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LETTER OF THE PRESIDENT OF THE MANAGEMENT BOARD  
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Dear Shareholders, Clients and Employees of BNP Paribas Bank Polska Group, 

 

Last year, we completed a significant phase in the development of our Bank. Undoubtedly, it was one of the most 

significant milestones in the history of our organization. We changed our name and underwent a rebranding. 

This effort has enabled us to achieve consistency with the global brand of the eurozoneôs largest bank, having turned 

us into a full and equal member of the BNP Paribas family. We successfully completed the acquisition of Raiffeisen 

Bank Polskaôs core business and the integration process. We went through the complex operational merger 

smoothly, without losing the originally assumed efficiency of our business. Last year, the Bankôs Group posted 

record-breaking performance, having generated a net profit of PLN 614.7 million, up 70.6% compared to the previous 

year.  

  

2019 was a breakthrough year for our clients also in terms of their relations with the Bank. Our flagship product 

is now ñKonto Otwarte na Ciebieò [Account Opened to You], which allows retail clients to select a card tailor-made 

to their individual needs. Major changes were also implemented in digital channels designed for accessing our 

services. GOmobile and GOonline exceeded the threshold of one million active users. We remain responsive to their 

expectations and continue to improve these solutions. The digitization process is changing the Bank not only from the 

outside but also from the inside. Last year, 27 new robots were added to the automated ranks of BNP Paribas, 

improving the efficiency of the Bankôs operations on a daily basis. This is a component of our internal digital 

revolution. State-of-the-art solutions are employed to accelerate an increasing number of processes, relieve our staff 

of unnecessary burdens and permit them to focus on the most demanding tasks. This is because we view 

technological changes through the lens of suitability for our clients and employees. 
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We are the bank for a changing world. Sustainable and ethical development is a necessity. Because we operate 

within a community and are an inseparable component of it, we feel responsible for its present and future. In our 

business and communication endeavors, we are expressing this approach to an increasing extent. We are the Bank 

of Green Changes, which we demonstrate in our internal activities, for instance by giving up plastic and encouraging 

carsharing among our employees, and in external activities, for example by supporting sustainable development, 

funding energy transformation, promoting environmentally friendly attitudes and refraining from the provision 

of financing to coal-related projects. We strive to always emphasize the significance of mutual respect, equal 

opportunities and openness. We are involved in campaigns aimed at promoting the appreciation of family members, 

emphasizing the role of women in society and encouraging equal treatment of everyone, regardless of any 

differences. We believe in and operate according to these values. And they are appreciated by others: we came first 

in the Ranking of Responsible Companies and received tens of international awards for the campaign the Last ñYour 

Weekendò, by which we and our partners sought to fight against sexism. 

  

Drawing on the huge potential that we have created through our rebranding and merger, keeping an eye 

on technological progress and growing our business based on ideas we strongly believe in ï these are our route 

markers for future development. Sustainable development, equal treatment and social inclusiveness are among the 

issues that will not cease to be of key significance for us. Based on these values and attention to the expectations 

of our clients and employees, we will continue to improve our processes and services. We intend to grow in an 

organic manner, which would be impossible without the dedication and professional ethics of BNP Paribas 

employees. For this reason, we will be even more attentive than ever in supporting our employees in the pursuit 

of their assignments, developing their strengths and seeking a balance between work and home. The Bankôs strength 

and potential depend on our employees. I am confident that by adopting a flexible approach to the needs of our staff, 

offering them a broad range of training opportunities, workshops and employee benefits, we are turning not only into 

a more attractive employer but also into a better, more dynamic and more efficient institution. 

  

I am sure that our efforts and enormous amount of work put into the changes will pay off. In 2019, we managed 

to build a very solid foundation for this. We can now focus all our commitment and dedication into our Bankôs 

continued development and the search for the best solutions for our clients.  

Respectfully yours, 

Przemek GdaŒski 

President of the BNP Paribas Bank Polska Management Board 
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Dear Stakeholders, 

 

Last year crowns a sequence of changes that ultimately led to the creation of BNP Paribas Bank Polska ï a new 

organization building on the best potential of the combined institutions. Personally, I have been associated with this 

Bank for many years. I participated in its growth already as the President of the Bank BGŧ Management Board and 

earlier as the President of the Management Board of Raiffeisen Centrobank in Warsaw. Having the opportunity 

to look at our Bank from a larger perspective, I welcome with particular joy and satisfaction the new phases of its 

growth. I extend my congratulations to all employees who contributed to the Bankôs successful completion of a series 

of mergers, integrations and acquisitions. You made those challenges possible to conquer without losing sight of the 

most important objective: keeping the trust of our clients and acting in their best interests, working towards the Bankôs 

constant development in order to be able to offer our clients modern services of the highest quality. 

 

2019 was a breakthrough year for the growth of our organization. The Bankôs name was changed to highlight 

its membership in the BNP Paribas family ï one of the largest financial groups in the world. Our successful merger 

with Raiffeisen Bank Polskaôs core business has also turned our Bank into one of the leading players in the Polish 

market. I keep noticing changes in our business environment and competition. In my opinion, the strategy adopted 

by the Bank is taking us in the right direction. Membership in a strong international financial group will permit 

us to combine the groupôs global experience with our strong position and in-depth knowledge of the local market. The 

new scale of our business has provided us with the potential to compete effectively with other financial institutions 

operating in Poland. 
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We have opened a new chapter in our history. Today, BNP Paribas Bank Polska is a new organization with a new 

identity and new culture, open to changes and ready to support its clients and employees as it develops. 

We are a universal Bank focused on serving our clients as best we can by providing them with top quality products 

and services. At the same time, our institution is aware of how significant employees are for its success. Our staff are 

offered opportunities for personal and professional development through training, workshops and webinars as well 

as benefits consistent with their actual needs. A team of competent and committed employees is a significant 

competitive advantage of our Bank. 

We all contribute to the creation of a financial institution that can be proud of its responsible approach to running 

a business, its involvement in initiatives important to clients and its sensitivity to socially important matters. 

An example of this is the Bankôs participation in activities aimed at protecting the natural environment. In addition 

to employee volunteering and participation in a variety of initiatives, including for instance forest cleaning endeavors, 

activities of a strictly business nature should also be mentioned in this context. As the Bank of Green Changes, 

we are consistently developing our funding for energy transformation and supporting clients in building a low-

emission economy. In 2019, the Bank established cooperation with the European Investment Bank, which has 

enabled us to increase the volume of financing provided for investments in this area. The Bank has also joined the 

Biznesmax Guarantee program established to support small and medium-sized enterprises seeking to invest 

in energy efficiency, renewable energy sources and other environmentally friendly initiatives. 

 

We are entering the year 2020 as a Bank with impressive growth potential in all areas of its business. Currently, 

as a single institution, we are focusing on building the best achievable position in the Polish market based 

on our business competences and values that are significant both to us and our clients. 

 

Respectfully yours, 

J·zef Wancer 

Chairman of the BNP Paribas Bank Polska S.A. Supervisory Board 
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CHAPTER 1.  
ABOUT THE BANK BNP PARIBAS 
 

1.1. THE BANK FOR A CHANGING WORLD 
[GRI 103-1, GRI 103-2, GRI 103-3, GRI 102-1, GRI 102-2, GRI 102-3, GRI 102-4, GRI 102-5, GRI 102-6, GRI 102-7] 

 

BNP Paribas Bank Polska S.A. is a strong local Bank with a global reach. It belongs to the international BNP Paribas Group. 

In Poland, it is the parent company in the BNP Paribas Bank Polska S.A. Capital Group. 

 

It is our mission to offer responsibly innovative financial solutions that will help our clients to change their world and support the local economy. 

 

Since May 2011, Bank BNP Paribas has been listed on the Warsaw Stock Exchange. 88.76% of its shares belong directly 

and indirectly to BNP Paribas.  

The headquarters of the organization is located in Warsaw at Kasprzaka 10/16. 

Bank BNP Paribas offers: 

¶ To individual clients: savings and investment products, a wide range of loans, including housing and consumer loans. 

We also offer a comprehensive range of protection and multiplication and asset optimization. 

¶ To Micro, SME and corporate enterprises: solutions for financing operations on both domestic and international 

market. 

 

We specialize in financing agriculture, food economy and regional infrastructure. We are distinguished by our wide 

offer for enterprises from the agro-food sector. 
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2019 at the Bank BNP Paribas:  

 
 

3,900,000 customers 

of all business lines 

 

441,000 GOonline 

- online banking users 

  

426,000 GOmobile  

- mobile banking users 

 

2,333,000 cards 

issued 

417 cash deposit machines 

(dual-purpose machines) 

and 239 ATMs 

 

514 branches 

of retail and business banking 

 

 

50 Business Centers  

for Small and Medium 

Enterprises  

 

25 Corporate 

Banking Centers 

 

18 Private Banking 

Wealth Management Centers 

10,437 employees  

employed at the Bank BNP 

Paribas on the basis of contract 

of employment 

8,920 active 

full-time employees 

at the Bank BNP Paribas 

 

25.51 training hours  

- average for one person 

employed at the Bank BNP 

Paribas  

 

 

4,872 employee-volunteers  

socially involved 

 

2,500 employees ŧ  

participants in the 1st edition 

of the educational program 

the Bank of Green Changes 

 

 

almost PLN 1,5 million 

donations made under the Local 

Grants Program since 2011 
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THE HISTORY OF THE BANK 
Bank BGŧ BNP Paribas was established in 2015, by merging BNP Paribas Polska and Bank Gospodarki ŧywnoŜciowej - 

two entities with a long, nearly one hundred year old history of presence on the Polish banking market. Since then, 

the Bank has been strengthening its position by successfully combining innovation with the tradition of its presence 

in Poland. In 2018, BGŧ BNP Paribas took over the core business of Raiffeisen Bank Polska. This way, our organization 

joined the group of Polish banks with assets of over PLN 100 billion. 

On March 29, 2019, upon receipt of an entry in the National Court Register, Bank BGŧ BNP Paribas S.A. changed its 

name to BNP Paribas Bank Polska S.A. On April 1, 2019, the Bankôs brand was standardized. A new, global brand - 

BNP Paribas - appeared in the Bankôs branches, systems and applications, as well as on payment cards and marketing 

materials. The Bank's website operates under a new address: www.bnpparibas.pl. 

On November 9-11, 2019, Bank BNP Paribas carried out the final stage of taking over the core business of Raiffeisen 

Bank Polska. All products and services of the customers of the former Raiffeisen Bank Polska, run in online banking 

systems and mobile applications, have been transferred to the target online banking systems and mobile applications 

of Bank BNP Paribas. The unification of banking systems has ensured not only more effective but also safer functioning. 

 

 
More information: https://www.bnpparibas.pl/o-banku/historia  

 

https://www.bnpparibas.pl/o-banku/historia
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4(% "!.+Ŝ3 "53).%33 -/$%, 

We are a universal Bank, a leader in the agro-food segment in Poland, as well as in the consumer segment. We are one 

of the banks that are most eagerly chosen by clients in the sector of large companies and international corporations. 

We provide services through a network of banking branches and bank stands in shopping centers throughout the 

country. Our loan products are also available in partner stores as well as in selected car dealership networks. 

More information about the Bank's branches in Chapter 4. Bank's social responsibility, 

in the part entitled Availability of products and services 

 

The Retail and Business Banking area provides services for individual clients, private banking services and offers 

services to business clients (micro enterprises). As part of Retail and Business Banking, the Bank serves the following 

customer segments: 

Retail Customers: 

Å Mass Customers; 

Å Premium Banking customers, i.e. those who invest in the Bank or through it, the assets in the amount of at least PLN 

100,000 or having incoming flow of min. 7.5k PLN per month; from 2020 change of segmentation criteria in terms 

of inflows, increased to the amount of 10 thousand, the level of assets remains unchanged; 

Å Private Banking (Wealth Management) clients, i.e. those investing assets through the Bank in the amount of at least 

PLN 1 million. As part of Private Banking, in June 2019, the "Family Fortunes" sub-segment was separated - 

customers who invest assets via the Bank in the amount of min. PLN 10 million 

 

Business Customers (Micro Enterprises) 

Entrepreneurs: 

Å non-Agro, not conducting full financial reporting, in accordance with the principles set out in the Accounting Act, 

meeting the criterion of annual net revenues for the previous financial year below EUR 2 million; 

Å non-Agro, conducting full financial reporting, whose net sales revenue for the previous financial year was less than 

PLN 4 million and credit exposure does not exceed PLN 1.2 million; 

Å Agro, not conducting full financial reporting, meeting the criterion of annual net revenues for the previous financial 

year below EUR 2 million, conducting activities classified according to selected PKD 2007 codes; 

Å Professionals: entrepreneurs not conducting full financial reporting in accordance with the principles set out in the 

Accounting Act and practicing professions defined in a separate document; 

Å Individual farmers for whom the Bank's credit exposure to the customer is less than PLN 3 million; 

Å Individual farmers for whom the Bank's credit exposure to the customer is in the range of PLN 3 million and is less 

than PLN 4 million, when collateral on arable land covers at least 50% of the loan exposure; 

Å Non-profit organizations (e.g. foundations, associations, trade unions, etc.); 

Å Cooperatives, housing associations, property managers. 

 

The Small and Medium-sized Enterprise (SME) Banking Area serves three main customer sub-segments: 

Å Agro clients conducting full financial reporting on net revenues from sales for the previous financial year from 

PLN 4 to 40 million and the Bank's credit exposure towards the client not exceeding PLN 12 million. This segment 

also includes agrocultural producer groups and organizational units of the State Forests, regardless of turnover and 

credit exposure; 

Å Non-Agro customers - a sub-segment to which entities conducting full financial reporting are qualified, with net sales 

revenues from the previous financial year from PLN 4 to 40 million and the Bank's credit exposure to the client not 

exceeding PLN 12 million, as well as public finance units with a budget of up to PLN 100 million,  

Å Farmers (i.e. business entities conducting production activity in agriculture) conducting full financial reporting, with 

net revenues for the previous financial year in the range from 0 to 60 million PLN and credit exposure not exceeding 

25 million PLN, as well as individual farmers if their credit exposure is in the range of PLN 4 to 25 million and between 

PLN 3 and 4 million if the collateral on agrocultural land covers less than 50% of the credit exposure. 

 

The Corporate Banking area directs its offer of financial services to large and medium-sized enterprises and local 

government units with an annual turnover equal to or greater than PLN 40 million, or to enterprises where the Bank's 
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credit exposure to the client is greater than or equal to PLN 12 million, as well as to entities that are part of 

international capital groups. 

 

Corporate Banking clients are divided into 4 basic groups: 

Å Polish corporations with annual sales revenues between PLN 40 and 600 million (or between PLN 60 and 600 

million in the case of business entities conducting agrocultural production activity) or with a credit commitment 

greater than or equal to PLN 12 million (or PLN 25 million for business entities engaged in agriculture); 

Å international clients (companies belonging to international capital groups); 

Å large Polish corporations (with an annual turnover of over PLN 600 million, listed on the stock exchange and with 

potential in the field of investment banking services); 

Å public sector entities and financial institutions. 

 

Within the above groups, there are sub-segments of Agro and non-Agro clients. 

 

FAST FORWARD STRATEGY 

[GRI 102-15] 

In May 2018, we adopted a new strategy: The Fast Forward Strategy for 2018-2021. The implementation of the 

Strategy aims to accelerate the Bank's development. It will increase its profitability. Business development is based on 

five key pillars: growth, simplicity, digitization, quality and enthusiasm. 

 

ASSUMPTIONS OF THE FAST FORWARD STRATEGY 

 

Two main assumptions of the Fast Forward Strategy: 

1. CUSTOMER FOCUS 

2. DIGITAL TRANSFORMATION OF PRODUCTS, SERVICES AND PROCESSES 

 

Five Pillars of the Fast Forward Strategy: 

SIMPLICITY DIGITALISATION QUALITY GROWTH ENTHUSIASM 

 
 

 

The strategic goals included in the Fast Forward Strategy are: 

¶ achieving a growth rate of the result on banking activities (NBI, from Net Banking Income) faster than the market 

(7% per annum by 2021), 

¶ achieving a return on equity ratio (ROE) above 10% in 2021, 

¶ achieving the income cost ratio (C / I ratio, from Cost To Income) at the level of approx. 50% in the same time horizon 

(cost / income ratio at -50% by 2021). 

 

Implementation of the Fast Forward Strategy in 2019 

¶ The Bank's activities in 2019 were dominated by tasks related to the integration of Banks after taking over the core 

business of Raiffeisen Bank Polska S.A. 

¶ At the beginning of 2019, the brand was also rebranded. From April 1, 2019, the organization is called BNP Paribas 

Bank Polska S.A. 

¶ Simultaneously with the change of the Bank's name, a new product offer was introduced in the area of personal 

accounts and cards. 

¶ In November 2019, the most important event in the Bank's integration calendar took place. The operational merger 

was successful and in line with the assumed schedule. 
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By the end of the year, the sale of accounts from the new offer exceeded 150,000, with significantly increasing dynamics in subsequent 

months. 
   

 

On the loan offer side, a wide range of changes was carried out, which automated the process of granting financing 

in the areas of cash loans, loans for micro enterprises, in the corporate segment and Agro. 

Sales of loans in B2B2C channels have also been strengthened through cooperation with Allegro. Particular year-on-

year growth, could be noted in the sale of mortgage loans, in which the Bank doubled its market share. 

 

The ongoing integration was an opportunity to rebuild and restructure the branch network. 

Å By the end of the year, the vast majority of the planned 200 branches have been closed, as their locations after 

the merger ceased to be optimal. 

Å In addition, more than 120 branches have been rebuilt into a modern format that meets modern customer 

requirements. 

 

The modernized branches, apart from their attractive arrangement, are characterized by a high level of digitization 

and automation, cashless service and co-working spaces. 

For more information on digitized branches of the Bank, see Accessibility of products and services 

located in Chapter 4. Bank's social responsibility 

 

In parallel to the traditional channels, the Bank has significantly developed remote channels. Customers can 

already use the new online (GOonline) and mobile (GOmobile) banking, which are constantly being improved. New 

functionalities, such as Apple Pay, were implemented on the day of their Polish premiere. 

The bank has also developed its digital competences in the "back-office" area, which can be determined by the use 

of blockchain technology as a durable communication medium with clients and the use of robots to perform nearly 

70 processes. As the first institution on the market, the Bank made production API available to third parties (under 

PSD2) - it is an interface enabling access to the production IT environment. 

The new brand was supported by wide-ranging and awarded communication and marketing activities, addressing, 

among others, problems such as climate change and social responsibility. 

  

Information about the awards granted to the Bank has been included in the Awards and distinctions section of this chapter.  

You can read more about marketing campaigns in the section Social topics in marketing communication in Chapter 4. Social 

responsibility 

 

 

Activities in the area of Retail and Business Products (for individual and micro customers) in 2019:  

Å optimization and transformation of the network of branches of the merged Bank, ensuring customer friendliness 

and the availability of branches and supporting the new model of cashless service, 

Å implementing a new value proposition in the Account Open for You offer, 

Å creating a new product offer corresponding to the current needs of customers, market trends,  and going beyond 

banking products, 

Å implementation of GOmobile 2.0 and the new GOonline online banking, 

Å implementation of Blockchain technology to meet the requirements of a durable information medium, 

Å improving the quality of customer service and increasing customer satisfaction. 

 

Main results  

Å significant increase in mortgage loan sales, 

Å increase in new individual clients in the Account Open for You offer, including new debit cards tailored to the 

needs of clients with the 'Cyber Help' or 'Travel cancellation' insurance packages, 

Å increase in business clients in the Account Open for Business offer, 

Å increases in selected business lines, 
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Å implementation of  stand-alone Insurance "Accident Protection" and life insurance "Family Protection", 

Å a new, attractive offer of the first loan with an interest rate of 2.99% for individual clients and small enterprises, 

Å a new multi-currency Mastercard debit card available for the entire portfolio of individual clients and small 

enterprises, 

Å partnership with Xoxo WiFi, 

Å implementation of the GOpocket product, 

Å a new Payment Monitoring service implemented together with the bank's partner company Vindicat for small 

enterprises, 

Å a new sales process of payment terminals together with the Bank's partner Elavon, 

Å Auto Plan long-term rental offer for individual clients and small enterprises in cooperation with Arval. 

 

Activities in the area of Wealth Management: 

The superior task that the Bank faced in the area of cooperation with wealthy clients in 2019 was to integrate 

the activities of the Bank's Private Banking Department with the activities of Friedrich Wilhelm Raiffeisen. 

The integration goal was to create a leading bank on the Polish market in the field of wealth management for the 

wealthiest clients. 

 

Main results 

As a result of intensive design work, we have introduced a number of significant changes in the area of services 

for the wealthiest clients: 

Å we introduced a new joint brand BNP Paribas Wealth Management, 

Å we unified the network of Wealth Management Centers in 16 locations in Poland, 

Å we have equipped customer advisors with a new customer relationship management system, 

Å we have enriched our offer with services and products of currency markets dedicated to wealthy clients, we have 

expanded the offer of payment cards, and our flagship product, MC World Elite credit card, has been improved 

and equipped with additional privileges for clients, 

Å we introduced special privileges and services dedicated to the wealthiest clients in the Family Fortunes segment 

(over 10 MPLN assets), 

Å we developed our electronic and mobile banking tools - we introduced a completely new GOonline online 

banking, we provided the currency platform to Wealth Management clients, and GOmobile mobile banking gained 

new functionalities. 

 

We want to strongly emphasize the issue of responsibility in the area of private property management. Responsible 

product selection and customer care have always been at the heart of BNP Paribas Wealth Management. We want 

to take the next step, encouraging clients to make investment decisions with the awareness of their impact on the 

natural and social environment. 

 

 

Activities in the area of Corporate Banking and Small and Medium Enterprises: 

 In 2019, the business strategy of the corporate banking sales network and Small and Medium-sized Enterprises 

(SME) focused on the development of Polish companies. SME business centers and corporate centers work on the 

basis of  a relational model of customer service, with high activity of advisors in the regions. Thanks to this, the Bank 

is building the position of a strong local partner for clients. 

 

Main results: 

In its offer for corporate and institutional clients, the Bank develops the following specializations: 

Å financing commercial real estate, 

Å structured financing, 

Å issue of corporate bonds. 
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New services and tools offered to business clients in 2019 include: 

Å new version of GOmobile Biznes mobile banking, 

Å the new FX Pl@net currency platform, 

Å Trade Finance Business Desk - a dedicated trade finance team, 

Å extended offer of trade finance products and a new offer in the field of M&A transaction consulting. 

In 2019, the electronic banking system BiznesPl@net was further developed with a wide-ranging package of changes 

and new functionalities implemented. 

 
 

Action plan for 2020 

The main goals of implementing the Fast Forward Strategy for 2020 have been defined in three categories: 

1. Business growth: The main goal is to strengthen the increase in credit volumes with a strong focus on sales 

through remote channels. Streamlining processes and a precisely tailored offer will translate into higher quality 

of services and increased customer satisfaction (measured with the NPS indicator). Together with the reformed 

distribution model, this will strengthen the Bank's competitive position and allow for more dynamic acquisition 

of active customers. 

2. Transformation: In line with consumer expectations, the Bank will continue to strengthen its digital 

competences, with particular emphasis on modernizing customer contact points. At the same time, internal 

processes will be systematically automated and optimized. Strengthening awareness and building associations 

for the BNP Paribas brand after rebranding will also be important. 

3. Efficiency: Implementing cost and income synergies as a consequence of successful integration with Raiffeisen 

Bank Polska and further strengthening the efficiency of capital utilization. 

Amongst others, as a part of implementing the Strategy and involving employees in its implementation, we organize 

a cyclical Show us the difference competition in which we reward the best implemented initiatives in individual 

pillars of the Fast Forward Strategy. 

More information about The Fast Forward Strategy: https://www.bnpparibas.pl/relacje-inwestorskie/strategia-banku 

 

BNP PARIBAS BANK POLSKA S.A. CAPITAL GROUP 

As of December 31, 2019, the BNP Paribas Bank Polska S.A. Capital Group (hereinafter: the Bank BNP Paribas 

Capital Group, the Bank's Capital Group) consisted of the parent company BNP Paribas Bank Polska S.A. 

and 7 subsidiaries (31/12/2019, BNP Paribas Group Service Center S.A. took over the company BNP Paribas 

Financial Services sp. zoo). The Bank's head office is located in Warsaw at Kasprzaka 10/16. 

 

Companies included in the BNP Paribas Bank Polska S.A. Capital Group 

1. BNP Paribas Bank Polska S.A. (Parent company, ĂBank BNP Paribasò) 

2. Bankowy Fundusz NieruchomoŜciowy ACTUS Sp. z o.o.  

3. BNP Paribas Towarzystwo Funduszy Inwestycyjnych S.A.  

4. BNP Paribas Leasing Services Sp. z o.o.  

5. BNP Paribas Group Service Center S.A.  

6. Campus Leszno Sp. z o.o.   

7. BGZ Poland ABS1 DAC  

8. BNP Paribas Solutions Sp. z o.o. 

 

BNP Paribas Leasing Services Sp. z o.o. ("Leasing") - currently the company has 59 branches. In cooperation with 

the Bank, it offers clients a full range of leasing products. In 2019, the Company provided services to customers in the 

micro enterprise, Personal Finance, SME and corporate clients segments. After the acquisition from the Bank in 2018, 

https://www.bnpparibas.pl/relacje-inwestorskie/strategia-banku


 

THE CSR & SUSTAINABILITY REPORT OF BNP PARIBAS BANK POLSKA S.A. FOR THE YEAR 2019. Š7% !%2 4(% "!.+ /& '2%%. #(!.'%3Ş  

 

  

 

     15 

 

 

 

The Bank 
 for a changing 

world  

the financing of customers in the above-mentioned segments, in 2019 the dynamic growth of working assets was 

continued. 

 

BNP Paribas Group Service Center S.A. ("GSC") - the company's business areas include: 

Å providing financial intermediation services to the Bank, consisting of: 

- providing customers intending to take out a loan with information on the conditions for obtaining it, 

- assisting clients in completing loan applications, 

- accepting, verifying the correctness and completeness and forwarding to the Bank of documents submitted 

by clients required by the Bank in the loan process, 

- registering documents in the Bank's sales system, 

- providing clients with information about credit decisions taken by the Bank, 

Å providing ancillary services for insurance mediation, consisting in the administration and performance 

of group insurance contracts concluded by the Bank, 

Å providing agency services in the field of insurance services, 

Å providing IT services in the field of development of banking and financial applications and systems for entities 

from the BNP Paribas Group, 

Å providing services in the field of renting the AVAYA telecommunications platform to the Bank, 

Å comprehensive service of loyalty programs for entities related to the Bank, 

Å providing marketing services on behalf of the Bank for employees of the Bank's partners. 

 

As part of the integration process and due to the similar nature of the activity, on 31.12.2019 (date of entry in the 

National Court Register), BNP Paribas Group Service Center S.A. merged. with BNP Paribas Financial Services 

Sp. z o.o. where BNP Paribas GSC acted as the acquirer. 

 

Campus Leszno Sp. z o.o. was separated in 2018 from the Bank's structure, in which the Training and Conference 

Center (CSK Leszno) operated as a Training Center. The company's activity is still providing training and leisure 

services as well as providing training, hotel and catering facilities. The company's business is also, among others, 

entertainment and recreational activities, activities related to the organization of fairs, exhibitions and congresses, 

as well as other business services. The company's goal is to create a friendly place to organize both corporate and 

family events (including weddings), weekend and outdoor events, as well as building a new development strategy 

based on offering exceptional quality services at affordable prices. 

 

BNP Paribas Solutions Sp. z o.o. - the company's main goal is to provide individual and institutional clients with the 

widest possible range of currency exchange and financial transfer products using the Rkantor.com internet platform, 

with an emphasis on maintaining the highest level of security and speed, combined with low transaction costs. The 

company has become part of the BNP Paribas Bank Polska S.A. Capital Group as a result of the finalization of the 

acquisition of Raiffeisen Bank Polska S.A.'s core business in 2018. The company's business includes brokerage 

activities related to the securities and commodity exchanges market, currency exchange bureaus, other activities 

supporting financial services, excluding insurance and pension funds, processing and settlement of financial 

transactions, software-related activities, activities related to consultancy in the field of IT, data processing, website 

management (hosting) and similar activities, as well as activities of insurance agents and brokers. Activities in areas 

requiring permits or concessions will be undertaken after obtaining them. 

 

Bankowy Fundusz NieruchomoŜciowy ACTUS Sp. z o.o. ("ACTUS") - the company was established in 1999 

to conduct business in the field of purchasing and selling real estate and limited property rights on real estate, 

conducting construction investments on own and on otherôs real estate, renting and leasing real estate and renting 

premises. The company's goal is to lead to a favourable sale of property. 

 

BGZ Poland ABS1 DAC ("SPV") - a special purpose vehicle based in Ireland, with which in December 2017, the 

Bank conducted a securitization transaction of a part of the loan portfolio. The Group has no equity involvement in this 

entity or has any organizational connections with it. The scope of the Company's business is limited as described 

in art. 92a paragraph 4 of the Banking Act. The sole activity of this entity is the purchase of debts and the issuing 

of securities. In accordance with the agreements concluded on December 11 in 2017 (as amended), the bank 

transferred to SPV claims from the portfolio of loans and cash advances as well as car loans granted in the Polish 
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currency. Subsequently, SPV issued securities and took out a loan secured by the above-mentioned claims. SPV 

is subject to consolidation for the purposes of preparing the consolidated financial statements of the BNP Paribas 

Bank Polska S.A. 

 

In connection with the specifics of the companies: ACTUS and SPV, the non-financial data presented in the 

further part of the Report do not include the indicated entities. 

 

 
 

BNP PARIBAS GROUP IN THE WORLD 
 

BNP Paribas Bank Polska S.A. Capital Group belongs to the leading international banking group BNP Paribas, which 

is present in 72 countries and employs approx. 200 thousand employees, of which approx. 150 thousand 

in Europe. The BNP Paribas Group operates in key areas: Home Markets (Domestic Markets) and International 

Financial Services, which are provided by Retail Banking and Services as well as Corporate and Institutional Banking 

(Corporate & Institutional Banking). 

 

The BNP Paribas Group supports its clients (individual, local governments, entrepreneurs, small and medium 

enterprises, corporations and institutions) in the implementation of projects, offering them a wide range of financial, 

investment and savings products as well as insurance protection. In Europe, it operates on four home markets 

(Belgium, France, Italy, Luxembourg), and is also a leader in consumer loans (BNP Paribas Personal Finance). The 

BNP Paribas Group is developing its integrated retail banking model in the Mediterranean, Turkey, Central and 

Eastern Europe and through an extensive network of branches in the western United States. In the area of Corporate 

& Institutional Banking and International Financial Services, BNP Paribas also ranks high in Europe, has a strong 

position in North and South America, and also notes the rapid development of its companies in the Asia-Pacific region. 

In Poland, the BNP Paribas Group operates in many areas of financial services such as banking, investment funds, 

fiduciary services, factoring, leasing, insurance, real estate and car fleet management. 

 

The BNP Paribas Group is aware of its role in four important areas of influence: economy, employees, society and the 

environment. In all regions of its operations, the Group is actively involved in the life of local communities 

 

BNP PARIBAS GROUP COMPANIES IN POLAND 
 
In addition to the BNP Paribas Bank Polska S.A. Capital Group, to which this report relates, there are also other 

BNP Paribas Group companies operating in Poland. 

 

BNP Paribas Group companies in Poland 

1. BNP Paribas Lease Group Sp. z o.o. (BNP Paribas Leasing Solutions in Poland) 

2. Arval Service Lease Polska Sp. z o.o. 

3. BNP Paribas Securities Services Poland S.K.A. branch in Poland 

4. BNP Paribas Cardif in Poland 

5. BNP Paribas Faktoring Sp. z o.o. 

6. BNP Paribas Real Estate Poland Sp. z o.o. 

 

BNP Paribas Lease Group Sp. z o.o. (BNP Paribas Leasing Solutions in Poland) 

The company is a branch of BNP Paribas Lease Group S.A., the unquestioned leader on the French market in the 

field of financing equipment for enterprises and the self-employed. As part of the Equipment & Logistics Solutions 

business line, it mainly finances agricultural machinery and construction machinery. The company's offer is completed 

by the second business line, Technology Solutions, which deals in financing IT equipment and medical equipment. 

BNP Paribas Leasing Solutions offers its partners the best financing solutions and sales support for their products. 

The company's offer includes products: from leasing, leaseback, through a loan, European loan, lease, to rental. 

It provides services of financing fixed assets for various branches of industry directly to enterprises and institutional 
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clients as well as through partners - producers and distributors. Since 2010, it has been a leader in financing 

agricultural machinery. 

 

Arval Service Lease Polska Sp. z o.o. 

Arval Service Lease Polska was founded in 1999 and is one of the founders of the Polish Vehicle Rental and Leasing 

Association (PZWLP), which shapes and exerts influence on the development of the vehicle rental and leasing 

industry and vehicle fleet management. The fleet belonging to Arval Service Lease Polska already has over 38,000 

cars, which makes Arval Service Lease Polska a leader on the CFM market with the largest fleet on the Polish market. 

This is confirmed by numerous awards received in 2019: Fleet Derby 2019, Fleet Awards 2019, Forbes Diamond 

2019, Eagle Wprost. Being always close to drivers, Arval actively participates in the electromobility revolution. 

The total fleet leased by Arval worldwide is 1.3 million vehicles. The company was founded 30 years ago in France, 

today it is present in 29 countries and employs over 7,000 employees. 

 

BNP Paribas Securities Services Poland S.K.A. Branch in Poland 

A part of the BNP Paribas Group present in Warsaw since March 2008, specializing in servicing securities and 

investment funds for institutional investors, financial institutions and major companies. Today, BNP Paribas Securities 

Services operates under two business lines: International Operations Center (IOC) - asset and fund management for 

institutional clients from all over Europe, and Custody & Clearing Services - professional custody services for financial 

institutions. It deals with, among others, keeping accounts and handling securities, accounting services for funds, 

calculation and confirmation of the value of assets as well as settlement of capital and cash. It also verifies the 

compliance of operations with the investment policy and supports purchase and sale orders of fund units. 

 

BNP Paribas Cardif in Poland 

The insurance company, present on the Polish market since 1998, specializes in life insurance and bancassurance. 

The BNP Paribas Cardif offer includes a wide range of high quality insurance products and services sold through  

a network of partners: banks, leasing companies, telecommunications and retail partners. Close cooperation with 

partners allows to create insurance solutions that meet the needs of customers. 

 

BNP Paribas Faktoring Sp. z o.o. 

A factoring company, belonging to the BNP Paribas Factoring Group, a leader on the international factoring market, 

with over 50 years of experience. It has been operating in Poland since 2006 and is one of the fastest growing 

financial institutions on the market. It is a member of the Polish Factors Association and Factors Chain International, 

an international association of factoring companies. The services offered by the company meet all international 

standards. BNP Paribas Faktoring directs its offer to small, medium and large production, commercial, service and 

agro-food companies conducting sales with deferred payment. 

 

BNP Paribas Real Estate Poland Sp. z o.o. 

The company's operations are based on six business lines covering the entire property life cycle: construction 

investments, transactions, consulting, valuations, property management and investment management. In Central and 

Eastern Europe, BNP Paribas Real Estate provides services in the areas of: capital markets, property management, 

rental of commercial space, valuations and transactions. All services are supported by the Market Analysis and 

Consultancy Department, which provides information, making it easier for BNP Paribas Real Estate clients to make 

the best long-term business decisions. 
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1.2. TRANSFORMATION AND INTEGRATION 
 

[GRI 102-10]  

Connecting Banks with a comprehensive transformation project  

On October 31, 2018, Bank BGŧ BNP Paribas took over the core business of Raiffeisen Bank Polska S.A., which was 

confirmed by an appropriate entry in the National Court Register. In 2019, the brand was rebranded. From April 1, 

2019, the combined organization operates under the name BNP Paribas Bank Polska S.A. In 2019, the operational 

merger of the merged banks was also finalized. As part of the Bank's integration and transformation, among others, 

rebranding 568 locations and 172 systems has been carried out. 
 

 

 

Rebranding - BNP Paribas Bank Polska S.A. "The Bank for a changing world"  

At the beginning of 2019, the Bank rebranded and the BNP Paribas brand was introduced in the National Court 

Register, in all banking materials and IT systems. From April 1, 2019, the Bank has been operating under the name 

BNP Paribas Bank Polska S.A. The communication of this change was supported by, among others extensive 

marketing campaign. In accordance with a coherent plan to introduce the BNP Paribas brand, the names of the Bank 

Group companies as well as the Foundation, which has been operating under the name BNP Paribas Foundation 

since 2019, have changed accordingly. 

 

What brand does BNP Paribas want to be?  

ũ We always put people in the center of our attention. 

ũ We observe and notice changes in Polish society. 

ũ We value authenticity and honesty; we see various aspects of life. 

ũ 7Ã Õ¿ÌÒ ÒÍ ÀÃ ÓÌÂÃÐÑÒ¿ÌÂ¿ÀÊÃ ¿ÌÂ ÕÃ ÂÍÌŜÒ Õ¿ÌÒ ÒÍ ÂÇÑÒ¿ÌÁÃ ourselves. 

 

  

MESSAGE BY BNP PARIBAS  
YOU ARE THE MOTOR OF CHANGE ï BNP Paribas is a Bank of a changing world that wants to create your 

better future with you and have a positive impact on society. 

WE  FOLLOW THE CHANGES THAT ARE TAKING PLACE IN THE CONTEMPORARY WORLD 

- and understand how they affect the lives of our customers and society. 

WE DELIVER NEW SERVICES AND SOLUTIONS to help you take advantage of the opportunities these 

changes bring. Thanks to this, we want to improve the private and professional life of our clients and support 

sustainable and fair social development. 

 

The slogan for the Bank BNP Paribas is "The Bank for a changing world". It means that we are with our clients 

at various stages of their lives; we help them implement their plans and develop. Our clients are the "change agents", 

and the Bank accompanies them in a changing world, allows them to treat changes as a positive phenomenon, to see 

opportunities in them. "The Bank for a changing world" is not a slogan, but a statement that means that with our Bank 

customers can look into the future with optimism. 

 

 

 

1.01.2019  

Unification of the 
sales network 

 

 

1.04.2019  

Rebranding: 
BNP Paribas 

brand 

 

 

9-11.11.2019 

IT systems 
integration and 

operational 
merger 
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Operational merger  

In November 2019, the last stage of the merger of banks - their full system and process integration - was completed. 

Afterwards the operational merger took place, i.e. integration of IT systems and unification of business systems 

throughout the company. It was one of the largest operations of this type in the history of Polish banking. This way, the 

integration process has been successfully completed after one year. The result of this operation, preceded by a series 

of many tests and general trials, was merging of customer data in one banking system and transferring them to the 

target IT system. 

It was the most important stage in the integration of Banks, efficiently carried out in one weekend. The merger was 

planned from the afternoon of November 8 to the morning of November 12. However, thanks to the smooth operation 

of the entire migration team, it ended much earlier. On November 10, around midnight, on-line and mobile systems 

were available for individual clients, and on midday on November 11, applications for business clients were 

in operation. 

 

- Operational merger is not only data migration - we had to be sure that people, processes, regulations, customers - 

they are ready for it. As part of Business Readiness, we've trained over 5,000 people, updated over 200 regulations 

and instructions, and informed over 3 million customers about the changes ahead and what will happen during the 

migration weekend. And, most importantly, we have all demonstrated exceptional solidarity. 

Valentyna Khokhlova, Director of the Integration Department at Bank BNP Paribas 

 

The course of Bank integration in the retail area 

From April 1, 2019, sales network branches operate under a new logo - BNP Paribas Bank Polska S.A. 

At the same time, we launched an offer for new customers of the combined Bank BNP Paribas: 

Å For new individual customers - Account Open for You. 

Å New account for micro clients - Account Open for Business and Agrobusiness. 

Å New joint cash and insurance offer. 

 

On April 1, 2019, we introduced a uniform customer service model. We have also made available a digitized "Offer 

Guide" on the tablet as a target customer service model. In addition, our consultants received new customer service 

(sales call) scenarios and updated product information in one tool. We have also implemented a new FrontEnd - 

GOone, a coherent tool for customer service. We have also launched a Virtual Branch, thanks to which a bank expert 

in the field of investment through a video call provides knowledge and support. The call can be initiated by an advisor 

at the branch level. 

On October 7, 2019, we implemented the GOone application that replaced the existing tool in branches and the 

Contact Center. 

From the day of the operational merger on November 12, one joint offer applies to all clients. 

We support employees' knowledge about the quality of customer service through a gamification project - the "Heroes" 

platform. The platform aims to motivate employees to learn and apply customer service quality standards and increase 

sales. Its purpose is to raise employees' knowledge of services and banking products. In the application, advisors will 

find numerous materials, questions, tasks and quizzes related to product knowledge and the customer service model. 

The platform also provided support during the integration process - apart from elements related to product and 

process knowledge, checklists verifying the readiness of branches to work during the rebranding and operational 

merger were provided there. 

In 2019, we also increased the effectiveness of the branch network by implementing the GOteam Program, which 

aims at: 

Å organization and coherence of the entire network, 

Å strengthening cooperation on the line: Branch - Region - Macroregion - Headquarters, 

Å implementing a new communication culture in sales teams. 

The program will be supported by the Go App. With its help, we will inspire, support the implementation of GOteam 

assumptions and develop managerial competences. 

In order to prepare for the most effective changes related to integration and transformation projects, a series of sales 

network employees trainings was conducted. We have appointed a team of trainers - sales network employees 

- for the project preparing for integration. 
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We conducted thematic workshops on: 

Å sale of ROR and debit cards, 

Å sale of cash loans for all directors of branches and regions - materials prepared on the basis of the results 

of the analysis of our clients' shopping preferences. 

We have prepared a training program for new employees based on current knowledge and trends. We have 

implemented the "Panel for new employees" as part of the ĂHeroesò gamification platform as well as stationary training 

which combined theory and practice. 

As part of training for new employees: 

Å we discuss issues related to customer service 

Å we pay special attention to the service of clients with disabilities and indicate the improvements used by the Bank 

(e.g. contract written in Braille, facilities for the visually impaired such as  a signature frame or a magnifier) 

Å we advise on how to transfer knowledge and skills so that every customer, regardless of age, can freely use 

online and mobile banking, and be able to deposit and withdraw funds from self-service devices. 

We have also launched the "Promoter" program promoting active and effective employees conducting the onboarding 

process of Junior Customer Advisors. 

As a result of the merger of the Banks and the transformation of the sales network on December 31, 2019, there were 

514 branches in the Retail and Business Banking Branch Network, including 20 partner branches. In 2019, 

we transformed and digitized 142 branches. At the end of December 2019 in the Retail and Business Banking 

Division, the Bank actively cooperated with 14 nationwide brokers based on outsourcing agreements regarding the 

acquisition of banking products and 263 local brokers (based on marketing agreements) informing potential customers 

about the Bank's product offer. 

 

The course of Bank integration in the SME and corporate areas 

Already at the beginning of January 2019, the sales network of merged banks was unified. The next stage was 

a complete integration completed on November 11, 2019, when all customers were connected to the BiznesPl@net 

electronic banking. The merger of the banks was part of a comprehensive transformation and development project 

for the entire area. 

All stages of integration have been completed as planned. Since the full implementation of the operational merger, 

the customers of the merged banks have been using identical offers and solutions, including the modern GOonline 

online banking system. Customers who were affected by the transfer to our systems received at their disposal, among 

others: 

Å the function of collecting confirmations from the history of operations; 

Å waiting room service - functionality that allows you to send payments even in the absence of funds on your 

account; 

Å the ability to generate comprehensive statements offline; 

Å support for receiving statements and initiating transactions at other banks; 

Å cash service - submitting requests for cash orders and bank convoys orders; 

Å BNP Paribas Connect functionality providing additional data exchange functions (mass payments, file downloads, 

etc.) and additional integration with InsERT and Sage systems; 

Å applications enabling the connection of client systems with the Bank using the BNP Paribas Connect service; 

Å Pay-by-link functionality (for customers with a one-person acceptance scheme); 

Å access to FX Today immediate transactions carried out online, FX Tomorrow / FX SPOT transactions (within 

the available limit) and FX Forward transactions (within the available transaction limit); 

Å extended offer in the scope of eCommerce payments together with the possibility of accepting fast transfers, 

online payments and acceptance of card payments for customers selling products via the Internet; 

Å wide possibilities of implementation and support of transactions in foreign trade, thanks to the cooperation of BNP 

Paribas Group units around the world. 

In order to prepare most effectively for the changes related to integration and transformation projects, two series 

of training sessions were conducted for sales network employees and central units. Intensive trainings concerned: 

operating the Bank's systems, standards of keeping records, compliance procedures, product offer, credit process, 

factoring, trade financing, specialist solutions, self-service in the BiznesPl@net electronic banking system, Customer 

Service and onboarding, as well as reporting. In addition, employees of the sales network and central units 

participated in training in financial analysis, techniques for detecting manipulation and accounting fraud, change 
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management, negotiations. Managerial workshops, Agile Project Management Foundation and Lean Game trainings 

were also conducted. 

As a result of the merger, a new sales network structure was created for the SME and Corporate segment. Customers 

have easier access to banking services thanks to twice as large Teams of Advisors, Assistants and Business Analysts 

- this is an important aspect of the transformation from the point of view of customer service quality. 

Å After the merger, SME Business Centers of the Bank operate in 37 cities throughout Poland. 

Å Corporate Banking Centers are concentrated in 14 largest industrial and service centers in Poland. 

Å In the area of after-sales activities, customer service was moved to the Business Service Zone in Ruda ślŃska, 

which is a new unit specialized in the operational service of SME customers. 

 

Banking applications in the age of transformation 

- GOonlie and GOmobile receive a lot of positive comments and feedback that help us build the right priorities in our 

development plans for 2020. In December, new, better functionalities, standing orders and investments appeared in 

the mobile application. We intend not to slow down and continue to develop dynamically. Our new platforms were 

created during the process of merging the Banks. Now, when change becomes natural for us, connection and 

integration do not stop us from further development, because we are the changing Bank for a changing world and 

change is our everyday life. 

Marcin Bodnar, Managing Director of the Internet Banking Division  

at the Bank BNP Paribas 

 

In 2019, we implemented and developed modern online and mobile banking tools: GOonline and GOmobile. These 

are our new online banking systems - available, simpler and friendlier. The applications have been designed 

and tested by clients and respond to the changing needs of modern users of electronic banking and the digital world. 

GOonline is designed to change with users' preferences, without technical breaks for updates. We are constantly 

developing the application to ensure maximum accessibility, also for people with various disabilities. We have 

introduced many functionalities that will help you quickly understand your finances and offered products, and choose 

services to meet your current needs. 

  

Number of users at the end of 2019:  

GOmobile - mobile banking: 426,000  

GOonline - internet banking: 441,000  

 

In 2019, our Bank started cooperation with Allegro, by introducing a new product, Instalments All Over Again - 

a renewable limit on instalment purchases on Allegro. This allows customers to track on a regular basis 

in the GOmobile application the information about the limit, transaction history and purchases. 

 

The new headquarters of the Bank 

In 2019, our Bank continued preparations to move to a new headquarters in Warsaw - Petrus. 

The new headquarters of the Bank will be modern, built in accordance with the latest architectural trends, ecological 

and green. It will offer the opportunity to work in open spaces, but also quietly and individually. It will allow meetings 

to be organized for up to 240 participants thanks to the modular conference rooms. 

Solutions for the new headquarters are consulted with the Bank's employees. Through the Petrus Project 

Ambassadors, employees are invited to design conference rooms, furniture or test chairs. The ambassadors 

are intermediaries in communication between employees and the team responsible for the design of the new 

headquarters. 
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1.3. FINANCIAL RESULTS AND MAIN EFFICIENCY RATIOS 
 

[GRI 201-1]  

Selected consolidated financial data for 2019.  

Statement of profit or loss 
Consolidated data 

 - 31.12.2019 - ÇÌ 0,. ś 

Separate data 

- 31.12.2019 - ÇÌ 0,. ś 
  (YTD) (YTD) 

Net interest income  3,168,759 3,117,110 

Net fee and commission income 819,937 785,924 

Profit before tax 872,955 885,842 

Profit after tax 614,694 628,696 

Total comprehensive income  598,766 612,795 

Total net cash flows 1,407,756 1,425,733 

Ratios 31.12.2019 31.12.2019 

Number of shares (items)  147,418,918 147,418,918 

Earnings per share  4.17 4.26 

Statement of financial position 31.12.2019 31.12.2019 

Total assets 109,954,142 106,592,130 

Loans and advances to customers 

measured at amortised cost 
71,836,643 68,651,562 

Loans and advances to customers 

measured at fair value through profit or 

loss 

1,974,396 1,974,396 

Total liabilities 98,794,759 95,407,828 

Liabilities due to customers 86,134,984 88,445,327 

Share capital 147,419 147,419 

Total equity 11,159,383 11,184,302 

Capital adequacy  31.12.2019 31.12.2019 

Total own funds  12,586,528 12,651,988 

Total risk exposure  83,762,992 80,852,563 

Total capital ratio 15.03%  15.65% 

Tier 1 capital ratio 12.78% 13.32% 

 

Information on financial results can be found in the periodic reports tab of the BNP Paribas Bank Polska S.A. at: 

https://www.bnpparibas.pl/relacje-inwestorskie/raporty-gieldowe/raporty-okresowe  

 

Key Performance Ratios 

Non-financial efficiency ratio  Data for the Bank for 2019 

The number of customers of all business lines 

(increase / decrease as compared to the previous year) 
Growth 

Number of retail and business banking branches 

514 retail and business banking 

branches, including 20 partner 

branches 

https://www.bnpparibas.pl/relacje-inwestorskie/raporty-gieldowe/raporty-okresowe
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An increase in the share of active online customers Growth 

Number of Customer Service Points 36 points in shopping malls 

Number of Bank employees  

(by number of employees and in terms of number of full-time 

posts) 

10,437 employees 

 8,920 full-time equivalent 

GPS employee involvement indicator 

(increase / decrease as compared to the previous year) 
Growth 

 
1.4. ORGANIZATIONAL GOVERNANCE AND ETHICS 

BANK'S MANAGEMENT STRUCTURE  

[GRI 102-18]  

The parent company of the BNP Paribas Capital Group is BNP Paribas Bank Polska S.A. 

As of December 31, 2019, the Management Board and Supervisory Board of the Bank were composed 

of the following: 

 

Composition of the Management Board 

BNP Paribas Bank Polska S.A.  

Composition of the Bank's Supervisory Board 

BNP Paribas Bank Polska S.A 

Przemysğaw GdaŒski - President of the Board 

Jean-Charles Aranda - Vice President of the 

Board 

Daniel Astraud - Vice President of the Board 

Andr® Boulanger - Vice President of the Board 

Przemysğaw Furlepa - Vice President of the Board 

Wojciech Kembğowski - Vice President of the 

Board 

Kazimierz Ğabno - Vice President of the Board 

Jaromir Pelczarski - Vice President of the Board 

Volodymyr Radin - Vice President of the Board 

Jerzy śledziewski - Vice President of the Board 

J·zef Wancer - Chairman of the Supervisory Board 

Jarosğaw Bauc - Vice Chairman of the Supervisory 

Board 

Jean-Paul Sabet - Vice Chairman of the Supervisory 

Board 

Francois Benaroya - Member of the Supervisory Board 

Stefaan Decraene - Member of the Supervisory Board 

Magdalena Dziewguĺ - Member of the Supervisory 

Board 

Michel Falvert - Member of the Supervisory Board 

Piotr Mietkowski - Member of the Supervisory Board 

Sofia Merlo - Member of the Supervisory Board 

Monika Nachyğa - Member of the Supervisory Board 

St®phane Vermeire - Member of the Supervisory 

Board 

Mariusz Warych - Member of the Supervisory Board 

 

Special committees have been selected from among the members of the Supervisory Board: the Audit Committee, 

the Nomination Committee, the Human Resources and Remuneration Committee of the Bank and the Risk 

Committee.  

 

Changes in the composition of the Bank's management board in 2019 Changes in the composition of the Bank's Supervisory Board in 2019 

1. On May 15, 2019, Philippe Paul B®zieau resigned from the function of the Vice President of the Bank's 

Management Board effective as of September 30, 2019. 

2. On May 15, 2019, the Supervisory Board appointed Volodymyr Radin to the Management Board as the Vice 

President of the Management Board from October 1, 2019. 

3. On December 12, 2019, Daniel Astraud resigned from the function of the Vice President of the Bank's 

Management Board effective as of December 31, 2019. 
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Changes in the composition of the Bank's Supervisory Board in 2019 

1. On June 27, 2019, the Annual General Meeting of the Bank appointed Magdalena Dziewguĺ as a member of the 

Bank's Supervisory Board. 

2. On November 8, 2019, Jacques d'Estais resigned from the Supervisory Board. 

3. On November 15, 2019, the Extraordinary General Meeting of the Bank appointed Sofia Merlo as a member 

of the Bank's Supervisory Board. 

 

RISK MANAGEMENT 
[GRI 102-11, GRI 102-15]  

 

The Bank identifies, measures, monitors and manages the risks occurring in its operations. 

 

The Bank distinguishes in particular the following types of risk in the 

monitoring and control process and risk management: 

Material risks identified at the Bank: 

 

1. Credit risk 

2. Counterparty risk 

3. Market risk 

4. Interest rate risk of the banking portfolio 

5. Liquidity risk 

6. Operational risk 

7. Compliance risk 

8. Business risk 

(failure to meet break-even point) 

9. Reputational risk 

10. Strategic risk 

11. Risk of excessive leverage 

12. Model risk 

13. Insolvency risk 

14. ESG risk 

1. Credit risk 

2. Business risk 

3. Market risk 

4. Interest rate risk of the banking portfolio 

5. Liquidity risk 

6. Operational risk 

- and also taking into account cross-sectional 

risk categories: 

7. Concentration risk 

8. Contagion risk  

  

The risks identified as material to the Bank include those related to five non-financial reporting areas identified 

by the Accounting Act: in the social, employee, environmental, human rights and anti-corruption areas. 

Operational risk - the Bank defines operational risk, in accordance with the requirements of the Polish Financial 

Supervision Authority contained in Recommendation M (of Financial Supervision Commission), as the possibility 

of incurring a loss or unjustified cost, caused by improper or unreliable internal processes, people, technical systems 

or the influence of external factors. This term covers legal risk but does not include strategic risk. Operational risk 

accompanies every type of banking activity. 

To ensure that the risks are properly controlled and managed, the Bank monitors and periodically reviews each of the 

identified risks. 

We have developed detailed procedures for individual risks, defining for measurable risks, among others level of risk 

appetite. All methods and procedures are subject to periodic reviews in terms of their adequacy and reliability. 

The Bank uses validation tests, stress tests and performs back testing. 

The Management Board plays the main role in the Bank's risk management system. It defines the risk management 

strategy, risk appetite and adopts risk management policies, as well as sets the policy for setting limits for significant 

types of risk and risk control procedures. Risk management principles have their source in the Risk Management 

Strategy defined by the Management Board and approved by the Supervisory Board. 

The organization of the risk management system at the Bank takes into account primarily the role of the Supervisory 

Board, Management Board, dedicated committees (Audit Committee and Risk Committee at the Supervisory Board 

level, Asset and Liability Management Committee (ALCO), Risk Management Committee, Retail Banking Risk 

Committee, Personal Finance Risk Committee, Credit Committee, Difficult Loans Committee and Product Acceptance 
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Committee, Services, Transactions and Activities, Internal Control Coordination Committee), Risk Area departments, 

Compliance Monitoring Division and the Department of Safety and Business Continuity Management. 

The role of the Risk Committee selected from the members of the Supervisory Board is to support the Supervisory 

Board in performing its supervisory duties in the area of risk management, in particular: giving opinions on the Bank's 

overall current and future risk readiness, giving opinions on the risk management strategy developed by the Bank's 

Management Board and information on the implementation of this strategy submitted by the Management Board, 

supporting the Supervisory Board in supervising the implementation of risk management strategies in the Bank's 

operations by senior management, verifying whether the prices of liabilities and assets offered to clients fully take into 

account the Bank's business model and its risk strategy, and if these prices do not adequately reflect the types of risk 

in accordance with this model and this strategy, presenting to the Bank's Management Board proposals aimed 

at ensuring the adequacy of the prices of liabilities and assets to these types of risk. 

The Bank maintains and develops, among others, operational risk management system that comprehensively 

integrates management of individual types of operational risk in all areas of the Bank's operations. The objective of the 

operational risk management system is to ensure the security of the Bank's operational activities by implementing 

effective mechanisms for identification, assessment and quantification, monitoring, control, reporting and taking 

measures to reduce operational risk. These activities include structures, processes, resources and scopes 

of responsibility for these processes at various organizational levels of the Bank.  

The operational risk management strategy is described in the Operational risk strategy document at Bank BNP 

Paribas Polska S.A. approved by the Bank's Management Board and approved by the Supervisory Board. 

Organizational framework and operational risk management standards are described in the operational risk policy 

of BNP Paribas Bank Polska S.A. document, adopted by the Bank's Management Board. These documents relate 

to all areas of the Bank's operations. 

The Bank's Management Board periodically assesses the implementation of operational risk policy assumptions and, 

if necessary, orders the necessary corrections to be made to improve this system. To this end, the Bank's 

Management Board is regularly informed about the scale and types of operational risk to which the Bank is exposed, 

its effects and methods of operational risk management. An important role in operational risk management is played 

by, among others, the Anti-Fraud Department. 

The internal control system at the Bank is based on the model of 3 lines of defense, which include: 

Å 1st line of defense, which are organizational units from individual banking and support areas, 

Å 2nd line of defense, which are organizational units responsible for risk management, regardless of risk 

management on the first line of defense, and a compliance unit, 

Å 3rd line of defense, which is an independent and objective internal audit unit. 

 

ETHICS AND ORGANIZATION VALUES  
[GRI 102-16]  

The BNP Paribas Group is guided in all its activities by the values set out in the BNP Paribas Way document. These 

values are divided into two categories: the first defines the driving forces, the second indicates the four strengths 

of our organization and its employees. 

For more information on the organization's values, see Chapter 3. Responsibility in the workplace 

 

The norms of behaviour and ethical standards accepted in the BNP Paribas Group are set out in The BNP Paribas 

Group Code of Conduct. It specifies principles consistent with the Group's values. This document expresses what we 

are striving towards, to be a respected European bank with global reach, and what should be remembered by every 

employee of the BNP Paribas Group. 

Important documents regulating ethical issues at Bank BNP Paribas also include: 

1. Regulations on conflict of interest management at BNP Paribas Bank Polska S.A., 

2. Policy on reporting violations of law as well as procedures and ethical standards applicable at BNP Paribas Bank 

Polska S.A., including anonymous reporting (whistle-blowing), 

3. Rules of accepting and giving presents by Employees of BNP Paribas Bank Polska S.A., 

4. Regulations for the protection of the flow of confidential information at BNP Paribas Bank Polska S.A., 

5. Regulations for investing by related persons and executing transactions by managers. 
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[GRI 102-17]  

The Bank and the Bank's Capital Group have internal mechanisms enabling employees to obtain advice on behaviour 

in ethical and legal matters. These include dedicated function boxes through which employees can raise questions 

and concerns regarding ethics in the workplace. 

We conduct ongoing and planned inspections regarding compliance with ethical standards in the Bank's operations. 

In addition, we conduct educational activities reminding employees of the ethical principles in force in the bank. 

The basis of all activities undertaken in our organization is corporate governance. We implement the best market 

practices, we adhere to the highest standards of responsibility and constantly work on improving the quality of conduct 

standards. 

In our activities we use, among others, guidelines of such documents as Corporate Governance Rules 

for supervised institutions developed by the Polish Financial Supervision Authority and Good practices 

of companies listed on the WSE. 

 

ANTI-CORRUPTION 
[GRI 102-17, GRI 205-1, GRI 205-2, GRI 205-3] 

In September 2018, the Bank implemented the Anti-Corruption Policy. The policy regulates the issues of promoting 

ethical behaviour as well as detecting and penalizing corruption incidents. It allows to manage the risk of corruption. 

It also monitors the events that are even only potentially corrupt. 

The Bank's anti-corruption system is based on: 

Å internal regulations specifying the method of operation and reporting corruption incidents to the appropriate 

organizational units of the Bank, 

Å training employees to increase their awareness and show paths of action in specific situations, 

Å operational control as part of the implemented internal control system. 

In accordance with the Bank's Anti-Corruption Policy, the Managing Director of the Compliance Monitoring Division 

designates a person acting as Anti-Corruption Correspondent, whose tasks include coordinating anti-corruption 

activities. 

As part of the anti-corruption process, the Bank monitors, among others, indicators regarding reported cases of fraud, 

identified conflicts of interest, accepted / forwarded gifts and invitations, due diligence in establishing relationships with 

clients / contractors / agents and the level of employee awareness. 

The anti-corruption policy is available in the Intralex internal system. Every employee of our Bank has the opportunity 

to read the document. 

[GRI 205-2]   

The anti-corruption process must be known and understood by all employees of the Bank. To this end, we conduct 

relevant training on the subject, which lasts 1 hour and is available to all employees of the Bank. 

In 2019, 9,045 employees of the Bank participated in the anti-corruption training and passed the verification test in this 

area. This represents 94.51% of employees to whom the training has been assigned as compulsory. 

 

In 2019, 9,045 employees of the Bank participated in the anti-corruption training and passed the verification test in this area. This represents 

94.51% of employees to whom the training has been assigned as compulsory.  

 

Each newly recruited employee is required to undergo a workshop training, as well as to complete on-line training 

in the field of counteracting the conflicts of interest, counteracting corruption and fraud. The training also includes 

broadly understood professional ethics. 

We are currently working on an additional training, the scope of which will be dedicated to the employees particularly 

exposed to the risk of corruption. In addition, stationary training sessions, targeted at employees particularly involved 
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in the anti-corruption process, were conducted. In 2019, such training was attended by members of the Bank's 

Management Board and Supervisory Board, as well as employees of the Legal Division and the Compliance 

Monitoring Division. 

Binding documents at Bank BNP Paribas: 

1. Policy on notification of a non-compliance incident at BNP Paribas Bank Polska S.A. gives employees the 

opportunity to submit a notification of the occurrence or possibility of a non-compliance incident, including an act 

of corruption, in a manner independent of all other methods described in other banking regulations. 

2. Rules of accepting and giving presents by employees of BNP Paribas Bank Polska S.A. describe in detail 

the process of accepting and giving gifts. According to them, employees may under no circumstances make the 

scope of services provided by the Bank or the products offered dependent on potential personal benefits obtained 

from customers. In particular, it is forbidden to solicit a gift from the customer. It is unacceptable to accept or give 

presents that may affect the impartiality and independence of decisions. The rules describe the process of giving 

presents to persons performing public functions.   

3. Code of good practice for employees of BNP Paribas Bank Polska S.A. in commercial relations with 

contractors. According to the document, employees commit to guarantee fair competition. 

4. Regulations on managing conflicts of interest of BNP Paribas Bank Polska S.A. and the Brokerage Office 

of BNP Paribas Bank Polska S.A. 

5. Regulations on managing the risk of conflicts of interest between the Bank and the Employees. 

 

COMPLIANCE WITH REGULATIONS 

[GRI 205-3, GRI 206-1, GRI 417-3, GRI 418-1, GRI 307-1]  

In 2019, there were no confirmed cases of corruption in the Bank or in the Bank's Capital Group. At the Bank, one 

case of non-compliance with regulations and / or voluntary codes regarding marketing communications was recorded. 

There was one proceeding pertaining to behaviour violating the freedom of competition or antitrust regulations in which 

the organization acts as a participant in the proceeding (the proceeding did not end in the reporting period). There was 

also one proceeding regarding a case of non-compliance with regulations and voluntary codes regarding marketing 

communications. It ended with the imposition of a fine. 

The Bank also reported 44 cases of sending customer documents by mistake to an incorrect email address 

and / or temporary provision of customer data to a third party in an online application. 

No fines or other sanctions for non-compliance with environmental protection law were imposed on the Bank. 

 

Key figures in 2019: 

9,045 employees took part in anti-corruption training 

600 suppliers became familiar with the organization's anti-corruption policy and procedures 

0 confirmed cases of corruption 

0 confirmed cases of discrimination and / or mobbing at the workplace 
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1.5. RESPONSIBLE BUSINESS PRIORITIES CSR AS THE PILLAR OF FUNCTIONING 
 [GRI 103-1, 103-2, 103-3, GRI 102-12]  

 

Bank's CSR and Sustainable Development Strategy 

We believe that a holistic approach is a prerequisite for achieving actual results in the area of responsibi lity. 

That is why we implement the Strategy of CSR (Corporate Social Responsibility) and sustainable development of the 

Bank BNP Paribas, which four pillars include: 

Å Financing the economy in an ethical manner. 

Å Developing and engaging our people responsibly. 

Å Being a positive agent for a change. 

Å Combating climate change. 

The CSR and sustainable development strategy is consistent with the BNP Paribas Group Strategy. It supports 

the implementation of the Fast Forward business strategy, being also a key element of the Enthusiasm pillar. 

The Bank's responsibility is primarily: long-term financing of the economy and building lasting relationships with 

customers in accordance with ethical principles, a responsible approach to employee development and involvement, 

increasing the availability of products and services, openness to customer needs and initiatives for local communities, 

limiting the negative impact of operating activities, eco-friendly products and services and promotion of eco-attitudes. 

The strategy of CSR and sustainable development of Bank BNP Paribas consists of 12 commitments under 4 pillars 

of responsibility: economic, in the workplace, social and environmental. 

 

 

 

Economic responsibility 

The key dimension of our Bank's responsibility is long-term support for economic development by financing projects 

of individual clients and enterprises - so as to support their growth. At the same time, we monitor CSR risks 

in sensitive sectors, and financing decisions are preceded by the analysis of the social, economic and environmental 

impact of the company and the project. A balanced approach in terms of economic responsibility is understood 

as long-term financing of the economy and building lasting relationships with clients and other stakeholders 

in accordance with ethical principles. In this way it is possible to balance the quality of transactions carried out with the 

expected profit in the short and long term. 

 

 

 



 

THE CSR & SUSTAINABILITY REPORT OF BNP PARIBAS BANK POLSKA S.A. FOR THE YEAR 2019. Š7% !%2 4(% "!.+ /& '2%%. #(!.'%3Ş  

 

  

 

     29 

 

 

 

The Bank 
 for a changing 

world  

Responsibility in the workplace 

Responsibility in the workplace is primarily manifested in creating a good environment that supports the professional 

development of employees and their commitment. It serves to promote openness, respect for diversity and readiness 

for professional mobility. The basis of our Bank's organizational culture is a focus on cooperation and relationship 

building, care for a good atmosphere at work, mutual support within the organization and providing feedback. We care 

for our employees by investing in the development of their careers through a wide range of development workshops. 

Our goal is to create a friendly workplace - one in which respect, tolerance and trust are valued. We regularly measure 

the level of satisfaction of our employees by opinion surveys. 

 

Social responsibility 

Responsibility in this respect means active action for the environment in which the Bank operates. It focuses on areas 

where the Bank can contribute to a positive social change in the most adequate way, i.e. combating social exclusion 

and supporting education and culture, especially in small communities. The Bank's social responsibility manifests itself 

in increasing the availability of products and services, openness to the clients' needs and undertaking initiatives for 

local communities. We focus on activities supporting positive social changes, including counteracting social exclusion 

as well as supporting education and culture. We are proud of the social commitment of our employees and numerous 

BNP Paribas Foundation programs offering educational support, and thus - strengthening the construction of social 

capital. 

 

Environmental responsibility 

Bank BNP Paribas implements minimizing the negative impact on the environment in three dimensions: limiting the 

negative impact of operating activities and promoting eco-attitudes among employees, responsible financing of the 

economy and customers as well as cooperation and involvement in cross-sectoral initiatives. Bank BNP Paribas 

regularly undertakes projects aimed at raising employees' awareness of individualôs impact on the environment. 

We systematically run and from year to year expand the range of our organization's initiatives to save resources. 

We encourage our employees to use alternative means of transport, teach safe and economical driving, we show that 

each of us can have an impact on the level of paper and water consumption in the organization. Our activities bring 

good.  

 

The Bank's contribution to the implementation of the UN's Sustainable Development Goals 2015-2030  

Through the implementation of the CSR Strategy and sustainable development, Bank BNP Paribas supports the 

implementation of the Sustainable Development Goals (SDGs). Within the individual pillars of responsibility, the Bank 

has identified those SDGs in which its contribution on the Polish market is the most significant. The Bank is guided by 

the belief that goal 17 is necessary for the success of the 2030 Agenda, and therefore actively engages in cross-

sectoral cooperation for sustainable development. 
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ENGAGEMENT IDEA OF 2020 BNP PARIBAS GROUP 

In 2018, the BNP Paribas Group introduced a global, inter-area Engagement Idea, which has it bases on the four 

pillars of involvement in the areas of: 

Å energy transformation, 

Å support for young people, 

Å entrepreneurship, 

Å local environment. 

This idea grew on the foundation of the CSR Strategy and is a development of a commitment under economic 

responsibility - the positive impact of investment and financing. The goal of the BNP Paribas Group is to implement the 

Idea in local conditions, through the development of products and value-added services that will respond to current 

social and climate challenges. It is particularly important for Engagement Idea to support the implementation 

of Sustainable Development Goals through, among others, providing financing for energy transformation, offering eco-

friendly products and services, supporting entrepreneurship of young people and women, and other initiatives. 

In October 2019, in a group of members of the Bank's Management Board and 100 key managers, we conducted 

workshops which goal was to develop new products and services consistent with the Engagement Idea and supporting 

our clients in sustainable development. The results of the workshop will be gradually implemented by business areas 

throughout 2020, in cooperation with the CSR Bureau through the development of the Bank's offer and activities in the 

area of transformation. 

 

PROMOTION OF CSR AND SUSTAINABLE DEVELOPMENT 

CSR DAYS 

As Bank BNP Paribas, we believe that big changes start with the small ones that we introduce ourselves. Therefore, 

in our daily activities we support the implementation of the Sustainable Development Goals (SDGs), which is a global 

plan to fix the world. As part of the European Week of Sustainable Development, we organize CSR Days. During the 

whole week, employees learn about activities under the 4 key pillars of the Bank's responsibility and learn how 

to change their environment for the better. 

In June 2019, during the CSR Days, many attractions awaited the employees of our Bank. Within 5 days they had the 

opportunity to take part in 17 different activities, including the first aid training, registration in the bone marrow donors 

database of the DKMS Foundation, consultations with nutritionists and trainers, inspirational lectures, testing hybrid 

cars, workshops on ecological and safe driving, meetings with partner social organizations, beekeeping workshops 

and many others. 

 

Key Numbers: 

1,621 people participated in the "Live healthy" consultation 

Over 150 people participated in events promoting safe and ecological driving 

134 people joined the bone marrow donor database of the DKMS Foundation 

80 people took part in the first aid training 

 

CSR Breakfast 

We are the Bank for a changing world. We have a real impact on changes in our environment. We are glad that our 

employees actively take actions that make us become a more responsible institution. It was thanks to the daily 

commitment of our employees that we took first place in the general classification of the Ranking of Responsible 

Companies. With pride and sense of commitment to taking further action, we hold the title of the most responsible 

company in Poland in 2019. Once a year, we meet people actively involved in CSR and sustainable development 

projects to celebrate what we have achieved together over the past year. The CSR Breakfast is an opportunity 

to summarize, thank each other, and make plans for new initiatives. 
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The Bank of Green Changes 

 

Care for the natural environment is one of the key commitments of Bank BNP Paribas. We believe that great changes 

begin with ourselves, which is why we pay great attention to activities to help our planet every day. After many years 

of intensive activities for the natural environment, in April 2019 we inaugurated the Bank of Green Changes Program, 

which aggregates all the organization's previous activities to support pro-climate activities. The Bank of Green 

Changes program consists of an internal educational campaign targeted at employees of all areas of the Bank, real 

changes in the functioning of the organization (the so-called eco-improvements) and a constantly developing offer 

of pro-ecological products and services. Establishing partnerships and promoting climate justice as part of our 

initiatives is an important part of our activities and industry events. We include both our employees and the Bank's 

clients in initiatives to combat climate change. Thanks to our joint involvement in eco-initiatives, we are the Bank 

of Green Changes. 

For more information on activities under the Bank of Green Changes Program, see chapter 

5. Responsibility towards the environment. 

 

Ranking of Responsible Companies 

Our corporate responsibility activities are regularly appreciated in the Ranking of Responsible Companies, which 

assesses companies in terms of the quality of corporate social responsibility management. In 2019, the Bank took first 

place in the general classification as well as in the banking, financial and insurance sector. 

 

- The position of the leader in such a prestigious ranking is a great distinction for us. It is a great appreciation of the 

commitment and hard work of all employees who care about strengthening the responsibility of our institution, and are 

involved in important pro-social and environmental initiatives on every day basis. A promotion in the general 

classification of the ranking to the 1st position is a great joy, but above all a commitment to do further work in this area. 

Maria KrawczyŒska, Director of the CSR Bureau  

at Bank BNP Paribas 

 

The Responsible Business League 

As part of the partnership with the Responsible Business Forum, for many years we have been co-creating 

the Responsible Business League - a free educational program for students about CSR. As part of the League, CSR 

Ambassadors, who train intensively under the guidance of experts and promote corporate social responsibility and 

sustainable development at universities and local communities are selected. The Responsible Business League 

creates new staff of managers and entrepreneurs, social animators and change leaders. As part of the jubilee, 15th 

edition of the League, we were the guardian of the "Management and CSR" path. 

                                   Learn more about the Responsible Business League: http://odpowiedzialnybiznes.pl/lob 

 

CORPORATE SOCIAL RESPONSIBILITY INITIATIVES IN COMPANIES OF THE BNP PARIBAS BANK POLSKA S.A. CAPITAL GROUP 

 

Social responsibility is an important topic for all companies from the BNP Paribas Capital Group. They conduct their 

business in accordance with the highest standards of responsibility and guidelines of the BNP Paribas Group 

(including the BNP Paribas Group Code of Conduct), and their employees are involved in social activities. 

In accordance with the Group Policy, BNP Paribas Leasing Services Sp. z o.o. conducts activities activating 

employees and engaging them in philanthropic and altruistic activities. In 2019, 120 employees of the Company were 

involved in social activities. As part of the "Join!" CSR Program they conducted, among others, renovation in an 

orphanage, collection of glasses for people from Africa, math workshops for students in grades 7-8, collection of 

packages for veterans and gifts for patients of the Oncology Center in Warsaw. Volunteers in cooperation with the 

Rak'n'Roll Foundation organized reading libraries at Cancer Departments in 5 cities in Poland and a football match for 

children in the Pomeranian Voivodeship. They actively participated in: a charity run in Warsaw for the Children's 

Health Center, in ĂNoble Giftò, and also in an integration picnic organized by the Company for the charges of the 

Warmian-Masurian Association of Youth and Adults with Genetic and Developmental Defects "HOPEò in Olsztyn. BNP 

Paribas Leasing Services Sp. z o.o. allocated PLN 37.2 thousand for social activities. 

Employees of BNP Paribas Group Service Center S.A. took part in the annual ñNoble Giftò campaign, preparing 

packages for needy families. 
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Additionally, the company has modified the employee benefit policy. New, favorable conditions for group health and 

life insurance have been introduced. The employees were also covered by extended private medical care and 

received the possibility of using a sports card and a program promoting a healthy lifestyle run by the publisher of the 

card. 

The company Campus Leszno Sp. z o. o. supported renovation in the local community center and internships 

for young people from the Special School in Leszno. The company, for the purposes of integrating the local 

community, made its areas (the park and the pond) available to the residents of the local community. 

 

GOOD PRACTICES IN THE FIELD OF CSR AND SUSTAINABLE DEVELOPMENT OF BNP PARIBAS GROUP COMPANIES IN POLAND 

 

BNP Paribas Lease Group Sp. z o.o. 

The company BNP Paribas Lease Group Sp. z o. o. conducted CSR activities together with BNP Paribas Leasing 

Services. 

The activities carried out included: renovation of the orphanage, collection of glasses for people from Africa, 

mathematical workshops for students in grades 7-8, collection of packages for veterans and gifts for patients of the 

Oncology Center in Warsaw, organization of libraries at Oncology Departments and a football match for children in the 

Pomeranian Voivodship. 

In addition, the Company's employees took an active part in a charity run in Warsaw for the Children's Health Center, 

in ĂNoble Giftò, as well as in an integration picnic organized by the Company for children of the Warmian-Masurian 

Association of Youth and Adults with Genetic and Developmental Defects "HOPEò in Olsztyn. 

In the area of workplace liability, the Company offered its employees numerous benefits, including: 

Å concierge services, 

Å fitness balls and sports cards, 

Å fresh and warm meals and fruit Wednesdays, 

Å flexible working hours, 

Å medical care and a wide insurance offer, 

Å international exchange program, 

Å a summer play centre offer for employees' children and financing of a joint trip for children. 

Additionally, the following have been organized: 

Å workshops on the development of soft competences for women as part of Women's Day celebrations, 

Å Diversity and Inclusion Week in October - during the events employees could attend workshops on tolerance, 

parenthood and equality, as well as take part in sports competitions. 

To counteract the negative impact of operational activities on the natural environment, the Company conducts 

quarterly checks on paper consumption, CO2 emissions by the car fleet and during business trips. A new practice 

initiated in 2019 is the reduction of plastic in ordered promotional and advertising materials, office supplies and 

catering services. The company regularly updates environmental policies and also conducts educational activities 

on waste segregation directed at employees. In the area of purchasing, the CSR assessment, including in terms 

of environmental requirements, is an important criterion for choosing suppliers. 

The company is also involved in activities for economic responsibility - it participates in committees organized by the 

French-Polish Chamber of Commerce dedicated to responsible business and good practices of Polish enterprises 

to jointly build a culture based on social responsibility and sustainable development. In 2019, a corporate project was 

initiated to co-finance biofuels for heavy transport, as well as renewable energy sources. 

 

BNP Paribas Securities Services S.K.A. Branch in Poland 

BNP Paribas Securities Services conducts a number of activities to strengthen the social responsibility of the 

organization. In 2019, it developed and implemented a comprehensive educational program for children from grades 

1-3 of primary schools 'It counts'. Its goal is, among others, to develop creativity and entrepreneurship in children and 

to awaken cognitive curiosity and motivation to learn mathematics. As part of IOC Integration Weekends, the 

Company organized 5 trips for 400 employees, who created educational paths under the "It counts" program 

in 5 primary schools. During the trips, employees adapted the schools and other educational institutionôs space, 

among others creating themed murals and places for ground games and educational games. 

During the two Bake & Sale sessions, dozens of employees sold baked goods. The collected funds were allocated 

to charity. The Company's employees also made greeting cards - the income from their sale is allocated to cover the 
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costs of CSR activities. Volunteers also prepared nearly 30 backpacks for the new school year for children from a day 

care home as part of the annual "Back to school" project. 

Before Christmas, the Company's employees took part in the "Letters to Santa" project, handing over a dozen children 

from the Warsaw Oratory of Guardian Angels Christmas packages with their dream presents and organizing a meeting 

with Santa Claus at the company's headquarters. 

Over 600 volunteers took part in the ĂNoble Giftò campaign, preparing 10 packages for the needy. The gifts were worth 

over PLN 40,000, of which the company supported each package with PLN 1,000. 

The company was also involved in the CSR Days organized by BNP Paribas Bank Polska S.A. As part of CSR 

& Conduct Week, within 5 days, 300 employees took part in 16 meetings and workshops on CSR & Conduct issues 

in 3 locations. 

Thanks to the support of the BNP Paribas Foundation, the company's employees implemented 3 volunteer projects. 

Volunteers were also involved in the collection of animal feed, accessories and financial resources for pupils of the 

Judyta Foundation for Puppies. 

The company was also involved in financial support for the SGH Christmas concert - a cyclical charity event with the 

participation of company's employees and potential job candidates. 

As part of the responsibility at the workplace, the Company organized Diversity Week, i.e. a series of 5 events during 

the BNP Paribas Group Diversity Week. 

In the area of impact on the natural environment, in 2019 the Company actively participated in the BNP Paribas Group 

"Zero plastic 2020ò action. Thus, it completely gave up the purchase and serving of water in plastic packaging, 

eliminated disposable plastic dishes and cutlery from the kitchen equipment, and negotiated with the suppliers 

of vending machines to forgo all snacks and drinks that are packaged in single-use plastic. 

The company has also started cooperation with the Home - Family - Human association in the field of recycling plastic 

caps. Twice a year, the Company donates several dozen kilograms of caps to obtain from their sale funds which are 

allocated for the purchase of wheelchairs and prostheses for the needy. 

On the technical terrace of the Wronia 31 skyscraper, the Company installed 2 hives with 40,000 bees. By "adopting" 

insects, it has contributed to enriching the local ecosystem and protecting the endangered species. During the 

professional workshop with a beekeeper, the employees learned about the importance of bees for the ecosystem. 

Employees of the Company also engaged in volunteering in the Polish-German Gardens, where, at the invitation 

of the German Embassy in Poland, they planted plants and cleaned up the green area.  

 

BNP Paribas Real Estate Poland Sp. z o.o. 

In the social area, the Company carried out activities promoting social sensitivity: 

Å By highlighting managed buildings in red, it promoted the Rolling2Zwrotnik Rak'n'Roll Foundation bicycle 

exhibition. 

Å By highlighting managed buildings in blue as a part of building autism awareness on International Autism Day. 

The company organized help for the Window of Life foundation, which was the charity sale of hand-made angels 

to employees to support an orphanage in Uganda. 

The company also undertook to organize the Turawa Park charity bicycle rally on behalf of its client. The number 

of kilometers driven by the participants was converted into money intended for the fulfilment of the dreams of those 

under the ñI Have a Dreamò Foundation. 

The Company's employees also took part in the Beach Volleyball Charity Tournament and were involved in the ñNoble 

Giftò campaign. 

As part of the responsibility at the workplace, the Company implemented the #Wellbe program, which aimed 

to improve the comfort of employees and promote a healthy lifestyle. Under the program, employees could use the 

services of a masseur, dietitian and take part in sports activities. Workshops on healthy eating and physical activity 

were also organized. 

As part of minimizing the impact on the natural environment, the Company got involved in the "Drop the unnecessary 

kilowatts" campaign. As part of the campaign, electrowaste was collected in selected office and warehouse buildings 

managed by the Company. As part of the "Don't be plastic" campaign, the organization promoted minimizing plastic 

consumption. 

 

BNP Paribas Faktoring Sp. z o.o. 

In 2019, the Company was involved in numerous charity campaigns: 

Å Employees of the Company took part in the ĂNoble Giftò  action, preparing gifts for needy families. 
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Å As part of the "Pomoc pogorzelcom" campaign, first-aid articles were collected for the residents of the burned 

family children's home in ŧyrard·w. 

Å The company organized material and financial support for the Intervention Preadoption Center in Otwock as part 

of the "Faktor helps" campaign. The Management Board of the Company joined the employees' activities declaring 

doubling the collected amount and transferring it in the form of financial support to the Center. Employees of Bank 

BNP Paribas and Leasing Companies working at the Company's headquarters at Suwak in Warsaw also joined the 

campaign. In total, PLN 18 400 was transferred. 

In the area of workplace responsibility, the Company implemented a training program addressed to the Management 

Board, managers and employees. The program initiated the process of implementing a new organizational culture 

based on trust, honest and open communication, motivation to improve processes and personal development 

of employees. 

In addition, the company introduced: 

Å benefit policy for the Company's employees. New, favourable conditions for group health and life insurance were 

introduced, and employees were also covered by extended private medical care. 

Å the opportunity to participate in the 'Two hours for the family' campaign for full-time employees. 

To counteract the negative impact on the natural environment, the offices were equipped with glasses and decanters, 

thanks to which the Company completely gave up the purchase of water in plastic bottles. All office employees have 

unlimited access to filtered drinking water. Throughout the year, seasonal fruit is delivered to the office twice a week, 

thanks to which the Company significantly reduced the consumption and purchase of highly sweetened and packed in 

plastic chocolate bars from nearby distributors among employees. As part of health and fighting with obesity and 

diabetes activities, in December 2019, the Company provided employees with a Fitqbe wellbeing platform, which 

allows employees to participate in sports competitions (group and individual) and motivate each other. The platform is 

also, thanks to the educational articles posted there, a source of promotion of a healthy lifestyle. 

 

BNP Paribas Cardif 

The BNP Paribas Cardif company, wanting to act for social responsibility in 2019: 

Å once again supported the Great Orchestra of Christmas Charity by participating in a charity auction. 

Å supported the expedition organized by the Rak'nRoll Foundation, which is the crowning achievement of the 

Rak'nôRolling Foundationôs sports and therapeutic program. Its purpose is to promote physical activity and travel as 

a motivation to go through cancer and return to a normal life after illness. It is also an inspiration for people 

undergoing oncological treatment. The funds we donate turn into fulfilled dreams and extraordinary power that will 

give others strength to fight the disease. 

Å took the patronage of the Zaczytani.org campaign, funding the Immersed in Reading Library, which allows 

children's hospital patients constant access to literature. 

BNP Paribas Cardif in Poland also directs its help to the youngest and supports the Team for the Educational Care 

Facilities No. 2 in Warsaw, where bikes for children were handed over. Proteges from the institutions also took part in 

St. Nicholas' Day organized by the company. BNP Paribas Cardif in Poland took part in the Santa Claus Action and 

fulfilled the children's dreams by sending them gifts, which they asked for in their letters to Santa. 

As part of the responsibility at the workplace, the Company organized an Endomondo sports competition 

for employees, which promoted a healthy lifestyle combined with helping those in need. Each kilometer travelled 

by employees in selected sport disciplines was intended for a charity indicated by the participants of the competition. 

As part of the Pink October campaign, employees received medical files in which they can collect information on their 

health in one place. In addition, thanks to cooperation with Warsaw Genomics, employees had the opportunity to do 

a genetic test based on the latest achievements of world science. Thanks to the use of modern genetic analysis tools, 

errors responsible for the emergence of diseases are sought in the human genome and assessment of predisposition 

to developing hereditary cancers is provided. 

In 2019, the company also joined the group of signatories to the Diversity Charter in Poland. 

Responding to the environmental challenges, the BNP Paribas Cardif in Poland, gave up the use of water in plastic 

bottles, replacing it with water in decanters from kitchen dispensers. 

 

Arval Service Lease Polska Sp. z o.o. 

Employees of Arval Service Lease Polska Sp. z o.o. regularly engage in activities to support those in need. As part 

of the Sweet Mondays campaign, volunteer workers baked cakes and salty snacks. Donations for the purchase 

of baked goods were donated for selected purposes: support at the Paluch Animal Schelter and the campaign "Don't 

be a skunk, buy a Pamper" - a collection for the Intervention Preadoption Center in Otwock. Tenants of the building 
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at ul. Woğoska 24 in Warsaw also took part in the campaign. In autumn, the company organized the action "Airing 

wardrobes" and collected casual and business clothes for women staying at the Single Mother's House in Biağoğňka. 

The company's employees also took part in the following actions: 

Å ĂNoble Giftò, creating a package for a needy family. 

Å Children's Day for children from Prague at the Polonia stadium, collecting sweets and gifts for children from 

families with difficult financial circumstances. 

Å In charity runs - the running group functioning in the Company also declared, among others 3 races in charity 

events. 

Employees actively used the FITQBE application. For the first exceeded threshold of 1,000 sports activities 

of employees, the company transfers PLN 10,000 to a social goal of their choice. 

As part of the responsibility at the workplace, the company's employees participated in ergonomics training. An audit 

of workplaces was carried out, including adjusting chairs and monitors to the employee's real needs. Additionally, 

volunteers could undergo medical check-ups and vaccinations. 

In order to combat climate change, the company has introduced a number of eco-improvements. From 2019: 

Å water is bought only in glass bottles; 

Å plastic dishes, cutlery, cups and coffee stirrers have been eliminated; 

Å used batteries are collected; 

Å segregation of garbage is in force (containers for segregation of garbage have been inserted, individual garbage 

cans have been removed from the desks); 

Å when the windows are open, the air conditioning is automatically turned off. 

The company also conducts activities to minimize paper consumption and reduce water consumption - for this purpose 

aerators in taps and photocells with motion sensors were installed. 

 

1.6. STAKEHOLDERS AND PARTNERSHIPS  
 

[GRI 102-13, GRI 102-40, GRI 102-42, GRI 102-43] 

Sustainable development assumes harmonious cooperation with stakeholders. To ensure that our activities meet the 

needs and expectations of our stakeholders as much as possible, we are interested in their needs and we take their 

opinions into account in our activities. 

 

We focus on constant and open dialogue - also because the opinions of our stakeholders allow us to take into account changing socio-

economic conditions in the Bank's plans. 

 

STAKEHOLDERS OF THE BANK BNP PARIBAS  

Å Customers: individual and institutional: retail banking, Wealth Management, corporate banking, micro banking, 

SME banking, Agro segment. 

Å Employees and colleagues  

Å Companies of the BNP Paribas Capital Group.  

Å Entities within the BNP Paribas Group in Poland and abroad. 

Å Market environment: business partners, suppliers, Polish Bank Association, consumer and industry 

organizations, competitive environment, administration, nationwide media.  

Å Supervisory authorities: Polish Financial Supervision Authority, National Bank of Poland. 

Å Capital market: institutional and individual investors, Warsaw Stock Exchange, rating agencies, analysts. 

Å Local communities: social partners, local government administration, institutions supporting cultural and 

educational events and sports, universities, schools, residents of local communities, local media, NGOs, the BNP 

Paribas Foundation. 

Å Environment: regulatory and non-governmental organizations dealing with environmental issues. 

We gain knowledge about the needs and expectations of our stakeholders using many communication channels and 

methods of dialogue. We strive to provide the environment with complete and reliable information about our goals and 

activities. 
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Main forms and tools of communication with stakeholders: 

Å Direct meetings and telephone conversations with our clients. Analysis of customer reviews about the quality 

of service and the services we offer. Websites, social media profiles: Facebook, Instagram and LinkedIn. 

Å Cyclical employee satisfaction surveys, internal communication tools, direct meetings and conversations. 

Å Ongoing contact with social partners as part of the CSR projects of the Bank and the BNP Paribas Foundation. 

Å Ongoing contact with business partners and suppliers. 

Å Stakeholder surveys conducted in preparation for reporting of the non-financial data. 

Å Information materials and reports dedicated to the investor environment. 

-  

PARTNERSHIPS 
Bank BNP Paribas is guided by the conviction that in order to achieve a state of social and climate justice, 

it is necessary to achieve the 17th Sustainable Development Goal, i.e. to establish cross-sectoral partnerships. 

To effectively change the world around us, promote good practices in business, and in particular in the financial 

services sector - for example, regarding the availability of products, services and facilities, as well as responsible 

sales, to counteract climate change, and to strengthen social impact, we undertake cross-sectoral cooperation with 

numerous partners. 

 

New key partnerships established in 2019 

Å Support of the "CEO call to action" initiative by Przemek GdaŒski, as the first CEO in Poland. 

Å Inauguration of the draft Responsible Sales Declaration. 

Å Establishing cooperation with the National Institute of Senior Economy. 

Å Developing cooperation with social organizations - partners of the Become Change campaign. 

Å Joining the group of signatories of the CSR Declaration of the Polish-French Chamber of Commerce. 

Å Establishing cooperation with UNEP / GRID-Warsaw and supporting the Eco-City initiative. 

Å Joining the Together for Environment Partnership. 

Å Joining the Partnership for the climate of the city of Warsaw. 

For more information on Bank BNP Paribas partnerships, please visit: https://www.bnpparibas.pl/csr/partnerstwa 

 

Partners of the BNP Paribas Foundation in Poland  

Education Social solidarity Local Partners 

1. Fundacja Edukacyjna 

PrzedsiňbiorczoŜci 

(ñEducational Foundation for 

Entrepreneurshipò) 

2. Alumni of the scholarship 

program ñClassò Association 

3. National Philharmonic 

4. POLIN Museum of the 

History of Polish Jews 

5. Warsaw Institute of Banking 

6. The Integracja (ñIntegrationò) 

Foundation 

7. Harvard Club of Poland 

8. The Dobra Sieĺ (ñGood 

Networkò) Foundation 

9. Society of Friends of StňŨyca 

10. Synapsis Foundation 

1. ALIVIA Oncological 

Foundation 

2. Academy for the 

Development of Philanthropy 

in Poland 

3. Association ñMali Bracia 

Ubogichò 

("Small brothers 

of the Poor") 

4. The Ocalenie 

(ñSalvationò) Foundation 

5. Praga-Poğudnie Culture 

Promotion Center 

6. Wiosna (ĂSpringò) Association 

7. The ĞŃka (ĂMeadowò) 

Foundation 

8. The Nasza Ziemia 

(ĂOur Earthò) Foundation 

1. Prestigious general 

secondary schools from the 

largest cities in Poland 

(as part of the scholarship 

program ñClassò) 

2. Public institutions and non-

governmental 

organizations from all over 

Poland 

(as part of employee 

volunteering program 

ñMoŨesz na mnie polegaĺò 

- "You can count on me") 

https://www.bnpparibas.pl/csr/partnerstwa
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11. Fundacja Ludzi Otwartej 

WyobraŦni Flow 

(ñFlowò Open for Imagination 

Peopleôs Foundation) 

12. Organizers of the Agricultural 

Knowledge and Skills 

Olympics 

 

 

1.7. AWARDS AND DISTINCTIONS 
Numerous awards and distinctions appreciating our activities in the area of corporate social responsibility 

and sustainable development, gained in 2019 are a distinction for us, but also a commitment to continue to work 

for changes in the world around us. 

Å 1st place in the general classification and 1st place in the banking, financial and insurance sectors in the thirteenth 

edition of the Ranking of Responsible Companies. 

Å Title of the Diversity & Inclusion Rating leader - the first Polish rating of diversity management leaders and the 

promotion of an inclusive organizational culture developed by the Responsible Business Forum and Deloitte. 

Å The title of Top Employer Polska for a personnel policy consistent with the best practices on the market 

Å CSR Silver Leaf by ĂPOLITYKAò and the Award for supporting the implementation of the Sustainable 

Development Goals and increasing the availability of financial products which support low carbon economy. 

Å Sustainable Economy Awards in the Sustainable Finance Leader category for initiating and implementing 

Sustainable Finance solutions, presented during the Sustainable Economy Summit, organized by the Executive 

Club. 

Å Partnership for Sustainability Award 2019 awarded by Global Compact Network Ukraine - appreciation of the 

Energy Transformation Program, which supports the energy modernization of residential buildings. 

Å Award in the branch network category, in the 4th edition of the Accessibility Leader competition. 

Å Distinction for the implementation of the partnership mission, educational activities and implementation of eco-

improvements under the Bank of Green Change program - awarded during the Partnership for the Environment 

meeting. 

Å Distinction with two awards in the prestigious The Best Annual Report 2018 competition organized for listed 

companies by the Institute of Accounting and Taxes. 

Å Distinction with the Service Quality Star in the consumer survey of the Polish Service Quality Program. 

Å Statuettes in two categories: Best service quality in the facility - retail client, Best helpline for companies in the 

4th edition of the Institution of the Year ranking run by Mojebankowanie.pl. Bank BNP Paribas also received 

a distinction in the Socially Responsible Bank category for its strategic partnership with the ĂNoble Giftò. 

Å Awards for the campaign: "Why are there no women on banknotes?", "Appreciate, do not judge", "Your Last 

Weekend" during the MIXX Awards gala. 

Å Winning the Fleet Derby 2019 plebiscite in the Eco Fleet category. 

Å Third place in the Friendly Bank ranking of the Newsweek weekly in the Bank dla Kowalskiego (ĂA bank for John 

Smithò) category and promotion by 9 places to the fourth position in the Bank on the Internet category. 

For more information on awards and distinctions, please visit: https://www.bnpparibas.pl/csr/nagrody 
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CHAPTER 2. 
ECONOMIC RESPONSIBILITY  

 

[GRI 103-1, GRI 103-2, GRI 103-3]  

BNP Paribas understands economic responsibility as responsible long-term financing of the economy as well as 

maintaining ethical and lasting relationships with clients and stakeholders. 

 

   Our CSR & Sustainability Strategy  commitments under the economic responsibility pillar: 

¶ Investments and financing with a positive impact. 

¶ Ethics of the highest standard. 

¶ Systematic integration and management of environmental, social and governance risk. 

 

As part of our economic responsibility, we have identified Sustainable Development Goals related to our contribution 

to the Polish market. The aims include: supporting the development of the economy, innovation and industry, 

environmental initiatives and cross-sectoral partnerships for sustainable development. 

    

The economic responsibility of Bank BNP Paribas entails long-term support for the development of the economy 

through financial support for individual and corporate projects. At the same time, we aim to monitor the CSR risks of all 

our clients. The Bank focuses in particular on financing ESG sensitive sectors. 

Financing decisions are preceded with analyses of the social, economic and environmental impact of a given company 

and project. 

Economic responsibility is an important topic for all companies of the BNP Paribas Capital Group. They conduct their 

operations in accordance with the highest standards and guidelines of the BNP Paribas Group. 
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2019 in numbers: 

 

9 CSR policies 

in force 

in sensitive sectors 

 

8,000 ŧ 12,000  

customer satisfaction surveys 

conducted monthly 

 

3,500 entrepreneurs 

took part in 31 meetings 

as a part of the Foreign Trade 

Program for our customers 

218 CSR analyses  

performed 

 

9,045 employees  

took part in anti-corruption 

training  

 

1,000 participants 

of 7 meetings as a part 

of IV edition of Agro Academy 

 

333 CSR Declarations 

signed by our new suppliers 

 

119,000 accounts  

of persons holding a Ukrainian 

passport 

 

270 representatives 

of companies from the food 

production sector took part 

in the Agro-conference  

 

89% of expenditures 

on products and services went 

to local suppliers 

 

24,245 accounts  

for NGOs maintained 

by the Bank 

7 startup implementations 
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2.1. RESPONSIBLE FINANCING 

ï Bank BNP Paribas understands responsible financing as caring for the highest ethical standards, monitoring the 

social, economic and environmental aspects of transactions concluded by all our clients, as well as offering products 

and services which respond to global challenges and local market conditions (and thus respond to changing customer 

needs). 

Maria KrawczyŒska, Director of the CSR Bureau 

at Bank BNP Paribas 

[GRI 103-1, GRI 103-2,  GRI 103-3]  

Bank BNP Paribas has identified nine sensitive sectors based on environmental, social or corporate governance risk: 

Å coal energy, 

Å mining, 

Å defence and security, 

Å forest ï wood pulp, 

Å forest ï palm oil, 

Å nuclear, 

Å agriculture, 

Å fuel ï unconventional oil and gas, 

Å tobacco. 

 

In each of these sectors, the Bank implements CSR Policies towards the relevant clients. In addition, all current and 

potential customers of the Bank who operate in the above-mentioned industries are informed about CSR policies and 

receive information regarding the analysis process. 

 

In addition, clients are thoroughly analysed by the Bank's experts for compliance with the principles of sustainable 

development. In 2019, we established the so-called ñsecond line of CSR controlò in the Corporate Credit Risk 

Department. It focuses on possible ESG risks in the operations of current and potential clients. This aspect is later 

included in the overall risk assessment for a client's business or prospectus. 

SECTOR POLICIES OF BNP PARIBAS GROUP  

[The Bankôs own indicator: Description of BNP Paribas sector policies and/or environment-friendly products offered to 

clients] 

Coal energy sector 

As a responsible financial institution, Bank BNP Paribas monitors the level of environmental, social and corporate 

governance (ESG) risk for all of its clients. In addition, as part of the BNP Paribas Group, the Bank pays particular 

attention to the financing of ESG sensitive sectors. To this end, the Bank has identified nine sectors and has 

accordingly introduced CSR Policies ï with specific requirements for clients operating within them: 

Coal energy sector 

Coal power greatly contributes to carbon dioxide (CO2) emissions and is one of the main causes of climate change. 

Therefore, a balance should be struck between the growing demand for electricity, economic development and the 

need to reduce CO2 emissions. Such a balance is critical to limiting climate change. In 2017, Bank BNP Paribas 

decided to discontinue the financing of projects related to coal mine construction, the extension of coal-fired power 

plants, CHP plants, as well as new power units. We chose to support only those companies from the coal energy 

sector which are actively involved in the transition to other types of energy (in accordance with the "scenario below 

2ÁC" of the International Energy Agency). In addition, BNP Paribas believes it is equally important that all companies 

in the coal energy sector meet the necessary requirements in the field of health protection, safety and environmental 

protection for the sake of future generations. 

Mining sector 

The mining sector supplies resources which have a major impact on the development of most economic sectors. 

The world's population is increasing. It as a key factor in the growing demand for resources, especially combined with 
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the growing expectations of developing countries as to advanced infrastructure as well as the high quality of products 

and services. Resources are being depleted and it is becoming increasingly difficult to extract them. A balanced 

approach to the mining sector needs to give careful consideration to the environmental, social and governance risks 

associated with the sector. The CSR policy towards the mining sector defines the requirements for mining companies 

and projects which wish to cooperate with the Bank. The policy states additional criteria for mining enterprises and 

mining projects. 

Defence and security sector 

As a significant financial institution, Bank BNP Paribas recognises the validity of the five major challenges and threats 

to the security of the EU as defined by the European Council: terrorism, the proliferation of weapons of mass 

destruction, conflicts in regions, failing states and organised crime. Illegal arms trafficking, especially the illegal sale 

of small arms, is a key factor in four out of the five threats. 

While the Bank recognises the right of states to defend themselves and to protect their own national security, it is also 

conscious of the particular risks connected with the Defence and Security Sector. 

The defence and security provisions listed in our policy apply to weapons (including controversial weapons), military 

equipment, dual-use goods, internal repression, and internal security and police. The policy defines a set of principles 

and guidelines regarding the Defence and Security Sector which must be followed by all organisational units of the 

Bank. 

Forest sector ŧ wood pulp 

The demand for paper products will increase in the coming decade, which will affect global development. 

In connection with the wood pulp production process, the Bank has noted that heavy industry has a great impact 

on the environment (including water, soil and air pollution), but also on the health and safety of those employed by the 

industry and surrounding communities. Based on the paper production chain, shareholders believe that the greatest 

impact can be exerted at the level of forest management and wood pulp production. The Bankôs CSR policy focuses 

on these two stages. 

Forest sector ŧ palm oil 

The development of palm oil plantations may adversely affect local communities, climate change and the ecosystem. 

However, such issues depend primarily on the method of oil production. As a financial institution, the Bank wants 

to support responsible producers who apply sustainable development practices in the palm oil production sector. 

Therefore, we refrain from financing or investing in enterprises which activity contribute to deforestation (loss 

of diversity, intensification of adverse climate changes, etc.) or in enterprises which violate the rights of local 

communities. 

Nuclear sector 

As a financial institution, the Bank offers its products and financial services to government units which support  

development of non-military nuclear energy. The Bank believes that the international community and countries which 

plan to develop nuclear power or build new power plants need to act in accordance with the requirements of safety 

and population protection, as well as environmental protection. The Bankôs CSR Policy aims to ensure that the 

projects financed by the Bank in the nuclear energy sector are properly monitored in terms of mitigating social and 

environmental impact. 

Agriculture sector 

Agriculture is a key sector in terms of employment opportunities and GDP. It provides livelihoods for millions 

of people, both in developed and developing countries. Investing in agriculture is one of the most effective strategies to 

reduce hunger and promote sustainable development. However, without proper management, the development 

of agriculture could have adverse effects on local communities, ecosystems or climate change. 

Bank BNP Paribas supports the agro-food sector and therefore provides a wide range of financial products and 

services for entities in this industry. The offer is addressed to highly responsible farms and processing companies, 

whose goal is to provide consumers with healthy and safe products while ensuring that the supply of food for future 
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generations remains unthreatened. Therefore, we do not finance or invest in enterprises whose agricultural practices 

do not meet the requirements of sustainable development or which destabilise the market of basic agricultural goods. 

Fuel sector ŧ unconventional oil and gas 

Bank BNP Paribas is highly involved in the energy transformation. Our goal is to contribute to the reduction of carbon 

dioxide emissions. This aim is reflected in the Bankôs loan portfolio and steps taken to reduce the environmental 

impact of its operations. 

Therefore, Bank BNP Paribas has developed a coherent policy on financial products and services for the oil and gas 

industry in the field of unconventional oil and gas. Oil production from unconventional resources currently accounts for 

c. 10% of global oil and gas production. This percentage is expected to increase because unconventional oil and gas 

currently account for 55% and 44% of renewable fuel resources, respectively. 

The negative impact of unconventional production can be mitigated by implementing the best practices which have 

been developed. BNP Paribas assesses resources and projects for various unconventional sources of oil and gas, 

in line with the best practices of the industry. Thus, we determine the real, specific impact of such projects. 

Exit from the tobacco and fur farming sectors  

In 2017, the BNP Paribas Group made a global decision to discontinue financing and investing in the tobacco 

industry, including manufacturers, planters and wholesalers whose main operations are tobacco-related. Since 2018, 

in line with the decision of the Group, the Bank has been implementing the exit process from financing the tobacco 

sector. 

The new financing and investing regulations result from the BNP Paribas Group's commitment to financing the 

economy while maintaining a positive impact on all stakeholders. 

In addition, since 2020, Bank BNP Paribas has ceased funding for the fur farming sector, thus implementing 

restrictions which had been gradually introduced since 2017.F  

Find out more about the sector-specific policies of the BNP Paribas Group at: 

https://group.bnpparibas/en/financing-investment-policies 

 

RESPONSIBLE PRODUCTS AND SERVICES 

Responsible products and services should meet the needs of customers, be available to vulnerable groups and have 

a positive impact on the environment. Bank BNP Paribas wants to counteract exclusion, support entrepreneurship as 

well as energy transformation by offering responsible and sustainable green products. 

For more information about eco-friendly products and services, 

see Chapter 5: Environmental Responsibility 

 

Account Open to Non-profit Business (former Social Leader Package) 

The Bank offers an account for NGOs (addressed to social organisations and micro non-profit institutions) with basic 

services included free of charge. By signing a single agreement with the Bank, an organisation receives: a current 

settlement account in PLN, a deposit account, term deposit accounts, access to mobile and online banking systems, 

the comprehensive support of a banking adviser and preferential conditions for additional services. 

At the end of 2019, the Bank had opened 24,245 accounts for non-governmental organisations. 

The product is very popular. We have received many awards for its implementation, including Leader of Responsible 

and Sustainable Development in the SMART CSR Project category, awarded by the ñRzeczpospolitaò daily 

newspaper. 

Details: https://www.bnpparibas.pl/male-firmy/pakiety-i-rachunki/konto-otwarte-na-biznes-non-profit  
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Offer for social economy enterprises 

In 2018, Bank BNP Paribas was the first financial institution in Poland to launch a banking offer addressed specifically 

to social economy enterprises.Thus, we support entities that, in addition to generating profit, set social and/or 

environmental goals for themselves and reinvest profit in the implementation of their social mission. 

Find out more at: http://media.bnpparibas.pl/pr/405385/bgz-bnp-paribas-finansuje-przedsiebiorstwa-spoleczne 

 

Offer for the citizens of Ukraine 

Bank BNP Paribas analyses the needs of various social groups, including foreigners. In response to the growing 

number of Ukrainian citizens living in Poland, we have taken steps to make our offer more accessible to them. The 

Bank has already opened 119,000 accounts for Ukrainian passport holders. Thus, we are at the forefront of banks with 

an offer for Ukrainian citizens in Poland. 

At Bank BNP Paribas, citizens of Ukraine can easily open the Account Open to You. It has been created for clients 

who value transparent and simple solutions in banking.  

Å Only one document is needed to open the account ï a passport or a residence card.  

Å The Bank has prepared a website and advertising materials in Ukrainian. 

Å We have opened branches in 5 Polish cities where advisers speak Ukrainian or Russian. 

Å Bank also provides support through a dedicated hotline available in these languages. 

 

Find out more at: https://www.bnpparibas.pl/repozytorium/komunikaty/Oferta-Banku-BGZ-BNP-Paribas-dla-obywateli-Ukrainy 

 

Investing responsibly 

In 2019, the offer of our Bank's Brokerage Office included products supporting responsible investments: 

Å BNP Paribas L1 Sustainable Active Balanced,  

Å BNP Paribas L1 Sustainable Active Growth, 

Å BNP Paribas L1 Sustainable Active Stability.  

The Funds invested directly or indirectly in the bonds or shares of issuers who met the sustainability criteria (whose 

products and services contribute to solving environmental and social development problems), as well as in derivatives 

of these assets. 

The offer also included Fidelity Funds Sustainable Water & Waste Fund. The portfolio manager intends to invest 

in shares of companies from around the world whose activities are related to the design, production or sale of products 

and services used in the industry of water and sewage management or in connection with this industry. The Fund has 

adopted a free approach to the creation of the portfolio, and the portfolio manager focuses on the company's long-term 

goals. Through the process of investment and risk monitoring, the Fund seeks to integrate environmental protection, 

social policy and corporate governance, which contributes to an extremely balanced portfolio. 

In addition to the investment consulting service, we also offered two funds: 

Å NN Polski Odpowiedzialnego Inwestowania ï The Fund invests at least 66% of its assets in shares of companies 

listed on the WSE. The remaining part will be invested in the shares of Western and Central European companies 

and on organised OECD markets (other than Poland and Member States). The fund manager focuses on the 

diversified selection of a small number of companies. An important element of their selection is the analysis of non-

financial factors, i.e. environmental, social and corporate governance (ESG) factors: indicators of responsible 

business conduct, as well as a positive impact on society and the environment. 

Å NN (L) Globalny Odpowiedzialnego Inwestowania ï The fund invests up to 100% of its accumulated assets in the 

NN (L) Global Equity Impact Opportunities Luxembourg fund. The Fund generally invests in the shares of companies 

which offer attractive financial returns while having a positive impact on society and the environment. 

 

 

 

 

http://media.bnpparibas.pl/pr/405385/bgz-bnp-paribas-finansuje-przedsiebiorstwa-spoleczne
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Investing in renewable energy 

Thanks to the cooperation of BNP Paribas Bank Polska with BNP Paribas Energy, Resources and Infrastructure Teams 

in Brussels and Paris, at the turn of 2019 and 2020, we launched financing for the "Perfect Wind" project developed by 

Akuo. The credit facilities structured in the "project finance" formula are intended for financing of the construction of wind 

farm with 132MW capacity. The project is one of first major developments financed under new support system 

for renewable energy in Poland.   

BNP Paribas Group played a leading role in the transaction with BNP Paribas Bank Polska acting as a Lead Arranger, 

Facility Agent, Security Agent and Account Bank. In addition, local Global Markets team dealing with this type 

of transactions has arranged and executed transactions hedging the interest rate risk and currency risk of this project. 

 

INITIATIVES FOR RESPONSIBILITY IN THE FINANCIAL INDUSTRY 

We actively promote good practices in the Polish financial industry. In addition to internal initiatives and 

the implementation of relevant policies, we bring issues of social responsibility (which are important to us and our clients) 

to the attention of the entire industry. 

We are among the initiators of a self-regulation project launched in 2019 for entities from the financial industry: 

the Declaration of Responsible Sales.  

Find out more about the conference at: http://nienieodpowiedzialni.pl  

For more information about the Declaration of Responsible Sales, 

 see section: Transparency and communication with clients 

 

0¿ÐÒÌÃÐÑÆÇÎ ÕÇÒÆ ÒÆÃ ŝ.ÍÒ-ÇÐÐÃÑÎÍÌÑÇÀÊÃŞ #ÍÌÄÃÐÃÌÁÃ 

Since 2016, we have been supporting subsequent editions of the ñNot-irresponsible" conference, dedicated 

to responsibility in the financial industry. The topic of the conference (which took place on November 6, 2019) was 

Rebellion and anger in (ir)responsible life and business. Participants jointly sought to answer whether the above 

factors can result in positive changes in an organization, or whether they are an obstacle to building social capital. 

In addition to discussions and presentations, the conference program included an oxford-style debate entitled 

Opportunism ï Is it more profitable than rebellion in business? as well as a presentation of the results of a social survey: 

Why do we not rebel as consumers? 

ñNot-irresponsibleò is a project which arose from the need to seek answers to fundamental questions: what is good and 

what is evil in today's world. The conference was first proposed by the ANG Cooperative which deals with the subject of 

business ethics, sustainable development and social involvement in the financial industry. The Cooperative makes every 

effort to be a socially responsible company and to operate in accordance with the principles of sustainable development. 

Find out more about the conference at: http://nienieodpowiedzialni.pl  

 

Cooperation with the Polish Bank Association and the Banking Ethics Committee 

We are a member of the Polish Bank Association ï an organisation of banks established in January 1991 and 

operating under the Act on Chambers of Commerce of 30 May 1989. Membership in the Association is voluntary and 

is possible for banks which provide services in Poland, which were established and are operating under Polish law. 

As part of PBA membership, our representatives are also members of the Banking Ethics Committee and work for 

ethical behaviour in the financial sector. 

As a member of the Banking Ethics Committee, we participate in a survey conducted by the Polish Bank Association. 

The results are published as the Report of the Banking Ethics Committee on the relations between banks and their 

stakeholders. In itself, participation in the survey is a token of social responsibility and the need to constantly shape and 

disseminate ethical standards in the financial services market. Thus it also reflects the need to constantly improve the 

Bank's image as an institution of public trust in everyday communication with clients, business partners, competitors, 

shareholders, employees as well as with the local community. The Bank's experts actively participate in the work 

of numerous committees, councils and working groups, including a working group devoted to providing top quality 

services to people with disabilities. 
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ŝ%ÒÆÇÁÑ ÇÌ &ÇÌ¿ÌÁÃŞ #ÍËÎÃÒÇÒÇÍÌ  

The idea behind the ñEthics in Financeò competition, organised by the Banking Ethics Committee, is to promote ethical 

attitudes in the world of finance and to emphasize the important role of ethics in shaping the financial sector. 

The ñEthics in Financeò competition gives young people a chance to share their passion for work, exchange observations 

and ideas for improving the system. The basic requirement for competition essays is the presentation of an innovative 

proposal with the aim of protecting or implementing ethical values in the world of finance. 

The competition is organised in cooperation with the Financial Observatory in Geneva, the organiser of the international 

edition of the Competition. In 2019, as in previous years, Bank BNP Paribas became one of the four sponsors of the 

competition prizes. 

Find out more about the competition at: https://zbp.pl/aktualnosci/Archiwalne-wydarzenia/vii-edycja-konkursu-etyka-w-

finansach  

 

SUSTAINABLE SUPPLY CHAIN 

[GRI 102-9, GRI 204-1, GRI 308-1, GRI 414-1, GRI 412-3]  

We are aware of the social, environmental and economic responsibility of companies, including ourselves, regarding 

supply chain management. In order to conduct a responsible procurement policy, the Central Procurement Department 

of Bank BNP Paribas (in cooperation with the procurement department of the BNP Paribas Group) developed and 

implemented the CSR Declaration which regulates the principles of cooperation with suppliers. It addresses the 

issues of responsible supplier selection, the equal treatment of suppliers in financial matters and the promotion 

of suppliers who support CSR initiatives. This declaration sets out the principles of cooperation between suppliers and 

Bank BNP Paribas. 

By signing the CSR Declaration, suppliers confirm compliance with ethical principles, working conditions and safety 

standards, provisions regarding the employment of young people, combating forced labor, discrimination and 

environmental issues. Each new supplier is evaluated for compliance with these criteria. 

In 2019:  

¶ The CSR Declaration has been signed by 333 new suppliers. 

¶ the signing of the CSR Declaration constituted 5% of a supplier's rating in our process of supplier selection, 

¶ around 89% of the Bank's expenditure on products and services were purchases from local Polish suppliers. 

 

In 2019, as part of the adjustments after the merger with Raiffeisen Bank Polska, we fully aligned the procedures 

regarding supplier assessment which had previously been in place at Bank BNP Paribas. 



 

THE CSR & SUSTAINABILITY REPORT OF BNP PARIBAS BANK POLSKA S.A. FOR THE YEAR 2019. Š7% !%2 4(% "!.+ /& '2%%. #(!.'%3Ş  

 

  

 

     46 

 

 

 

The Bank 
 for a changing 

world  

 

2.2. TRANSPARENCY AND DIALOGUE WITH CLIENTS 
 

[GRI 103-1, GRI 103-2, GRI 103-3, GRI 205-1, GRI 205-2] 

SIMPLE COMMUNICATION 

Our goal is the simplification of language which we use to communicate with our clients in Bank documents, letters, 

promotional materials, etc. In 2019, we started working on a simplified language for use in communication with clients. 

We have established cooperation with linguists from the Simple Polish Workshop at the University of Wroclaw. The 

project began with training sessions for employees responsible for communication with clients. 

In 2019, we held 5 workshops during which we trained almost 100 employees form the complaint, marketing and 

Customer Experience departments. 

In 2020, we plan to continue initiatives aimed at simplifying the language of communication with clients: we will conduct 

further training and provide training materials (including e-learning) to employees. We are also preparing an internal 

textbook with simple-language rules, guidelines for preparing documents (such as regulations, contracts, etc.) and 

sample letters. 

 

RESPONSIBLE SALES  

Responsible Sales Declaration 

The Responsible Sales Declaration is a means of self-regulation for the financial industry. The initiators of the project are 

financial institutions (including Bank BNP Paribas) and the projectôs host is the Consumer Federation. The initiative was 

implemented to raise and promote ethical standards in customer relations, educate business and consumers, increase 

confidence in the financial industry and counteract unfair practices. 

 

ï Like any other business, the financial industry (including banks) should generate profits and bring its shareholders and 

investors an attractive return on invested capital. However, these profits cannot be achieved at the expense of the abuse 

of customer trust. Banking must be based on honest dialogue with stakeholders. Initiatives for responsibility are 

particularly important for BNP Paribas Bank Polska, therefore the Responsible Sales Declaration (which we implemented 

alongside industry partners), aims to raise and disseminate responsibility standards in customer relations. 

I believe that by expanding the group of the Declarationôs signatories, we can change the perception of the industry and 

provide customers with a sense of security. 

Przemek GdaŒski, President of the Management Board at Bank BNP Paribas 

 

Self-regulations contained in the Responsible Sales Declaration include: raising and disseminating ethical standards 

in customer relations, honest business dialogue with consumers, education of business and retail customers, increasing 

trust in the entire industry, improving its image. The Declaration is also intended to serve as a source of knowledge about 

the highest standards in finance. 

Aims of the Responsible Sales Declaration: 

¶ increasing the positive impact of the financial industry on the environment, 

¶ building relationships with consumers and business and thus enabling them to better serve society and the 

economy, 

¶ simplification of the sales process and consideration of the needs of vulnerable groups, 

¶ ensuring the safety of services, 

¶ educating the public about finances and banking products, 

¶ counteracting dishonest practices and reacting quickly when they are detected, 

¶ recommending institutions which sell their products and services responsibly. 
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Any financial institution may sign the Declaration, except those for which a warning was issued by the PFSA, the Office 

of Competition and Consumer Protection or another authorised entity. If you wish to sign the Declaration, you need to 

contact the Consumer Federation. The next step is to undergo a pre-audit conducted by an independent auditing 

company, KPMG. The acceptance of a new signatory is decided by the Declaration Council based on the results of the 

audit. Every company which signs the Declaration must renew it every 12 months, undergoing subsequent audits. In the 

event of a negative annual audit result or failure to submit to an audit, the institution loses the right to use the Declaration 

mark. 

The initiators of the Responsible Sales Declaration project are ANG Sp·ğdzielnia, Bank BNP Paribas and Santander 

Bank Polska. The project auditor is KPMG. 

For more information about the principles listed in the Responsible Sales Declaration, the responsibilities of signatories and 

tips for those who wish to join the project, visit: http://odpowiedzialnasprzedaz.pl  

 

PROTECTION OF CUSTOMER PRIVACY 

We attach great importance to security and trust in all banking processes. We use the latest technological solutions 

to protect the sensitive data of our clients. 

Security at Bank BNP Paribas: 

¶ Safe user ï we inform our clients about the basic security requirements related to protecting their identity. 

¶ Safe Bank ï we care about the security of the Bank's systems and of applications used by clients. At the same 

time, we provide (i.a. through audits) the highest level of online banking security. Electronic banking is regularly 

audited by external, independent organisations. 

¶ Secure card ï the Bank makes every effort to secure customers' payment cards and operations carried  out with 

cards. We promote knowledge about safe behaviours which minimise the risk of unauthorised card transactions. 

¶ Secure phone ï we show clients how to ensure the security of mobile devices. 

 
Find out more at: https://www.bnpparibas.pl/bezpieczenstwo 

 

In e-transaction processes we use data encryption and additional digital methods of customer verification. Our tool 

ensuring the security of electronic transactions is Trusteer Rapport - advanced IBM software which provides 

protection against the theft of electronically transmitted banking data. The tool is recommended as an additional layer of 

protection which complements the anti-virus or security software used by the client. According to statistics, the software 

is performing well. None of the Bank's customers who decided to install it was the victim of an effective hacker attack on 

their computer. 

Find out more at: https://www.bnpparibas.pl/korporacje/bankowosc-internetowa/ibm-trusteer-rapport 

CUSTOMER EXPERIENCE 

 [GRI 102-42, 102-43]  

"We listen, we understand, we act" ï this is the slogan of the Bank's day-to-day operations and our motto for strategies 

related to customer experience management. 

 

ï What are the expectations of todayôs customers? They expect primarily: friendly channels of service, fast and simple 
processes, professional, friendly advisors. Why? Because, like us, our clients opt for simple solutions which allow them 
to act intuitively when they want to be self-sufficient, and expect easily accessible help if they need it. Thus, they devote 
the optimum amount of time to financial issues and time is the primary currency of our times. 

Mağgorzata KamiŒska, Director of Customer Experience Management 

at BNP Paribas  

 

 

 

http://odpowiedzialnasprzedaz.pl/
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We analyse customer opinions which are expressed in internal and external surveys. We conduct analyses of operational 

data and observe market trends (not only in the field of banking), which gives us the opportunity for continuous 

development. 

Our customer opinion analyses are supported by the entire BNP Paribas Group as part of the international Advocacy 

Program. The latter ensures that the customer-oriented profile of our organization is maintained, through both client- and 

employee-oriented initiatives. 

Thanks to the #KLIENT platform, employees have easy access to research results, and thus to the real voice of the client. 

Currently, about 6,000 employees use the tool, and the data is updated on a regular basis with knowledge from research 
surveys. 
 

NPS Satisfaction Survey 

The NPS (Net Promoter Score) satisfaction survey gives clients an opportunity to assess their contacts with the Bank by 

asking them how likely they are to recommend the Bank to their loved ones. In addition, during the assessment, customers 

can freely submit their comments, observations, suggestions, expectations or recommendations regarding service, 

products, procedures or fees. The results are analyzed in great detail and are used to introduce appropriate improvements 

or eliminate obstacles, and consequently to meet the needs and expectations of customers. NPS research carried out 

at Bank BNP Paribas is part of the Customer Advocacy program. 

 

Satisfaction analyses in 2019 

In 2019, we carried out new types of analyses. In addition to asking customers about the overall image of the Bank, 

we also asked about specific processes ï e.g. the onboarding process. 

Currently, NPS research is carried out at various intervals in over 10 of the Bankôs departments. It is a source of invaluable 

input into making decisions regarding product and process development. We conduct between 8,000 and 12,000 surveys 

per month. They contain customer opinions about our products and the services we provide. The primary method for 

conducting these surveys are telephone interviews, but we also employ digital channels and qualitative research (e.g. in-

depth interviews with selected customer groups and user-tests before implementing new tools or adding products to our 

offer). We analyse opinions in both retail banking (including Premium and Wealth Management), in the segment of micro-

enterprises, SMEs and corporate banking. 

As regards NPS research, at beginning of 2019 the research model for the combined Bank underwent unification. 

We wanted to obtain data enabling us to provide the best experience in the merged Banks. 

The NPS Customer Satisfaction Survey results for 2019 indicate that customer satisfaction with banking services 

is at a good level. Our strategic goal for the future is to be among the TOP 3 banks most frequently recommended 

by customers. 

 

Analysis of operational data 

Speech Analytics is a very helpful tool in analyzing operational data. The system allows, e.g. for the categorization 

of conversation topics and their quantification. It enables us to find aspects of our products, services and communication 

which need to be improved. 

 

Customer needs at the forefront 

Customer Excellence Board  

In May 2019, we launched an interdisciplinary dialogue platform called the Customer Excellence Board. We use 

it to talk about the Voice of the Customer at individual customer contact points with the Bank. These are meetings attended 

by representatives of selected departments, who represent sales channels, products, the communication department 

as well as compliance monitoring, risk and operations, or IT. 
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The meetings take place every two month and include: 

¶ the presentation and monitoring of results and operations, 

¶ reaching decisions about key changes and priorities. 
 

Customer Room 

The Customer Room is another form of client-oriented dialogue within our organisation. At the meetings, we work on the 

most complex issues, in accordance with the Design Thinking methodology. 

During the workshops, we discuss the stories of our clients ï positive and negative ï striving to create the best experience. 

Participants represent all the structures which are part of a given process. A verity of specialists provide multiple 

perspectives on a given issue and gradually develop optimal solutions: both long-term and "quick winsò. 

 

Responding to customer needs 

The two final stages of the Bank merger were a major challenge in 2019. We needed to ensure correct, consistent and 

effective customer service in circumstances such as: 

¶ the unification of branches, 

¶ the implementation of a single service standard, 

¶ system and migration changes, 

¶ the standardisation of processes and procedures. 

 

We also simplified some processes related to customer service, including the introduction of contracts which can 

be concluded without the client's physical presence in the branch. We have introduced new products and services, 

such as the Account Open to You. We have also implemented further self-service solutions, e.g., customers are now able 

to generate and reset the PIN for debit and credit cards in GOonline electronic banking. 

 

Customer Ombudsman  

In addition to standard complaint structures, Bank BNP Paribas has a Customer Ombudsman. The function is within the 

area of responsibility of the Director of the Customer Experience Management. It creates an internal possibility of appeal 

for customers who have doubts about the decision regarding their complaint. The Customer Ombudsman also considers 

matters reported to him directly by the Bank's Management Board, the Supervisory Board, the Bankôs Spokesperson, as 

well as important matters raised in social media. The Customer Ombudsman ensures customer satisfaction and open 

dialogue. He represents clients' interests in dealing with the Bank and acts as an intermediary in the resolution 

of problems. 

In 2019, the Customer Ombudsman received almost 3,000 cases. 

 

Complaint management 

The complaint process is handled by the Bankôs Customer Experience Management Department. Thus, we can optimally 

respond to all information received from customers through various input channels (complaints among them). As a result, 

we have gained a better and more comprehensive understanding of the voice of our customers. We intend to use the 

information obtained from various departments primarily to improve our services, and thus to prevent complaints. 

The complaint handling process is monitored both qualitatively and quantitatively. We also control the quality of responses 

sent to customers. We assess their clarity and completeness: they need to be clear and legible as well as minimise the 

number of appeals. 

In connection with the incorporation of Raiffeisen Bank Polska's core business in the structure of Bank BNP Paribas, 

in 2019 we started changes in the area of complaints. Their completion is planned for 2020. We reviewed the entire 

complaint process for the merged Bank, which became operational when the banking systems were standardised. 

The cooperation of all process stakeholders has resulted in the development of over 30 solutions which will improve the 

quality of the process. In addition, in cooperation with an UX team, we defined business requirements for a new IT tool. 

It will handle all customer inquiries that are directed to the Bank. The new solution will significantly affect response time. 
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Handling and processing complaints 

The standards for handling and responding to complaints are set out in the Complaints Policy. 

Customers can submit complaints in a way which is most convenient to them: 

¶ via the online banking system (chat), 

¶ via a form on the website, 

¶ via telephone 

¶ in written form, 

¶ in person ï at any Bank branch. 

 

Since November 2019, i.e. since the full system merger after the acquisition of the core business of Raiffeisen Bank 

Polska S.A., the number of monthly complaints has increased slightly. Customer complaints concerned primarily loans, 

debit cards and credit cards. 

In 2019, we recorded 114,217 complaints. Their number was significantly affected by a temporary issue with: the 

calculation of fees for payment cards, the commencement of fees for personal accounts if the conditions for fee exemption 

were not met, and the CJEU's decision regarding the reimbursement of costs incurred in the event of an early repayment 

of a loan. 

Customers complained primarily about the fees and commissions for accounts and payment cards. Due to the 

CJEU decision, the Bank also noted an increase in complaints related to loans (mainly cash). To a lesser extent, 

customer complaints concerned remote contact channels. 

The migration of Raiffeisen Bank Polska S.A. systems to BNP Paribas Bank Polska S.A. systems took place 

without major problems and without an excessive increase in the number of complaints directly related to this 

event. 

The average waiting time for a response to a complaint was 10.8 business days. In some months, the waiting period 

was shortened to c. 9 business days, however, various activities aimed at developing optimal solutions for our clients 

(including the operational merger and related reorganisation ) resulted in a longer response time in the last quarter 

of 2019. 

 

ŝ4ÆÃ 3¿ËÃŞ #¿ËÎ¿ÇÅÌ 

In 2019, an internal campaign entitled ñThe Sameò was carried out at Bank BNP Paribas. The campaign supported the 

QUALITY commitment of the Strategy Fast Forward and motivated employees to consider what could be done to minimise 

the number of negative signals coming from customers. 

It is people that build the customer experience. That is why it is so important to promote commitment and client-orientation 

among our employees. We treat our clients the way we would like to be treated. We understand that customers expect 

to be heard, wish to be understood and want their matters to be handled quickly. We therefore pay attention to the 

naturalness of conversations, to the competences and credibility of advisers at our branches and consultants in the 

Contact Center. We want to create a friendly, intuitive and transparent Bank. 

In order for our employees to understand the priorities and be up to date with the Customersô Voice, we provide them with 

access to the #KLIENT result platform. We also periodically communicate with employees who handle direct service 

through the ñ3 minutes for qualityò training series. We prepare materials in the form of texts, animations or movies. 

We invited employees of our Bank to participate in the production of video materials which made the series even more 

popular. 

 

COMPLIANCE WITH LAWS AND REGULATIONS 

[GRI 206-1, GRI 417-3, GRI 418-1, GRI 419-1] 

In 2019:  

¶ there were no incidents of non-compliance with laws or regulations in the social, environmental and economic areas 

in the Bank or in the Bank's Capital Group. 
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¶ there was 1 (unfinished) legal and administrative proceeding pending against the Bank and the Bank's Capital Group 

regarding behaviours violating the freedom of competition or antitrust laws. 

¶ the Bank noted 1 case of non-compliance with regulations and voluntary codes regarding marketing communications, 

which was initiated and completed in the same year and resulted in the imposition of a fine or penalty. 

¶ the Bank received complaints regarding breaches of customer privacy and data loss, in total: 44 cases of leakage, 

theft or other customer data loss. 63 cases were noted in the Bank's Capital Group. 

 

 

2.3. SUPPORTING CLIENT DEVELOPMENT 

 

Our customers can rely on us not only in matters directly related to our products and services. We strive to be an active 

partner for them, to understand their challenges needs, to support their development plans and inspire them to set 

ambitious goals for themselves. 

FOREIGN TRADE PROGRAM 

More and more Polish companies have international ambitions and plans. Our organization wants to support and 
stimulate the expansion of domestic enterprises to foreign markets. The Foreign Trade Program is the joint 

initiative of the Corporate Banking and SME Department of Bank BNP Paribas and its partners: the Polish Investment 
and Trade Agency, Bisnode Polska, the Export Credit Insurance Corporation and ñRzeczpospolitaò daily. 

The Program includes conferences dedicated to specific foreign markets which are organised throughout Poland. During 
the meetings, experts/diplomats, lawyers, entrepreneurs and representatives of the academic community familiarise 
participants with practical issues. 

In 2019, 31 meetings were held. They were dedicated to the French, Italian, Belgian and Arabian markets (as a part of 
preparations for EXPO 2020 in Dubai) with the participation of 3,500 representatives of the SME and corporate 

segment. 

 

ï The Foreign Trade Program is made up of organisations with extensive experience in foreign trade, and the 

participants ï entrepreneurs who are extremely open to learning. Together, we have created an attractive space for the 

exchange of knowledge and experiences. It is a source of great satisfaction for us to be able to observe the development 

of Polish exports which increased by 5.3 per cent on an annual basis after 10 months of 2019. We talk to companies on 

a daily basis and we notice the growing energy of Polish corporations and SME companies, which are boldly conquering 

foreign markets. 

Jerzy śledziewski, Vice President of the Management Board, responsible for SME and Corporate Banking 

 

Find out more about the program at: http://media.bnpparibas.pl/pr/438227/ruszyla-kolejna-edycja-programu-handlu-

zagranicznego-banku-bnp-paribas 

 
342!4%')# 0!24.%23()0 7)4( 4(% ŝ&!-),9 #/-0!.)%3 ).)4)!4)6%Ş 

In 2019, Bank BNP Paribas joined the Strategic Partners of the Family Business Initiative (IFR) Association. 
The cooperation aims to promote the activities of Polish family businesses, support their education and thus also 
contribute to the development of the Polish economy. The partnership of both institutions emphasizes the role and values 
of family businesses in Poland. The Association's partners support social and economic initiatives which build social trust 
by promoting and practicing: ethical business with emphasis on locality, intergenerational cooperation and family 
entrepreneurship. 

 

BUSINESS BREAKFASTS ŧ EMPLOYEE CAPITAL PLANS 

Each year, the Corporate Banking and SME Department organizes a series of Business Breakfasts where changes 

in legal provisions relevant to entrepreneurs are discussed. In 2019, a significant change was caused by the introduction 

of Employee Capital Plans. Therefore, we organised meetings in 8 Polish cities with the participation of the Investment 

Funds Association and a labor law office, which were aimed at supporting our clients' everyday business by providing up-

to-date expert knowledge. 

http://media.bnpparibas.pl/pr/438227/ruszyla-kolejna-edycja-programu-handlu-zagranicznego-banku-bnp-paribas
http://media.bnpparibas.pl/pr/438227/ruszyla-kolejna-edycja-programu-handlu-zagranicznego-banku-bnp-paribas
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¢ƘŜ άInnovative Clientò is a contest organised by Bank BNP Paribas. Prizes are awarded in 3 categories: Business 

Innovation, Social Innovation and International Expansion. This year, as the Bank of Green Changes, we have added 

another category, Ecological Innovation. 

The aim of the competition is to promote innovation not only as the key to a companyôs success, but also as a means 

of success for the community in which the company operates. 

Business innovation is understood as the implementation of new or improved products and services, the introduction 

of a new technological process or distribution method. It also includes the results of research and development which led 

to an increase in production efficiency. 

Social innovation is defined as an innovative idea for a solution to an important social issue in a given community. 

International expansion is defined as success on global markets achieved by enterprises operating in Poland.  

Ecological innovation is the introduction of a line of products classified as organic food and/or organisational and 

technological processes which ultimately reduce or prevent the negative impact of a companyôs operations on the natural 

environment. 

 

FirmApp 

FirmApp is a communication platform between the Bank and SME clients. The application was created 

as a convenient tool available on the smartphone of every modern businessman. 

Mobile applications support various aspects of business and facilitate work and communication, both internally and 

between the company and its clients. FirmApp is an application created to build relationships and intended for current 

and potential corporate and SME clients. It is an important and innovative communication platform with companies, 

which enables us to strengthen the position of our Bank in this sector. 

FirmApp contains 3 zones: 

¶ Business Zone ï contains, i.a., information about current changes in law and taxes, a calendar of deadlines for fees 

and obligations of the entrepreneur, as well as useful calculators of remuneration, currencies and time zones. 

¶ Knowledge Zone ï gives customers access i.a. to free invitations to conferences and workshops, thus allowing 

them to expand their knowledge, e.g. about changes in legislation or the latest management trends. 

¶ Entertainment Zone ï contains i.a. tickets and invitations to the most interesting national and local events. 

 

2.4. FOOD & AGRO DEVELOPMENT 
[GRI 203-1]  

We are the leader in agro-food financing. The BNP Paribas Group has extensive international experience in providing 

services within this sector and is the European leader in financing the leasing of agricultural machinery. In Turkey and 

the USA, banks of the BNP Paribas Group are among the leaders of business financing companies from Food & Agro 

sector. 

 

PRODUCT OFFER FOR FOOD & AGRO CUSTOMERS 

In 2019, we introduced new products to the offer for customers from the Food & Agro sector. 

Financing irrigation in agriculture 

Our goal is to support clients who own sustainable businesses and aim to limit the negative impact of operations on the 

natural environment. Currently, in the face of the growing threat of droughts around the world, the financing 

of responsible agricultural investments in irrigation is becoming an important element of our business operations. 

Saltwater accounts for almost 97% of the world's water resources. There is a shortage of fresh water, the irrational use 

of which, combined with the more frequent droughts, can lead to the depletion of this valuable resource and lack 

of water, e.g. for irrigation. This should be countered by investing in smart irrigation. The use of supplementary irrigation 






























































































































































