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Legal Disclaimer 

This presentation has been prepared by Sberbank of Russia (the “Bank”) and has not been independently verified. This presentation does not constitute or form part or all of, and should not be construed as, 

any offer of, or any invitation to sell or issue, or any solicitation of any offer to purchase, subscribe for, underwrite or otherwise acquire, or a recommendation regarding, any shares or other securities 

representing shares in, or any other securities of the Bank, or any member of the Bank’s group, nor shall it or any part of it nor the fact of its presentation or distribution form the basis of, or be relied on in 

connection with, any contract or any commitment whatsoever or any investment decision. The information in this presentation is confidential and is being provided to you solely for your information and may 

not be reproduced, retransmitted or further distributed to any other person or published, in whole or in part, for any purpose. 

This presentation is not an offer of securities for sale in the United States. The Bank has not registered and does not intend to register any shares, or other securities representing shares, in the United States 

or to conduct a public offering of any securities in the United States. The shares, or other securities representing shares, may not be offered or sold in the United States except pursuant to an exemption 

from, or transaction not subject to, the registration requirements of the US Securities Act of 1933.  

This presentation is only being distributed to and is only directed at (A) persons in member states of the European Economic Area (other than the United Kingdom) who are “qualified investors” within the 

meaning of Article 2(1)(e) of the Prospectus Directive (Directive 2003/71/EC) (“Qualified Investors”); (B) in the United Kingdom, Qualified Investors who are investment professionals falling within Article 19(5) 

of the Financial Services and Markets Act 2000 (Financial Promotion) Order 2005 (the “Order”) and/or high net worth companies, and other persons to whom it may lawfully be communicated, falling within 

Article 49(2)(a) to (d) of the Order; and (C) such other persons as to whom this presentation may be lawfully distributed and directed under applicable laws (all such persons in (A) to (C) above together being 

referred to as “relevant persons”).  The shares, or other securities representing shares, are only available to, and any invitation, offer or agreement to subscribe, purchase or otherwise acquire such securities 

will be engaged in only with, relevant persons.  Any person who is not a relevant person should not act or rely on this presentation or any of its contents. 

This presentation does not constitute an offer, or an invitation to make offers, sell, purchase, exchange or transfer the securities in Russia or to or for the benefit of any Russian person, and does not 

constitute an advertisement of the securities in Russia. Any foreign securities representing shares have not been and will not be registered in Russia or admitted to public placement and/or public circulation 

in Russia. Any foreign securities representing shares are not intended for “placement” or “circulation” in Russia except as permitted by Russian law.  

The information in this presentation or in oral statements of the management of the Bank may include forward-looking statements. Forward-looking statements include all matters that are not historical facts, 

statements regarding the Bank’s intentions, beliefs or current expectations concerning, among other things, the Bank’s results of operations, financial condition, liquidity, prospects, growth, targets, strategies, 

and the industry in which the Bank operates. By their nature, forward-looking statements involve risks and uncertainties, because they relate to events and depend on circumstances that may or may not 

occur in the future. The Bank cautions you that forward-looking statements are not guarantees of future performance and that its actual results of operations, financial condition and liquidity and the 

development of the industry in which the Bank operates may differ materially from those made in or suggested by the forward looking statements contained in this presentation or in oral statements of the 

management of the Bank. In addition, even if the Bank’s results of operations, financial condition and liquidity and the development of the industry in which the Bank operates are consistent with forward-

looking statements contained in this presentation or made in oral statements, those results or developments may not be indicative of results or developments in future periods.  

The information and opinions contained in this presentation or in oral statements of the management of the Bank are provided as at the date of this presentation and are subject to change without notice. No 

reliance may be placed for any purpose whatsoever on the information contained in this presentation or oral statements of the management of the Bank or on assumptions made as to its completeness. No 

representation or warranty, express or implied, is given by the Bank, its subsidiaries or any of their respective advisers, officers, employees or agents, as to the accuracy of the information or opinions or for 

any loss howsoever arising, directly or indirectly, from any use of this presentation or its contents. 

This presentation is not directed to, or intended for distribution to or use by, any person or entity that is a citizen or resident or located in any locality, state, country or other jurisdiction where such distribution, 

publication, availability or use would be contrary to law or regulation or which would require any registration or licensing within such jurisdiction. 

You may not retain a copy of this presentation.   

By attending or reviewing this presentation, you acknowledge and agree to be bound by the foregoing. 

**NOT FOR RELEASE OR DISTRIBUTION OR PUBLICATION IN WHOLE OR IN PART IN OR INTO THE UNITED STATES, AUSTRALIA, CANADA, JAPAN OR THE RUSSIAN FEDERATION**  
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Favorable Market Environment for Transformation  

Significant Growth 

Potential 

High Profitability 

Favorable Industry 

Structure 

Significant 

opportunities 

to excel as the 

leader  

of the Russian 

banking 

system 

 Russia’s lending growth is forecasted at 22% CAGR* for 2010-2015 

 Banking sector revenue annual growth is estimated at 15% through 2014  

 Volume of banking assets is expected to reach 70-80% of GDP by 2014  

 Russia’s average banking sector profit in the last 5 years is 

comparable to Japan or Canada, about twice as high as for Turkey 

and India** 

 

 Redundant number of medium and small-size players with approx. 

30% market share (by assets) are positioned to trigger industry 

consolidation 

*    Source: Economist Intelligence Unit, May-June 2011 
**   calculated by multiplying average ROAA (source: IMF) by average banking assets (source: BMI)  over 5 years  
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Sberbank’s Strategy: 2009 – 2014 * 

 Market share of the entire Russian banking 
system targeted at 25%-30% 

 Substantial strengthening of the Bank’s 

competitive position in the majority of 

products 

 Maintain current market position in the     

retail deposits market 

 Receive ~ 5% of net income from 
international operations 

 Build a foothold in Chinese and Indian 
markets 

 Target market share of >5% in Ukraine, 
Kazakhstan and Belarus 

 Leading skills and capabilities on the market 
(account management, risks, SPS (Sberbank 
Production System), performance) 

 Strong corporate culture  

 Highly qualified employees 

 Effective and reliable systems and processes 

 Strong brand and loyal customers 

 Increase after-tax profit 2.5-3.0 times from 2007 

levels 

 Decrease cost-income ratio from 46% to 40% 

(under Russian Accounting Standards) 

 Sustain ROE above 20% 

 Achieve headcount of 200,000-220,000 

employees 

Market Position 

International Markets 

 

Financial Targets 

Qualitative Indicators 

Sberbank in 2014:  

a solid foundation 

of the Russian 

banking system 

and  

one of the leading 

global financial 

institutions 

*  Approved by the Supervisory Board on October 21, 2008 
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Trade and Current Account 
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Inflation and Unemployment 

Actual data Base case scenario 

  2010 2011 2012 2013 

Assumptions         

Urals, US$/bbl 78,0 105,0 95,0 95,0 

World trade growth, % 13,3 6,1 6,5 6,5 

EURUSD exchange rate 1,3 1,4 1,4 1,4 

Capital inflow, USD bln (35,3) (61,2) 0,0 15,0 

CMR Forecasts         

Real GDP growth, % 4,0 4,1 4,0 4,2 

Nominal GDP, RUB trln 44,9 52,9 60,0 67,9 

Inflation (CPI), % 8,8 7,5 7,7 7,5 

USDRUB exchange rate,  

average annual 
30,4 28,7 29,5 31,0 

Average annual value of the dual  

currency basket, RUB 
34,8 34,0 35,0 36,2 

Industrial production (new index), % 8,2 4,9 4,3 4,3 

Real income, % 3,8 0,8 3,7 3,5 

Unemployment, % 7,5 6,7 6,3 6,0 

Budget surplus / (deficit), % of GDP (4,0) (0,9) (1,8) (1,5) 

 In 2012 GDP is expected to grow by 4.0% and inflation is projected 

at 7.7% 

 In 2012-2014 GDP is expected to demonstrate continued growth, 

yet it is unlikely to return to pre-crisis growth trends 
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Current Status of Strategy Implementation 

 Sberbank completes its 3rd year of successful implementation of 74 strategic projects across all areas of the 

Bank outlined in the Transformation Strategy 

 

 The Bank outpaces its schedule on a number of targets, including:  

 Financial performance (revenues, ROE); 

 Risk management (Credit Factory); 

 Operations Block targets (outlined a plan to establish regional service centers); 

 IT technology (increased the share of transactions processed through remote channels from 57% to 
68% in less than a year). 

 

 The Bank sees opportunities to excel in the following areas:   

 Diversification of products across all product lines;  

 Cross-country roll-out of standardized products for corporate clients in the SME segment;   

 Improvement in customer satisfaction and quality control mechanisms; 

 Continuous improvement in the Group’s management system. 
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Retail Block  

OPPORTUNITIES ACHIEVEMENTS 

New operations models:  

 System of direct sales 

 Regional manager institute 

 New employee motivation system for branch staff 

 

Quality of services and new transaction channels:   

 Reduced queues by 38%  

 Opened a 3rd platform at the Yekaterinburg call center (>500 ths 

calls per day) 

 Share of remote channel transactions now exceeds 68% 

 Launched branch reformatting (700+ branches reformatted in 

2011) 

 

New products:  

 Cross-selling of insurance products (revenue target is exceeded 

by 124%)   

 #1 on the market by number of issued credit cards (12% market 

share by outstanding balance) 

 New product for young clients “Sberbank Respect” 

 Loyalty program “Spasibo ot Sberbanka” (“Thank you from 

Sberbank”) 

 JV with BNP Paribas to provide POS lending services  

 Continuous improvement in the quality of 

sales methods 

 Introduction of retail CRM 

 Roll-out of new products for upper-middle 

class clients under “Sberbank Premier” 

 Diversify product lines with more fees & 

commissions generating products  
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Retail Block: Successful Development of Channels and 
Products 

Share of  Remote Channel 
Transactions (%) 

65
57

44
37

9M2011 2010 2009 2008 

Number of Clients Using Sberbank 
Online (mln) 

20,3

7,5

0,30,0

9M2011 2010 2009 2008 

Number of Credit Cards (ths) 

2 887

1 927

451
111

9M2011 2010 2009 2008 

Number of Clients with Insurance 
Products (ths) 

990

9M2011 

3 420 

2010 

1 654 

2009 2008 

68 3 445 

22,4 
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Retail Block: Customer Services Quality Control  

Employee
Knowledge and

Skills

Улыбается 
консультантов

Smiling Specialists

Established standardized methods as well as employee training ensure uniform quality of 
services across the entire branch network 

Percentage of Employees Acknowledged by Customers (measured by “Secret Buyer”) 

Research 3, 2011 

Research 2, 2010 

Research 3, 2011 

Research 1, 2009 

58 

77 
80 

71 

60 
49 

Employee  
Knowledge  
and Skills  

“Smiling  
Specialists”  

“Smiling  
Consultants”  
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Corporate Investment Block  

OPPORTUNITIES ACHIEVEMENTS 

 Established Corporate Investment Block (includes Financial 

Markets) 

 Efficient cooperation with Troika Dialog: 

• Building a product pipeline for future business  

• In the process of completion the integration plan 

 Began exchange of ideas with the Troika Dialog team over: 

 New model of client interaction with the largest clients 

 In the process of creating a Client Manager role in regional 

banks (already have over 3,000 client managers) 

 Innovative concept of interaction with clients in the micro and 

small business segments (“Business Environment”)  

 Corporate CRM (over 250 ths clients) 

 New underwriting technology “Credit Factory” for 

microbusiness across the entire branch network (in 12 regional 

banks as of July 1, 2011) 

 Tariffs optimization across all regional banks   

 A pilot project to sell corporate insurance in 7 regional banks  

 New product on the market: Russian depository receipts 

 Full roll out of standardized mechanism to 

underwrite corporate clients in the SME 

segment  

 Synergies from diversifying product lines 

with Troika Dialog  
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Risk Management and Collection Procedures 

OPPORTUNITIES ACHIEVEMENTS 

 Nearly 30,000 credit applications processed per day via Credit 

Factory; the quality of portfolio remains high  

 Initiated cross-country underwriting of mortgage applications 

via Credit Factory  

 Piloting new credit products to small and micro-segment 

corporate clients (created on the basis of Credit Factory and 

Credit Conveyer technology) 

 Launched an integrated credit risk management  program for 

the Group based on Basel 2 requirements  

 New project to improve market risk management in light of 

upcoming integration with Troika Dialog  

 Strengthened operational risk management system  

 Enhanced bad debt collection processes, provided for 

significant reduction in bad debt and provision releases  

 Continuous improvement of risk 

quantification system  
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New Credit Process for Corporate Clients 

The majority of loans were given in  

4-16 weeks  

The majority of loans are given in  

2-4 weeks  
Timing  

Lack of ratings, uniform analysis mechanism, 

independent risk evaluation, validation of the 

latter, and uniform verification procedure 

Rating system that complies with 

internationally accepted standards 
Quality 

Multiple meetings with the Credit Committees 
Standard procedure: decisions made 

immediately by 2 – 3 underwriters 
Expenses 

The majority of information was carried in 

paper form. The process was not standardized  

All information and documents are stored in a 

single CRM system. Transparent process, 

easy to track each step of the underwriting 

process  

Technology  

 Before     Now 
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International Business  

OPPORTUNITIES ACHIEVEMENTS 

 The CIS subsidiaries of the Bank are developing successfully 

 Signed a binding agreement to acquire 100% of Volksbank 

International 

 Opened a representative office in China and  a branch in India 

 Successful implementation of modern technologies: CRM, SPS 

(Sberbank Production System) in all Bank subsidiaries  

 

 

 Building a strong and effective centrally 

governed management system for foreign 

subsidiaries  

 Accelerating integration of new 

acquisitions 
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International Business 

Sberbank of Russia 

Current branch 
network 

VBI 

International network of 
Troika Dialog 

With acquisition of Volksbank International Sberbank would gain presence in 18 countries. 
Assets from foreign subsidiaries would account for more than 5% of total Group assets 
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Wealth Management 

OPPORTUNITIES ACHIEVEMENTS 

 Formed a new business block 

 Launched in-house asset management division and started 

own mutual funds 

 Launched brokerage services on the futures market RTS-

FORTS 

 Developing brokerage operations and asset management  

 Launched a new model of selling investment products to retail 

clients 

 Preparing for integration process with Troika Dialog 

 

 

 

 Synergetic integration with Troika Dialog 

 Further development of new business 

lines for high net-worth individuals  
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Information Technology 
 

On-going transition to state-of-the-art information 
systems (CRM – Siebel; ERP-SAP; MDM – IBM; 
Risk Management - Tallyman, Experian, Hunter; 
BPM – Pega; Call Center -  Avaya; Cash 
management – Opticash) 

Construction of Mega Data Processing Center with 
Tier III reliability level is on schedule (completion 
planned for 1Q2013) 

Created Center for technology research (R&D) 

Increased access to services through 24/7 remote 
distribution channels: 

Technology – Key Factor of Competitiveness and Modernization 

Accelerated development and implementation of new 
banking technologies (Universal electronic card, 
multifunctional devices or interactive payment 
interfaces) 

2008 July, 2011 

23,000 

0 mln 
per week 

6.8 mln 
per week 

<20,000 
per week 

49,500 

20 mln 
per week 

>500,000 
per week 

28 mln 
per week 

# of ATMs  

# internet 

bank users 

# mobile bank 

users 

# calls to 

contact center 
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Operations Block 

775 1 379 

Khabarovsk  
Khabarovsk + 

North East 
Bank 

1 947 

1 172 

-568 
(-29%) 

Approved a new format of Regional Service 
Centers 

Launched processes to standardize and 
optimize operations 

Opened 2 new Back-office Processing 
Centers (BPC): in April in Roston-na-Dony 
(#5), and in May in Stavropol’ (#6) 

Centralized 70% of back-office operations 
(fully completed in 2 BPC) 

Productivity Growth (% p.a.) 

39

57

71

79

Claims processing  

Cards processing  

Retail loans processing  

Utility payment 
processing  

Efficiency Gains from Introduction of Regional 
Service Centers 

2 539 

Moscow 
Moscow + 

North 
Caucasus 

Bank 

3 814 

2 339 

1 475 

-1 275 
(-33%) 
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Sberbank’s Production System (SPS) 
 

RUB 27 bln 
per year 

Savings from transformation  

of 75% of the retail network 

RUB 300 mln 
per year 

Implementation of Lean 

technologies in Central Office's 

Accounting Department 

38% Reduction in queues due  

to universal work stations,  

flexible schedules, queue 

management systems 

20% Increased speed of software 

development 

1,200 Customer managers for small 

business deployed without 

increasing headcount 

Target savings from 

implementation of the SPS 

approach in other divisions of 

Sberbank 

RUB 15,000 
per person  

per year 

2011 and beyond – continuous improvement, Six Sigma, integration with process management and 
implementation of SPS across Sberbank as a management philosophy 

2008-2011 – Large-Scale Transformation of Key Lines of Business 
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Organization, Management System and HR 

OPPORTUNITIES ACHIEVEMENTS 

 New organizational structure 

 Created a system for mass assessment of staff competency 

 Performance assessment systems (“5+” and Management 

Priority Projects) implemented across Sberbank 

 New programs for top and mid-level managers in cooperation 

with LBS and INSEAD 

 Social benefits packages significantly improved (health and 

pension insurance) 

 

 

 

 Continuous enhancement in the Group’s 

management system 

 New system of headcount management  

 Creative motivation stimuli for employees 

Sberbank ranked #1 among banks in the “2010 Best Russian Employers Ratings” * 

* Source: Headhunter 
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Selected Operational Targets and Performance Metrics 
through 2014 

PARAMETERS 2010 RESULTS TARGET GOAL (BY 2014) * 

1. Net profit 

 

2. ROE 

3. Share in total banking assets 

4. Cost/Income  

5. Headcount 

1. RUB 183.6 bln (up 15% from 2007) 

 

2. 19.4% 

3. 27.3% 

4. 42.4% 

5. about 240,900 

1. Growth 2-3 times from 2007 results 

(RUB 126.1 bln) 

2. At least 20% per annum 

3. 25-30% 

4. Maximum 40%  

5. 200,000-220,000 

1. Products per client 

(depth of client relations) 

2. Share of remote channels 

in the structure of transactions 

3. Reduced timing on loan application 
processing and disbursement of funds 
to individuals (time to cash) 

1. 2.2 

 

2. 55% of all transactions 

 

3. 1-3 days depending on the product 

(about 80% of applications) 

 

1. No less than 3 

 

2. 75% of all transactions 

 

3. 1-3 days depending on the product 

(80% of applications) 

 

1. Client coverage 

 

2. Time to review loan application 

1. Less than 60% 

 

2. New credit process pilot project 

launched 

1. At least 65% of large and medium 

businesses 

2. Reduce by 1.5-3 times from 2007 

levels, depending on type / segment 

1. Consolidation of transaction processing 

offices (back and middle offices) 

2. Consolidation of IT infrastructure 

 

3. Operations and labor productivity 

(transactions/employee) 

1. Put into operation  4 support / shared 

services centers  

2. Completed first stage of constructing 

the principal data center 

3.  On track  

1. Consolidate maximum 18 support /  

shared services centers 

2. Launch 1 principal and 1backup 

data centers 

3. 100% improvement 

*    Target approved by the Board of Directors in December 2008 in an analyst / investor presentation “Sberbank: 2009-2014 
      Strategy Highlights” 

INTERIM 11M2011 RESULTS 

1. RUB 297,6 bln (up 136% from 2007 

result  of RUB 126.1 bln) 

2. 27.6% 

3. 26.5% 

4. 42.7% 

5. about 238,300 

1. 2.4 

 

2. 68% of all transactions 

 

3. 1-3 days depending on the product 

(about 80% of applications) 

 

1. Less than 60% 

 

2. Piloting Credit Conveyer  

1. Put into operation  6 support / shared 

services centers  

2. The principal data center to be 

launched in 1Q2012 

3.  On track  

Finance and Operations (under RAS)  

Retail Business 

Corporate Business 

Other Areas 
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New Term Priorities  

IQ2012 
Approve amendments to Transformation 
Strategy based on assumptions from 2012 
business planning  

2012 
In 2012 begin strategic planning for the 
period beyond 2013 


