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453,000
of people improved their housing conditions with help of Sberbank loans

3,000 378
entrepreneurs use facilities of business
development centres in 70 regions
of Russia weekly

mln RUB

of educational loans were granted to students
within the state programme aimed at providing
government support for higher education

135,771 people participated in the

Hot line with Herman Gref

>20,000

people participated in Sberbank
crowdsourcing projects

92% 28.9

mln RUB

of the bank’s clients
spent less than
10 minutes in queues

of donations were brought to the
Podari Zhizn’ Charitable Foundation,
helping children beat cancer by the
Podari Zhizn’ Visa card initiative;
since the launch of the project the
total donations reached RUB 170 mln

268 child care centres in 120 Russian cities

participated in corporate charity programme designed to
support orphanage children “From heart to heart”

We instill confidence and sense of reliability, we
make people’s lives better, helping them to fulfill
their dreams and aspirations.
— Sberbank's Mission*

*
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You can’t expect your employees
to exceed the expectations of your
customers if you don’t exceed the
employees’ expectations.
– Howard Schultz
(Founder and CEO of Starbucks
Coffee)
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1. Approach to
corporate social
responsibility

In this regard, the Group’s corporate social responsibility (CSR) is one of the integral parts
of our identity which connects our mission and strategy. CSR must become an important
component of what we call a «mature organisation», that is a technological, organisational,
and managerial preparedness of the company to handle challenges of any scope or complexity. Our goal is to become a region-leading company in the sphere of corporate social
responsibility.
Sberbank Group’s Development Strategy is based on implementing five key themes of strategic development. Although all of them arise from our commitment to reach our business
targets, everyone will win in this case — every stakeholder with whom we interact in the
course of implementing our goals. Managing stakeholder relationships, finding the areas
that may bring positive results for all those concerned is, in fact, the primary goal of Sberbank Group’s corporate social responsibility policy.

1.1 Mission, development strategy and
corporate social responsibility
In 2013, Sberbank adopted its Development Strategy for 2014-2018 to formulate long-term
development goals for the Group. Following a review of current and prospective developments in financial and business environment, opportunities, threats, and challenges that the
Group faces, we have laid down ambitious financial and quality objectives that will make it
possible to strengthen our position of a leading and sustainable financial institution on international markets. This goal achievement would be impossible if we continue doing business
as a matter of routine. Our mission, which we set up five years ago, defines the very sense
of our existence. It explains why what we do is important, not only for ourselves, but for the
entire community including our clients and society as a whole.
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Table 1 Contribution of the Group’s strategic development key themes
for 2014-2018 in meeting stakeholder needs

With our customers for life

Clients

Employees

Society and local communities

Shareholders and investors

Government

Using state-of-the-art, useful and profitable financial products and
services to achieve personal and corporate goals and commitments

Accessibility of financial infrastructure

Raising long-term earnings, improving financial
stability

Contributing to national economic development

Obtaining better expe-rience in client-bank communication, proactive approach to meeting customer needs and expectation

Improving life quality

Enhancing financial literacy

Efficient budget cycle

Availability of financial services at any place, any time, and in any
efficient manner
New fee-based and non-banking products
Packaging and combining products to meet individual client needs

Team and culture

Product simplicity and user friendliness
Improving quality service in the process of interacting with bank
employees (“All for the customer” is among the bank’s corporate
values)

Developing professional, leadership and technical
skills

Responsible and reliable employer in local
labour markets

Securing sustainable development of the
bank, irrespective of appointment/dismissal of
individual managers

Creating innovative businesses in the areas of
operation

Improving operating performance of banking
processes

Reliability and development of financial
infrastructure

Reducing environmental impact via improving
resource efficiency

Improving financial performance

Increased tax payments

Best equity ratios

Maintaining/increasing charity and sponsorship
contributions due to financial sustainability

Costs optimisation and reduction

Positive impact on the national economy and
soundness of the banking system

Socially-responsible financial institution
achieving its business goals, focused on public
interests

Transparency and efficiency of corporate
governance

Renovated value-focused corporate culture
Best workplace conditions and value offered to
people of different ge-nerations and ambitions
Engagement in developing and improving the bank’s
operations
“Quality Mark” for any employer anywhere in the
world

Protection of personal data
Availability, simplicity and safety of remote channels

Efficient interaction between operational units

Engagement in technological management and
improvement via developing Sberbank Production
System (SPS), crowdsourcing, and the innovative
platform “Ideas Exchange”

Mature
organisation
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Automation of routine procedures, saving time for
complex transactions/sales, improving business
processes, and self-development

Adequate remuneration and social package

Financial
performance

Technological
breakthrough

Safety of banking products and transactions
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Improving the bank’s competitiveness via the
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1.2 Approach to managing the Group’s
corporate social responsibility
CSR management system at Sberbank Group
Sberbank is moving fast to become one of the largest financial institutions in the world.
We continue building a diversified international group that unites banks in Turkey, three CIS
member states, nine countries of Central and Eastern Europe, representations in Germany
and China, and a branch in India, as well as businesses in various segments of the Russian
market.

Human resources
management

✓

✓

✓

Sberbank Technologies

✓

✓

✓

Sberbank Leasing

✓

✓

✓

Sberbank Private Pension
Fund

✓

✓

✓

Yandex.Money

✓

✓

✓

Sberbank Insurance

✓

✓

✓

KORUS Consulting

✓

✓

Sberbank-AST

✓

✓

Corporate University

✓

Cetelem Bank

Sponsorship and
charity

Compliance and
corruption control

In 2012, the bank adopted the CSR Policy that defines goals and priorities, and regulates CSR
management.1 The policy also defines general principles and requirements for managing
various CSR aspects by subsidiary banks and affiliated companies, while the latter will set
their own priorities and implement CSR projects. The principles for managing various CSR
aspects will be fixed in internal regulations of the subsidiary banks and affiliated companies.

Business Environment

✓

✓

✓ This means that management systems are well developed in this field.

Table 2 CSR management systems at Sberbank Group
(availability of internal regulations) 2

Business ethics
and human rights

Human resources
management

Sponsorship and
charity

Compliance and
corruption control

Reduction of
environmental
impact

✓

✓

✓

✓

✓

DenizBank

✓

✓

Sberbank Europe

✓

✓

✓

✓

✓

BPS-Sberbank

✓

✓

✓

✓

✓

Sberbank Kazakhstan

✓

✓

✓

✓

Sberbank Ukraine

✓

✓

✓

✓

Subsidiary banks

Most subsidiary banks and affiliated companies have well developed HR management systems and regulated processes in the fields related to business ethics and the observance
of human rights. Sberbank is committed to continuously improve management practices
of Group members in other fields too. In 2014, for example, many subsidiary banks and
affiliated companies of the Group plan to introduce anticorruption policies. In addition, compliance risk policy and management process will become a mandatory requirement for all
members of Sberbank Group.

1.3 Stakeholder engagement

✓

Stakeholder engagement in handling economic, social and environmental issues creates the
basis for defining CSR priorities for the Group.3 Therefore, we continue to develop new and
improve current communication channels. Continuous use of various feedback tools remains our core priority as they enable us to discover changes in stakeholder needs on time
to make right managerial decisions.

1
The system of CSR management is described in detail in the Corporate Social Responsibility Policy of
OJSC Sberbank of Russia.
2

According to the Report boundary, see About the Report section
3
Stakeholder details are provided in the Corporate Social Responsibility Policy of OJSC Sberbank of
Russia.

| 10 |

APPROACH TO COR P ORAT E S OC IAL R ES P O NS IB IL IT Y

Reduction of
environmental
impact

Affiliated companies

Now the Group is developing integration processes aimed at introducing a common approach to management. They include the issues closely related to corporate social responsibility: HR management, charity and sponsorship activity, compliance risk management,
anticorruption effort, and decreasing environmental impact.

Sberbank

Business ethics
and human rights
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Tool

Description

Coverage

Results 2013

Client satisfaction research

A system of research designed to evaluate client satisfaction with the quality of service: client satisfaction and
loyalty polls; Mystery Calling research; evaluating the level
of comfort of systems and processes used by customer
service outlets.
At Sberbank, this also includes customer satisfaction index,
and the comprehensive research system called «Client
Voice».

Sberbank, all
subsidiary banks

page 31

Client complaint management

A system designed to process and review client requests
and complaints received via various channels, including
call centre, website, social networks, books of comments
and suggestions available at customer service outlets, and
personal appointments with CSO executives.
Sberbank has also developed and introduced the Central
Automated Client Complaint Management System
(CACCMS).

Sberbank, all
subsidiary banks

page 28-29

Employee satisfaction
research

Employee polls designed to evaluate the level of employee
motivation and satisfaction with labour conditions, and to
identify critical issues.

Sberbank, all
subsidiary banks
and affiliated
companies

page 49-51

Internal Client Voice

Anonymous online poll designed to identify the level of
employee satisfaction with the bank’s internal processes
and services.

Sberbank

page 50

Hot line with the President

Annual hot line (live videoconference) with Sberbank CEO
and Chairman of the Executive Board.

Sberbank, all
subsidiary banks
and affiliated
companies

page 13

Mass Media Review

Daily/weekly monitoring of mass media in the areas
of operation and across the world wide web to prepare
analytical reports for top managers.
At Sberbank, this also includes daily monitoring of
unfavourable comments in mass media and complaints to
supervisors from dissatisfied clients.

Sberbank, subsidiary banks and affiliated companies

page 14

Society

Employees

Clients

Table 3 Principal feedback tools

An online platform designed to involve an unlimited number
of participants in developing critical solutions.

Sberbank

Perception study

Questionnaires and phone interviews with investment
analysts and institutional investors to obtain an unbiased
picture of how key investors perceive the bank.

Sberbank

Investors

Crowdsourcing platform

2 013

Discussion of the bank’s Annual Report 2012 on the crowdsourcing platform
In 2013, Sberbank continued to use the crowdsourcing technology to involve a large
number of participants in discussing critical issues. The bank’s management makes it a rule
to involve local communities in making managerial decisions, seeking ideas, optimising
operations, developing instructions and regulations.
In 2013, the crowdsourcing platform www.sberbank21.ru was used to implement a number
of projects including the «Retail Office: Comfort and Quality Service», «Public Discussion of
Sberbank’s CSR Report 2012», and «Sberbank Development Strategy for 2014-2018» which
attracted 15,000 participants. In total, the bank’s crowdsourcing projects involved more than
20,000 people in 2013.
In addition, last year Sberbank introduced the rule of mandatory crowdsourcing evaluation
of internal regulations. In 2013, the crowdsourcing technology was used to evaluate 31
documents, which generated 5,700 proposals and 9,100 comments.

page 13

Results of the public discussion of Sberbank’s Corporate Social Responsibility Report 2012
The discussion was held in autumn 2013. In total, the project involved 2,700 people including not only the
bank’s employees but also CSR experts, non-profit organisations, economists, experts in international
economic relations, business consultants, and clients. The project generated 778 proposals, 3,595 comments, and 13,940 scores. The most critical issues were:
▶▶ improving quality service and reducing queue;
▶▶ socially-oriented products;
▶▶ sponsorship and charity;
▶▶ personnel training;
▶▶ ensuring the availability of financial services.

Hot line with Herman Gref
In 2013, a live video and audio conference was arranged, which was also broadcast online
and in text form in Twitter, in Russian and in English, in all areas of operation. In total, the
hot line attracted 135,771 people, nearly five times as many as in 2012.
Herman Gref received 1,230 questions, most of which concerned the bank’s development
strategy, remuneration and motivation, social programmes, and banking products.
All answers are published on the President’s page on the bank’s internal portal. The feedback from experts and employees proposed mostly to increase the number of questions and
answers, and to hold the hot line more frequently than once a year.
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Key Sberbank-related issues covered by mass media in 2013
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Primary areas of concern of the bank’s employees in 2013 4

Issue (in the order of priority)

Content

Comments

Issue (in the order of priority)

Content

Comments

Mortgage products of the banks

Reducing interest rates on
mortgage loans

Lower mortgage rates reflect the bank’s commitment to expand households’
access to this type of financial service

Compensation Policy

Increasing Sberbank’s interest in
Cetelem Bank and Yandex.Money

The reasons for increasing
Sberbank’s interest in these
companies

The need in this acquisition was created by the diversification of the bank’s
product range. The deal helped Sberbank strengthen its position in important
segments of the retail banking market

Compensation compliance
with market levels, inflation
adjustments

On April 1, 2014, the bank plans to increase compensation for common
service staff (CSS), which make up 56% of its total workforce. The increased
compensation will correspond to market levels. Individual increases will
depend on the emp-loyee’s qualification, performance and the position of
his/her current compensation within the compensation range

Sberbank’s strategy for 20142018

Highly spread stakeholder
interest in the bank’s long-term
development plans

The Strategy was approved by Sberbank’s Supervisory Board in November 2013. Upon publication, it was widely covered by Russian and foreign
mass media. The Strategy was also published on the bank’s web-site. On
November 14, the Strategy was presented to investors in London

Voluntary Medical Insurance
(VMI)

New approach to the employee
VMI system

Since January 1, 2014, VMI has become free for the employees that have
more than one year’ service at the bank (see details on page 50)

Long-service award policy

Withdrawing annual longe-vity
pay

Supervisory Board activity

The process for electing the
bank’s Supervisory Board

Public coverage of the results of the Board activity, including the appointment of Sergei Guriev, enabled us to create clear and unbiased expectations,
on the part of investors and clients, regarding the bank’s development
prospects

Construction of Olympic facilities

Extended construction of the
OJSC Krasnaya Polyana project
where Sberbank is among
investors

The bank took an active part in the construction of Olympic facilities and
financial support for the Sochi Olympic Games. The publications were of a
reporting nature, providing maximum information about the bank’s effort to
complete the construction on time

We have changed our approach to employee compensation: we no longer
pay for being present on the workplace, we seek to pay for high performance and efficiency. The long-service award is socially unfair in respect
of the employees that have recently joined, but perform well. Therefore, in
2013 the long-service award will be paid for the last time. Still, we value
the employees that have stayed with the bank for a long time. In 2010, we
introduced a new Corporate Pension Plan which provides incentives for the
employees to foster long-term relationships with the bank

“5+” individual performance
scoring system

As a result of fraudulent action
with 5,000 notes, Sberbank’s
system was injected with several
million fake roubles

Sberbank has implemented a comprehensive programme designed to
enhance its security. In response to fraud, the bank toughened its security
arrangements. For example, Sberbank’s ATMs were equipped with improved
cash acceptors

Subjective judgement of the
immediate manager affecting
employee final performance
score.

In 2013, we continued improving the system based on detailed structuring of
the assessment process and developing clear and transparent assessment criteria, with the main focus on self-assessment and feedback from
the immediate manager. This makes the entire motivation system more
transparent, enabling both the employee and the manager to discuss critical
issues and identify the areas for professional and individual growth. In 2014,
we plan to introduce material changes to the “5+” system connected with the
new model of competencies and values (“I am a leader”, “We are a team”,
“All for the customer”). The evaluation criteria will become more transparent, clear and specific

Incidents of fraud related to
the bank

4
Source: Top FAQs via CEO hotline (December 2014), special Compensation Issues e-mail account (oplata-truda@
sberbank.ru), feedback link from the Employees page on the intranet portal, and employee forum on internal webportal.
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We are here to contribute to this world.
Otherwise, why are we here?
– Steve Jobs
(Founder and CEO of Apple
and Pixar Studio)
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are conveniently located for most clients and bring our services closer to their homes, jobs,
or studies.
Modern geomarketing technology enables us to analyse large information files from various
regions of Russia including our operating outlets, competitor offices, urban infrastructure
facilities, population density, and pedestrian traffic. This information makes up the basis for
modelling optimal office locations convenient for most clients. As a result, in 2013 we
opened 514 new CSOs, moved more than 580 CSOs to other more convenient locations, and
closed 1,009 CSOs. In urban areas, we closed 379 outlets that did not comply with the approved geomarketing criteria in terms of location, or did not meet the standards of premises’ conditions required by the Branch Network Reformatting programme. In rural areas, 630
CSOs were closed primarily for objective reasons, including unsatisfactory or critical condition of buildings5.

2. Contributing
to economic
development

To replace the CSOs closed in remote areas, we open mobile banking units, with a 27%
growth in 2013 compared to 2012. In addition, if it is technically possible, we install selfservice machines in rural areas that enable our clients to perform the transactions they
need. In 2013, we installed 623 ATMs and 214 payment terminals in rural areas. Remote
channels such as Mobile Bank and Sberbank OnLine, also contribute to expanding the
household access to banking services.
Table 4 Development of Sberbank’s service channels in Russia

Sberbank Group contributes to economic development of the countries of operation primarily in the form of improving availability of financial services for households, business,
municipal and federal governments. Our main objective is to ensure that everyone has the
opportunity to use Sberbank’s service: everyone who trusts our financial institution, and
seeks to use our services to raise the quality of life, start his/her own business, develop a
large business, or improve local infrastructure. To handle this task in the most efficient way,
we continue to improve the quality of service, raise the security of banking transactions, and
introduce state-of-the-art tools for managing banking business.

2.1 Ensuring availability of financial
services

01.01.2012

01.01.2013

01.01.2014

Growth in 2013

Offices in Russia, units

19,249

18,588

17,976

-3%

including customer service outlets, units

18,727

18,377

17,882

-3%

including underdeveloped and low-populated areas

18.13%

17.25%

16.86%

-2.3%
16.4%

ATMs, units

34,490

44,600

51,900

including underdeveloped and low-populated areas

11.99%

11.78%

12.30%

4%

Payment terminals, units

21,550

29,380

34,780

18.4%

including underdeveloped and low-populated areas

12.17%

12.20%

12.52%

3%

Mobile Bank, thousands of active users

5,411

10,035

14,918

48.7%

Sberbank OnLine, thousands of active users

2,412

5,823

9,347

60.5%

Developing branch network
In 2013, we continued to manage our network on the basis of the new geomarketing
technology, which means that customer service outlets (CSOs) are created and developed
in the locations with the highest client concentration. Our goal is to ensure that our offices
5
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In 2013, the branch network of subsidiary banks expanded in Ukraine, Kazakhstan, and Turkey. In total, at the end of 2013 there were 1,440 customer service outlets outside Russia,
including 118 CSOs located in low-populated, or economically disadvantaged areas, in the
countries of the Group’s operation.
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Table 5 The proportion of CSOs of Sberbank and subsidiary banks located
in low-populated or economically disadvantaged areas 6

Fig. 1 CSOs development by subsidiary banks

Russia

Europe

Ukraine

Belarus

Kazakhstan

Turkey

16.9%

24.6%

5.7%

6.0%

15.2%

no data

800
689

700

DenizBank operates the second largest network among Turkish banks, with CSOs located in
every city of every region of the country.

610

600

Reformatting customer service outlets
In 2013, we continued to implement the Branch Network Reformatting programme which
covered all subsi-diary banks of the Group. We modernise our offices, make them more
convenient for our clients, optimise their internal space, and adapt our customer service
outlets to specific needs of various client groups. Over the 3 years of implementing the
programme, we reformatted more than 4,600 customer service outlets in Russia.

500
400
281

300
200

277

210

160

171

159
93

100

105

Table 6 Results of the Branch Network Reformatting programme in Russia

0
Ukraine

Belarus

2012

2013

Kazakhstan

Turkey

Europe

Indicator

2011

2012

Reformatted customer service outlets

894

2,835

4,612

including small settlements (cities with up to 100,000 people, towns, villages)

203

752

1,246

Improving access to financial services for disabled people
Alongside the branch reformatting, we seek to adapt our CSOs to the needs of the disabled
people (DP): we equip our offices with wheelchair ramps and install service desks at a
lower level. At the end of 2013, we had 28.5% of our total offices in Russia were of this
specification, and 27.6% across the entire Group.

6
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The method of calculation is described in the GRI Context Index table, indicator FS13.
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Table 7 Customer service outlets adapted for disabled people across the
Sberbank Group in 2013

Table 8 Number of clients receiving social payments via Sberbank in 2013

Payment

CSOs equipped with devices that ease
access of the disabled people, units
CSOs adapted for disabled people in
relation to total CSOs, %

Russia

Europe

Turkey

Ukraine

Belarus

Kazakhstan

5,119

59

8

45

80

54

28.5

21.3

1.2

21.4

50.3

2 013

51.4

Number of clients, mn

Pensions and other payments from the Russian Pension Fund (PFR)

2.3

Allowances and scholarships

2.6

Children’s allowances

8

Pensions based on PFR contracts
Total

Sberbank is also committed to adapt self-service machines for disabled people. We install
ATMs at a lower level that would be more comfortable for wheelchair clients. This work has
just started: now we have only 8% of ATMs and 3% of payment terminals adapted for DP in
Russia. The bank plans to continue expanding the network of DP-adapted terminals.

2.2 Socially-oriented products
Sberbank, with the largest CSO network, is the institution that operates in close cooperation
with the most vulnerable groups of population. We are not only responsible for making social payments to them but also we offer favourable terms for products to this client category.

Service of pensioners
Currently, we offer three types of specialrate products to our pensioner clients:
▶▶ Sberbank-Maestro Social card to receive pension payments;
▶▶ loans to pensioners that receive pension payments through Sberbank at special rates, which are among the lowest on the market. Simplified procedures
are used to process applications for these loans, which are completed within
2 days;
▶▶ standard deposits at special preferential rates. In particular, pensioners can obtain the maximum standard rate for the term they have selected, irrespective of
the amount of deposit.
In 2013 over 18.5 mn pensioners chose to use modern and comfortable way of pension
payments to Sberbank-Maestro Social card. Last year, pensioners conducted 13.8 mn transactions through our partner shops, obtaining RUB 271.6 mn worth of discounts, which is
further evidence that the card is increasingly popular among our pensioner clients.
In 2013, in cooperation with the Russian Union of Pensioners, we continued our effort to enhance financial literacy of elderly people, aiming to change their attitude to banking products
and help them master modern technologies. For this purpose, we use various formats of
communication including seminars and “Days of Knowledge” held at the bank’s offices, where
pensioners obtain information about financial products and how to use modern technologies
to manage their personal savings as well as the new web-site format, with a special focus
on services for pensioners. Most often these events are held at customer service outlets.
Based on the vast experience we have gained in this field, we developed a unique training
programme for pensioners which will be implemented by all regional banks in 2014.
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In 2013, Sberbank’s regional banks and subsidiary banks also took steps to improve access
to financial services for disabled people, namely:
▶▶ regional banks continue opening specialised CSOs adapted for disabled people;
▶▶ nearly all regional banks now use the facsimile technology to provide services
to visually-impaired people;
▶▶ BPS-Sberbank now has 50% of CSOs equipped with wheelchair ramps, and will
continue to install them within the Branch Reformatting programme; in addition,
all ATMs are equipped with special buttons for visually-impaired clients;
▶▶ at Sberbank Ukraine, 26% of customer service outlets opened in 2013 were
equipped with wheelchair ramps; all ATMs at all offices of the subsidiary bank
are equipped with Braille alphabet.

21.8

Military pensions
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Housing loans
Housing loans are among the products that are most popular among our retail clients. At the
end of 2013, the bank’s share of retail housing loan balances was 50.4%, and the number of
the housing loans granted was 453,000.

Product

Preferential Terms

2013 results

Regional housing programmes

Reduced interest rates of 10.5% to 12.5% p.a.

26,000 loans granted worth
RUB 40 bn

Acceptance of housing and other certificates which confirm that certificate holders are entitled to financing from regional or federal housing programmes

Table 9 Housing loans granted and balance performance

Subsidies from regional or local government, or employers
Building-and-Loan Associations (Popular Mortgage)

2009

2010

2011

2012

2013

Granted (RUB mn)

107,359

220,690

345,722

455,522

651,860

Closing balance (RUB mn)

513,993

599,957

769,644

1,005,391

1,393,806

including The Young Family programme
Granted (RUB mn)

32,554

61,657

66,958

95,908

156,407

Closing balance (RUB mn)

96,465

128,127

157,221

206,447

271,024

Improving the availability of housing loans is among Sberbank’s social priorities. Therefore,
for the last few years, we have offered a range of products that have special preferential
terms for certain social groups.
Table 10 Sberbank’s main socially oriented products in the housing
financing segment

Product

Preferential Terms

2013 results

Young Family

Reduced first payment (at least 10%)

110,000 loans granted worth
over RUB 156 bn

deferred repayment of principal debt
revenue recognition of up to six co-borrowers simultaneously (spouses and their
parents)
Promotional campaigns offering lower interest rates
Military Mortgage — Finished Housing Acquisition

Annual interest rate 10.5% in roubles, 20-year maturity
The first payment is 10%

2,000 loans granted worth
RUB 4 bn

the loan is repaid from the target housing loan provided to the military by the
government
Mortgage + Maternity
Capital

The Maternity Capital (MC) may be used to cover the first payment or to repay
the loan
The loan amount may reach 100% of the immovable property value
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107,000 borrowers used the
MC to repay loans worth RUB
43 bn

Fixed special rate of 6% to 8% p.a. in roubles
Regional government funds up to 30% of participants’ savings

4,200 accumulation deposits
opened worth RUB 657 mn

Subsidiary banks participate in a range of projects aimed to raise housing availability and
improve housing conditions. For example, DenizBank signed an agreement with the Turkish
Ministry of Environment and Urbanisation for preferential financing of the reconstruction of
residential houses located in earthquake-prone areas. The reconstruction of urban areas
is generally viewed by the Turkish government as the primary solution for the earthquake
problem which affects 8 mn of households living in earthquake-prone areas. In December
2013, DenizBank issued first loans to the local community under this programme.
Support for students
Over the period of 2010-2013, Sberbank participated in the pilot initiative of the Russian
Ministry of Education and Science aimed to provide government support for educational
lending. Sberbank granted educational loans while the government reimbursed part of
interest payments on the loans granted to project participants. In total, we provided 1,500
loans worth RUB 378 mn in 2013, with the total loans balance at year end of RUB 576 mn. In
2014, we plan to participate in the new government programme designed to support higher
education.
Our subsidiary banks also offer a number of products for students. In particular, BPS-Sberbank has developed a special loan product “Studying Together”, which is subject to express
approval, based on the Credit Factory technology. DenizBank has also created a package offer for students, which includes a credit card that accrues purchase bonuses, a commissionfree bank account, a debit card combined with a university pass, and special preferential
terms for educational loans.

2.3 Enhancing financial literacy
Initiatives to raise financial literacy among Russian households
In 2013, with the aim of enhancing financial literacy of households, Sberbank completed
32 promotional campaigns via such communication channels as federal periodicals, radio
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programmes, popular web resources and social networks which enabled us to bring
information about banking products to the widest possible audience.

tute of Stock Market and Management in cooperation with the Russian Federal Service for
Financial Markets. Sberbank is a traditional general sponsor of the event. More than 5,000
school students from Russia, Belarus, Kazakhstan, Ukraine, and Uzbekistan participated in
the Olympiad.

We also implemented a number of special initiatives to improve financial literacy via both the
online space and direct interaction with various groups of Russian households.

The initiatives to enhance financial literacy among small businesses are described in
section Small business support.

Internet platforms “Personal Finance” on rbc.ru and “Circle of Trust” on Mail.ru.
These platforms are used every month to publish articles, tests and interviews on specific
financial products. Internet users are also able to ask a question, and receive a response
from our experts, regarding the product they are interested in. At the end of 2013, the projects covered 6.2 mn and 3.5 mn users, respectively.

The projects to raise financial literacy among pensioners are described in section
Socially oriented products.

Sberbank’s communities in social networks. “Sberbank: The Bank of Friends” community aims to describe banking products in simple terms, but the format of delivering the
information differs from other projects by more interactive nature: we actively use notes,
infographics, video, games, and competitions.In 2013, for example, we published 24 infographic materials. Over 2.8 mn users joined Sberbank’s communities in Facebook, Twitter,
Vkontakte, Odnoklassniki in 2013. Sberbank’s communities in social networks rank first
among all banking communities in Russia in terms of the number of users.

Raising financial literacy of households will remain a Sberbank priority in 2014. This programme will include awareness campaigns in federal mass media and Internet, and other
special events designed for various age groups.
Initiatives to raise financial literacy of households in the countries of operation of
subsidiary banks
Subsidiary banks implement various events and initiatives designed to enhance financial
literacy in the countries of their operation. To improve the efficiency of these initiatives, the
subsidiary banks use various communication channels that are often adapted for the target
audience.

In 2014 we plan to launch a new project “Financial Brain Ring” based on the popular TV show.
The project will focus on team competitions between different social networks, for example
Vkontakte users against Facebook users. It will become a new way to spread knowledge of
the opportunities offered by banking products. We anticipate that 500,000 participants will
take part in the game.
Game and training applications in the Internet. In 2013, we launched 27 interactive applications that were used by more than 20 mn people. Game and training applications help
users understand the features of banking products and how to use them in the form of a
game. The “Financial Navigator” app, for example, offers its users to pass an entertaining
quest which is used to train them in making transactions in the Sberbank OnLine system.
Assisting in financial planning. Since August 2012, we have offered a free service of
financial planning to certain client categories. This service is also aimed at improving financial literacy. Our experts analyse the current financial situation of the client, help him/her
to select the most appropriate product, and create a financial plan. Average duration of the
financial planning sessions is 40 minutes. Since its launch, over 450,000 clients have used
the service, including 350,000 in 2013.

Table 11 Initiatives to raise financial literacy in the countries of operation
of subsidiary banks

Country

Initiative

Republic of Belarus

Presentations for partnercompany employees: «A Person and a Bank: How to Make the Right Choice» and
«Golden Rules of Saving» .Total number of participants exceeded 30,000 people.
Webinars devoted to individual deposits, consumer loans, safe use of payment cards, online banking. In 2013,
to expand the audience covered, we developed a mobile application for iOS devices.
Regional seminars for business people in Gomel and Vitebsk highlighting key economic trends and current
challenges. The project is implemented in cooperation with the Institute of Privatisation and Management (IPM)
Business School.

Ukraine

Local publications describing interest rates, types of loans, advantages of using loan and deposit products.
Training programme for junior school children (6-9 years of age) «All You Need to Know About a Bank: From
A to Z».

Olympiad for senior school students. In 2013, Sberbank supported the All-Russia Olympiad in Financial Markets for Senior School Students which is held every year by the Insti-
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Fig. 2. Client complaint trends in 2012-2013
Country

Initiative

Slovenia

Pre-school children visit to the bank with interactive presentations explaining the importance of savings.
Seminars devoted to personal finance management for retail clients.

Croatia

Online training materials on «How to Manage Personal Budget» prepared in cooperation with Croatian Banking
Association.

Bosnia and Herzegovina

Junior school children visits to the bank devoted to the World Savings Day and explaining the idea of personal
savings.
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2.4 Improving quality service
Complaint management
In complaint management, we focus both on improving the comfort and transparency of
complaint filing and processing and on removing the reasons for complaints.

1,001

130

In 2013, Sberbank launched the process of reengineering complaint management aiming to
change the approach and attitude to complaints and turn the entire complaint management
system to client side. Now we focus on the client’s problem itself, not only on closing the
complaint which was caused by the problem, and seek to solve it «right here and now», if
possible. To strengthen this approach, we:
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Based on complaint research, we found out that the problems our clients face most often
relate to operating self-service machines, making payments, low service quality and long
queues. The complaint research enabled us to develop detailed plans aimed at removing the
gaps in the bank’s products and processes that lead to complaints.

We evaluate the complaint performance on the basis of their relation to the number of transactions. Since the number of transactions increases substantially from year to year, the
number of complaints grows too. However, in the second half of 2013 we managed to constrain the growth of the complaint-to-transaction ratio compared to the previous reporting
period (45% vs. 144%, respectively). In 2014, we aim to reduce it by a further 25%.
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▶▶ changed the principles of internal evaluation of service quality aiming to ensure
thorough and rigorous evaluation of complaint management, both at customer
service outlets (pre-complaint settlement) and in the central automated system
(correct registration, timely request handling, etc.);
▶▶ expanded the authority of our internal divisions and call centre to enable our
officers to solve the client’s problem immediately when the client comes to the
bank;
▶▶ launched a new approach to handling public complaints based on the level of
public response: complaints from opinion leaders and top bloggers will be settled on an individual basis.
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1,182
400

1,442
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Now we have 5,620 customer service outlets in Russia equipped with the Queue Management System (QMS), a 15% growth compared to the number in 2012 (4,902 CSOs). All CSOs
equipped with the Queue Management System are connected to the QMS automatic monitoring system which enables the bank’s management at any level to monitor the current
client flow and offer system solutions to reduce queues.

Table 12 Reasons for complaints to the Group banks located in CIS member
states

Country

Problem areas

Action taken to remove the reason for complaints

Russia

Depositing/withdrawing cash via self-service
machines

Self-service machine settings (screen forms, labels, voice support) are changed

Investigation/return/loss of payment via various
payment channels

Regular maintenance of most problem-prone machines is
initiated

Unreasonable appropriation of a loan to outstanding
debt accounts

A pilot device to ensure that transactions are completed in the
event of machine disconnection is launched

Client satisfaction research
To improve the quality of service, we monitor customer satisfaction at every stage of our
communication with clients. For this purpose, we use inter alia:
▶▶ The Client Voice research system designed to conduct client satisfaction and
loyalty polls, evaluate the effectiveness of internal banking processes, use the
Mystery Calling technology;
▶▶ Phone polls to obtain feedback from our clients;
▶▶ Customer Loyalty Index (Net Promoter Score, NPS) based on responses from
our clients if they would recommend Sberbank to their friends.

Payment confirmations are issued immediately upon request
Stage-by-stage introduction of the automatic loan repayment
technology is launched
Republic of Belarus

Low quality of service
Unsatisfactory operation of remote channels
Tariff/product policy

Additional personnel training in problem areas identified by
complaint research is arranged
The timeliness of updating the ATM-Cards Seized database is
improved
The model individual bank account agreement is amended to
include the penalty that the bank is obliged to pay in the event it
fails to give out cash immediately upon request of account holder

Ukraine

Tariff/product policy
Queues, correctness and completeness of advice
from bank managers
Sending/receiving money transfers

Kazakhstan

Low quality of service
Queues and electronic queues
Failures in card transactions
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Fig. 3 Customer satisfaction and loyalty index
NPC,
%

Credit card alert sms-messages are amended to include the
amount of minimum repayment

Satisfaction, score

The bank account agreement is amended to include annual
interest rate

90

Banking service terms are amended to include the procedure to
connect to Sberbank OnLine

80

Customer service outlets are equipped with the Evaluating
Service Quality zone

70

The Quality Service training arranged for the front-office as well
as training and attestation of call centre employees

60

The Calendar of Convenient Time to Visit the Bank is created

50

20%

40

0%

Reducing queues
In 2013, we continued implementing the No Queues! programme. By the end of the year
target KPIs were achieved, in particular 92% of all clients, that used the services of the bank,
spent less than 10 minutes in queues.
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2.5 Ensuring security

Introducing the CRM-Sensor technology for real-time evaluation of the quality of service at
Sberbank
In 2013, Sberbank and its subsidiary banks, including banks in the Republic of Belarus, Ukraine and Kazakhstan, launched a pilot operation of the CRM-Sensor technology that allows us to evaluate employee
performance in real-time mode. The CRM-Sensor technology is based on tablets installed at customer
service outlets that clients can use to evaluate speed, comfort and convenience of service including performance of our specialists. In addition, the module functionality enables the client to provide his/her
phone number for feedback. With this technology, the response time can be reduced to 24 hours after the
complaint. Upon completing the pilot operation, in 2014 we shall decide if it is reasonable to expand the
application of this technology.

Fraud prevention. In 2013, we achieved the following results in preventing theft of our
clients’ funds:
▶▶ In cooperation with law enforcement agencies, members of two criminal groups
were arrested that infected user computers with malicious viruses, including
the Carberp trojan;
▶▶ Fraud attempts worth over RUB 1 bn were detected and prevented at the points
of sale that accept bank cards via Sberbank’s payment terminals;
▶▶ The first mass attacks on Sberbank OnLine mobile app users from mobile viruses were detected and prevented as well as DDoS attacks on our infrastructure
from international radical hacker groups;
▶▶ The loss from skimming operations, worth nearly RUB 5.6 bn, was prevented.

To improve the quality of service, Sberbank also monitors the performance of the Service
Quality Index based on the indicators of employee performance (approach to clients, attention to their needs, development of employees’ skills and knowledge) and the index of
meeting the bank’s service standards. In 2013, both indices rose 6 percentage points coming
close to the maximum performance of service standards.

Protecting client personal data. In 2013, we detected four incidents of disclosing client
personal data at Sberbank. All incidents were local in nature and affected an insignificant
number of clients. However, we decided to improve the personal data processing policy
involving representatives from different departments in its development and expanding it to
include a number of additional procedures, designed to protect personal data. In addition,
since 2013, regional banks have carried out regular inspections of premises and taken additional measures to protect tangible media.

Fig. 4 Service Quality Index and service standards performance at Sberbank
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Licensing, certification, and accreditation of information systems. In 2013, we carried out mandatory procedures to verify information systems of the subsidiary banks. In
particular, we certified information systems in terms of compliance with the information
security requirements and obtained certificate of compliance for 20 information facilities.
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Small business support is a strategic priority for Sberbank Group. Our goal is to become a
preferred partner for small businesses in Russia and facilitate our development in this segment in other countries.
Sberbank and its subsidiary banks maintain a common approach to supporting small businesses. We offer a wide range of products for those who start business and for the compa-

Quality service index
7
At Sberbank, this segment includes corporate clients with annual sales of RUB 60 to 400 mn (small
businesses) and below 60 mn (micro businesses).
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nies willing to develop and expand their operations. We develop the infrastructure of Business Development Centres and support the development of new business culture.

Aiming to create favourable conditions for small business development, in 2013 we actively
expanded the network of business development centres (BDC) across Russia. The BDC infrastructure enables entrepreneurs to obtain access to free seminars and trainings, advice
from Sberbank’s experts, and negotiating rooms and conference halls that they can use for
their own purposes. In 2013, we built up a network of more than 170 specialised offices in
70 Russian regions which are used by 3,000 entrepreneurs every week. In average, all BDCs
hold 300 events every week. We introduced innovative formats for cooperation between
BDCs and entrepreneurs: all-Russia business seminars broadcast online to more than 100
Centres located in various cities across Russia. In 2013, we held 3 seminars that attracted
some 7,000 participants in total. In 2014, we plan to connect at least 150 centres.

Sberbank
Today, to approve small loans to startup entrepreneurs, we use the “Credit Factory”
technology: a simplified scoring model for borrower analysis that accelerates obtaining
approval to three days. For small businesses that have stable operations, we offer the
“Business” product line. In 2013, 231,500 small businesses obtained financing from
Sberbank, a 26% growth year-on-year.
Fig. 5 Sberbank’s loan book by “Credit Factory” scoring model and “Business”
product line
RUB bn
379.0
254.6

143.5

133.5

DenizBank
In 2013, DenizBank participated in the EU programme to finance small businesses in
underdeveloped Turkish areas. Total DenizBank financing under the programme is EUR 34.8
mn (RUB 1.8 bn). As of December 31, 2013, DenizBank granted loans worth a total of TRY
10.6 mn (RUB 177 mn).

26.7
6.5

2010

2011

Credit Factory

2012

2013

“Business” product line

In 2013, Sberbank continued to develop the “Business Start” product that provides financing
for launching a new business based on franchising programmes or model business plans.
Over 450 entrepreneurs participated in this programme last year, with the types of businesses eligible for financing rising 1.8 times to a total of 85.
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We continued implementing the online initiative named “Business Environment”, a unique
portal where entrepreneurs can communicate, discuss business ideas, learn latest news,
obtain expert advice, and undergo training. The portal traffic for the entire period of its exis
tence exceeded 2.9 mn unique visitors.
Business Environment performance in 2013
▶▶ 237,000 registered users
▶▶ 120,000 registered businesses
▶▶ 111,000 products and services sold
▶▶ 157 training courses at the Business School
▶▶ 37 web apps in online shop

92.5

1.7

2 013

In 2013, to improve the quality of small business service, DenizBank set up a special call
centre team KOBI UMIT dedicated exclusively to providing services to small businesses. In
July 2013, DenizBank launched HangiDestek.com, a project designed to support small businesses in finding appropriate government subsidies and donations. Small businesses use
this portal to select a government subsidy programme and learn how to apply for it. Since
the web-site launch, it was visited by nearly 100,000 users, and the service was used by
more than 10,000 small businesses.
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Sberbank Europe
Today, Sberbank Europe is in the very beginning of creating a unique strategy for the
small business segment. However, a number of Sberbank Europe’s subsidiary banks have
achieved certain progress in small business financing. In particular, Sberbank Bosnia and
Herzegovina concluded an agreement with the European Fund for Southeast Europe (EFSE)
for financing micro and small businesses worth EUR 7 mn (RUB 297 mn).

2.7 Contributing to the development of
countries and regions of operation

The bank plans to further improve the quality of service provided to small businesses, in
particular through monitoring their progress and offering customised products in a timely
manner. The bank also plans to develop a package offer for small businesses including the
launch of salary payments to small business employees.

Russia
In 2013, Sberbank financed a number of initiatives that had a positive effect on social and
economic development in Russian regions. Among socially significant projects and initiatives
financed by Sberbank were:

Sberbank Ukraine
In 2013, Sberbank Ukraine’s small business client base increased by 51% (from 11,500 to
17,400). This growth required from the bank to take a number of organisational measures
to improve management of this segment. In particular, the bank introduced the system of
training for the managers involved in small business operations.

As part of developing the small business infrastructure, the bank opened a specialised Business Development Centre in Almaty with the primary aim to provide advice to entrepreneurs
on financial and business issues.

▶▶ upgrade and expansion of airports in the Krasnodar Territory including airports
in Krasnodar, Sochi, Anapa, Gelendzhik;
▶▶ renovation of energy facilities in Vladimir and Perm Regions;
▶▶ construction of gas chemical facility in Novy Urengoy;
▶▶ construction of the toll motorway: Western High-Speed Diameter in St. Petersburg;
▶▶ production and sale of innovative products in Russian regions operated by a number of companies;
▶▶ housing construction including heat, water and electricity supply infrastructure
in Ekaterinburg;
▶▶ participation in the government agriculture development programme for 20132020 including the construction of a large greenhouse facility in Belgorod Region and a cattle farm in Voronezh Region;
▶▶ implementing the Presidential programme for providing households with child
care facilities including the financing of construction and reconstruction of preschool child care centres in Tambov Region.

BPS-Sberbank
In 2013, BPS-Sberbank concluded a five-year agreement with EBRD for small business
financing worth EUR 10 mn (RUB 424 mn)8. The programme includes small business
financing for upgrading production, optimising energy consumption and improving energy
efficiency. The programme participants can also obtain advice and technical support from
world-class experts in energy efficiency. In addition, in 2013, BPS-Sberbank focused on
improving the quality of service and training employees of local branches.

The bank remains a key supplier of financial resources to the real sector of local economies
due to cooperation with government authorities of Russian constituents. In 2013, the bank
concluded over 2,700 government contracts with government authorities and municipalities
of Russian constituents and granted loans for the total amount of RUB 590 bn. The highestvalue contracts were made with the governments of Moscow, Novosibirsk Region, Arkhangelsk Region, Krasnodar Territory, and municipalities of Nizhny Novgorod, Kazan, and Novosibirsk. At the end of 2013, Sberbank’s share of the government lending market was 73.5%.

The Sberbank Group considerably affects social and economic development of the areas of
operation. Every region faces its own challenges, and we consider it important to invest in
developing strategic industries and support target government programmes.

Sberbank Kazakhstan
In 2013, the bank introduced a new service model for small business clients across the
entire branch network: the institute of account managers responsible for specific clients
to ensure an individualised approach to every client. Together with account managers, the
bank launched the Business Express product with simplified financial analysis, and reduced
the approval period for banking guarantees.

Details of loans to industries and other lending activity of Sberbank are provided in the
2013 Management Report.
8

Belarus Sustainable Energy Finance Facility programme (BelSEFF).
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Republic of Belarus
In 2013, BPS-Sberbank provided active support for various initiatives in developing strategic
industries introduced by Presidential and government decrees of the Republic of Belarus,
namely:
▶▶ BYR 359.0 bn (RUB 1.3 bn) for the development of the woodworking industry
and renovation of woodworking production;
▶▶ BYR 183.9 bn (RUB 0.7 bn) for housing construction;
▶▶ BYR 119.1 bn (RUB 0.4 bn) for creating a comprehensive export system in the
Republic of Belarus.
Kazakhstan
In 2013, Sberbank Kazakhstan provided financing for the projects included in the
industrialisation map of certain Kazakhstan areas, including:
▶▶ construction of the cement plant worth KZT 7.7 bn (RUB 1.6 bn) and the integrated home-building factory worth KZT 3.6 bn (RUB 0.8 bn) under the industrialisation programme for the Kostanay Region;
▶▶ renovation of machine-building production worth KZT 400 mn (RUB 84 mn) and
construction of cattle-breeding facility worth KZT 624 mn (RUB 131 mn) under
the industrialisation programme for the Western-Kazakhstan Region.
Turkey
In 2013, DenizBank carried out the function of an intermediary under the EU programme of
financial assistance to preaccession countries. In particular, DenizBank offered preferential
loans for the Turkish agricultural sector. In 2013, the bank granted 76 loans totalling TRY
16.8 mn (RUB 281 mn). In addition, DenizBank was the first among Turkish banks to provide
consulting support for agricultural investors willing to participate in the EU programme
regarding the preparation of application, technical proposal, and business plan.
Europe
In 2013, Sberbank Europe supported economic development of the countries of operations
facilitating the export of home-made products. For example, Sberbank Bosnia and
Herzegovina obtained additional finance from the International Finance Corporation for
lending to corporate clients involved in international trade. The bank anticipates that the
total volume of loans under this programme will reach USD 20 mn (RUB 638 mn). Sberbank
Serbia concluded an agreement with the Chamber of Commerce to facilitate exports of
Serbian products to new markets.
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2.8 Business management
Compliance risk management
The system of compliance risk management is designed to ensure that Sberbank Group’s
operations comply with legal requirements and best practices in anti-money laundering and
financing of terrorism (AML/FT), monitoring economic sanctions imposed by the Russian
Federation, international organisations or individual states, preventing the use of insider
information and price abuse in financial markets, managing conflicts of interest, anticorruption effort, and compliance with other employee ethical conduct requirements. Now the
Group is creating a common compliance risk management system across all subsidiary
banks and affiliated companies. To this end, in 2013 we completed, in general, the formation of compliance management organisational structure at Sberbank, which is the heart of
the Group’s compliance management system. We set up a standing Compliance Committee
authorised to manage significant components of compliance risk.
Subsidiary banks and affiliated companies also continued to improve the organisational
structure and the introduction of compliance risk management system across all business
lines based on Sberbank’s unique methodological approach.
In 2014, we expect to complete the unification of compliance risk management principles
and focus on developing and introducing automated compliance control systems.
Managing conflicts of interest and fighting corruption
In 2013, the bank adopted the Conflict of Interest Management Policy and Anticorruption
Policy. Based on these documents, Sberbank Group is committed to the principle of fair
dealing when providing advice, or transacting with or on behalf of our clients, as well as the
principle of zero tolerance in relation to any incidents of corruption.
The improvement of internal control procedures also contributed to toughening the fight
with corruption-related crimes. We are strongly committed to detect incidents of corruption
and apply strict administrative and disciplinary sanctions to those involved.
In 2014, implementing the Anti-corruption Policy and the Conflict of Interest Management
Policy, the bank will continue integrating the mechanisms built in the bank’s operating procedures with the Group members.
Counteracting the legitimisation of the proceeds of crime (money laundering) and
the financing of terrorism
In 2013, we continued to improve AML/FT and the system for counteracting financial crime.
For this purpose, we updated Sberbank’s internal regulations, introduced changes to banking
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processes, and improved automated procedures to detect and monitor client transactions.
In 2013, the bank continued the introduction of the automated system based on the Oracle
Mantas platform. This system will make it possible to implement a unique system-based
approach to the automated control of client transactions and carry out analytical procedures
for the purposes of AML/FT.
BPS-Sberbank completed the introduction of the automated system designed to ensure a
centralised control of client operations in order to detect suspect transactions that may be
connected with money laundering or the financing of terrorism. DenizBank introduced the
Audit Command Language platform that will enable the bank to raise the efficiency of monitoring and managing suspect transactions through modelling scenarios based on transaction data.
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Fig. 6 Environmental and social risk management system at Sberbank Europe

Procedures
Environmental and social
policy
Environmental and social
standarts of the bank

stages of
environmental and
social risk assesment

Transactions screening

Responsible financing
Risk categorisation

The concept of responsible financing is based primarily on social and environmental risks
that are considered in lending and investment processes. This is a component of risk ma
nagement system as social and environmental problems of borrowers may result in financial and reputation risks for financial institutions. The practice of responsible financing is
new to the Group’s banks and now we lack a common policy in social and environmental risk
management. In developing an approach to these risks the Group’s member banks are governed by national laws of the countries of operations and the maturity of financial markets.

Environmental and social
due diligence
Conditions of financing

Therefore, the level of regulation and the scope of application of social and environmental
risk management procedures differ across the Group. At Sberbank, for example, the evaluation of the borrower’s unfavourable effect on society and environment is carried out within
the quality analysis of the borrower. In addition, the bank’s rules prohibit financing of any
projects related to pawnbroker or gambling business. DenizBank, BPS-Sberbank, and Sberbank Kazakhstan evaluate environmental risks related to projects that are financed from the
funds provided by development banks (EBRD, EIB, and IFC). In addition, DenizBank requires
from borrowers to provide environmental impact assessment in relation to project financing.

Environmental and social
risks monitoring
Reviewing borrowers environmental
and social performance

Sberbank Europe introduced a comprehensive system of environmental and social risk
management comprising several components: environmental and social policies, environmental and social risk assessment procedures, and monitoring borrower’s compliance with
applicable standards. This system covers all corporate clients of the bank including project
and trade financing.
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In each work the important thing is respect,
I would say more — love. Love to clients,
to the team, colleagues. Attentive, responsive
attitude, the ability to support and share
positive emotions — is the basis of our
success.
– Herman Gref
(CEO, Chairman of the Executive
Board of OJSC “Sberbank of Russia”)
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Training for common service staff (CSS)
In 2013, the number of the Group’s common service staff (line managers and front-office
specialists) was about 157,000 employees. Our training system is designed to enable each
of them to improve their qualifications and competencies in banking products and services,
special software, effective communication and sales skills. Last year, we developed over
150 training programmes: 61 programme for on-site training at 17 specialised training
centres, and 91 multimedia courses for self-education.
Among the new personnel training tools in 2013, we wish to highlight the programme designed to create specialised training offices where beginners will take a two-week course
in retail services, under the supervision of experienced employees, obtaining advice and
support from trainers in complex situations. In 2014, this training programme will be implemented in 130 Russian cities.
To ensure a uniform quality of training programmes and processes, in 2013 we introduced
the training audit that makes it possible to identify the areas for improvement in training
programmes, preparing business trainers, and enhancing process effectiveness. We expect
to use this tool on a regular basis to manage the training function.

We are convinced it is very important to manage Sberbank Group’s impact on society, and
always take it into account in making strategic decisions. We outline two key lines in this
sphere: investing in human capital, and sponsorship and charity.

3.1 Investing in human capital
Personnel training
Today, Sberbank Group is comprises 300,000 employees9 in 22 countries of operations. For
us, this is not only the most important asset and the tool for competitive growth, this is also
a high responsibility for employee professional and personal development. Therefore, in
2013 we continued to improve the training system for both staff and managers, and key
professionals of the Group.

9

The Group’s subsidiaries were also improving the training system for common service staff.
Training programmes are customised to meet the requirements of various functions and
business targets. DenizBank, for example, organised employee training on the basis of its
corporate training institution Deniz Academy in such topics as Fundamentals of Lending,
Operating Risk Assessment, Introduction to Investment Analysis, Financial Settlements, as
well as basic training for front-line employees.
Sberbank Insurance also set up a corporate academy to implement employee training and
education programmes. Sberbank Kazakhstan opened a specialised training centre for job
applicants and probationers, which trained over 1,500 students in 2013. Sberbank Ukraine
carries out the training of common service staff based on the needs of retail, corporate and
operating functions; in 2013 1,650 employees completed training courses.
Developing remote training
We see a great potential in remote training and continued to develop the system of online
courses for self-education. In 2013, the share of remote training increased 7.4% compared
to 2012. In 2014, we expect to transfer another 10% of on-site training to remote channels
to improve its availability and efficiency.

According to the Report boundary, see About the Report section.
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We continued using the unique remote training platform Sberbank Corporate University Virtual School, which provides access to knowledge database and the opportunity of team
work in real time, 24 hours a day, 7 days a week. In 2013, the number of registered users
of Sberbank Corporate University Virtual School exceeded 36,000 people, with more than
14,000 courses completed.
Training and developing executives
Division managers and key experts are trained at Sberbank Corporate University. In 2013,
over 35,000 employees completed training courses at the University, with the training target
for executives and key experts achieved 117%.
In 2013, the Corporate University continued implementing educational and training programmes for the Group’s executives in cooperation with leading international business
schools:
▶▶ Quality management system for the two most successful programmes Sberbank 500 — Leader Programme in cooperation with INSEADNES, and Finance
and Management for Bankers in cooperation with the London Business School
was developed and implemented. In total, in 2013, 433 employees completed
the Sberbank 500 — Leader Programme, and 54 — the LBS Finance and Ma
nagement for Bankers;
▶▶ The Management Innovations: Challenges of the 21st Century programme was
developed in conjunction with the Stanford Graduate School of Business. In
2013, the first module of the programme was completed by members of the
bank’s Executive Board;
▶▶ A short-term training programme Improving Risk Management and Risk Modelling was prepared in cooperation with the Haas School of Business, University of
California, Berkley. In 2013, 64 executives from Risks, IT, and Finance functions,
as well as from Distressed Assets Department, completed the programme.
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Motivation and compensation of employees
In 2013, we continued developing the system of financial and non-financial incentives. We
raised employee salaries in certain divisions of regional banks which were below the market
level. In total, in 2013 payroll expenses rose 6.5% year-on-year. Further improvement of the
performance management system (PMS) and employee engagement and satisfaction was
also among our primary objectives.
Employee performance assessment
In 2013, Sberbank continued integrating employee performance assessment with the
performance management system (PMS) that covers all employees of the Group. PMS is
a comprehensive target-based management system that allows for unbiased assessment
of employee performance and ensuring interconnection between employee performance,
career growth and financial reward.
Key corporate competencies at Sberbank Group:
▶▶ Individual performance
▶▶ Improving professional knowledge
▶▶ Innovation/optimisation of operating processes
▶▶ Team work
▶▶ Client focus in respect of both external and internal clients

Sberbank as well as certain subsidiaries including BPS-Sberbank, Sberbank Ukraine, Sberbank Leasing, Sberbank Insurance, and Business Environment use the “5+” system of employee assessment based on key corporate competencies. In 2013, 92.5% of Group emp
loyees passed the performance assessment and career growth process.
Details about improving the “5+” system are provided in section Stakeholder engagement
(the Primary Areas of Employee Concern in 2013 table).

In 2013, the Group implemented other training courses designed to develop professional
executive competencies, in particular:
▶▶ All Group executives completed a number of training courses to develop feedback, efficient communication, time management skills, and others;
▶▶ New executives from DenizBank were able to participate in the New Captains
Club programme to develop management skills;
▶▶ 119 executives from the Central Head Office, and divisions of Sberbank Kazakhstan, completed training in the new management model (MBO).
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Table 13 Performance assessment tools at Group subsidiary banks and
affiliated companies

Additional performance assessment tools

Group subsidiary banks and affiliated companies

Talent Q remote testing system

Sberbank Ukraine

Fig. 7 Sberbank’s employee engagement index

61.2

Sberbank Private Pension Fund
PersonalAktiv remote testing system

Sberbank Ukraine

Diagnostic research of significant professional qualities and
competencies in various employee categories

Sberbank Europe

2 013

60.9

60.1

59.9
59.1

58.3

Sberbank Ukraine
Sberbank Technologies

360º assessment

Sberbank Ukraine

Competence assessment at manager’s request

KORUS Consulting

Self-assessment of manager priority projects (MPP)

BPS-Sberbank
Sberbank Private Pension Fund
Sberbank Insurance

Performance Development Programme

DenizBank

Improving employee engagement and satisfaction
In 2013, we conducted the fourth annual survey of Sberbank employee engagement and
satisfaction, which covered over 124,000 people. Over the last three years, the employee
engagement index demonstrated a considerable growth of 1.1 point.

2011

Sberbank total

2012

2013

Customer service outlets

The most important factors that positively affected employee engagement were satisfaction
with the bank’s top management, organisation of operating processes, and the system of
compensation and reward.
Based on the index, we set up individual targets for all top managers for further improvement of employee engagement. Now we develop special programmes to upgrade the processes that employees are most concerned about.
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Internal Client Voice research
Since 2012, Sberbank has conducted regular online employee polls as part of the Internal Client Voice
programme designed to identify problem areas in internal processes and services.
In 2013, we conducted two polls — in April and November. Based on poll results, we launched nearly 200
projects aimed to improve the quality of internal services in the Central Head Office and regional banks,
which made it possible to achieve considerable success, in particular:
▶▶ The issuance of income certificates and other documents was considerably simplified at the
Central Head Office;
▶▶ A range of training courses was held covering most common difficulties in operating the
Electronic Document Circulation System (EDCS);
▶▶ The function of automatic notice of the document approval status via MS Outlook was realised in EDCS;
▶▶ Business trip procedures were changed.
In 2014, the poll will be expanded to include many other internal services. In addition, in the first half of
2014 we plan to launch over 800 initiatives designed to improve the quality of internal services. To control
the quality of implementing the initiatives, they will be monitored on a regular basis.

In 2013, most of the Group’s subsidiary banks and affiliated companies conducted their own
employee satisfaction research.

Company

Format and number of participants

Principal results

Sberbank Insurance

Poll of employee satisfaction with the quality of internal services carried out every quarter: all employees

New premises were leased to remove the lack of work
places

Sberbank Technologies

Employee engagement and satisfaction research:
41% employees

Corporate celebrations and teambuilding events were held

Format and number of participants

Principal results

Sberbank Europe

Employee satisfaction monitoring 2013: 83%
employees

Projects designed to improve internal communication,
performance assessment, and knowledge exchange is
developed

DenizBank

Individual interviews: 51% employees

Career growth management system is amended
Lunch vouchers are introduced
Carrier contractor is changed

Sberbank Private Pension
Fund

Satisfaction research: All employees

Employee engagement index reached 76%
Development of internal corporate portal is underway
The option to use special software application to approve
documents is considered
Regular employee meetings with the Fund President are
arranged
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Special measures were taken to improve workplace
conditions and usability
SBT-Vision corporate publication and announcement
boards were launched, internal portal was upgraded

Sberbank Leasing

Corporate culture research: all employees

Work satisfaction indicator reached 74%

KORUS Consulting

Evaluation of psychic atmosphere and the level of
employee satisfaction with workplace conditions: all
employees

Free English and Spanish courses were arranged

The Employee Voice pilot project

In January 2014, the bank will launch a new system of
motivation

Cetelem Bank

Relaxation room and additional kitchen were set up

Training programmes were updated
A Welcome Day is held every week
Feedback improved following the introduction of the
Comment Box which employees can use to communicate
their concerns
Yandex.Money

Table 14 Employee satisfaction research at subsidiary banks and affiliated
companies in 2013

Company

2 013

Anonymous poll: 46% employees

Employee job satisfaction and team motivation demonstrated positive trends

Corporate benefits
In 2013 we continued implementing a number of initiatives designed to improve and develop
the system of corporate benefits. In particular, we developed and introduced compensation
rates for business trips for all employees of the bank, and for business mobile communication for the Central Head Office. The unification of corporate benefits for all bank employees
was among our key tasks in 2013.
Corporate Pension Plan
Sberbank continued implementing its Corporate Pension Plan. The number of Plan members
grows from year to year: in 2013 it exceeded 185,000 employees, up 5.7% compared to the
previous year.
Subsidiary banks have their own pension programmes. Sberbank Europe, for example, implements the Employer Contributions to the Specialised Pension Fund programme. For the
employees with over one-year employment with the company, the bank contributes 3.5%
of basic salary to the Pension Fund. BPS-Sberbank pays monthly allowances to the retired
pensioners that used to work for the bank.
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Comprehensive medical checkups
In 2013, we completed the two-year cycle of comprehensive medical check-ups of Sberbank
employees. The main goal was not only to diagnose current diseases, but also to assess the
risk of their development to be able to take timely, preventive measures. Every employee
that passed the medical check-up was issued a Health Passport with recommendations
regarding healthy life style.
In 2013, medical check-ups were completed by the employees of Sberbank Leasing, Sberbank Technologies, and Sberbank Insurance.
Details of our initiatives in employee health and safety are provided in section
Occupational health and safety
Voluntary medical insurance
In 2013, we decided that starting from 2014 VMI programmes would be 100% paid by the
bank. Therefore, the share of the insured employees will rise to 100% from 24-28% in 20122013.
In July 2013, we carried out a VMI satisfaction research among our employees that led to
significant changes in the programme, based on employee comments. Starting from 2014,
the bank will pay 100% medical insurance costs (except dental services) for the personnel with over one-year employment with Sberbank compared to the 50% of the basic programme that the bank paid before. In respect of the employees that passed their probation
period, but are still below the one-year employment threshold, the bank will pay for the
emergency medical care programme. The employees that work and reside in the territories
where quality VMI services are unavailable were offered the programme of compensation
for medical care costs.
Accident and critical illness insurance
In 2013, all Sberbank employees were provided with accident and critical illness insurance.
While improving the system of accident and critical illness insurance, we achieved a
considerable reduction in employee complaints regarding the insurance services. We
introduced the remote insured event settlement via the insurer’s web-site and optimised
the list of documents required to make a decision on every insured event, which enabled us
to reduce considerably the period of handling insurance claims.

Occupational health and safety

c o r p o r at e s o c i a l r e s p o n s ib il i t y

This made it possible to reduce the number of accidents at Sberbank from 240 to 223 in
2013, which unfortunately included two fatalities resulting from road traffic accidents. To
avoid this kind of accidents in future, we carried out additional training and toughened the
requirements for drivers of bank’s vehicles.
In 2014, we expect to introduce common occupational health procedures in the Central Head
Office and in regional banks. To monitor the state of occupational health at regional banks,
we will hold regular video conferences in 2014.
Health care and healthy life style
We always take a proactive position in health care and promoting healthy life style among
our employees.
In 2013, as part of the Health programme Sberbank continued the Quitting Together! initiative designed to promote the cessation of smoking. The initiative obtained the first award
in the Life Style category from the Intercomm, an all-Russia annual award in the field of
internal corporate communications.
In 2013, as part of the Office Doctor programme, over 12,000 employees of the Central Head
Office and regional banks participated in the Healthy Heart Day, which launched a longterm effort aimed at having Sberbank employees measure cholesterol and blood pressure.
Now, all doctor offices are equipped with the means of express measuring of cholesterol
and glucose. The Office Doctor programme is also implemented by our subsidiary banks, in
particular Sberbank Europe, DenizBank, and Cetelem Bank.
In addition, every year we organise sports events for the bank’s employees. In 2013, we held
Sberbankiad and tournaments in various team sports, which gathered employees from 12
countries of the Group operations.
We also focus on promoting healthy diet. In 2013, as part of the Healthy Diet programme, we
carried out both technological initiatives (menu and cooking technology review in corporate
canteens) and awareness projects (master classes in healthy diet, the introduction of calorie
labels, and the publication of a healthy diet booklet).
Our subsidiary banks and affiliated companies also implement certain initiatives aimed at
promoting a healthy life style among their employees. In 2012, based on Sberbank’s successful practices, Sberbank Europe developed the Health@Work programme which includes
sports events, compensation for fitness-club membership, smoking cessation initiatives,
health support advice, and healthy diet.

The Group’s approach to occupational health and safety
In 2013, to minimise the risk of occupational diseases and create comfortable workplace
conditions, Group members carried out a number of training courses in occupational health,
acquired medical equipment, first aid kits, and personal protective equipment.

| 52 |

SOC IAL SPH ER E

2 013

| 53 |

S usta ining l e a de r ship in c ha ng ing wor l d

sberbank.ru

c o r p o r at e s o c i a l r e s p o n s ib il i t y

3.2 Sponsorship and charity
Sponsorship and charity are a part of Sberbank Group’s corporate culture and a traditional
contribution to social life. The causes of charity activities and volumes of charity expenses
are determined by special committees that were created at different levels of governance,
both in Sberbank and in other Group members.
Support for children and child care institutions
Sberbank has traditionally provided charity support for orphanage children financing
repairs, medical equipment, accommodation equipment, and educational events. In 2013,
we continued implementing two major initiatives in this sphere.
From Heart to Heart, a corporate charity programme designed to support orphanage children that was launched in 2008. In 2013, the programme covered 268 child care
centres in 120 Russian cities, with nearly 3,000 employees and executives from the bank
participating in various events. In particular, Severo-Zapadny bank held the 3rd forum of
volunteers on the premises of the Tolmachevsky Orphanage in Leningrad Region. As part
of the forum, corporate volunteers completed over 40 training courses in the skills of communication with orphan children and improved the area of the orphanage. The bank also
donated a van to the orphanage.
Cooperation with the Podari Zhizn’ (Gift of Life) Charitable Foundation for childhood
cancer support. In 2013, Sberbank was an Official Partner for the International Children’s
Games of Winners, the largest contest for children who are fighting oncological diseases.
More than 400 children from 12 countries participated in the Games. We set up a play zone
with a special colouring wall, and ski and scooter racing. In addition, the bank continued
issuing the Podari Zhizn’ Visa card. In 2013, this initiative brought over RUB 28.9 mn of
donations to the Fund; total donations since the launch of the project reached RUB 170 mn.
In addition, as part of the Say THANK YOU to Children campaign, our clients transferred
bonuses of the Thank You from Sberbank loyalty programme to the Fund’s account, worth
the total of RUB 24.5 mn.

Table 15 Principal results of support programmes for children and child
care institutions in the Group’s areas of operation in 2013 10

Programme

Country

Results

Happy Childhood

Ukraine

The bank financed the acquisition of vouchers to summer recreation camps for children
from 26 orphanages. In addition, in 2013 nearly 1,000 employees from Sberbank Ukraine
responded with New Year wishes to 1,700 children from 22 orphanages

New Year presents for
children

Russia

Our employees prepared New Year presents for orphanage children as well as Christmas
presents for children in hospitals

SOC IAL SPH ER E

Kazakhstan
Hungary

Do the Good

Republic of Belarus

Our employees collected cash for puppet shows, special educational games, medication,
sports goods, children’s toys and books for the children from special school No. 7.

Hurrah! I go to school!

Kazakhstan

The bank’s employees presented school kits to 1,100 children from orphanages and needy
families.

Support for XXII Winter Olympic games 2014 in Sochi
Since 2009 Sberbank has been a general partner for the 22nd Winter Olympic Games in
Sochi and implemented a number of initiatives aimed at developing infrastructure and
promoting the Games.
Infrastructure development Sberbank made a considerable financial contribution in preparing formal infrastructure for the Sochi Olympic Games. We were directly involved in the
construction of the Russian Villages spring-board facility, Highland Media Village, and Highland Ancillary Media Centre. In 2013 we were also actively involved in preparing banking and
payment infrastructure for receiving Games guests and participants: we reformatted all our
offices in Sochi and considerably expanded the network of ATMs and payment terminals.
Games promotion and popularisation. In 2013, Sberbank continued providing support for
the Red Rocks musical festival, a part of the Sochi-2014 Culture Olympiad. In 2012-2013,
the Red Rock festival covered the total of 37 Russian cities. During the project the main
musical composition of Olympic Games in Sochi — the Anthem of fans will be created. We
also developed special Olympic-branded products, including a number of Olympic Sberbank
Visa cards: 50% of the annual fee for the Russian Olympic Team card and 0.3% of all card
purchases are donated to the Russian Olympic Committee. Sberbank also continued implementing the Sochi-2014 coin programme: in 2013, 40 types of commemorative coins and 6
types of investment coins made from gold and silver were available from Sberbank offices.

10
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Support for sports and healthy lifestyle
Group members actively support children and youth sports schools and sports competitions,
and provide traditional sponsorship assistance to national sports federations and
associations in the countries of operation, including the federations and associations of
basketball, football, rowing, tennis, skiing in Russia, the Republic of Belarus, Slovenia, and
others. Sberbank Insurance supported the Parafest paralympic festival, which gathered
paralympic sportsmen from 11 Russian regions and the Back to Life award ceremony of the
Paralympic Committee.
The Green Marathon project is described in detail in section Promoting environmental
protection.
Support of education and educational establishments
We continue to provide financial aid to scientific and educational institutions aimed at holding
educational and scientific conferences and competitions, organising research and training
activity, and allocate considerable resources for grants to best students.
Among the most important events in 2013 we note:
▶▶ The Virtual School project designed to develop IT infrastructure at Russian educational institutions. In 2013, we opened «virtual schools» in Veliky Novgorod,
Vladimir, Ulan-Ude, Magadan, Minsk, and Orsha;
▶▶ The Banks Battle international student competition in banking management
held in conjunction with the Russian Presidential Academy of National Economy.
Following the competition, some of the winners were employed by Sberbank;
▶▶ The 14th April International Academic Conference on Economic and Social Development. In 2013, Sberbank was a general partner for the Conference, which
gathered together world-class economists.

c o r p o r at e s o c i a l r e s p o n s ib il i t y

Table 16 Support for education and educational institutions in the
countries of operation 11

Country

Event/Programme

OOO IC Sberbank Insurance

HSE Alumni Awards 2013, annual award from the HSE Graduate Association

Kazakhstan

The Dobry Start programme (educational grants for students and applicants from needy families,
orphanages and boarding schools)

Turkey

500,000 books for 5,000 communities
The Forex Student Competition (in cooperation with Istanbul Technical University)

Culture and Arts Support
Sberbank has traditionally supported leading Russian theatres and is a 14-year partner for
the Golden Mask Russian Performing Arts Festival and National Theatre Award. Since 2011
Sberbank has been a general partner for off-site performances by the Obraztsov Puppet
Theatre including visits to Russian cities where the Theatre invites orphanage children to
its performances. The bank also supports the Andrey Tarkovsky International Film Festival
Mirror.
Our subsidiary banks and affiliated companies participate in landmark events of culture and
art including the organisation of symphony concerts and culture festivals. In 2013, Sberbank Ukraine organised the Sberbank Debut international festival and competition which
gathered 15 young piano talents from Ukraine, Russia, Georgia, Canada, Australia, Uzbekistan, and Switzerland.

11
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Treat your each decision
tenderly like a lover.
– Donald Trump
(President of the Trump Organization and
founder of Trump Entertainment Resorts)
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4.1 Raising resource and energy efficiency
Reducing paper consumption
In 2013, Sberbank and a number of subsidiary banks and affiliated companies completed
the introduction of the electronic document circulation system. Over the year the number of
system users rose 25% to 100,000 subscribers. The system made it possible to save about
40 tonnes of office paper, which is equivalent to a hectare of live wood.
In 2013, DenizBank implemented the initiative aimed at a drastic reduction in the use of
paper for office routine. In particular, all printers at the bank’s outlets are set for two-sided printing by default, and employees are prohibited to photocopy documents. Now, at all
meetings and conferences DenizBank employees use tablets or laptops, instead of printed
materials. In addition, in 2013 we completed the transition to a digital archive.
Sberbank Insurance introduced a centralised management system for document printing
and scanning. Replacement of paperbased documents by digital ones in the transmission,
processing and safekeeping business documentation resulted in a considerable reduction in
paper consumption. Now, every employee is able to count in his/her dashboard how many
trees he/she has saved.

The main sources of Sberbank Group’s environmental impact are the infrastructure facilities, expendable materials, and vehicle and aircraft business trips. To minimise unfavourable
impact on environment, we control the use of resources and take action to improve resource
and energy efficiency. Reducing indirect environmental impact, we finance projects in the
fields of alternative power and raising energy efficiency. We also hold various ecological
events designed to promote environmental friendliness.
To control the use of resources, Sberbank develops the management accounting system
that covers waste generation, water consumption, greenhouse gas emissions, and the use
of electric and heat power.
Details of the resource consumption by Group members are provided in Supplements.
Environmental impact.

Cetelem Bank supports the ISO 14000 environmental management standard which requires
to use industrial shredding machines to dispose of paper waste, which is then recycled. This
initiative resulted in 4.3 tonnes of processed paper waste, which is equivalent to 74 saved
trees. Paper recycling also made it possible to save 129,000 litres of fresh water and 8,600
kW of electric power.
Separate waste collection
BPS-Sberbank and Sberbank Europe have introduced a separate waste collection system.
At BPS-Sberbank, following the introduction of separate collection of PET packings, the
non-recyclable plastic waste was reduced by 90%. Sberbank Croatia participated in the
national programme of electronic waste collection and recycling which made it possible to
prevent toxic substances from penetrating to the soil.
Lighting systems
In 2013, Sberbank Europe, Sberbank Ukraine, and DenizBank replaced energy-consuming
neon elements on ads and pointers at their offices with LED lamps which resulted in
substantially higher light output at lower energy consumption.
In the course of scheduled maintenance, Sberbank, BPS-Sberbank, and Sberbank Technologies installed LED lights in their offices, which have lower power consumption and longer
service life. This made it possible to reduce lamp replacement costs and release additional
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power capacity. For example, Sberbank’s Central Head Office achieved 98,287 kWh of annual
power savings.
Air conditioning systems
Air conditioning and heating take a substantial share of electric and heat power consumption.
Therefore, we seek to introduce energy efficient technologies in this sphere. For example,
in the course of the scheduled maintenance, Sberbank Technologies used an innovative
technical solution — air recovery, balanced ventilation system, which produces higher
micro-climate quality and reduces power consumption. In addition, BPS-Sberbank installed
individual temperature control devices, which resulted in 482 Gcal of annual reduction in the
heat power consumption.
Requirements for office equipment
At DenizBank and Sberbank Europe, office and IT equipment procurement is based on
certain energy-efficiency specifications. In particular, all electronic devices purchased for
DenizBank must comply with the A+ energy efficiency class, and air conditioners must be
equipped with inverter. At Sberbank Europe, the procurement of computers, servers and
other IT equipment is based on higher energy-efficiency requirements. These measures
make it possible to achieve the highest efficiency of every energy unit and higher machine
capacity.
Energy certification
Sberbank Europe conducted energy certification of its offices in Croatia. The energy
certificate contains a description of energy consumption by heating, ventilation, and hot
water supply. In addition, energy certificate makes it possible to calculate greenhouse gas
emissions by buildings.
The new building of Sberbank’s main cash centre obtained the first prize from Hi-Tech Building
Awards
In 2013, we commissioned new buildings of Volgo-Vyatsky bank’s Client Transaction Centre in Volgograd
and Sberbank’s Main Cash Centre in Moscow that incorporated innovative energy saving technologies.
The Main Cash Centre building obtained the first prize in the Best Comprehensive Automation Solution for
Commercial Property category. State-of-the-art engineering solutions in energy-efficiency were used in
construction of the buildings including low-emissivity glass, atmospheric cooling air condition systems,
air recovery ventilation systems, and LED lighting systems.
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4.2 Financing alternative and renewable
energy sources and the initiatives to
raise energy efficiency
Sberbank seeks new opportunities to develop business in the field of energy efficiency and
implementation of alternative energy sources. A step along this way was the pilot project
implemented on the premises of our affiliated company. The project included the development and application of the «smart heat supply networks» technology based on automatic
tuning of heat-generating facilities to current consumer demand. The technology was implemented in hot water supply system of ten heat distribution stations in Moscow. In total the
project covered 39 apartment buildings that are connected to those distribution stations. The
project proved that the smart heat supply networks technology used on this set of facilities
brings about 800 Gcal of monthly energy savings.
In 2013, Sberbank Ukraine financed the construction of solar electric plants and a wind farm
in Nikolayev, Kherson, and Odessa Regions, with the total installed capacity of 96.8 MW,
worth EUR 167 mn (RUB 7 bn).
DenizBank participated in the TurSEFF national programme designed to promote energy
efficiency and renewable power source in the private sector. In 2013, the bank financed 16
projects within the programme, for a total of TRY 16 mn (over RUB 267 mn). In addition,
DenizBank granted USD 110 mn (over RUB 3.5 bn) in loans for the construction of a number
of power plants based on renewable energy sources. Finally, in partnership with international financial institutions, EBRD and EIB, the bank was a loan agent in arranging financing
for five major renewable energy facilities worth USD 85 mn (over RUB 2.7 bn).

4.3 Promoting environmental protection

We seek to promote a responsible approach to environment among all our stakeholders.
For this purpose, we hold various environment-related events, with the participation of our
employees’ representatives from government agencies, and the public.
The Yenisei Day
In 2013, Sberbank was again involved in the organisation of The Yenisei Day, an environmentrelated event aimed to attract public attention to the state of the Yenisei, one of the largest
Russian rivers. This year, this environment-protection event turned into a full-scale public
movement. In 2013, The Yenisei Day expanded beyond the Krasnoyarsk Territory and is now
held in the adjacent Republics of Khakassia and Tyva. Over 500 representatives from 12
organisations took part in the event. The participants, including employees of VostochnoSibirsky bank, worked hard to remove dozens of tonnes of garbage and clean the banks of
small rivers that feed the Grand Yenisei — Kana, Kacha, Angara, Chulyma, Podkamennay
Tunguska, and Abakana.
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The Green Marathon
In 2013, Sberbank continued conduction of the Green Marathon. Over 50,000 Russians in 42
Russian cities participated in the 4.2 km race, after which they planted over 3,000 trees and
bushes contributing to the landscaping of their cities.
Sberbank’s initiative was highly praised by international organisations. The Green Marathon
project is included into the Billion Trees campaign implemented worldwide by UNEP (United
Nations Environment Programme) since 2007.
In addition, the Green Marathon project received two awards for contributing to sustainability
from the Gateway to the Future! National Award. This award was also granted to Sberbank
for environmental and social initiatives, implemented as part of the Olympic partnership.
Joint events with environmental organisations
Over 9% of Sberbank Czech Republic employees participated in environmental events held
jointly with the Čmelák — Friends of Nature non-profit organisation. The participants planted
1,300 trees and built a fence to protect the newly-born trees from wild animals. The bank
also cooperates with the Pálava Environmental Education Centre to collect garbage and
improve the Děvín nature reserve.
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The Group followed the GRI Guidelines’ principles to define the Report content: materiality,
stakeholder inclusiveness, sustainability context, and completeness in accordance with the
GRI Guidelines’ recommendations. To decide whether to include an issue in the Report, we
used the following tools:
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶

About The Report

interviews with bank managers;
analysis of industry non-financial reporting;
analysis of the Russian business press;
employee and client polls;
institutional investor polls;
results of the public discussion of the previous Report, with the use of the
crowdsourcing platform.

To ensure Report quality, the Group applied the principles of balance, comparability, accuracy, timeliness, clarity and reliability established by the GRI Guidelines.
The Report complies with Level B of the GRI Sustainability Reporting Guidelines.

Report Boundary
Unless indicated otherwise, the information and performance results, included in the Report, refer to
OJSC Sberbank of Russia’s 2013 Corporate Social Responsibility Report differs from pre
vious non-financial reports of the bank. Previously, corporate social responsibility reports
did not include any information or data other than in Russia. However, consistent Sberbank’s
development as an international diversified financial group made us review our approach to
information disclosure. We are launching integrating processes and building common approaches to corporate governance. Meanwhile the sphere of Sberbank’s influence expands
through its subsidiary banks and affiliated companies with the increasing number of stakeholders and level of responsibility to them.
Therefore, in 2013, we decided to issue a corporate social responsibility report of the Sberbank Group («Report») which is included in the Annual Report comprising also Management
Report and the Group’s financial statements.

▶▶ OJSC Sberbank of Russia in Russia including the Central Head Office and regional banks;
▶▶ Subsidiary banks in Ukraine, Republic of Belarus, Kazakhstan, Turkey, Czech
Republic, Slovakia, Hungary, Slovenia, Croatia, Bosnia and Herzegovina, and
Serbia;
▶▶ Affiliated companies in Russia.
The decision whether to include a subsidiary bank or an affiliated company in the Report was
based on the level of Sberbank’s control (over 50% interest in the company) and materiality
of the company’s impact (staff number over 60 employees).

The Report is designed to provide our principal stakeholders with unbiased, complete, and
consolidated quantitative and qualitative information on the development priorities established by Sberbank’s Corporate Social Responsibility Policy.
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Table 17 Subsidiary banks and affiliated companies

Corporate name

Name used in Report

Subsidiary banks
DENIZBANK A.S.

DenizBank

Sberbank Europe A.G.

Sberbank Europe

OJSC BPS-Sberbank (Republic of Belarus)

BPS-Sberbank

SB JSC Sberbank (Kazakh-stan)

Sberbank Kazakhstan

JSC SBERBANK OF RUSSIA (Ukraine)

Sberbank Ukraine

Cetelem Bank LLC

Cetelem Bank

Affiliated companies
CJSC Sberbank Technologies

Sberbank Technologies

CJSC Sberbank Leasing

Sberbank Leasing

Sberbank Private Pension Fund

Sberbank Private Pension Fund

Yandex.Money, NBCO LLC

Yandex.Money

IC Sberbank Insurance Ltd.

Sberbank Insurance

KORUS Consulting CIS LLC

KORUS Consulting

CJSC Sberbank-AST

Sberbank-AST

ANO Sberbank’s Corporate University

Corporate University

CJSC Business Environment

Business Environment

The information disclosed in the Report covers the year of 2013, ending on December 31, 2013. Nevertheless in order to depict the dynamics of certain key processes, in a
number of sections data for previous periods is provided.
The Management Report contains consolidated financial results for the Sberbank Group,
prepared in accordance with the International Financial Reporting Standards. The Management Report also includes the information about Sberbank Group’s market position, risk
management approach, key corporate governance information, description of brands, pro
ducts and services, operating results, improvements in the procurement system, and other
information commonly disclosed in non-financial reports.
For calculation of direct and indirect emissions of greenhouse gases from the consumption of heat and electricity, as well as greenhouse gas emissions, from using fuel when
transporting, were used IPCC Guidelines for National Greenhouse Gas Inventories and the
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RF National Report on cadastre of man-made emission from sources and absorption by
greenhouse gas sinks outside the scope of Montreal Protocol for 1990-2010.
Information and expert opinions set forth in the Report, are relevant solely on the Report
submission date and may change without prior notice. Neither the Report nor any part
therein contains and should not be interpreted as an offer or incentive to make a purchase or
issuance or as an attempt to make a bid, a tender, underwriting or other acquisition, or as a
recommendation to such acquisition of any shares or equity securities issued by the Bank or
any Bank subdivision; also neither the Report nor any part therein, as well as the fact of its
submission or distribution should be interpreted as the basis, direct or indirect, for concluding any contractual relations, undertaking any obligations or taking investment decisions.
The Information from the Report may contain forward-looking statements. Forward-looking
statements include all statements that are not historic facts, statements concerning Bank
intentions, opinions or current expectation relating among other things to the Bank operational indicators, its financial status, liquidity, perspectives, growth, strategies and the sector where the Bank operates. By their nature, forward-looking statements involve risk and
uncertainty as they involve events which may not take place in the future and depend on
circumstances that may not occur in the future.
Hereby, the Bank warns that forward-looking statements are not guarantees of achievement of the specified indicators in the future; the actual operational indicators, indicators of
the financial status, liquidity and development of the sector where the Bank operates, may
vary considerably from those specified and offered in forward-looking statements contained
in the Report. Besides, even if the Bank operational indicators, its financial status, liquidity
position and development indicators for the sector where the Bank operates, do correspond
to the forward-looking statements contained either in this presentation or in oral statements, such indicators may not serve as a guideline for indicators, nor events of future
periods.

Feedback
To take account of the opinion of all stakeholders, the Report will again be discussed publicly on the crowdsourcing platform at www.sberbank21.ru. All feedback obtained from the
public discussion will be reviewed and taken into account in the preparation of corporate
social responsibility reports for future periods.
GRI Content Index and Supplements containing data by Group members are provided in the
full version of the Report published on Sberbank’s web-site at: http://www.sberbank.ru/
common/img/uploaded/files/pdf/yrep/Annual-Report-2013-eng-all_forprint.zip.
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Glossary
UNDERWRITING — assessment of credit risk (including integrity check) of a participant
in a transaction/counterparty/real estate facility performed by an authorised officer of the
bank.
VIRTUAL SCHOOL — a national comprehensive educational programme implemented as
part of Sberbank’s social activity. The programme is aimed to improve school education by
introducing an educational multi-service information environment.
INTERNAL CLIENT — a formalised internal structural unit of the bank that consumes services of other internal units.
GEOMARKETING — marketing survey technology that relies on geographic analysis of various geographically distributed items and events used to identify target audience in the relevant territorial unit, determine the best location for a new unit, develop concept for existing
or proposed unit, etc.
CLIENT VOICE — a marketing research system that allows to identify client attitude to the
quality of the bank’s service and determine client satisfaction.
INTERNAL CLIENT VOICE — a regular employee poll designed to identify satisfaction with
internal services.
STAKEHOLDERS — physical persons or business entities, or groups thereof, that affect or
are affected by the bank’s operations (clients, employees, shareholders, government authorities, public organisations, etc.)
CONTACT CENTRE — a specialised internal operation unit (UDCC) that supports interaction with clients through communication channels (telephone, Internet) on various servicerelated issues.

c o r p o r at e s o c i a l r e s p o n s ib il i t y

CROWDSOURCING — finding critical solutions involving intellectual resources of unlimited
number of vo-lunteers, normally through IT channels.
CREDIT FACTORY — a loan process for retail clients and small businesses based on centralised and automated processing of loan applications followed by loan approval or disapproval.
MISSION — a socially oriented objective of the organisation that reflects the sense of its
existence, and generally recognised purpose.
BANK’S OWN IMPACT — positive or negative social, economic or environmental changes
that result, in full or in part, from the bank’s operations.
ENVIRONMENT — a natural environment in which organisation operates including air, water, land, natural resources, flora, fauna, humans, outer space, and their interrelation.
EQUATOR PRINCIPLES — a risk management tool comprising a set of voluntary standards
applied by financial organisations to determine, evaluate and manage environmental and
social risks.
TRANSPARENCY — openness in decisions and operations that may have social, economic,
or environmental impact, and preparedness to exchange relevant information in a clear,
exact, timely, fair, and complete manner.
REGIONAL PROGRAMMES — loan programmes stipulated by relevant agreements between OJSC Sberbank of Russia and Russian constituents that provide for loan benefits to
improve housing conditions of local community members.
STRATEGY — a formal document approved by the bank’s Supervisory Board that identifies
the bank’s mission and describes its purposes and objectives, and principal ways to achieve
them for a certain period of time.
SKIMMING — card fraud that involves fraudulent scanning devices (skimmers) used to read
card data, for example magnetic strip or PIN code.

CORPORATE SOCIAL RESPONSIBILITY (CSR) — a set of principles and obligations that
the bank follows in the fields of
▶▶ stakeholder relationship management
▶▶ assessment and management of own economic, social, and environmental impact.
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Acronyms and
abbreviations

SCORING MODEL — a quantitative value that reflects the probability of default, debt repayment, or other target attribute of the model. May be obtained via statistical procedures, or
from expert opinions.
COMMON SERVICE STAFF (CSS) — front-line employees involved in servicing retail clients, small and micro businesses, UDCC employees, employees of client transaction support centres, collection officers, cash office employees, NPL handling officers, underwriting
specialists, etc.

ANE

Academy of National Economy

BU

Business Units

TOP MANAGERS — President, Chairman of Executive Board, Vice Chairpersons of Executive
Board, Senior Vice Presidents, Vice Presidents, Heads of Department.

VMI

Voluntary Medical Insurance

EBRD

European Bank for Reconstruction and Development

EIB

European Investment bank

CUSTOMER SERVICE OUTLETS — supplementary or operational offices, cash desks outside cash office, and mobile cash offices.

UDCC

UDCC — Unified Distributed Contact Center

CJSC

Closed Joint-Stock Company

CARBON UNIT — a measure of greenhouse gas emissions, emission reductions, and emission absorption established by the Kyoto Protocol to the UN Framework Convention on Climate Change and other international requirements.
REMOTE SERVICE CHANNELS — ATMs, payment terminals, Mobile Bank, Sberbank OnLine
SUSTAINABILITY — the development that meets current needs without threatening the
ability of future generations to satisfy their needs.
FRONT OFFICE — a division of the bank responsible for direct communication with clients.
ELECTRONIC PROCUREMENT (AUCTION/REQUEST FOR PROPOSALS) — a competitive
procedure for procuring goods, work, services with potential suppliers/participants making
bids on an electronic trading platform. The participant that offered the lowest bid wins the
auction.
CALL CENTRE — a special division of the bank responsible for handling client requests and
providing information via voice communication channels.
DDoS ATTACK — a distributed network attack of the “service denied” type, which leads to
the disruption, or total blocking of services to legitimate users, systems or other resources.
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DP

Disabled People

IFC

International Finance Corporation

CSS

Common service staff

CSR

CSR — Corporate Social Responsibility

OJSC

Open Joint-Stock Company

CC

Client Complaint

AML/FT

Counteracting the legitimisation of the proceeds of crime (money laundering) and the financing of terrorism

MCO

Mobile Cash Office

RAS

RAS — Russian Accounting Standards

Russia

Russian Federation

Mass media

Mass Media

CIS

CIS — Commonwealth of Independent States

QMS

QMS — Queue Management System

PMS

Performance Management System

EDCS

EDCS — Electronic Document Circulation System

SSM

Self-service Machine

BDC

BDC — Business Development Centre

CAS

Central Automated System

24/7

24 hours a day, 7 days a week

UNEP

UNEP — United Nations Environment Program

BelSEFF

Belarus Sustainable Energy Finance Facility Programme

GRI

Global Reporting Initiative

HR

HR — Human Resources

LBS

LBS — London Business School

PR

PR — Public Relations
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Awards

Group member (Country)

Award/Rating

Awarding organisation

11th Annual Forum Expert-400: Who Makes Russian Economy,
Business Efficiency award

PwC

2 013

Group member (Country)

Award/Rating

Awarding organisation

Award in Eurobond Issue on the Developing Markets in 2012

Euroweek

Best Annual Report in Financial Industry, and Consistent Promotion of Corporate Brand in Annual Statements

Expert-RA

Sberbank (Russia)

Winner in The Best Deal on Developing European Markets in 2012

Euroweek

Bank of Decade, the Big Money 2013 award

Itogi

Winner in the Best Marketing on Financial Markets annual poll

Marketers Guild

1st position among best banks in trade financing in the CIS

Global Trade Review

13th position in The Banker/Brand Finance® Banking 500 2013,
the rating of most valuable banking brands worldwide

The Banker and Brand Finance

SWIFT

1st position in the rating of most valuable world brands (Russia)

Brand Finance

39th position in world SWIFT traffic, 1st position among 50 major
SWIFT share-holders in SWIFT traffic growth rate (48%) 24th
position on the world SWIFT payments market

Winner of the Gateway to the Future! award for the environmental and social initiative, implemented as part of Olympic
partnership

Winter Sochi Olympic Games Organising
Committee

Winner in The Best Private Investor 2013 award in The Best
Broker 2013 and The Best Manager 2013 categories

Moscow Stock Exchange
Retail Finance

Winner in Best Services for Small and Medium Businesses,
Innovation of the Year (Sberbank’s Mega-DPC), Event of the Year
(a joint venture between Sberbank and Yandex based on Yandex.
Money)

Banking Industry 2012 award in financial
innovations and achievements

Retail Finance Award in the Creative Idea of the Year category for
the Olympic Gods promotional campaign
Visa Global Service Quality Performance Award — 2012

Visa global payment system

Best Russian Bank

Global Finance

HSBC Award for the highest share of STP payments in UK pounds
among foreign banks in 2012

HSBC, London

70th position in the BrandZ rating of most valuable world
brands — according to MBO estimates, over the year the value of
Sberbank brand rose 19% to reach USD 12.655 bn

Мillward Вrown Оptimor (MBO)

Top position in international corporate web-site efficiency index
(Russia)

Financial Times, index from Bowen Craggs
& Co

A winner of the Ideal Russian Employer ranking

Universum international research company

Award for excellent quality in formatting STP payments in USD
and EUR in 2012 (2012 USD STP Excellence Award and 2012 EUR
STP Excellence Award)

Deutsche Bank, Germany
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1.The lowest level of fraud in the bank’s acquiring system
2.The lowest number of challenged non-fraud transactions

Award for Excellence 2012 in Recognition for Outstanding STP
Rate

The Bank of New York Mellon

STP Award 2012 for high quality of payments routed via Sberbank’s correspondent account in Euro, opened with Commerzbank AG, Frankfurt am Main

Commerzbank AG, Germany

Winner of the Fundamentals of Growth 2013 award for supporting small and medium businesses in the Infrastructure Project of
the Year category, awarded for Effective Support for Small and
Medium Businesses

Russian Ministry of Economic Development,
RSPP

Visa LEADER Award in the Best Issuer category

Visa global payment system

Best Russian Bank, Best Bank in Central and Eastern Europe,
Awards for Excellence

Euromoney

3. The highest efficiency in challenging fraud transactions as
a credit card issuer
4. The highest efficiency in challenging fraud transactions as
a debit card issuer
5. The highest number of approvals of international debit card
transactions
DenizBank (Turkey)

Winner in the Greatest Job Creating a Culture that Inspires
World-Class Excel-lence category (bank’s call centre), 2013 Call
Centre Week Awards

iQor

9th place in The Strongest Social Brands category, 100 Social
Brands research

Brandwatch

1st place in The Best Retail Business category

Global Financial Market Review

1st place in

The Banker

The Retail Technology Project of the Year
Innovations in Mobile Banking
Innovations in Social Media,
Innovations in Technologies and Transactions award
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2nd place in Utilities and Services

Stevie Awards

Winner in The Most Innovative Client Service, ICMI European Call
Centre Awards

International Customer Management Institute

The finalist in the Retail Delivery category, 2013 Channel Innovation Award

Retail TouchPoints

S usta ining l e a de r ship in c ha ng ing wor l d

sberbank.ru

Group member (Country)

c o r p o r at e s o c i a l r e s p o n s ib il i t y

2 013

Award/Rating

Awarding organisation

Group member (Country)

Award/Rating

Awarding organisation

The Best Security Strategy for Online and Mobile Banking award
from the European Banking Forum 2013 (EBF)

European Banking Forum 2013 (EBF)

Sberbank Ukraine (Ukraine)

Winner in The Most Dynamic Bank and The Best Employer on the
Banking Market categories

Investgazeta

BEST award

American Society for Learning and Development (ASTD)

2nd place in The Best Loan Product and The Best Service Bank
categories, the Ukrainian Banker 2013 rating

2nd place in The Best Training Team

Brandon Hall Group

The leader among super-reliable financial institutions in Ukraine

Lichny Schot (Personal Account)

1st place in the call centre efficiency rating among Ukrainian
banks

Minfin financial portal

3rd place in The Best Leadership Programme
3rd place in The Best Training Results, Brandon Hall Excellence
Awards

Winner in The Most Favourable Cash Loans in Ukraine category

Dengi (Money)

The Best Payment System, Banking Technologies 2013 award

Banking Technology

For the Highest Growth Rate in Visa Card Issuance diploma

Visa International global payment system

Winner in The Century of Advertising

MediaCat, Advertising Age

One of the most convenient banks in Ukraine

Focus

The Fastest Growing Company in the Industry, and The Employer
Brand awards

yenibiris.com

One of the most reliable banks in Ukraine

Expert Ukraine

The finalist in the Recruiting and Employer Brand Construction
categories, People Management Awards

PERYÖN Association

1st place in The Most Professional Bank category, Financial
Rating

Business newspaper

Sedat Simavi Award

Turkish Association of Journalists

1st place in The Best Ukrainian Banks rating

Kontrakry (Contracts)

The Best Banking Support for Tourist Industry, QM Awards

Professional Hotel Managers Associations

Among the three most effective Ukrainian banks

Forbes-Ukraine

Winner in The Most Respected Banks and The Most Respected Industry Brand, the 14th Most Respected in the Companies survey

Capital Magazine

Long-term credit rating uaAA+ with stable outlook

Ukrainian Credit Rating Agency

Sberbank Europe (Croatia)

Employer Partner award for outstanding achievements in HR
management

Selectio advisers, MojPosao recruiting portal

Sberbank Europe (Slovakia)

2nd winner in The Most Innovative Bank in the Country, Zlatá
minca (The Golden Coin) annual award

OVB Allfinanz Slovensko

Winner in The Best Relations with Private Clients, Private Banking Award

Euromoney

3rd place in The Most Dynamic Bank category, Banka roku 2013
award

Fincentrum

Winner in The Most Client-Friendly Bank category, The Best Bank
2013 award

Czech business daily

Sberbank Europe (Bosnia and
Herzegovina)

Among the top five most attractive employers in financial industry

www.posao.ba

BPS-Sberbank (Republic of
Belarus)

2nd place in the rating of 27 Belarusian banks having call centres

Infobank.by and Association of Belarusian
Banks

STP Award 2012 Excellent Quality for achievements in international payments

Commerzbank AG, Germany

Winner in The Most Social Bank category

Kapital.kz

KASE Exchange Market Leader

KASE Information Portal

Sberbank Europe (Czech
Republic)

Sberbank Kazakhstan
(Kazakhstan)
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Deposit rating A (the highest reliability)
Sberbank Ukraine’s credit ratings:

Moody’s Investors Service

Financial sustainability rating (BSFR) — E
Baseline credit assessment (BCA) — B3
Adjusted baseline credit assessment (Adjusted BCA) — B3
Deposits in foreign currencies (GFC) — Caa1
Deposits in national currency (GLC) — Caa2
National scale rating (NSR) — Ba3.ua
Outlook stable
Cetelem Bank (Russia)
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22nd place in the Popular Rating based on the comments of
portal visitors regarding the quality of banking service

Banki.ru portal

Among the 25 best Russian banks in service quality

Banki.ru portal

49th place on the Employer Rating 2012, a list of most attractive
Russian employers

HeadHunter online recruiter in cooperation
with Ekopsi Consulting and PwC

One of the most attractive employers in 2013

SuperJob.ru online recruiter

10th place in car loans issued by Russian banks in the first half
of 2013

RBC.Rating rating agency

9th place among Russian banks providing car loans according
to the Rating prepared by the Banki.ru Information and Research
Service based on the review of loan portfolios of the largest
retail financial organisations in the first half of 2013

Banki.ru portal
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Group member (Country)

Award/Rating

Awarding organisation

Group member (Country)

Award/Rating

Awarding organisation

Sberbank Technologies
(Russia)

40th place in CNews100: Largest IT Companies in Russia 2012
in 2013

CNews

Sberbank-AST (Russia)

A winner in the Electronic Trade category of The Company of the
Year 2013 national business award

RBC Group, Russian Chamber of Commerce
and Industry

1st place in CNews100: The Fastest Growing IT Companies 2012
in 2013

CNews

2nd place in the Russian Electronic Trade Platforms Rating

National Association of Electronic Trade
Participants

GTR Leaders in Trade Awards 2012 in The Transaction of the Year
2012, and The Best CIS Bank in Trade Finance 2012 categories

Global Trade Review

Corporate University (Russia)

SABA Newcomer: Rookie Award 2013

SABA, a supplier of strategic software solutions and human capital management services

For Contributing to Industry Development awards granted to the
company managers

Expert-RA

Business Environment (Russia)

Russian Ministry of Economic Development,
RSPP

For Comprehensive Risk Management System diploma from
the 11th Annual Professional Conference Risk Management in
Russia — 2013

Expert-RA

2nd Annual Award The Basis for Growth in The Best Business
Project in Entrepreneurship Promotion category; For Contributing
to the Development of Russian Small and Medium Businesses
diploma

Strategic Initiative Agency

A++ (exclusively high (the highest) financial sustainability
rating) from the Credit Rating of Leasing Companies (Financial
Sustainability)

Expert-RA

Award from the 2nd All-Russia Journalist Competition Business
in Russia: Stories, Successes, Problems in The Best Journalist
Business Report (or Investment Climate in Russia) in Internetmedia, on Information Agency’s Web-site, or Blogosphere

The 3rd largest leasing company in Russia

Expert-RA

A winner in The Best Journalist Report on Youth Business
category of the Respect annual award

GENERATION 2025 Youth and Business Initiative Centre

BBB (sufficient credit rating), AAA according to national scale (the
highest credit rating)

Fitch Ratings

For R&D development

Expert-RA

The Development Performance category from the Russian
Financial Elite national award

Expert-RA

A++ (exclusively high (the highest) reliability) reliability rating of
non-state pension funds

Expert-RA

AAA (maximum reliability) individual reliability rating of asset
management companies

National Rating Agency

The highest reliability rating А.hr of the Employee Attractiveness
Rating

Expert-RA

The Invention of the Year category of the Golden Salamander
Russian Public Insurance Award

Financial World

1st place in The Best Product in Investment Life Insurance 2012
category from Investor Awards 2013

Investor.ru

1st place in The Fastest Life Insurance Start-up category from
Retail Finance Awards

Retail Finance

A winner in the Insurance category of The Best Legal Departments international competition

Corporate Lawyer

The Largest SaaS Suppliers in Russia 2013 award in cloud
services

CNews

Sberbank Leasing (Russia)

Sberbank Private Pension
Fund (Russia)

Sberbank Insurance (Russia)

KORUS Consulting (Russia)
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Association
memberships

▶▶ Russian-Czech Chamber of Commerce and Industry
▶▶ Association of Small and Medium Businesses
▶▶ Chamber for Commercial Relations with CIS States, special chamber of commerce
▶▶ Czech-German Foreign Trade Chamber
▶▶ French-Czech Chamber of Commerce
▶▶ Italian-Czech Chamber of Commerce
▶▶ Russian Chamber of Commerce
▶▶ Capital Market Association

Sberbank
▶▶ Association of Russian Banks (ARB)
▶▶ Russian National SWIFT Association, ROSSWIFT
▶▶ Association of MasterCard Members (non-profit organisation), AMM (on
13.05.2013 the name was changed from the Association of Russian EUROPAY
Members)
▶▶ Association of Bill Market Participants (ABMP)
▶▶ U.S.-Russian Business Council (USRBC)
▶▶ Non-profit association of legal entities Russian-American Business Cooperation Council (RABCC)
▶▶ Non-profit partnership Russian-Chinese Business Council (NP RCBC)
▶▶ World Economic Forum (WEF)
▶▶ International Monetary Conference (IMC)
▶▶ International Banking Security Association (IBSA)
▶▶ International Capital Market Association (ICMA)
▶▶ National Foreign Exchange Association (NFEA)
▶▶ National Association of Securities Market Participants
▶▶ National Securities Market Association (NSMA)
▶▶ Non-commercial Partnership National Payments Council

Sberbank Europe
Austria
▶▶ Vienna Economic Forum
▶▶ Austrian-Russian Society
Bosnia and Herzegovina
▶▶ Global Agreement Network in Bosnia and Herzegovina
▶▶ Banking Association of Bosnia and Herzegovina

Slovakia
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶
▶▶

Bratislava Stock Exchange
Association of Slovakian Banks
Slovakian Chamber of Commerce and Industry
Association of Security Dealers
Association of Financial Servants
Slovak-Austrian Chamber of Commerce
American Chamber of Commerce
Slovak-French Chamber of Commerce
Slovak-Spanish Chamber of Commerce
The Netherlands Chamber of Commerce in Slovak Republic
Slovak-German Chamber of Commerce

Croatia
▶▶
▶▶
▶▶
▶▶

Association of Croatian Banks
Croatian Chamber of Economy
Croatian Employers Association
Croatian Financial Market Association

BPS-Sberbank
▶▶ Association of Belarusian Banks
▶▶ Belarusian Association of Securities Market Participants
▶▶ Moscow Interbank Currency Exchange — currency market section
▶▶ Belarusian Currency and Stock Exchange — currency, stock and forward market
sections
▶▶ Society for Worldwide Interbank Financial Telecommunications S.W.I.F.T.
(member and shareholder)

Czech Republic
▶▶ Association of Czech Banks
▶▶ Regional Chamber of Commerce and Industry, Brno
▶▶ Czech Institute of Internal Auditors

Sberbank Ukraine
▶▶ Association of Ukrainian Banks
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Cetelem Bank
▶▶ French Club Association — French-Russian Chamber of Commerce and Industry
(CCIFR). Honorary member from 01.06.2012 to 31.05.2013
Sberbank Technologies
▶▶ Resident of Skolkovo Innovation Centre, Russia
▶▶ Resident of High Technologies Park, Republic of Belarus
Sberbank Leasing
▶▶ United Leasing Association (ULA)
▶▶ European Federation of Leasing Company Associations
Sberbank Private Pension Fund
▶▶ Board of NP National Association of Non-state Pension Funds (NAPF)
▶▶ Task team for improving the regulation of pension provision and pension insurance activities
▶▶ Expert Council for Collective Investments under the Bank of Russia’s Financial
Markets Service
▶▶ RSPP Committee for developing the pension system and social insurance
▶▶ Interdepartmental task team under a Russian Ministry for improving Russian
legislation in the field of the regulation of private pension fund activity
▶▶ Decision Board
Yandex.Money
▶▶ Electronic Money Association (EMA)
Sberbank Insurance
▶▶ Life Insurers Association
▶▶ Russian Insurers Union
Korus Consulting
▶▶ Non-profit partnership Effective Response to Customer Requests
▶▶ Member of the UNISCAN/GS1 RUS Association of Automatic Identification
▶▶ St. Petersburg Chamber of Commerce and Industry
Corporate University
▶▶ European Foundation for Management Development (EFMD)
▶▶ Corporate University Xchange (CorpU)
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