 

the Group is organized into two separate subgroups: 
•  eFg international, a global private banking and 

asset management group headquartered in Zurich, 
switzerland and listed on sIX swiss exchange 

•  eurobank eFg, a pan-european banking group, 
headquartered in Athens, listed on Athens stock 
exchange, operating in 10 countries: Greece, serbia, 
Bulgaria, Romania, Cyprus, Ukraine, Poland  turkey, 
Great Britain, Luxembourg. 

total assets  
eUR 87,2 billion 

22,500  
employees 

network of more than 1,600 
branches and points of sale 
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eurobank eFG Serbia

eurobank eFG serbia was established in March 2003 through the acquisition of Post Bank by the Group. 
In a very short period of time, the Bank has managed to develop an impressive network of branch offices 
and business centres for corporate banking, which are located in the leading business, cultural and historic 
places in serbia, ready to accept  and provide service to all current and future clients - retail and corporate.

strong group of 
affiliate companies:
• eFG Leasing 
•  eFG Property 

services 
•  eFG Business 

services 

3rd bank 
per total assets

(31.12.2010.)

one of the leading 
banks per total capital 

 800,000 clients 

one of the Leading banks in 
credit cards, mortgage and 
entrepreneur lending, cash and 
consumer loans, deposits and 
money market transactions

12th investor, according to sIePA 
ranking, with over eUR 500 
million investment

126 branches and business 
centres
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effective corporate governance is an important part of eurobank eFG 
a.d. business development strategy and identity, since its foundation.

CoRPoRAte GoveRnAnCe

the Bank ensures that it ca- 
rries out business operations in 
a socially responsible manner 
and supervises those activities 
through corporate governance 
system comprising of: 

  �ethical business conduct 
  �Protection of rights and 

equal treatment of share-
holders 

  �efficient cooperation 
between management 
bodies

  �transparent and timely 
reporting

  �system of compensation.

the Bank upholds the highest 
standards of business conduct in 
all countries where it operates, 
based on the sound corporate 
governance rules set out by the 
local regulators and our Gro-
up. special attention is given 
to compliance with regulatory 
rules and provisions of the local 
supervisor, and the Group requ-
irements and guidelines, as the 
region continues to adjust to the 
best governance practices of the 
european Union. 

the Corporate Governance 
unit facilitates smooth applica-
tion of the best practices and 
recommendations by setting 
managerial and internal control 
frameworks for the Bank and 
its group subsidiaries in the 
country, securing:

  �Compliance with laws and 
regulations 
  �Clear lines of authority and 

ownership
  �transparency and accoun-

tability 
  �timely disclosure of impor-

tant financial information 

  �effective cooperation and 
communication with all 
stakeholders.

the foundation of the organiza-
tional structure and governance 
is reflected in the Internal Go-
vernance Manual and the Code 
of Conduct that incorporate 
both sensitive and general rules 
and guidelines of ethical busi-
ness conduct, upholding and 
supervising conflict of interest 
related to all employees, and  
equally, to the management .

General
Assembly

Board of
Directors

Executive
Board

Audit
Committee

Credit
Committee

Assets and 
Liabilities
Committee

Risk
Committee

Remuneration
Committee

governance system 
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the Board of Directors cu-
rrently comprises of eight 
members, of whom three are 
non-executive independent 
members. During 2010 the 
Bank re-elected members to a 
new four-year term. near the 
end of september 2010, the 
Board was also strengthened 
by the addition of another 
independent member, Mr. Ivan 
vujačić.

the Board held a total of ele-
ven meetings in 2010. Among 

the most notable items, in 
the context of strategic and 
business decisions, were the 
regular reviews of financial 
performance and standing of 
the Bank, compliance with the 
new laws, issues in the financial 
area, compliance and audit, 
harmonization and implemen-
tation of Basel II framework 
and regular reviews of policies 
and procedures of risk mana-
gement and internal audit. In 
the previous year, the Board of 
Directors approved borrowings 

by the Bank with the interna-
tional finance institutions (eIB, 
eBRD and IFC) for financing 
economic development and 
country’s exports. 

the executive Board is a ma-
naging body of six members, 
nominated by the Board of 
Directors. In september 2010, 
BoD reappointed the executive 
Board, for a new term, while 
at the year-end a new Head of 
Risk Management joined the 
team as the seventh member. 

board of 
directors       

executive 
board

audit
Committee

risk
Committee

Credit 
Committee alCo

remu-
neration 

Committee

non-executive t. Karakasis President      x

P. Pradelli x  x x   President

s. Ioannou x       

e. Kavvalos x       

n. Aliprantis x       

A. Delikoura     Chair    

C. Komiopulos      Chair   

e. Giannopoulou      x  

D. Psichogios      x  

Independent A. tsichrintzis x  x x    

non-executive s. slović x       

I. vujačić x       

L. scaramanga    Chair     

executive F. Karamanolis  President     x 

s. Pavlović  x   x  

M. Mitrić  x x x x  

v. Zečević  x    Chair  

G. Michalakopoulos  x     

n. strugarević  x    x 

M. tsagalakis  x  x x  

A. Bursać     x  
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the Board of Directors is 
supported by several speciali-
zed committees, assisting the 
effective carrying out of duties 
under the local regulatory fra-
mework and governance policy 
and guidelines of the Group. 
those are: Audit Committee, 
Assets and Liabilities Commi-
ttee (ALCo), Risk Committee, 
Credit Committee and Remu-
neration Committee.   

the Bank’s executive Board also 
appoints its functional boards 
and committees with the task to 
support it in different business 
segments. During the last year, 
the activities and role of Retail, 
Procurement and nPL Commi-
ttee were prominent. the exe-
cutive Board set the operational 
Risk Committee in May 2010 in 
order to align to the Group Risk 
Management Policy and the 
framework of operational risk. 

the duties and responsibili- 
ties of the aforementioned 
are set out in separate terms 
of reference and Job Descrip-
tions which are adopted by 
the appointing body. terms of 
reference are updated regu-
larly, at least once a year. the 
Bank introduced the annual 
self-assessment reports of BoD 
and Audit Committee in order 
to identify and improve the 
optimum level of compliance 
with the regulatory framework 
and to ensure that an adequate 

system of corporate governan-
ce is in place. 

the Bank shall continue, in the 
times ahead, to additionally 
consolidate the governance 
structures and framework in 
order to to ensure its strategic 
management, to continue its 
growth and follow the best 
practices, to set clear and 
measurable goals while paying 
special attention to the highest 
interests of the Bank, sharehol-
ders and stakeholders.

Shareholders

eurobank eFG a. d. Belgrade 
is an affiliate of eFG euro-
bank ergasias s. A. listed on 
the Athens stock exchange. 

eurobank eFG ergasias is a 
member of the worldwide eFG 
Group whose ultimate parent 
company is eFG Bank europe-
an Financial Group, registered 
in switzerland, which holds 
44.8 percent of voting rights. 
the remaining of 55.2 percent 
of voting rights is held by many 
other shareholders. 

eurobank eFG operates in ser-
bia as a private stock company 
cultivating efficient communi-
cation with all its shareholders 
and stakeholders, providing 
them with accurate, timely and 
identical information. the Bank 
respects all its shareholders 
equally, particularly paying 
attention to its minority share-
holders. 

Shareholders as at 31 December 2010

Eurobank EFG Group Berberis Investments Ltd

98,55%

1,45%
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Resolutions and regulatory 
guidelines prescribed by the 
regulatory bodies are the prin-
ciples the Bank strictly upholds 
in relations with its share-
holders, careful of primarily 
protecting their rights. All the 
shareholders are timely, in ad-
vance, informed of the regular 
and extraordinary meetings of 
the Bank’s General Assembly, 
enabling their active participa-
tion and interaction with the 
management of the Bank.

Information on financial re-
sults, strategic initiatives and 
corporate announcements are 
available to the shareholders at 
the Bank’s web site  
(www.eurobankefg.rs), in both 
english and serbian and via 
press releases, media coverage 
and regular publications of the 
Bank. these publications are 
regularly updated.

eurobank eFG is one of the best 
capitalized banks in the market 

(capital adequacy ratio stood at 
15,6 percent at the end of 2010, 
while the total equity amounted 
to RsD 41 billion) testifying to 
the longstanding trust of the 
shareholders in our Bank. 

In compliance with the Banking 
Law, eurobank eFG publishes 
its Annual Report and submits 
it to its shareholders and sta-
keholders. It is also available in 
electronic version on the Bank’s 
web site.

social product  

Contribution of eurobank eFg to  
the “social product “ in 2010 In rsd million

Bank turnover 15,421

Cost of interest and charges -4,609

expenditures on allowances -2,322

social product and distribution 8,490

1. employees

Gross earnings 2,474

Health and social insurance 653

tax on earnings 226

total 3,353

2 .suppliers of goods and services 2,878

3. Donations and sponsorships 20

4. state

Corporate and other taxes 113

vAt

Deposit insurance 271

Health and social insurance -653

tax on earnings -226

v. Bank

Profit 2,734

social product 8,490
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A comprehensive program of corporate social responsibility was es-
tablished in 2006, entitled “we invest in european values”. ever since, 
eurobank eFG has been devoted to the development of the commu-
nity in which it successfully operates. 

AwARDs won 
In 2010

In the last four years, eurobank 
eFG positioned itself among the 
market leaders with strategic 
and continued approach to the 
socially responsible business and 
won numerous awards testifying 
to fact that sincere efforts to 
support the community always 
gain recognition in society. 

eurobank eFG won numerous 
recognitions and awards in 
2010 for its versatile support to 
the community in serbia:

  the prestigious „vIRtUs“ 
national award for corpo-
rate philanthropy for the 
projects implemented wit-
hin “we invest in  european 
values” programme.

  vIRtUs award in the cate-
gory of the most innovative 
project for “Moving inclusive 
museum“ 

  the award “Best of serbia” 
in the category of corpo-
rate brand – service enter-
prises under the auspices 
of the Ministry of trade and 
services, serbian Chamber 
of Commerce and the daily 
newspaper Pregled

  �the awards of the Club of 
economic  journalists for cor-
porate social responsibility 
within the election of “Com-
panies and businessmen 
who marked the decade”

  �the award “Planet Business” 
for the successful imple-
menting of CsR Projects, 
granted by the magazines 
Ekonometar and Biznis.

the awards served as a fur-
ther encouragement to the 
employees of eurobank eFG 
to pursue the implemented 
projects and be proud of their 
business activities and social 
engagement.
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responsible banking

eurobank eFG, as a systemic 
bank that has for several years 
continually ranked among the 
leading financial institutions in 
the serbian market, made cor-
porate responsibility an integral 
part of its identity, ever since its 
establishment in serbia in 2003. 
the socially responsible busi- 
ness conduct of eurobank focu-
ses on three areas:

  �Continued increase of new 
added value intended to 
support socially responsible 
operations and support to 
the community 

  setting of systemic targets 
and the improvement of 

transparency relative to  
financial, social and ecolo-
gical performance as well 
as towards the clients, who 
are the focus of its business 
operations

  Commitment to the good 
corporate citizen practice, 
based on the internationally 
set standards of eurobank 
eFG Group.

Currently, in the aftermath of 
the financial crisis that has 
shaken the economies around 
the world, eurobank, being 
a large systemic bank in the 
market of serbia, is specifically 
focused on its clients, citizens 
and legal entities, creating 
products and services that can 

help them overcome market 
instability. Following the slogan 
“Responsibly by Your side”, 
eurobank eFG offers added 
value to its clients, innovations 
with regards to its products 
and services safeguarding their 
business, personal finances or 
contributing to socially benefi-
cial causes, as healthcare or the 
reconstruction of playgrounds 
in kindergartens throughout 
serbia, through affinity  
MasterCard “Big Heart”.

eurobank eFG, as one of the 
largest retail lenders, has acti-
vely supported all programs of 
the serbian governments aimed 
at curbing the adverse effects 
of financial crisis. In 2010, euro-
bank eFG was one of the first 
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banks in the market to offer 
cash and refinancing loans to 
citizens in local currency at a 
fixed interest rate, and a set of 
products and services tailor-
made for export-oriented 
serbian companies, actively 
promoting the products which 
contribute to dinarization 
of economy, at an attractive 
interest rate on sight deposits 
in dinars and the products 
hedging the foreign currency 
exchange rate and interest (the 
so-called currency forward and 
interest gaps). 

eurobank eFG launched in 
2010 Medifree® program of 
free healthcare for holders of 
current accounts euro PLA-
tA Premija, with the intent of 
raising awareness of preventi-
on among its clients and their 
families. 

the Bank continues to develop 
and implement its strategic 
commitment with the help 
of 1,600 employees, actively 
promulgating corporate social 
responsibility as the basis of 
the Bank’s corporate culture 
and it’s affiliated companies. 

the Bank cooperates with the
local self-government (cities
where specific activities
are realized in) like ministries,
nGos and distinguished
charities implementing certain
projects.

A particular emphasis is placed 
on intensifying the participati-
on of Bank employees in CsR 
and its implementation.  

Unlike ad hoc actions, such as 
sponsorships or assistance in a 
given short-term initiative, cor-
porate social responsibility in 
eurobank eFG implies a value 
system approach and manage-
rial mindset that brings about 
the following advantages /
results for the Bank: 

  �social: entails positive 
changes in the life of pe-
ople in the communities 
where the Bank operates 
successfully

  economic: creates incen-
tives for the clients and 
employees, consolidates 
the relations with the stake-
holders

  emotional: strengthens 
corporate reputation, links 
eurobank eFG brand with 
the values it stands for.

eurobank eFG bases its deve-
lopment on the firm principles 
and values such as meritocra-
cy, team work, quality, trust, 
efficiency, creativity, respect 
for people and contribution to 
the community.
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Global trends in 2010 created a new working environment marked 
by permanent change. Under the circumstances, strong leadership, 
timely and transparent communication and creative and motivated 
staff came to the forefront as the prerequisites of successful busi-
ness operations and further development. Improvement of human 
resources in eurobank eFG, as one of the highest priorities of the 
Group, is achieved through selection of high-level professionals, de-
velopment and training of employees and by application of modern 
methods.

oUR eMPLoYees

employment

the conditions prevailing in 
the international banking 
market have an impact on the 
operations of all banks in the 
local market. Adapting to the 
circumstances eurobank eFG 
maintained the same number 
of employees in 2010 (in 2010, 
1,587 compared to 1.583 in 
2009). 

the activities in 2010 were fo-
cused on the development and 
improvement of professional 
skills and competences of hu-
man resources in the optimum 
way for both the employees 
and the Bank. 

Number of employees

2008 2009 2010

1700

1691 1583 1587

Number of employees

1680

1660

1640

1620

1600

1580

1560

1540

1520



21

eurobank eFG continually 
develops skills and capacities 
of its staff and promotes their 
careers. As one of the four 
leading banks in the market, 
eurobank has made possible 
for quite a number of young 
people to attend advanced 
courses in the area of financial 
services.

the average age of the em-
ployees in eurobank eFG in 
2010 was 38. the modern 
trends in financial servicing 
show the prevalence of female 
employees over male. In euro-
bank eFG, the ratio of men and 
women is relatively balanced, 
evidenced by the fact that 
eurobank offers equal chan-

ces for employment of either 
gender; 48 percent of mana-
gement positions are held by 
women. Although great atten-
tion is given to the balance of 
male and female employees, 
the key recruitment criteria are 
skill and professional approach 
to the job.

the business operations of the 
bank are divided into four re- 
gions. In Belgrade, where all 
the divisions of the head office 
of the Bank are based and a 
number of branches, the num-
ber of employees is 1,050 or 66 
percent, while the rest is in the 
branches and regional centers 
(niš, Kragujevac and novi sad).

the areas of responsibility of 
the Human Resources Division, 
are as follows:

    selection of candidates
 training
 evaluation of performance
 Compensation and benefits 

Selection of 
candidates

In the hope of attracting new 
employees and establishing 
long-term and successful rela-
tions for both sides, the Bank 
opened several vacancies. the 
Bank expects the newcomers to 
be highly competent, dynamic, 
to have team-spirit and positive 
attitude to the process of conti-
nuous learning. 

the Bank plays an active role 
in the programmes attrac- 
ting candidates with outstan-
ding achievements during their 
studies and maintains contacts 
with eminent faculties. when 
selecting staff, a particular 
emphasis is placed on meri-
tocracy and objectivity, while 
the selection process is based 
on the criteria arising from the 
values of the whole eurobank 
eFG Group. the criteria include 
written evaluation, interviews 
and psychometrics. 

In 2010 eurobank eFG conti-
nued successful cooperation 
with the national employment 

Female Male

48%

Management positions

52%
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Administration through “First 
Chance” project offering the 
possibility to the young to 
acquire precious working 
experience immediately after 
graduation. Good cooperati-

on accomplished in the past 
with the relevant institutions 
involved in staff development 
and training, such as Banking 
and Finance Academy, and 
Banking Association of serbia, 

continued in 2010 as well. An 
example of such cooperation is 
the membership of Mrs nataša 
strugarević, Head od Human 
Resources Division of euro-
bank eFG, in the BoD of the 
Banking and Finance Academy. 
In addition, the Bank offered 
internship to the students of 
secondary vocational schools 
of economic and legal orienta-
tion and students of economy 
to acquire practical knowledge 
and facilitate their choice of 
educational profile. 

Others Network Division

83%

17%

 

New employees by divisions 

University degree High school

65%

 

Qualification of new employees

8%

27%

Secondary school

3-5y over 5y

16%

 

Previous work experience of new employees

12%

24%

0-2y
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advancement of 
human resources

the management of eurobank 
eFG supports every effort of 
employees that directs them 
to the areas best suited to the 
development of their poten-
tial, because we believe that 
the individual development 
contributes to the progress of 
the entire company. Individual 
development ensures that the 
employees become better in all 
aspects of interest resulting in 
the higher level of the overall 
quality of services delivered to 
the Bank’s clients. 

Depending on the employees’ 
know-how and experience they 
are given the opportunity to 
advance their career within the 
same or a different business 
segment. All jobs in a specific 
organizational scheme are 
grouped in the so-called fami-
lies of jobs according to their 
common characteristics. Based 
on it, the Bank charts career 
development, compensation 
system and efficient human 
resources management. 
In 2010, the Bank offered its 
employees internal application 
for available vacancies, encou-
raging them to actively par-
take in the transfers between 
departments should they wish 
to change the type of their 
job and continue their career 
within the Bank. In that way, 

eurobank eFG aims to keep its 
employees and enable them 
to further develop individually 
and professionally, by offering 
them development program-
mes enhancing their professio-
nal skills.

performance 
evaluations system

the results accomplished 
by the Bank depend on the 
individual effort and capa-
bilities of its staff. this is the 
reason that the Bank stands 
for the objective evaluation of 
each employee’s contribution 
through an evaluation process 
designed to enable its transpa-
rency.

Aiming to increase its objecti-
vity and transparency, the eva-
luation system is founded on 
precisely defined procedures. 
the evaluation system refers to 
the level of goals achieved and 
the manner in which they were 
achieved, combining qualitati-
ve and quantitative criteria to 
give an all-encompasisng view 
of employees’ achievements. 

the targets are always set a year 
in advance as to create the gui-
delines for the period to come. 

training

training courses in eurobank 
eFG are intended for all em-

ployees and are adjusted to 
specific jobs they perform, 
enabling them to stay infor-
med about the latest develo-
pment in the market and to 
be prepared to take up new 
responsibilities within the com-
pany. the training programme 
was devised to contribute to 
the continual improvement of 
the know-how and skill.

the training programme 
covers a wide spectrum of 
topics while utilizing modern 
learning methods. one of the 
Bank’s main goals is the quick 
and efficient integration of 
new employees in the working 
environment. Precisely for that 
reason, a flexible Induction 
program for new employees 
was set up depending on the 
type of work new employees 
will perform. 

the training structure is based 
on the combination of theore-
tical and practical knowledge. 
Also, the colleagues from dif-
ferent divisions participate and 
transfer their knowledge to the 
trainees. 

Unique training courses are: 
general banking knowledge, 
customer service, selling skills, 
It training and specialized  
courses under regulatory 
requirements such as money 
laundering prevention and 
financing of terrorism. 
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During 2010, efforts continued 
to compile the electronic data 
base enabling a larger number 
of trainees to attend training 
by means of an e-learning pro-
gramme for the advancement 
of knowledge as opposed to 
traditional, classroom-based 
teaching methods. test version 

of the application was succe-
ssful and will be made availa-
ble to everyone in the first qu-
arter of 2011. the first topic to 
be taught in this manner shall 
be the “Prevention of money 
laundering and financing of 
terrorism” – up to now, the said 
topic was taught in the tradi-

tional manner,  in the training 
centre classrooms. Using new 
methods, the training will be 
accessible to all the employees 
in shorter time while conside-
rably reducing the costs.

In compliance with the regula-
tions of the Republic of serbia 
and upholding the notion of a 
responsible employer that ta-
kes care of its employees, the 
Bank carries out several cour-
ses for all employees with the 
help of expert lecturers. they 
relate to safety and occupatio-
nal health and fire fighting.

Because of expansion of 
training activities carried out 
in 2010, the training expenses 
increased to a certain degree,  
while the ratio of internal and 
external training remained 
almost the same. the number 
of trainings carried out in 2010 
increased as well - 238 courses 
compared to 105 in 2009. the 

Cost per employee

2008 2009 2010

Troškovi obuke po zaposlenom

200

180

160

140

120

100

80

60

40

20

0

Share of internal training in total hours

2008 2009 2010

120.00%

100.00%

80.00%

60.00%

40.00%

20.00%

0.00%

% internih u odnosu na eksterne programe

Percentage of employees who underwent training

2008 2009 2010

100.00%

90.00%

80.00%

70.00%

60.00%

50.00%

40.00%

30.00%

20.00%

10.00%

 

0.00%
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total number of training hours 
went up by some 15 percent 
(29,477 hours in 2010, compa-
red to 25,802 hours in 2009). 
the number of employees who 
attended at least one course in 
2010 was 92.25 percent.

the process of introduction of 
new training programs will be 
continued and further improved 
in 2011. new training programs 
shall cover topics adjusted to 
new business conditions.

e-learning

Following the latest trends in 
training, in 2008 eurobank eFG 
implemented e-learning program 
in cooperation with the presti- 
gious Harvard Business Publis-
hing school. owing to outstan-
ding results and high scores 
awarded by the trainees, the 
Bank decided to continue the 
programme implementation 
in 2010. the programme was 

expanded to include 33 new 
trainees of the third generation. 
the trainees of the preceding 
two generations successfully 
completed the offered theoreti-
cal modules and passed certifi-
cation exams. 
the advantage of e-learning 

program over the traditional 
training methods is that the 
trainees can plan their time for 
themselves. they have at their 
disposal a large selection of titles 
by renowned world authors 
from different fields such as: 
leadership, management skills, 
coaching, emotional intelligence, 
catering for their interests and 
personal preferences, as well as a 
large number of scientific papers 
and magazine articles from all 
areas of management.

the modules are followed by 
certification tests and, after the 
successful completion of the 
tests, the trainees receive the 
certificate and a license of the 
prestigious Harvard Business 
Publishing school. 

Share of e-learning program in total training hours 

Training hours E-learning

6,46%

93,54%
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Certification 
programs

In keeping with the usual 
practice in the Group, in 2010 
eurobank eFG also helped the 
employees to obtain certifi-
cates necessary to perform 
certain jobs. 

some instances are as follows: 
ACCA certificate (Association 
of Chartered Certified Accoun-
tants), CIA (Certified Internal 
Auditor), license for chartered 
accountants and several certifi-
cation tests for It Division staff. 

Specialized  
Seminars

In the course of 2010, a series 
of sBB training courses was or-
ganized for sales coordinators 
and retail officers - micro cre-
dit facilities. the employees of 
eurobank eFG also continued 
to attend specialized seminars 
and conferences organized by 
professional associations such 
as Banking and Finance Aca-
demy and Banking Association 
of serbia.

Scholarships

seeking to support personal 
and professional development 
of employees, eurobank eFG 
offered two graduate scho-
larships in cooperation with 
reputable ALBA University in 

Athens. All employees had the 
opportunity to apply and the 
scholarships were awarded to 
the best applicants selected by 
multi-member commissions. 

the academic programme 
started in september 2010 and 
is to be completed by septem-
ber 2011.

We asked colleagues to share 
with us their impressions on 
the current progress of this 
program! 
 

dragana nikolić,  
Finance division
 
“MSc in Finance program is 
primarily practical in the sense 
that each case involves maste-
ring situations in real business 
environment. Even introduc-
tory courses such as macroe-
conomics or financial markets 
and systems, supported by the 
practices.”

boško rajlić,  
operations division 

“What is specific for this kind 
of study is the intensity of 
study that is extremely deman-
ding. In almost every period, 
students have several items, 
which are processed within 
two months, after which comes 
the test run.“

Volunteering

In 2010 the Bank’s employees
participated in many projects
as volunteers. An example of
volunteer work is a series of
free workshops for citizens
about planning and manage-
ment of personal budget in
which our colleagues velibor
vidić from Consumer Lending
Division, and Milan Popović 
from network Division took 
part.

Free interactive workshops 
were launched by the banks-
members of the work Group 
for CsR in the banking and 
finance of the Un Global Com-
pact in serbia, in cooperation 
with the Banking and Finan-
cing Academy and the serbian 
Chamber of economy. 

the main goal of the workshop 
was to help citizens, through 
training and counselling to 
better manage house budgets. 
velibor vidić and Milan Popo-
vić gave noted lectures and 
received many compliments 
for the substance and quality 
of the presentations. 

Milan popović,
network division

“Each workshop provides tools, 
guidelines and advice helpful 
in planning the house budget 
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to anyone. I am very satisfied 
to be able to take part in this 
project and I think that this is a 
very good way to educate the 
population in personal financial 
matters.”

velibor vidić,
Consumer lending  
division

“I think that the workshops 
were well accepted because 
the average attendance was 
about 30 people, far above the 
average for this type of lectu-
res. For me, it was something 
new and I may say an excellent 
experience, the more so due 
to excellent response by the 
citizens.” 

In late March 2010, colleagues 
jelena Marković from Consu-
mer Lending Division and go-
ran stijaković from Mortgage 
Lending Division participated 
at the lecture intended for the 
teachers of secondary schools 
of economy where the edu-
cation profile of bank officer 
may be obtained, held at the 
premises of the national Bank 
of serbia. 

the representatives of the 
Bank held noted presentations 
on the topic of mortgage loans 
and cash and consumer credits 
for the citizens. 

Compensations and 
other benefits

the policy of compensations 
and benefits has been develo-
ped with the aim of attracting 
and keeping the employees 
and is based on the principles 
of competitiveness, internal 
balance and compensation 
based on merit.

the compensations of euro-
bank eFG employees compri-
ses of a fixed and, where appli-
cable, a variable segment. 

the fixed segment depends on
the level of education, experie- 
nce and the position in the
labour market. the variable
segment comprises bonuses
and rewards for outstanding
contributions. the compensa-
tion system is particularly
developed for the branch
network and business centres
where success and individual
achievements are awarded in
that way.

In addition to the compensa-
tion system, aiming to ensure 
health care for employees, the 
Bank provided biannual health 
check-ups for all employees 
at the renowned Bel Medic 
general hospital and clinic.the 
Bank covers all costs of those 
check-ups for all employees. 
Also, there are special pri-
ces and discounts for further 

specialist examinations for 
employees and their family 
members.

ana karanović, 
Human resources  
division

“When I came back from holi-
days I learned about the initi-
ative launched by our Bank in 
cooperation with the health in-
stitution Bel Medic. Since I had 
already planned to take some 
medical examinations, I used 
the offered possibility. At the 
appointed time I was welco-
med by a professional and nice 
staff, in a pleasant ambient and 
within two hours  I completed 
the health check-up.”
 

All employees in eurobank 
eFG are insured in the event of 
surgery and/or serious disease, 
or permanent disability and 
accidents under the insurance 
policy paid by the Bank.

A special benefit for all em-
ployees is the preferential 
pricing policy of banking 
products.
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Internal communication implies much more than informing the em-
ployees about the daily changes in the organization. 

InteRnAL CoMMUnICAtIon

the awareness about good qua-
lity of internal communication is 
the foundation of good relations 
in each organization and can 
increase motivation, producti-
vity, enthusiasm and positive 
view of the employees about the 
changes which may lead to the 
establishment and maintenance 
of good understanding between 
the management and emp- 
loyees. the enumerated factors 
contribute to the commitment, 
because only well motivated and 
devoted employees with a sense 
of belonging to the company 
shall be prepared to struggle for 
the attainment of organizational 
goals, feeling as if the company 
and its success are of their own. 

strategic goals of internal co-
mmunication in eurobank eFG 
is to consolidate the reputation 
of the Bank among 1,600 em-
ployees as a socially responsible 
company which takes care of its 
staff, clients, shareholders, the 
community in which it operates 
and to streamline their individu-
al efforts into the driving force 
of their teams. In a demanding 
and challenging environment, 

the employees demonstrated 
flexibility, great commitment 
and capability of coping with all 
the challenges of adjusting to 
the new conditions. the Bank 
continued to promote in 2010 an 
open, transparent, two-way and 
timely communication through 
different channels, such as: in-
ternal  newspaper (euro news), 
intranet (euro PoRt), lotteries 
(naming the Bank products and 
services, distributing tickets for 
cultural events such as concerts 
and theatre performances), 
working  breakfasts with the 
exBo President, celebrations for 
employees and their children, 
special discounts with the Bank’s 
clients and suppliers, partici-
pation in sports competitions, 
promotion and awards to the 
best/innovative business results 
and others.

Key activities  
in 2010

euro neWS

Quarterly internal magazine 
featuring information about 
new initiatives and activities of 

the Bank, accomplished results, 
promoting positive examples, 
informing the employees of the 
actions of socially responsible 
operation. In 2010, the magazi-
ne euro news acquired a new, 
modern look. In addition to the 
visual changes, the range of 
topics was expended to include 
daily life, which in a new and 
creative way enables readers 
to better know their colleagues 
who talk about their hobbies 
and interests.

euro port

Central information channel for 
all employees, facilitating daily 
operations. Redesigned in 2010, 
euro PoRt features interviews 
with top managers of the Bank, 
the latest news, procedures, 
instructions, and announce-
ments of forthcoming games 
of chance and special offers for 
the employees. 

Special offers for employees

eurobank eFG contracted coope-
ration with different companies 
offering special prices and dis-
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counts to the Bank employees. 
these are the Bank clients from 
various industries and can offer 
to the employees of eurobank 
more shopping favourable con-
ditions in large shopping chains 
with a wide range of goods and 
in renowned specialized retail 
shops. the list of companies 
offering such an opportunity 
has been constantly growing. In 
addition, the Bank - by drawing  
lucky winners – grants to the 
employees free tickets for music 
and other shows, also organizes 
sports and other manifestations 
for employees and their children.

idea box

the Bank launched the project 
“Idea Box” in March 2010, as one 
in a series of steps for creativity 
and speeding up the flow of 
information. the intention was to 
enable all employees to present 
their ideas via euro PoRt, po-
ssibly contributing to upgrading 
business. within very short time 
the Project met with the approval 
among the employees, eviden-
ced by a number of received 
ideas in different areas, such as 
reduction of operational costs, 
improved offer of the Bank’s 
products, better It performance , 
etc. More than 100 ideas were re-
viewed and analyzed, some alre-
ady being implemented in daily 
operations. Aiming to continue 
the trend and to support active 
participation of employees in the 

organizational development, the 
Bank has adopted the principle 
of awarding the best.

Meetings with the  
Management

the aim of the meetings with 
the Management is to present 
business initiatives of the Bank, 
communicate key strategic 
messages to employees, and 
represent common objectives 
and priorities. 

three meetings were held with 
the top management in 2010, 
where the employees had a 
chance to directly communicate 
with the managers. 

the Bank’s top management to-
ured all regional centres, as a part 
of regular activities to improve 
the communication between 
all employees of the Business 
network Division and several 
branch offices. According to the 
majority of participants, it had 
multiple positive effects, because 
they were provided with an exce-
llent opportunity to present the 
top management of the Bank the 
conditions in the branches, their 
activities, results and problems in 
daily operations.

Working breakfasts of exbo 
president with employees

the working breakfasts are a 
chance for the employees from 

various divisions of the Bank 
to meet the President of the 
executive Board and express 
in an informal environment 
their impressions, suggestions 
and to share experiences from 
every day work. employees of 
all Bank’s divisions have parti-
cipated in such events so far.

internal Competitions

In addition to the business orie- 
nted competitions, like con-
tests among the branches in 
the sale of certain products, 
the Bank has organized others 
that are not strictly concerned 
with business processes, as a 
competition for the best deco-
rated Christmas tree. 

new year’s eve Gift packages

traditionally, on the new Year’s 
eve, some 850 children of 
employees get their Christmas 
gifts after the party and photo 
session with santa Clause.

Volunteering

the football team of eurobank 
eFG has successfully partici-
pated, for several years now, in 
the League of Banks in small 
football. the employees regu-
larly take part in blood dona-
tions, free training workshops 
and similar events.
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In 2010, a year marked by a slower, but steady recovery after the eco-
nomic crisis, eurobank eFG invested considerable efforts to support 
its clients in overcoming continual difficulties they faced with regards 
to the family budget and company finance offering them products 
and services tailored to their needs and expectations, as well as more 
intense relationships in order to better understand the challenges 
they face.

oUR CLIents

eurobank, a stable and syste-
mic bank successfully operating 
in serbia since 2003 with a 
large client base consisting of 
800,000 individuals, companies 
of all sizes, entrepreneurs and 
government institutions, acted 
responsibly towards its custo-
mers by offering customized 
and individual solutions. At the 
same time, the Bank introduced 
effective policies and manage-
ment practices of dealing with 
their clients and maintained 
their trust by dedicating itself 
to creating and maintaining a 
healthy and long-term mutual 
relationship.

business network

eurobank eFG in serbia is fo-
cused on providing services to 
clients based on their individual 
needs, organizing and develo-
ping its service network and it 

has adopted a client-oriented 
approach through both traditi-
onal and alternative distribution 
channels. services are provided 
to retail customers and pro-
fessionals across the bank’s 
network of 117 branches and 9 
business centres located in 59 

cities throughout serbia.
Most branches employ consul-
tants who are dedicated to the 
sale of sophisticated banking 
products for individuals (Mor-
tgage Lending, small Business 
Banking, Personal Banking and 
savings). the needs of small, 
medium and large enterprises 
(corporate clients) are cate-
red for by the Bank’s branch 
network, which consists of nine 
business centres located in 
Belgrade, niš, novi sad, Kragu-
jevac, smederevo, Čacak, novi 
Pazar, subotica and Šabac.

Besides specialized consul-
tants who work in retail sector, 
the network also provides 
support for services and pro-
ducts offered by Group affiliate 
companies for leasing (eFG 
Leasing), payroll services and 
administration (eFG Business 
services), real estate services 
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(eFG Property services). the 
customer-oriented approach 
is also a feature of the toll-
free customer support phone 
line (europHone 0800 1111 44) 
as well as electronic banking 
(e-b@nking). the combination 
of traditional and alternative 
networks provide customer 
service 24 hours a day, seven 
days a week, while continuous 
training of staff and the most 
modern technical infrastruc-
ture are designed to provide 
optimum quality of service, 
which was in 2010 further im-
proved by:

  enabling the customers to 
pay utility bills through the 
Bank’s AtMs (a total of  
162 AtMs across the coun-
try)

  installing 10 new APs 
machines in a network of 
branches (APs: a machine 
that allows customers to 
pay the loan and credit 
card instalments, and to 
transfer cash payments on 
current account without 
waiting in lines).

Customer relationship 
management

effective customer relationship 
management at eurobank eFG 
means that communica- 
tion with customers is provided 
through all the networks and 
channels for service delivery.

Direct communication with 
the Bank is provided for 
customers through customer 

service euroPHone which 
operates on a 24/7 basis thro-
ughout the year, then through 
a special page on the Bank’s 
website (www.eurobankefg.rs) 
and the brochure “Make Your 
Life easy”which is prominently 
placed in all eurobank eFG 
branches. 

euroPHone has proven to be 
particularly useful in cases of 
stolen cards, which are imme-
diately deactivated, and for 
users of electronic banking 
who promptly receive expert 
solutions. In addition, informa-
tion on account balance and 
characteristics of all products 
and services provided by the 
Bank are always available.     

Number of APS machines

2009 2010
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the Client Relationship office 
(CRo) works closely with the 
national Bank of serbia (Centre 
for Consumer Protection), to 
ensure transparency and objec-
tivity in managing relationships 
with the Bank’s clients.
 
Customer complaints mana-
gement aims to prevent con-
fusion in the use of banking 
products and services that can 
cause dissatisfaction among 
customers. In this sense, sug-
gestions, ideas, and customer 
complaints are analyzed and 
verified, the most important 
problems are identified and 
necessary corrective measures 
are taken. In this way, problems 
are solved faster and mistakes 
are not repeated, which ma-
kes customers more satisfied. 
Moreover, through regular visits 
to branches in order to train 
employees how to deal with 
customer objections and to 
analyze and detect problems 
that occur in the daily business, 
the Client Relationship office 
develops a uniform culture of 
behaviour in the case of com-
plaints and objections to the 
work and operations of the 
Bank.

Introduction of new tools for 
managing comments via  
euroPHone has made it even 
easier for our customers to 
file their feedback, while at 
the same time this feedback 

is electronically assigned to 
the responsible business units. 
this led to a further decrease 
in complaints that have been 
submitted through the natio-
nal Bank of serbia. Customers 
may file a complaint orally or 
in writing at any eurobank eFG 
branch. 

Complaints coming through all 
channels are gathered at CRo 
and from there delegated to the 
resolving units. CRo monitors 
and assures proper and timely 
resolution of all complaints and, 
if necessary, participates in it.
eurobank eFG developed 
special teams to support cu-
stomers in each head office or 
retail sector, such as cash, con-
sumer loans and credit cards, 
housing or entrepreneur loans, 

and to assist the branches in 
resolving problems related to 
products and services. In addi-
tion to advising employees in 
the branches, executives of the 
Bank’s sectors come into direct 
contact with clients whenever a 
special treatment or enhance-
ment is needed.

In 2010, the Client Relationship 
office managed to reduce 
the total number of received 
complaints by 43 percent com-
pared to 2009. A decreasing 
trend was evident in all busine-
ss segments. Reports prepared 
monthly, quarterly and annually 
are directly presented to the 
executive Board of the Bank, 
showing a trend of complaints 
and resolution of all issues, 
products and services.

2009

2010
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635
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277 284
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personalized  
service

In addition to these improve-
ments, in 2010 eurobank eFG 
focused more on a model of 
even greater customer-ba-
sed approach. therefore in 
January, the Bank started the 
segmentation of clients and a 
clear determination of respon-
sibilities for each segment. the 
segment of Personal Banking 

(affluent) customers repre-
sents almost 6% of our active 
customer base.

each of these clients is assi-
gned to a particular employee 
from the branch network - a 
personal banking officer. In 84 
eurobank branches (about 75 
percent), there is a personal 
banking officer and specially 
marked space for providing 
exclusive and discreet services 

to affluent clients. Personal 
banking officers, each of them, 
was elected on the basis of 
their experience and knowled-
ge, and they completed 
additional training in providing 
services to individuals, analysis 
of clients’ needs and working 
with demanding clients. 

Personal banking officers are 
solely responsible for serving 
affluent clients and proactively 
meeting all their needs.

Channels for complaints reporting
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1000

800

600

400

200

0

1200

1400

881

1321

127

477

732

119
00

Writte Verbal NBS Media

Complaints resolution time                   
2010 2009

Up to 5 days 563 42%

98% 95%6-15 days 508 38%

16-30 days 227 17%

over 31 day 30 2% 2% 5%

not yet 0 0%

total 1328 100% 100%



CORPORAte SOCIAl ReSPONSIbIlIty RePORt 2010

Satisfaction Surveys

In order to improve services, the 
Bank systematically conducts a 
survey per customer segments. 
In addition to satisfaction levels, 
these surveys also monitor indi-
cators related to individual servi-
ces. For retail, professionals and 
small business, surveys are not 
carried out only per customer 
segment but also per branches. 
Customer satisfaction surveys are 
conducted, also in conjunc- 
tion with other channels, such as 
electronic banking (e-B@nking) 
and euroPHone.

Mystery shopper

every two years, eurobank eFG 
conducts “Mystery shopper” 
research as part of ongoing 
monitoring of the quality of 
services provided to clients. 
Research “Mystery shopper” is, 
in addition to measuring custo-
mer and employee satisfaction, 
one of the key elements in the 
process of creating value for 
customers. the Bank’s mana-
gement, in order to achieve a 
high level of satisfaction and 
customer loyalty has to be sure 
that employees fully comply 
with business standards. this 
especially applies to em-
ployees who work in the first 
line of contact with customers.

A “Mystery shopper” is well-trai-
ned and prepared for a well-defi-

ned scenario that is used during 
visits to branches. It is important 
that the same scenario is used 
on each visit in order to obtain 
consistent and comparable 
results. the basic idea is that a 
mystery shopper goes through 
the procedure of simulating a 
real situation that is common to 
all customers when they come 
to a branch to inquire about 
products or services offered.

the aim of the “Mystery sho-
pper” research is the inclusion of 
all important aspects that contri-
bute to the creation of the final 
value for customers, impression 
of the branch, the situation in the 
branch, a sales and final inter-
view. these results have shown 
that eurobank eFG employees 
provide high quality service to 
their customers. Main findings 
showed that:

  eurobank eFG branches 
look neat, both outside and 
inside, with clearly visible 
and properly exposed ad-
vertising material in accor-
dance with the eurobank 
eFG standards 

  organization of the branches 
is on a high level and helps 
customers to easily and effici-
ently solve all their business 
without excessive queuing

  employees show a high 
level of professionalism, they 

are completely focused on 
customers and sales-oriented 
and provide clear and com-
prehensive information to 
customers, thus proving how 
competent and well-trained 
they are.

responsible to its 
clients in 2010

In 2010, eurobank eFG 
introduced various new 
products and services in an 
attempt to respond to the 
specific needs of customers 
and help them to overcome 
all difficulties caused by the 
economic crisis.

1.  participation in the  
Subsidized loans program

By signing a contract with 
the Development Fund of the 
Republic of serbia in March 
2010, eurobank eFG once again 
became an active member in 
the government’s program to 
overcome the effects of the 
economic crisis. As part of this 
program, during 2010, euro-
bank eFG approved subsidized 
loans to private individuals and 
companies in total value of eUR 
33.6 million.

2.  Support to the Serbian  
Government

the serbian government 
decided to initiate the procure-
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ment of loans from commercial 
banks with the aim of raising 
funds for the project of nuclear 
waste management and the 
offer given by eurobank eFG 
was the best. with a loan  
amounting to UsD 25 million 
with a five-year repayment 
period (60 months), including 
a grace period of 12 months, 
eurobank eFG supports the 
efforts of the serbian gover-
nment to keep the country safe 
and clean from nuclear waste 
and manage efficiently its 
energy resources. the project 
is of vital importance for the 
future development of serbia 
in the field of environmental 
protection.

3. Support to Kraljevo

one of the most devastating 
earthquakes in serbia in recent 
years occurred in november 
2010, with its epicentre in cen-
tral serbia, only a few kilome-
tres away from Kraljevo. About 
16,000 buildings were reported 
to be damaged, of which abo-
ut 6,000 were examined and 
1,100 categorized as comple-
tely destroyed – inadequate for 
life. total estimated damage 
is around eUR 100 million. In 
order to help people and busi-
nesses who suffered damage 
in the earthquake, eurobank 
eFG suggested special terms 
and conditions for various 
products:

  credit cards (reduction of the 
minimum monthly fee from 
five percent to two percent 
in the period of six months) 

  mortgage loans (a grace 
period of six months - only 
interest is paid - and may be 
extended for one year)

  cash and consumer loans 
(refinancing of existing loans 
with a new loan with a grace 
period of six months, the in-
terest rate during this period 
is reduced by 50 percent)

  small business (50 percent 
lower monthly rate, with a 
proposed grace period, and 
possibility for clients to re-
establish the business with 
reduced cost).

4.  Medifree for payroll  
Customers

In August 2010, eurobank 
eFG and General Hospital Bel 
Medic presented Medifree®, the 
first health care program that 
allows eurobank customers 
to use current account euro 
PLAtA Premija to improve their 
health care. Under this pro-
gram, which was first offered in 
serbia, the owners of eurobank 
current account euro PLAtA 
Premija have at their disposal: 

  unlimited number of vi-
sits during the year to the 

doctors of certain special-
ties; for women, these are 
examinations in gynaecolo-
gy, ophthalmology, general 
surgery, internal and gene-
ral medicine, including eCG, 
while men can be examined 
by internists, including an 
eCG examination, and by 
ophthalmologists, general 
surgeons and general prac-
titioners

  discounts on other Bel Me-
dic services when paying 
by eurobank eFG card, 
with the option of paying in 
three, six, nine and twelve 
monthly installments, wit-
hout interest  

   the same discounts are 
granted to customers’ 
immediate family members 
(spouse, children).

euro PLAtA Premija is a current 
account which offers a range 
of benefits to citizens, such as 
sMs notification of all transac-
tions on their account or credit 
card, standing order to pay bills, 
and the standing savings order, 
vIsA revolving credit card free 
of maintenance commission 
with an option of paying in 
installments, as well as an elec-
tronic banking package  
(e-B@nking). All loan products 
for holders of this current acco-
unt are also more favourable 
than the standard one.
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5.  Cash loans with fixed  
interest rate

Due to the great interest in 
cash loans in national curren-
cy, eurobank eFG decided in 
2010 to offer cash, consumer 
and refinancing loans in dinars 
with fixed interest rates. Given 
that the interest rate for these 
loans is fixed for the first three 
years of repayment, the Bank 
offers stability to its custo-
mers. 

Protection against changes in 
exchange rates and interest 
rates ensures that customers 
can control their monthly 
expenses, and provides them 
a chance to meet all important 
personal and family needs. 

today, this type of loan ac- 
counts for 80 percent of euro-
bank eFG retail loan portfolio.

6.  Free Savings  
in dinars

with an intention and desire to 
stimulate the citizens of serbia 
to save in the national curren-
cy and to support the efforts 
of the serbian government in 
its aims of ‘dinarization’, euro-
bank eFG introduced a special 
offer for savings in dinars, 
during the savings month. At 
the time, the Bank offered very 
attractive interest rate of 10 
percent for savings deposits.

7.  “big Heart” MasterCard - 
affinity card of eurobank eFG 
and Fund  “ana and Vlade 
Divac”

eurobank eFG and Fund “Ana 
and vlade Divac” launched in 
February 2010 the affinity credit 
card “Big Heart” under the patro-
nage of the Ministry of education 
of the Republic of serbia. Using 
a unique MasterCard credit card 
customers help the reconstruc-
tion of children’s playgrounds in 
state kindergartens throughout 
serbia, at no extra cost. every 
time customers use their card 
“Big Heart” (for purchase or 
cash withdrawal), eurobank eFG 
sets aside one percent of tran-
saction value and 50 percent of 
the monthly maintenance costs 
and invests them in rebuilding 
children’s playground. eurobank 
eFG clients who choose to use 
the new MasterCard card, “Big 
Heart” will not bear any additio-
nal costs and can use it like any 
other credit card.

8.  Frozen bonds

eurobank, as part of a conti- 
nuous effort to improve services 
offered to clients, but also as an 
official agent of the Government 
of serbia, introduced a unique 
way of frozen bonds pay out. 
Given that these are funds on 
which people waited for years, 
and the fact that most of these 
clients are at an advanced age, 

eurobank eFG enabled them 
to directly transfer money from 
their old savings account to a 
savings account (Free savings), 
without waiting in line, simply 
by giving orders to transfer, with 
the possibility of having the mo-
ney at their disposal all the time.

It should also be noted that 
eurobank eFG hired additional 
staff (promoters) during the first 
weeks of payments in branches 
with the highest frequency of 
the old depositors in order to 
help these customers, shorten 
the waiting time and make the 
process more efficient.

9.  Support to the export 
orientation of the Serbian 
economy

eurobank eFG launched a seri-
es of initiatives to promote the 
export orientation of the serbi-
an economy. As the first step in 
2010, the Bank supported the 
award “exporter of the Year” 
established by the Foreign 
Investment and export Pro-
motion Agency (sIePA). In the 
category of small and medium 
enterprises, the Bank gave an 
award for the best exporter 
in the amount of eUR 15,000. 
Awards for the best exporter 
of 2010 were given for impro-
ving export activities and the 
criteria included the quality of 
products, export markets and 
the export volume.
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eurobank eFG initiative to 
support exports is dictated by 
the need to improve competi-
tiveness and “openness” of the 
serbian economy in order to 
create favourable conditions 
for attracting foreign capital 
into the country. eurobank 
eFG, a bank which strongly 
supports serbian economy, 
introduced a range of products 
and services dedicated to 
exporters, including pre-export 
financing, tailor made loans in 
terms of pricing and payments, 
interest rate hedging of FX 
loans and favourable terms for 
intra Group transactions.

eurobank eFG initiative was 
launched along with a new 
model of economic growth 
and development of the 
serbian government and has 
three pillars - an influx of new 
investment, supporting the 
economy and investment in 
infrastructure. Deciding to 
sponsor the sIePA “exporter of 
the Year” award, eurobank eFG 
once again confirmed that it is 
focused on providing support 
to state institutions in their 
efforts for economic recovery 
and implementation of market 
reforms.

informing clients
 
In order to inform clients, 
in 2010 eurobank eFG held 
a series of meetings and 

presentations offering expert 
information and analysis 
for small and medium 
enterprises, professionals 
and entrepreneurs, with a 
twofold purpose: to provide 
the necessary knowledge 
to clients so they can cope 
with the adverse economic 
environment, and to achieve 
maximum transparency in 
communicating the Bank’s 
products and services. 

throughout serbia, in Šabac, 
Kragujevac, novi sad and 
Belgrade, four presentations 
were held on topics pertaining 
to international finance, 
leasing, treasury and liquidity 
facilities, export orientation 
products, corporate 
transactional banking, and the 
new e-B@nking platform. the 
above events were organized 
in cooperation with the 
regional chambers that found 
a reliable partner in eurobank 
eFG for informing and 
educating its members.

In addition, “eurobank Days” 
were held throughout serbia 
with the purpose of providing 
information to thousands of 
customers who have regular 
personal income. During this 
period, employees of a eu-
robank eFG network visited 
potential customers at their 
work places and talked in 
detail about banking products 
and services they can use, 
answered numerous questions 

and talked about concerns that 
may arise.

new website

In november 2010, in its conti-
nuing effort to improve com-
munication with customers, 
eurobank eFG unveiled a new 
website (www.eurobankefg.rs), 
fully customized to the needs 
of clients.

As earlier, the site contains 
most important news, detailed 
information about products and 
services, special interactive fea-
ture “Ask the experts”, “savings 
Advisor”, “online applications 
for products”, as well as version 
customized for mobile phones, 
interaction with social networ-
ks, useful links and a number of 
other features.

At the same time, eurobank 
eFG branches can be located 
and easily found by “Google 
Maps”.

In order to align its own ope-
rations with the needs of all 
customers, the Bank custo-
mized the website to people 
with disabilities and the vi-
sually impaired, thanks to a 
hardware-software addition on 
the computer and website so 
they can obtain audio content, 
description, images, links and 
navigation. 
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eurobank eFG, since its foundation in Serbia in 2003, has been insisting 
on well conceived and continued social responsibility program, being 
a major investor and systemic bank for which the market of Serbia 
has a strategic importance. 
 

ContRIBUtIon to CoMMUnItY

the comprehensive program 
of corporate social respon-
sibility entitled “we invest in  
european values” has been 
divided into five major areas, 
permanently supported by the 
Bank: education, health, envi-
ronment and integration of the 
disabled in the normal living 
and working flows, and in  
2010  eurobank eFG introdu-
ced the fifth area: the promo-
tion and enhancement of the 
serbian culture. so far, more 
than eUR 3.6 million were 
invested in such projects, with 
the intent to support the ser-
bian community and society 
where most needed.

In the year 2010, eurobank 
eFG launched two new CsR 
projects at the national level. 
together with Fund “Ana and 
vlade Divac“, in early 2010, 
the affinity MasterCard credit 
card “Big Heart” was launched, 
collecting the funds for the 
reconstruction of the state 
children kindergartens across  

serbia. Also in 2010, the 
“Moving inclusive museum“ 
toured serbia, the exhibition of 
students’ works consisting of 
practical objects for the use of 
the disabled.      

eurobank eFG 
eDUCation

within educa-
tional support, 
the project of 
eurobank eFg 
scholarship 
stands out. It 
was launched 
in favour of the 
best serbian 

state universities students. the 
Bank has granted 1,350 one off 
scholarship in the amount of 
eUR 1,000 each or totally over 
eUR 1.35 million as a token 
of recognition to the young, 
successful people in serbia.

In 2010, for the fifth jubilee 
time the Bank, by awarding 
50 students of state universi-

ties in serbia (in Belgrade, niš, 
novi sad, Kragujevac and novi 
Pazar) invested eUR 50,000 
in the best students in serbia. 
the awarded met the following 
requirements:

  Attendance of the final 
year of bachelor/integrated 
study or the status of under-
graduate, reached for the 
first time in the then current 
academic year

  Average score during the 
studies of 9.50 and more

  Active participation in extra 
curriculum activities

  outstanding interest in the 
development of social com-
munity

  Leadership potential, exce-
llent communication skill

  �Fluency in english or other 
languages.
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eurobank eFG scholarships 
have been administered as of 
2007 by the Institute of Interna-
tional education, (www.iie.org), 
one of the oldest international 
organizations with experience, 
expertise in higher education. 

the program of eurobank eFG 
scholarships recorded excellent 
response of students in 2010 – 
even 476 students applications 
were received. 

to communicate the program to 
all interested students the Bank 
created:

  �A special sub page at the In-
ternet presentation enabling 
simplified online applica- 
tions

  the page Laureates of euro-
bank eFG scholarship featu-
ring Cvs and achievements 
of students awarded in the 

previous year and  Face 
book group of Laureates of 
eurobank eFG scholarship, 
regularly updated by pho-
tos, films and tv footages, 
which now counts over 200 
permanent members.

vesna lapčić,  
journalist „ekonomist“

“The scholarship means to 
me more as an incentive than 
money. At the end of studies it 
was nice to know that there is 
company like Eurobank EFG, 
which awards the successful 
students. This is particularly 
important in this country, suf-
fering from brain drain of the 
educated, unfortunately.”

eurobank eFG financially 
backed in June 2010, for the 
fifth time in row, the program 

in favour of talented students 
of secondary schools in serbia, 
offered by His royal Highne-
ss Crown prince aleksandar 
II karađorđević in the royal 
palace in the traditional recep-
tion for 500 best matriculates 
from all secondary schools in 
serbia. 

eurobank eFG has taken an ac-
tive part in many other actions 
concerning education. with 
its donation to the Danube 
Rectors’ Conference in novi 
sad, the Bank helped hold the 
gathering devoted to the up-
grading of higher education in 
serbia, attended by the repre-
sentatives of the most eminent 
universities in europe. In 26 
years of existence, the Danube 
Region Rectors’ Conference 
represents one of the major 
events in the domain of higher 
education. 
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eurobank eFG 
HealtH

Placing in the 
focus of its 
corporate so-
cial responsi-
bility the good 
health and di-
sease preven-
tion, eurobank 
eFG launched 

with Bel Medic hospital the 
unique health care system 
Medifree®, for the clients and 
employees of eurobank eFG. 

Medifree® enables the Bank cli-
ents, holders of current account 
euro PLAtA Premija, unlimited 
number of free specialist check-
ups in Bel Medic clinic by doc-
tors of different specialization: 
ophthalmologist, general surge-
on, general medical practitioner 
and internist including eCG 
screening, and for the ladies the 
gynaecologist. 

such a service is unique in the 
banking market and is available 
for the first time serbia. with an 
ID card held by each client, it is 
possible to schedule the appo-
intments by phone round the 
clock, seven days a week in any 
of three locations in Belgrade. 
the success rate of this joint 
action is measured by 9,000 
satisfied clients, beneficiaries 
of this program. In cooperation 
with Bel Medic health institution 

comprising a general hospital 
and dispensary, the Bank initia-
ted the program of free health 
check-ups enabling employees 
to regularly and adequately 
monitor their health condition. 
the program also envisages 
many discounts for employees’ 
immediate family members. 
Having joined the national 
campaign “serbia against 
Cancer“ of the Ministry of 
Health of the Republic of 
serbia, eurobank eFG enabled 
its female employees in 2010, 
spouses and mothers of our 
employees to take free scree-
ning by a mobile mammograp-
hy, which toured  most of the 
big cities in serbia. so far, such 
a check-up was possible for 
the staff in Kruševac, Aleksi-
nac, niš, and Ćuprija, Jagodina, 
Kraljevo, Paraćin, trstenik, vr-
njačka Banja, vranje, surdulica, 
vlasotinace and Leskovac.  

within the campaign for sup-
port to organ transplantation 
“Prolong Your Life”, and in 
cooperation with the Associa-
tion of friends and parents of 
children suffering from renal 
disease “A Dime For Your smi-
le“ and the Ministry of health, 
fund raising was organized 
for new year’s eve gifts to the 
Ward of dialysis of the uni-
versity Child Clinic in tiršova 
street. the Bank thus wanted 
to bring some light and joy to 
the children staying on dialysis 

and draw the attention of the 
public to those who wait for 
transplantation. 

eurobank eFG 
eColoGy

In spring 2010 
when com-
plete recon-
struction of 
Bulevar kralja 
Aleksandra 
in Belgrade 
started, the 
old centennial 

plane-trees had to be elimina-
ted. eurobank eFG responded 
to the invitation of the City of 
Belgrade and joined the action 
“a gift for bulevar”, by purc-
hasing two plane-trees planted 
in front of the Bank branches 
in Bulevar kralja Aleksandra, 
238 and in Bulevar kralja Alek-
sandra, 288.
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eurobank traditionally joined the 
action “an Hour for our planet“, 
and backed the global envi-
ronmental initiative. By taking 
part in the planetary movement 
for raising ecological awareness, 
all lights went out from 20:30 
to 21:30, in Bank’s headquarter 
eurobank eFG Centar, vuka Ka-
radžića 10, and in the offices in 
Milutina Milankovića street, 7v.

In addition, eurobank eFG con-
tinued to pursue measures, in 
line with the highest ecological 
standards in its own operations, 
aimed at the preservation of the 
environment: 

  Paper recycling with the 
Paper Plant a.d. Belgrade. 
MvM Company, a supplier of 
the Bank of the promotion 
material and eurobank eFG 
recycled approx 20 tons of 
paper in 2010. 

  Recycling of scrapped com-
puters within the campaign 
“scrap the waste” with the 
support of the niš based 
company e-recycling  
(recycled 11 tons)

  optimum reduction of energy 
consumption by monitoring 
of water and electricity con-
servation in the Bank offices

  Reduction of air business 
travels by resorting to the 
state-of-the-art video con-
ference systems.

eurobank eFG  
 CUltUre

In early sep-
tember 2010, 
eurobank 
eFG became 
the general 
sponsor of 
the Belgrade 
theatre atelje 
212 for the 

season 2010/11. Under the deci-
sion on sponsoring one of the 
most eminent serbian theatres, 
featuring modern plays written 
by the national and internati-
onal authors, eurobank eFG 
reconfirmed its commitment to 
support the society in the area 
of culture. 

Cooperation of the Bank and 
the theatre came into being 
thanks to the initiative of the 
actors of Atelje 212, to jointly 
develop and promote arts and 
culture in serbia. 

kokan Mladenović,  
atelje 212 general Manager

“We are glad that there are 
companies as Eurobank EFG 
which recognize the necessi-
ty of investing into cultural 
institutions and we are particu-
larly grateful for being chosen. 
This cooperation set a model 
formula enabling the theatre 
to maintain high ambitions and 
objectives set, and on the other 
hand enable a wide circle of 
theatre goers among them the 
clients of the Bank to enjoy, at 
a discount of 50% the supreme 
theatre performance.“

Any client of eurobank eFG 
showing his card shall get a 
ticket at a 50% discount rate 
for entering Atelje 212, in the 
season 2010/2011, while the 
Bank employees can get tic-
kets for regular repertoire for 
RsD 212.
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eurobank eFG  
eQUality

the european 
institute for 
design and di-
sability (eIDD), 
handed over 
to eurobank 
eFG Centar a 
Certificate of 
inclusiveness, 

in early september 2010, the first 
time ever for a business building 
in serbia to be awarded. the bu-
siness headquarters of the Bank 
downtown Belgrade, eurobank 
eFG Centar, is one of the rare 
office buildings characterized by 
combined modern functionality 
and eco design, and adjusted to 
the needs of an inclusive society. 
the adaptation of the building 
included the following:

  A vertical platform at the en-
trance to the building which 
enables access to wheelchair 
users 

  A staircase at the access to 
top floors 

  An AtM slot was placed at a 
suitable height so that wheel-
chair users can use it freely

  toilet for persons with disabi-
lities is set up 

  In the vuk Karadžić conferen-
ce hall, an induction loop was 

installed for users of hearing 
aids (the first business facility 
in serbia with this device)

  elevators contain buttons in 
the Braille alphabet.

aleksandar bogdanović, 
bod member of eIdd serbia

“Adequate design solutions are 
necessary points of departure 
towards the development of in-
clusive society. Having endorsed 
the principles of Design for All 
Eurobank EFG has fully adjusted 
its business seat and services to 
the disabled persons, thus pro-
viding a positive example to all 
the companies and institutions 
in these parts”

In addition to five branches so 
far adjusted by the Bank to the 
disabled persons (in Belgrade – 
vasina 4, vuka Karadžića 10, Bu-

levar umetnosti 2a, in novi sad – 
Bulevar Mihajla Pupina 14 and in 
niš – Bulevar Zorana Đinđića 33), 
in november 2010, the branch 
in Zrenjanin was reconstructed 
in Cara Dušana street, 2. the 
entire project was designed in 
compliance with the principles of 
“Design for All” of the european 
Institute for Design and Disabi-
lity that is in keeping with the 
principles of the Un Convention 
on the promotion and protec-
tion of the rights and dignity of 
disabled persons. For the benefit 
of the blind and vision impaired 
a blind path was constructed, 
the tellers were lowered, tactile 
panel and ramp at the entrance 
to the branch were made. In the 
cooperation with the Centre for 
the Development of Inclusive so-
ciety, in the mentioned branches 
have been organized trainings 
for the staff how to treat the 
disabled persons and about 
adequate terminology.

wishing to sensitize public at 
large towards the blind persons 
and affirm a more widespread 
use of the Brail alphabet, the 
Bank purchased 100 copies of 
the book Golden Dots never Up-
side Down. the book about Brail 
alphabet, by tihomir nikolić, 
M.A., was distributed to school 
libraries around serbia, aiming 
at spreading the technique of 
that alphabet, but also with the 
meaning for the fellow citizens 
with impaired vision.
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Moving inclusive 
Museum 

the moving inclusive museum 
set out from Belgrade in May 
2010, the first of its kind in his 
region. this is an exhibition of 
objects for daily use designed 
by the students of the faculty of 
design, architecture, arts, fore-
stry and following the principles 
of “Design for All”.
 
At the designers’ competition 
between 1 February and 2 April 
the students were tasked with 
making practical items the use 
of which should facilitate daily 
life to the disabled persons and 
their families. the commission 
composed of the international 
and national representatives of 
the european Institute of Desi-

gn and Disability and professio-
nals from the Academy of Fine 
Arts of Bologna, selected 27 
best works which made up the 
mobile museum, which toured 
serbia.

the common goal of eurobank 
eFG, CRID, european Institute 
for Design and Disability, the 
Ministry of labour and social 
welfare who worked in par-
tnership on the project, was to 
draw the attention of the public 
to the absence of adjustment 
of the objects in daily use of 
the disabled persons, but at 
the same time the invitation 
to the local companies to start 
manufacturing things usable by 
any citizen. with the intent of 
familiarizing the students with 
this unique project, workshops 

were organized and public pa-
nels at all the faculties in serbia 
teaching design and architectu-
re, attended by over 300 young 
stakeholders. Also, the laun-
ching of inclusive design as an 
optional subject at the faculties 
in serbia is planned. 

the moving inclusive museum  
was opened on 7 May in the hall 
of the national Bank of ser-
bia in Belgrade when nebojša 
Bradić, the Minister of Culture in 
the Government of the Re-
public of serbia, awarded the 
best students. the ceremony 
was attended by Finn Petren, 
eIDD Chairman - Design for 
ALL europe and Pete Kercher, 
eIDD Ambassador, who were 
the members of the selection 
Commission, too.
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the moving inclusive museum 
is exhibition and was introdu-
ced at the manifestation Mixer 
Design expo and Bosi festival in 
Belgrade, at Ada Ciganlija, niš, 
Pirot, novi Pazar and Jagodina.

the Bank and the Centre for 
the development of inclusi-
ve society jointly try to make 
the exhibition accessible to as 
many citizens of serbia as po-
ssible and thus draw the public 

attention to the problems faced 
daily by the disabled whenever 
using any object. 

After the presentation of the 
exhibition, the drawings of 
those items shall enter the 
manufacturing cycle of the local 
companies. some local compa-
nies showed the interest in ma-
king some of these innovative 
objects in an expectation that 
others will show understan-
ding for the problem facing the 
disabled individuals and turn 
some of the awarded drawings 
into reality. Pe Ada Ciganlija 
invested additionally into the 
special awards for the Blind and 
Magnetic music scores and in 
their manufacture, while some 
of the works/objects are alre-
ady sold to the firm ortopedija 
novi život in Belgrade.

pete kercher,  
the ambassador of the euro-
pean Institute of design and 
disability (eIdd)

“Design for All is the design 
devoted to difference between 
people, social inclusion and 
equality: this is a process of de-
sign (not the product) aimed 
at pointing to the reality of 
differences between people, as 
to achieve equality in society 
based on inclusion. The Design 
for All progresses well in Serbia 
and the Moving inclusive mu- 
seum is an important initiative 
to transmit to the decision ma-
kers in the private and public 
sector, which otherwise would 
not visit the exibition.“
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„big Heart” 
affinity card eurobank eFg 
and Fund “ana and vlade 
divac”  

For the first time the Bank de-
cided to tap one of its products 
- credit card, as a bond in the 
chain of socially worthy cause – 
in this case the reconstruction of 
playgrounds in the state owned 
kindergartens across serbia. In 
the process of project imple-
mentation of eurobank eFG 
parks and through cooperation 
with the units of local gover-
nments, it was observed that 
many playgrounds are in need 
of maintenance or repair, and 
by launching of the donor card 
the Bank wanted to alleviate the 
situation they are confronted 
and offer the children of serbia a 
safer place to play.

eurobank eFG and Fund “Ana 
and vlade Divac” launched in 
early February 2010, affinity 
MasterCard “Big Heart“, under 
the auspices of the Ministry of 
education of the Government of 
the Republic of serbia. the use 
of a unique MasterCard gives a 
chance to the clients of the Bank 

to support the reconstruction of 
the playgrounds for children in 
the state kindergartens serbia 
wide without additional cost. 
with any transaction made with 
“Big Heart” card the Bank sets 
aside 1 percent of its earning and 
50 % discount of the costs for 
monthly maintenance of the ac- 
count and allocates them to the 
reconstruction of the children 
playgrounds. 

the clients of eurobank eFG, 
who shall opt for MasterCard 
“Big Heart”, bear no additional 
cost and may be used as any 
standard credit card – for the 
purchase and cash withdrawal. 
the total number of the cards so 
far is about 7,000 the continued 
use of which enables the recon-
struction of playgrounds in kin-
dergartens throughout serbia.
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the commission which compri-
ses the representatives of the 
Ministry of education of the Re-
public of serbia, Fund “Ana and 
vlade Divac” and management 
of eurobank eFG, selected the 
kindergartens that are going to 
get the funds.

In 2010 this noble drive helped 
reconstruct two playgrounds: 
a new playground at the end 
of June was handed to the 
children with the kindergarten 

“sunčica“ within the preschool 
institution Zvezdara in Belgra-
de, and the niš kindergarten 
“Palčić“, at the end of sep-
tember. Both playgrounds and 
equipment were adjusted to 
the disabled children which is 
rare in serbia, and which they 
adapted to safe play of all the 
children.  

vlade divac,
basketball player

“My particular motivation to 
join that humanitarian acti-
vity was promotion of sports 
in early age and imbuing the 
children with the team spirit 
and proper development. This 
is also one of the simplest ways 
for business people and other 
credit card users to help make 
brighter childhood in the state 
kindergarten.”

„Sunčica”, Belgrade

„Sunčica”, Belgrade

„Palčić”, Niš „Palčić”, Niš
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other bank’s 
Donations in 2010

In addition to the active parti-
cipation in the program “Inve-
sting in european values”, the 
Bank remained true to its long-
term tradition in helping the 
deprived social groups through 
various donations and actions 
successfully carried out serbia 
wide. 

the donations and actions that 
marked the contribution of 
eurobank eFG in 2010 were as 
follows:

  Donation of eurobank eFG 
for reconstruction of the 
Church of the shroud of st. 
Marry in valjevo, celebrating 
its 170 jubilee in 2010; 

  Donation of second-hand 
office furniture and PC 
equipment to the Ministry 
of Interior of the Republic of 
serbia utilized to equip the 
training centre “Makiš“ and 
Department for foreigners 
of savski venac secretariat 
of the Interior in Belgrade; 

  �Donation for 800th jubilee of 
the Monastery of Žiča; 

  Donation to Fund “Ana and 
vlade Divac” for construction 
of flats for the expellees;

  Donation for the project of 

assistance to the hearing 
impaired children under the 
auspices of Her Royal exce-
llency Princess Katarina;

  Donation of the second 
hand office furniture to the 
organization “soft Heart” of 
Šabac;

  �Donation of the second 
hand furniture to the asso- 
ciation of disabled persons, 
as follows:

✦ ���the national organization 
of the disabled,

✦ ���Charity for the handica-
pped stari grad, Belgrade, 

✦ ���Charity for the mentally 
handicapped novi sad,

✦ ���Association of dystrophic 
persons of serbia,

✦ ��� �Association of the Down 
syndrome patients.

  �Donation for child treatment 
of civic organization “Life”; 

  Donation of new Year’s eve 
packages to the Depar-
tment of hemodyalises of 
the University child clinic in 
tiršova; 

  ��Free opening and mainte-
nance of account for the 
organizations or clients in 

the affected social catego-
ries;

  sponsorship of the tennis 
tournament in support to 
the activity “ For cleaner 
rivers, for nicer parks”;

  opening of conference halls 
of the Bank for the meetin-
gs of the working Group 
on social inclusion and the 
disabled of different asso- 
ciations of the disabled.
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InItIAtIves AnD soCIAL 
ResPonsIBILItY netwoRKs
Un Global Compact in 
Serbia

eurobank eFG is among the 
first corporations in serbia who 
joined the Un Global Compact 
in serbia, December 2007, and 
has been active in its working 
bodies and groups:

  �Board of Directors (second 
term)

  �wG on social  inclusion and 
disabled persons 

  wG on CsR in banking and 
finance.

ten principles of the Global 
compact on the protection of 
human and labour rights, envi-
ronment and struggle against 
corruption are upheld by the 
Bank supported and promoted 
in everyday operations. 

Protection of human rights 
where the corporations should:

principle 1: respect and support 
the protection of internationally 
recognized human rights

principle 2: safeguard no viola-
tion of human rights within its 
work.

Protection of labour rights whe-
re the corporations should:

principle 3: support freedom of 
association and effective appli-
cation of the right to collective 
bargaining

principle 4: help eliminate any 
type of forced and imposed 
labor

principle 5: ban employment of 
children

principle 6: elimination of dis-
crimination at the work place.

environmental protection, whe-
re the corporations should:

principle 7: responsibly appro-
ach the environment

principle 8: promote envi-
ronmentally friendly projects

principle 9: participate in deve-
loping environmentally friendly 
technology.

Fighting corruption, where the 

corporations should:

principle 10: support the fight 
of enterprises against corrupti-
on at all levels, including extor-
tion and bribe.

business leaders’ 
Forum 

At the initiative of nGo smart 
Collective and several leading 
international companies Fo-
rum of Business Leaders was 
set up. the Forum pursues a 
series of activities targeted to 
the promotion of the socially 
responsible concept in busi-
ness sector and public at large 
in serbia, education actions, 
conferences and round ta-
bles. eurobank eFG joined the 
Forum of Business Leaders in 
september 2010.
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Financial initiative 
of Un environmental 
program

on the footsteps of its headquar-
ters in Greece, eurobank eFG be-
came the first financial institution 
in serbia member of the financial 
initiative of Un environmental 
Program (UneP FI), november 
2010. 

It is intended and desired that 
the international institution, as 
Un branch promoting sustai-
nable development and envi-
ronmentally friendly projects 
with banking/financial instituti-
ons take root in the entire ban-
king sector. the notions as green 
procurements, green financing, 
environmental risk, development 
of banking products and servi-
ces which are environmentally 
friendly, monitoring and brining 
of energy resources consump-
tion to the minimum level are 

insufficiently known in serbia 
and eurobank eFG desires to 
contribute to the training in the 
financial sector with the view to 
enhancements in this area. 

eurobank eFG Group is one of 
few banks in europe holding Iso 
14001 certificate for environmen-
tal management and is a mem-
ber of UneP FI. the Bank chairs 
the Central and see Committee 
since 2009 and is also a member 
of UneP FI BoD at the global 
level.
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the environmental performance of eurobank eFG is monitored 
by specific environmental performance indicators. this practice 
supports and promotes the effort to improve the bank’s “ecological 
footprint”. everyday banking operations have direct impact on the 
environment, primarily due to the use and management of energy, 
water, paper and other resources. In the course of 2010, eurobank 
eFG intensified its activities aimed at environmental protection.  

PRoteCtIon oF envIRonMent

In 2010, eurobank eFG laun-
ched a “printing Management 
services” program through the 
procurement and installation of 
low energy and special network 
printer systems (multi-function 
printers). the new multi-fun-
ction printers are used by user 
groups, replacing individual 
devices such as printers, pho-
tocopying machines, faxes and 
scanners. 
From an environmental view 
point, this program leads to:

  Less power consumption, 
which directly reduces Co2 
emission

  Duplex Unit printers that 
allow paper sheets to be 
printed on both sides – 25 % 
savings of paper consump-
tion 

  �Reduction of technical 
maintenance, Reduction 
of paper waste by using 
digital images that can be 
captured and sent directly 
from a scanner or computer 
without requiring a printed 
hard copy

  �Reduction of use of consu-
mables such as toners, while 
all print cartridges are being 
returned and recycled.

benchmarks

total area and the number of 
employees are the most com-
monly used denominators of 
the main environmental perfor-
mance indicators.

  total area covered by 
facilities and buildings – in 

2010, the total area covered 
by the Bank’s branches and 
administration buildings 
amounted to 34,072 m2

  ��number of employees – in 
2010, the Bank employed 
1,587 persons on a full-time 
basis.

energy and Climate 
Change

Despite the fact that the 
Bank’s contribution to the 
greenhouse effect mainly  
concerns indirect gas emi- 
ssions (through electricity 
consumption), the significance 
of Climate Change has eleva-
ted monitoring energy con-
sumption of all types, and the 
corresponding emissions, into 
one of our top priorities.
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one of our major aims for 2011 
is the implementation of an 
energy-saving Program, on 
the basis of the internationally 
accepted GHG Protocol. 

this Protocol was established 
by the world Business Council 
for sustainable Development 
and the world Resources 
Institute, with the objective 
to make energy management 
and reporting by enterprises 
and organizations more syste-
matic. It provides a framework 
for recording and allocating 
energy consumption, as well 
as for calculating direct and 
indirect Greenhouse gas emi-
ssions. 

Direct environmental impact is 
reflected in the combustion of 
oil and its derivatives for hea-
ting purposes, whereas indirect 
impact refers to electricity for 
the Bank’s operations, as well 
as emissions from employees’ 
business travel.

thus, in 2010, the total electri-
city consumption amounted to 
7,626,355.14 kwh, while busi- 
ness travels were reduced by 
the use of latest video confe-
rence system.

In order to estimate the actual 
dimensions of these figures, 
the Bank has been using the 
following indices:

  electricity consumption per 
area unit (Kwh/m2)

  electricity consumption per 
person

  Greenhouse gas emissions 
from electricity consump- 
tion per area unit (Co2/m2).

In 2010, electricity consumption 

per area unit amounted to 223.83 
Kwh/m2 as compared to 198.04 
Kwh/m2 in 2009, increased by 
13.02%. electricity consump-
tion per person amounted to 
4,805.52 Kwh/person in 2010, as 
compared to 4,941.74 Kwh/ 
person in 2009, reduced by 
2.76%. Greenhouse gas emissions 
from electricity consumption per 

area unit amounted to 0.16 tons 
of Co2/m2 in 2010.

total greenhouse gas emissi-
ons amounted to 5,457.35 tons 
of Co2 in 2010, as compared 
to 5,597.91 tons in 2009, a 
substantial reduction of 2.51%. 
the target for 2011 is to reduce 
energy consumption by 5%.

Water consumption

water is the most important 
natural resource of our times, 
and for this reason the Bank 
attaches great importance to 
its preservation. our target is 
to develop a water manage-
ment system in 2011 and redu-
ce water consumption by 10%.

Electricity consumption 2009 - 2010 
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recycling 

the Bank makes every po-
ssible effort to recycle and/
or redirect the main types of 
waste, which is collected in 
the appropriate bins, to be 
delivered either to suppliers 
of the original materials, or to 
license waste management 
contractors.

the Bank implemented a pro-
cess of recycling paper since 
2009. our aim for 2011 is to 
implement a waste manage-

ment system for all materials 
and equipment (toners, waste 
electronic equipment, batte- 
ries, used lamps etc.), whe-
never possible. In the fort-
hcoming period the Bank will 
develop a system to follow up 
waste streams, in order to en-
sure their best possible mana-
gement and the reduction of 
environmental impacts.

environmental indicator
2009 

performance
2010 

performance
year  

Change (%)

number of employees 1.583 1.587 0,25%

total Area (buildings  
and branches) (m2) 39.500,00 34.072,00 -13,74%

water consumption (m3) 28.060,18 33.148,94 18,13%

water consumption per employee  
(m3/employee) 17,73 20,89 17,82%

electricity consumption (kwh) 7.822.774,44 7.626.355,14 -2,51%

electricity consumption per  
employee (kwh/employee) 4.941,74 4.805,52 -2,76%

electricity consumption per area  
unit (kwh/m2) 198,04 223,83 13.02%

total Co2 emissions (t) 5.597,91 5.457,35 -2,51%

total Co2 emissions per area unit  
(t/m2) 0,14 0,16 14,29%

Paper supply (kg) 87.823,00 105.562,00 20,20%

Quantity of paper recycled (kg) 9.000,00 20.000,00 122,00%

Paper recycled as a percentage of 
paper supplies (%) 10,00 19,00 90,00%

*  the conversion of electricity consumption (kwh) to Co2 emissions was based on the Calculation tools of GHG 
Protocol

Environmental Performance Indicators
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