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Training
Our Group received roughly €5 million in 2016 by leveraging our capacity to cover training costs with public funds.

Training hours per capita by employment tier, gender and training type, 2016
Training type Top Management Executive Middle Management Staff

Female Male Female Male Female Male Female Male

Managerial training 0.00 2.56 5.53 4.42 5.68 3.93 1.46 1.67
Technical training 6.02 3.09 9.67 5.04 12.65 11.68 20.76 23.69
Foreign language training 0.00 0.25 1.62 5.71 1.07 1.21 1.45 1.40

This data was drawn from a population that represented 91.11 percent of employees. Training hours included 
e-learning, classroom instruction and on-the-job training.

In 2016, we conducted 10,310 hours of trainings in our Markets in Financial Instruments Directive (MiFID) courses.

Industrial Relations2

At UniCredit, we strongly believe in the importance of social dialogue, particularly on the topic of the Group’s 
labor practices. We believe that social dialogue enhances our ability to cooperate, our listening skills and our 
understanding of domestic and global labor needs. Our consistent Groupwide approach has enabled us to maintain 
a high standard of social dialogue in recent years, helping us to manage the challenging goals established in our 
business plans.
We remain committed to improving UniCredit’s social dialogue in every country in which we operate, with a focus 
on building on our strong European identity. At the national level, workers’ interests may be represented in our 
Group by trade unions, works councils or other representatives in line with applicable labor laws and local industrial 
relations systems. At the international level, workers are represented by the European Works Council (EWC), which, 
since it was founded in 2007, has worked to ensure the right to information and consultation on transnational 
Group activities that could significantly affect workers’ interests. It currently has 39 members, representing 18 
countries (Austria, Bosnia and Herzegovina, Bulgaria, Croatia, Czech Republic, Germany, Hungary, Ireland, Italy, 
Luxembourg, Poland, Romania, Russia, Serbia, Slovakia, Slovenia, Ukraine and United Kingdom).
The council’s third term began in 2015. In May 2016, following the appointment of the EWC workers’ 
representatives, training was provided to the council members by an independent, accredited research and 
education institution, the European Trade Union Institute. The aim was to provide instruction on the European 
Directive on European Works Councils and on UniCredit EWC Founding Agreement, as well as on the role of the 
members. The instruction involved working groups and in-depth case studies.
The following meetings took place in 2016, to ensure that employees were duly informed and consulted:
• two ordinary meetings, attended by members of the EWC and Top management, covering various topics ranging 

from the Group’s results to development strategies in CEE countries and our new Transform 2019 Strategic Plan
• five meetings of the Select Committee, which is the point of contact with central management and has the power 

to organize meetings about specific topics, in order to ensure the continuous and timely flow of information to all 
members of the EWC in the intervals between the two general meetings.

2.	This data is drawn from the following subset of Group entities unless stated otherwise:
•	 Italy: FinecoBank SpA; Pioneer Global Asset Management SpA; Pioneer Investment Management SGRpA; UniCredit Business Integrated Solutions SCpA; 

UniCredit Leasing SpA; UniCredit SpA
•	 Germany: UniCredit Bank AG; UniCredit Business Integrated Solutions SCpA
•	 Austria: UniCredit Bank Austria AG; UniCredit Business Integrated Solutions Austria GmbH
•	 Poland: Bank Pekao SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA
•	 Bosnia and Herzegovina: UniCredit Bank ad Banja Luka; UniCredit Bank dd; UniCredit Leasing doo
•	 Bulgaria: UniCredit Bulbank AD; UniCredit Consumer Financing EAD; UniCredit Factoring EAD; UniCredit Leasing EAD
•	 Croatia: Zagrebačka Banka DD
•	 Czech Republic: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Hungary: UniCredit Bank Hungary Zrt; UniCredit Business Integrated Solutions SCpA; UniCredit Leasing Hungary Zrt
•	 Romania: UniCredit Bank SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA
•	 Russia: AO UniCredit Bank
•	 Serbia: UniCredit Bank Serbia Jsc
•	 Slovakia: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Slovenia: UniCredit Banka Slovenija DD; UniCredit Leasing, Leasing, doo.
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A few days after Transform 2019 was presented to the public, an ordinary meeting of the EWC took place, ensuring 
that employees were duly informed and consulted; at the meeting, the Group’s Top management outlined 
the strategic guidelines and objectives of the new plan and answered questions from the council members. 
Subsequently discussions were initiated with the local trade unions and works councils in every country, with the 
object of achieving stated goals while maintaining compliance with local laws and conditions.

At the national level, an important agreement with the trade unions was signed on March 8, 2016, to reduce the 
number of managers. The object of the agreement was to address the process established in the second phase of 
the 2014-2018 Strategic Plan, on the basis of four main pillars: staff reductions meeting predefined targets; an 
innovative approach; social responsibility; and customized and sustainable solutions. 

Different solutions were implemented for different groups of managers: early retirement, redundancy (with various 
incentives) and demotions (termination of the employment and subsequent reemployment at a lower level, in 
middle management), with lower gross salary. Those affected by the project received fair treatment and a higher 
level of protection than that provided by contract or law.

In Austria, UniCredit Bank Austria and the Central Works Council conducted high-level negotiations and signed 
an agreement that provides for the termination of the bank pension system for approximately 3,000 employees 
on the basis of a company agreement, with the terms defined at the end of February 2016. Exemption from the 
state pension system was no longer an option, so the pension benefits accrued by employees were transferred 
to the state pension system. Employees close to retirement were allowed to retire on the basis of the old system 
until the end of December 2016, in accordance with an agreement signed on February 29, 2016. For the future, 
no retirement benefits are available to current employees. The pension benefits accrued remain valid for the 
pensioners. In addition to the state pension system, a defined-contribution corporate pension scheme has been 
created already in 2000, which is managed through a multi-company pension fund. The bank and the union 
representatives have reached an agreement (Sozialplan) that defines the process and conditions for leaving the 
company, with the objective of managing the staff reductions required under the bank’s reorganization plan, which 
is called BA reloaded. The reductions were implemented on a voluntary basis on the part of employees.

The Focus project in Germany covered the UBIS perimeter. This initiative was another example of good trade union 
relations in 2016. An agreement led to the reduction of about 200 employees in our German commercial bank. Two 
main incentives were used: early retirement plans and voluntary redundancy, both based on a payment in lieu of 
notice. Reemployments were also used, thereby combining efficiency measures with people development activities. 
Specifically, a significant number of bank employees were reemployed in IT functions, which represent an area of 
strategic investment for the Group. This option offered many individuals an interesting opportunity for professional 
growth.
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Percentage of employees covered by collective bargaining agreements, 2016A

Country 2016
Italy 100.0%
Germany

UniCredit Bank AG
UniCredit Business Integrated Solutions SCpA

45.6%
51.1%

Austria 100.0%
Poland

Bank Pekao SA 76.5%
UniCredit Business Integrated Solutions Austria GmbH
UniCredit Business Integrated Solutions SCpA 100.0%

Bosnia and Herzegovina 100.0%
BulgariaB 60.0%
Croatia 100.0%
Czech Republic 100.0%
Hungary Not applicable
Romania

UniCredit Bank SA Not applicable
UniCredit Business Integrated Solutions Austria GmbH 
UniCredit Business Integrated Solutions SCpA 100.0%

Russia 100.0%
Serbia Not applicable
Slovakia 100.0%
Slovenia 100.0%

A.	The collective bargaining agreement refers to national, sector and company level.
B.	Data refers to UniCredit Bulbank AD.
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Notice period typically provided to employees and their elected representatives prior to 
implementing significant operational changes that could affect them substantially, 2016

Country Notice period
Legal

number of
days notice

Notice period
specified in collective

bargaining agreements

Italy Yes 25 Yes
Germany No - -
Austria

UniCredit Bank Austria AG Yes 5A No
UniCredit Business Integrated Solutions Austria GmbH No - -

Poland
Bank Pekao SA Yes 3 Yes
UniCredit Business Integrated Solutions Austria GmbH
UniCredit Business Integrated Solutions SCpA Yes 30 No

Bosnia and Herzegovina
UniCredit Bank ad Banja Luka
UniCredit Bank dd
UniCredit Leasing doo

Yes 

Yes

8 

15

YesB 

No

Bulgaria Yes 45 Yes
Croatia Yes 14 Yes
Czech Republic Yes 60 Yes
Hungary Yes 30 No
Romania

UniCredit Bank SA Yes 10C No
UniCredit Business Integrated Solutions Austria GmbH 
UniCredit Business Integrated Solutions SCpA Yes 30 Yes

Russia Yes 60 No
Serbia Yes 30 No
Slovakia

UniCredit Bank Czech Republic and Slovakia, as Yes 30 No
UniCredit Business Integrated Solutions SCpA Yes 30 Yes

Slovenia Yes 8 Yes

A.	5 days to give notice to individual employees. No specific period for organizational changes.
B.	Collective bargaining agreement present until May 2016, when it was abrogated.
C.	Notice period might change according to the situation.
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Welfare, health and safety, work-life balance3

We support the well-being of our employees and their families by providing welfare and work-life balance services 
that respond to their needs during their life cycle, including the supplementation of public services (e.g., enhancing 
public health assistance with specific coverage provided by our Group). These benefits are defined at the country 
level due to differences in local laws and practices.

In nearly all countries, part-time and fixed-term employees are offered the same benefits that are offered to 
full-time and permanent employees. In several countries, colleagues are provided with certain benefits following an 
initial work period. Employees in most countries have the option to use the flexibility hourly and facultative periods 
leaves, like parental leaves and sabbatical for personal reasons or training purposes.

Retirement plans offered to employees, 2016

Country Principal retirement plans

Italy Defined contribution plan
Germany Defined contribution plan
Austria

Pioneer Investments Austria GmbH
Schoellerbank Aktiengesellschaft
UniCredit Bank Austria AG
UniCredit Leasing (Austria) GmbH Defined contribution plan
UniCredit Business Integrated Solutions Austria GmbH No plans

Poland No plans
Bosnia and Herzegovina No plans
Bulgaria No plans
Croatia No plans
Czech Republic

UniCredit Bank Czech Republic and Slovakia, as Defined contribution plan
UniCredit Business Integrated Solutions SCpA No plans

Hungary No plans
Romania No plans
Russia Defined contribution plan
Serbia No plans
Slovakia

UniCredit Bank Czech Republic and Slovakia, as Defined contribution plan
UniCredit Business Integrated Solutions SCpA No plans

Slovenia No plans

3.	This data is drawn from the following subset of Group entities unless stated otherwise:
•	 Italy: FinecoBank SpA; Pioneer Global Asset Management SpA; Pioneer Investment Management SGRpA; UniCredit Business Integrated Solutions SCpA; 

UniCredit Leasing SpA; UniCredit SpA
•	 Germany: UniCredit Bank AG; UniCredit Business Integrated Solutions SCpA
•	 Austria: Pioneer Investments Austria GmbH; Schoellerbank Aktiengesellschaft; UniCredit Bank Austria AG;  

UniCredit Business Integrated Solutions Austria GmbH; UniCredit Leasing (Austria) GmbH
•	 Poland: Bank Pekao SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA 
•	 Bosnia and Herzegovina: UniCredit Bank ad Banja Luka; UniCredit Bank dd; UniCredit Leasing doo
•	 Bulgaria: UniCredit Bulbank AD; UniCredit Consumer Financing EAD; UniCredit Factoring EAD; UniCredit Leasing EAD
•	 Croatia: Zagrebačka Banka DD
•	 Czech Republic: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Hungary: UniCredit Bank Hungary Zrt; UniCredit Business Integrated Solutions SCpA; UniCredit Leasing Hungary Zrt
•	 Romania: UniCredit Bank SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA; UniCredit Consumer 

Financing IFN SA; UniCredit Leasing Corporation IFN SA
•	 Russia: AO UniCredit Bank
•	 Serbia: UniCredit Bank Serbia Jsc
•	 Slovakia: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Slovenia: UniCredit Banka Slovenija DD; UniCredit Leasing, Leasing, doo.
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Welfare system, 2016A

Country National mandatory 
welfare system

Voluntary company 
welfare system

Italy Yes Yes
Germany Yes Yes
Austria Yes Yes
Poland Yes No
Bosnia and Herzegovina Yes No
Bulgaria Yes Yes
Croatia Yes No
Czech Republic

UniCredit Bank Czech Republic and Slovakia, as Yes Yes
UniCredit Business Integrated Solutions SCpA Yes No

Hungary Yes Yes
Romania

UniCredit Bank SA
UniCredit Consumer Financing IFN SA
UniCredit Leasing Corporation IFN SA Yes No
UniCredit Business Integrated Solutions Austria GmbH 
UniCredit Business Integrated Solutions SCpA Yes Yes

Russia Yes Yes
Serbia Yes Yes
Slovakia

UniCredit Bank Czech Republic and Slovakia, as Yes Yes
UniCredit Business Integrated Solutions SCpA Yes No

Slovenia Yes No

A.	The welfare system includes pension plan and/or health insurance plans, in accordance with different local laws. Any employee can access voluntary company 
welfare systems where available.
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Contribution by employees and/or employers  
to the voluntary company pension system, 2016

Country Contribution from employer Contribution from employee

ItalyA 2% or 3%B Minimum 2% up to 4%
Germany 2.5% of gross income  

up to gross yearly  
income of €60,012

2.5% of gross income 
 up to gross yearly  
income of €60,012

Austria 
 
 
UniCredit Bank Austria AG 2.9% or more

Arrangements between the 
pension fund and employee are 

made on an individual basis
 
 
UniCredit Business Integrated Solutions Austria GmbH 2.5% of the yearly gross salary

Arrangements between the 
pension fund and employee  

are made on an individual basis
Poland Not applicable Not applicable
Bosnia and Herzegovina Not applicable Not applicable
Bulgaria Not applicable Not applicable
Croatia Not applicable Not applicable
Czech Republic

UniCredit Bank Czech Republic and Slovakia, as Approximately €900 Not specifically required
UniCredit Business Integrated Solutions SCpA Not applicable Not applicable

Hungary
UniCredit Bank Hungary Zrt
UniCredit Leasing Hungary Zrt No

Max 6% of gross base salary  
(max €132)

UniCredit Business Integrated Solutions SCpA No
Maximum 50%  

of the minimum wage
Romania

UniCredit Bank SA
UniCredit Consumer Financing IFN SA
UniCredit Leasing Corporation IFN SA Not applicable Not applicable
UniCredit Business Integrated Solutions Austria GmbH 
UniCredit Business Integrated Solutions SCpA

100 RON (approximately €22) 
of the monthly salary Not applicable

Russia 7% of the monthly base salary 7% of the monthly base salary
Serbia Not applicable Not applicable
Slovakia

UniCredit Bank Czech Republic and Slovakia, as €180 yearly Minimum €120 yearly
UniCredit Business Integrated Solutions SCpA Not applicable Not applicable

Slovenia Not applicable Not applicable

A.	The reported contribution percentages refer to the second section of the Fondo Pensione per il Personale delle Aziende del Gruppo UniCredit, the pension fund 
currently open to new participants.

B.	A further contribution of 2 percent for newly recruited staff (art. 46, paragraph 3 - National Collective Bargaining Agreement of ABI, March 3, 2015) is added to 
this assumption for 4 consecutive years; consequently, the contribution from the employer amounts to 4 percent for this category.



UniCredit • 2016 Integrated Report S. 57

Supplement
→ Human Capital

Transition assistance programs to support employees, 2016A

Country

The program includes:

Pre-retirement 
planning for 

intended 
retirees

Retraining for 
those

intending 
to continue 

working

Severance pay
Job placement 

services

Assistance
transitioning 

to non-working 
life (training, 
counseling)

Italy Yes Yes Yes Yes Yes
Germany

UniCredit Bank AG Yes Yes Yes Yes No
UniCredit Business Integrated 
Solutions SCpA Yes No Yes Yes No

Austria
UniCredit Bank Austria AG Yes Yes Yes Yes Yes
UniCredit Business Integrated 
Solutions Austria GmbH Yes No Yes Yes Yes

Poland
Bank Pekao SA No No Yes No No
UniCredit Business Integrated 
Solutions Austria GmbH 
UniCredit Business Integrated 
Solutions SCpA No No Yes Yes No

Bosnia and Herzegovina
UniCredit Bank ad Banja Luka
UniCredit Leasing doo
UniCredit Bank dd

No 
Yes

No 
No

Yes 
Yes

No 
No

No 
No

Bulgaria No No Yes No No
Croatia No Yes Yes No No
Czech Republic

UniCredit Bank Czech Republic 
and Slovakia, as Yes Yes Yes Yes No
UniCredit Business Integrated 
Solutions SCpA No Yes Yes Yes No

Hungary
UniCredit Bank Hungary Zrt
UniCredit Leasing Hungary Zrt No No Yes Yes Yes
UniCredit Business Integrated 
Solutions SCpA No No Yes No No

Romania No No Yes No No
Russia No No Yes No No
Serbia No No Yes No No
Slovakia

UniCredit Bank Czech Republic 
and Slovakia, as No Yes Yes Yes No
UniCredit Business Integrated 
Solutions SCpA No Yes Yes No No

Slovenia Yes No Yes No No

A.	In some cases, the programs are provided only in case of company restructuring/reorganization.
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Health and safety management4

Health and safety at work is a key issue that goes far beyond meeting the obligations set out by law. Instead, it 
must be seen as a core value whose ultimate goal is to guarantee well-being at work through a combination of 
actions and systems.
UniCredit has launched many initiatives to help reach this objective, while of course also ensuring compliance with 
the law. 

These include:
• adequate evaluation of risks (e.g., analysis and verification of staff work activities, including the nature of the job, 

the job’s instruments, work spaces, individual and collective protection measures, technical infrastructure and 
contractual matters - both for internal and contracted positions)

• realizing a higher level of wellness at work through dedicated initiatives, workshops and training.

Formal joint management-worker health and safety committees, 2016A 

Country

Existence of a formal
joint management

worker health and safety
committee

Level at which the
committee operates

Italy No Not applicable
Germany Yes Legal Entity
Austria Yes Legal Entity
Poland

Bank Pekao SA Yes Legal Entity
UniCredit Business Integrated Solutions Austria GmbH
UniCredit Business Integrated Solutions SCpA No Not applicable

Bosnia and HerzegovinaB Yes Legal Entity
Bulgaria Yes Legal Entity
Croatia Yes Legal Entity
Czech Republic No Not applicable
Hungary No Not applicable
Romania Yes Legal Entity
Russia No Not applicable
Serbia No Not applicable
Slovakia No Not applicable
Slovenia No Not applicable

A.	If present, all the employees are represented by a formal joint management-worker health and safety committee. 
B.	Refers to UniCredit Bank ad Banja Luka.

4.	This data is drawn from the following subset of Group entities unless stated otherwise:
•	 Italy: Pioneer Global Asset Management SpA; Pioneer Investment Management SGRpA; UniCredit Business Integrated Solutions SCpA; UniCredit Leasing SpA; 

UniCredit SpA
•	 Germany: UniCredit Bank AG; UniCredit Business Integrated Solutions SCpA
•	 Austria: Pioneer Investments Austria GmbH; Schoellerbank Aktiengesellschaft; UniCredit Bank Austria AG; UniCredit Business Integrated Solutions Austria 

GmbH
•	 Poland: Bank Pekao SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA
•	 Bosnia and Herzegovina: UniCredit Bank ad Banja Luka; UniCredit Bank dd; UniCredit Leasing doo
•	 Bulgaria: UniCredit Bulbank AD; UniCredit Consumer Financing EAD; UniCredit Factoring EAD; UniCredit Leasing EAD
•	 Croatia: Zagrebačka Banka DD
•	 Czech Republic: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Hungary: UniCredit Bank Hungary Zrt; UniCredit Business Integrated Solutions SCpA; UniCredit Leasing Hungary Zrt
•	 Romania: UniCredit Bank SA; UniCredit Business Integrated Solutions Austria GmbH; UniCredit Business Integrated Solutions SCpA
•	 Russia: AO UniCredit Bank
•	 Serbia: UniCredit Bank Serbia Jsc
•	 Slovakia: UniCredit Bank Czech Republic and Slovakia, as; UniCredit Business Integrated Solutions SCpA
•	 Slovenia: UniCredit Banka Slovenija DD; UniCredit Leasing, Leasing doo.
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Formal agreements with employees’ representatives on health and safety issues, 2016A

Country

Existence of
formal agreements

with employees’
representatives

Italy No
Germany

UniCredit Bank AG No
UniCredit Business Integrated Solutions SCpA Yes

Austria No
Poland

    Bank Pekao SA Yes
    UniCredit Business Integrated Solutions Austria GmbH
    UniCredit Business Integrated Solutions SCpA No

Bosnia and HerzegovinaB Yes
Bulgaria Yes
Croatia Yes
Czech Republic Yes
Hungary No
Romania Yes
Russia Yes
Serbia No
Slovakia Yes
Slovenia No

A.	The employees’ representatives may refer to Trade Unions, Work Council, etc.
B.	Refers to UniCredit Bank ad Banja Luka.

Rates of injury, lost days and absenteeism, 2016A

Country
Injury rateB Lost day rateC Absentee rateD

Female Male Female Male Female Male

Italy 2.31 1.46 1.07 0.89 8.42 7.24
Germany 4.10 1.65 0.02 0.01 7.18 4.77
Austria 1.62 0.61 0.00 0.00 9.86 8.65
Poland 2.06 1.38 0.11 0.09 6.85 3.81
Bosnia and Herzegovina 1.76 0.00 0.22 0.09 3.86 1.68
Bulgaria 0.14 0.00 0.06 0.00 4.53 2.41
Croatia 1.10 0.49 0.31 0.13 5.61 4.21
Czech Republic 0.30 0.00 0.00 0.00 5.41 2.73
Hungary 0.65 1.46 0.01 0.00 6.75 2.33
Romania 0.00 0.00 0.01 0.00 5.80 3.62
Russia 0.19 0.00 0.01 0.00 3.30 2.86
Serbia 0.00 0.00 0.00 0.00 2.13 1.77
Slovakia 2.40 0.00 0.08 0.00 4.17 1.91
Slovenia 4.07 0.00 0.57 0.37 8.84 4.89

A.	This table refers to the perimeter defined at page 50 - Industrial Relations. Injuries are recorded as per applicable local law. Country to country comparison can 
be misleading due to different tracking systems and differences in local laws.

B.	This was calculated as follows: (total no. of workplace injuries/total working hours)*1,000,000.
C.	This was calculated as follows: (total no. of days of absence due to injuries/total working hours)*1,000.
D.	This was calculated as follows: (total no. of days of absence/total working hours)*1,000. Days of absence refers to: injuries, illness, strikes and other reasons 

(e.g. medical controls, election days).
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Disputes concerning labor, welfare issues  
and administrative bodies5

Number of disputes concerning labor issues, 2016

Country Opened prior to 2016 Opened in 2016 Closed in 2016 Open as Dec. 31, 2016

Italy 709 210 249 670
Germany

UniCredit Bank AG 21 26 28 19
UniCredit Business Integrated 
Solutions SCpA 5 2 5 2

Austria
UniCredit Bank Austria AG 10 10 7 13
UniCredit Business Integrated 
Solutions Austria GmbH 15 2 11 6

Poland
Bank Pekao SA 68 14 17 65
UniCredit Business Integrated 
Solutions Austria GmbH
UniCredit Business Integrated 
Solutions SCpA 1 1 1 1

Bosnia and Herzegovina 45 5 5 45
Bulgaria 12 3 8 7
Croatia 28 4 4 28
Czech Republic

UniCredit Business Integrated 
Solutions SCpA 0 2 1 1

Hungary
UniCredit Bank Hungary Zrt
UniCredit Leasing Hungary 
Zrt 5 6 2 9

Romania
UniCredit Bank SA 3 2 2 3

Russia 3 2 4 1
Serbia 12 0 2 10
Slovakia

UniCredit Bank Czech 
Republic and Slovakia, as 0 2 0 2
UniCredit Business Integrated 
Solutions SCpA 0 1 1 0

Slovenia 0 1 1 0

5. The tables under this paragraph refer to the perimeter defined at page 50 - Industrial Relations. Due to improved data collection processes, some figures may differ from 
data presented in the 2015 Integrated Report.
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Number of disputes concerning welfare issues, 2016

Country Opened prior  
to 2016

Opened  
in 2016

Closed 
 in 2016

Open  
as Dec. 31, 2016

Italy 85 3 21 67

Number of disputes concerning administrative bodies, 2016

Country Opened prior 
 to 2016

Opened  
in 2016

Closed  
in 2016

Open  
as Dec. 31, 2016

Italy 2 0 0 2
Poland

Bank Pekao SA 15 5 6 14
Czech Republic

UniCredit Bank Czech Republic and 
Slovakia, as 0 3 3 0
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Number of customers by division and country as of December 31, 2016A

Commercial Banking Division Number

Italy
Retail
Corporate
Private Banking

7,419,700
46,002

148,162
Germany

Retail
Corporate
Private Banking

1,248,220
313,715

46,025
AustriaB

Retail
Corporate
Private Banking

1,662,068
20,649
27,499

Poland 5,232,739
Non-Core 129,220
Asset Gathering Division 1,074,882
CEE Retail Division

Bosnia and Herzegovina
Bulgaria
Croatia
Czech Republic (incl. Slovakia)
Hungary
Romania
Russia
Serbia
Slovenia

657,059
980,445
956,155
476,198
321,686
602,032
606,812
223,918
68,508

CEE Corporate Division

Bosnia and Herzegovina
Bulgaria
Croatia
Czech Republic (incl. Slovakia)
Hungary
Romania
Russia
Serbia
Slovenia

3,517
12,429

4,753
23,899

8,664
7,315
5,172
3,717
2,469

CEE Private Banking Division

Bulgaria
Croatia
Czech Republic (incl. Slovakia)
Hungary
Romania
Russia
Slovenia

1,888
2,451
5,051
1,073

881
1,722

311

A. In 2016, variances in CEE countries compared to 2015 are due to their alignment with the Group methodology.
B.	In 2016, the total number of Austria Retail and Corporate customers was restated due to shift of clients across segments according to business model 

evolution.
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Customer satisfaction
To measure, analyze and express customer satisfaction levels across the Group, UniCredit has chosen to use the 
TRI*M Index, an approach developed by an industry world leader, TNS Infratest. The use of a trademarked external 
methodology guarantees that methodology and results are in line with the highest and strongest quality standards. 
It also allows us to make consistent comparisons not only with competitors but also with businesses from other 
industries. Additionally, the use of a third-party approach is even more important because the TRI*M Index  
is a component of UniCredit’s compensation system. Customer satisfaction levels are measured at least once a year 
across all Group countries, while additional periodical surveys could be carried out in line with local needs.

Retail TRI*M Index resultsA

Country 2016 2015 2014 2016 
competitors’  
TRI*M Index  

results

Italy 65 66 65 56
Germany 73 67 71 64
Austria 59 67 66 70
Poland 63 62 61 61
Bosnia and Herzegovina

UniCredit Bank ad Banja Luka 84 95 89 76
UniCredit Bank dd 80 86 90

Bulgaria 78 78 81 65
Croatia 79 79 81 71
Czech Republic 82 74 70 74
Hungary 68 68 68 67
Romania 71 70 68 66
Russia 83 86 86 81
Serbia 97 94 93 69
Slovakia 89 88 84 81
Slovenia 82 80 79 61

A. In Italy, Poland and CEE, Retail segment refers to individual clients (i.e., Mass Market and Affluent) and Small Business. In Germany the term Retail segment 
refers to individual clients (i.e., Mass Market and Affluent). In Austria the term refers to Individuals (i.e., Mass Market and Affluent); a resegmentation started 
in 2016 is still ongoing, and so Small Business will be included in the Retail segment together with private/individual clients (i.e., Mass Market and Affluent), 
from 2017. 

In 2016, survey results confirmed UniCredit’s leading position in the majority of the countries it serves.  
The Retail segment maintains a good overall performance, with Italy, Germany and CEE again delivering 
outstanding results as in 2015.
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Corporate TRI*M Index resultsA

Country 2016 2015 2014

2016 
competitors’

TRI*M 
Index results

Italy 59 58 52 60

GermanyB 77 70 69 -

AustriaB 67 70 62 -

Poland 64 69 66 65
Bosnia and Herzegovina

UniCredit Bank ad Banja Luka 79 84 88 74

UniCredit Bank dd 85 86 76 73

Bulgaria 85 81 85 71

Croatia 80 82 82 67

Czech Republic 77 79 77 60

Hungary 76 76 70 64

Romania 86 80 78 74

Russia 79 86 86 73

Serbia 81 80 84 77

Slovakia 81 80 77 67

Slovenia 69 71 78 63

A.	In Germany, the term Corporate segment refers to small, medium and large companies. In Italy, Austria, Poland and CEE, the term Corporate segment refers to 
medium and large companies only.

B.	In 2016, In Germany and Austria customer satisfaction survey was not carried out on competitors.

In most of our CEE countries the Corporate segment once again confirmed its best-in-class status as in 2015.

Private Banking TRI*M Index results

Country 2016 2015 2014

Italy 70 67 65
Germany 89 88 80
AustriaA 84 83 82
Poland 75 86 77
Bulgaria 96 96 98
Croatia 101 103 102
Czech Republic 88 89 88
Hungary 80 79 78
Romania 89 84 83
Russia 95 93 94
Slovakia 99 99 99
Slovenia 80 87 84

A. Austria results refer only to UniCredit Bank Austria AG.  
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Handling complaints
UniCredit’s approach to complaints management is driven by the belief that a continuing dialogue and swift 
responses are fundamental to addressing and improving our service quality and customer satisfaction. Clients can 
submit their complaints through a number of channels, including email, written letter or in person at one of our 
branches. Complaints are then managed locally or centrally, depending on the subject or type. 

As far as verbal complaints are concerned, the goal is to improve the efficiency of our responses to various events 
(Errors, Delays, Malfunctions and Churn Rate); rapid resolutions increase customer satisfaction and enhance their 
confidence in the bank.

The adequate management of complaints is fundamental to achieving operational excellence and reducing risks.  
Complaints may highlight areas where service quality can be improved, with positive effects on risk mitigation. 
In addition, an effective and efficient management of complaints is an opportunity to re-establish a satisfactory 
relationship with the customers.

As per our Global Compliance Guidelines - Complaint Management a complaint is any form of dissatisfaction 
expressed by a current, potential or former customer, certainly recognizable regarding the manner in which the 
Group has managed a banking, finance or insurance transaction or service. Each UniCredit legal entity develops 
and regulates its own complaint management processes and defines the methods and timing applied to settling 
complaints in accordance with their type and the manner of communication chosen by the customer.

Retail division: number of recorded complaintsA

2016 2015 2014

Country Recorded (written 
and verbal) Written Recorded (written 

and verbal) Written Recorded (written 
and verbal) Written

Italy 350,355 38,338 367,032 32,484 332,163 28,369

GermanyB 38,009 6,159 67,851 26,168 84,653 15,199
Austria 32,321 1,776 55,961 2,502 41,518 1,626
PolandC 26,782 26,782 17,091 17,091 17,023 17,023
Bosnia and Herzegovina 6,124 1,347 4,773 1,274 4,266 946
BulgariaD 2,567 2,494 2,516 2,516 2,361 2,361
Croatia 30,184 6,502 32,422 9,279 42,608 5,131
Czech Republic 7,949 4,627 7,638 4,656 7,735 4,271
Hungary 8,208 4,342 12,306 7,413 7,767 3,717

Romania 4,394 2,350 4,136 2,366 5,199 3,055

Russia 30,177 21,137 30,189 23,392 28,798 25,254
SerbiaE 744 744 778 769 513 503
Slovakia 4,127 3,983 4,556 4,484 3,845 3,698
Slovenia 1,849 869 1,594 890 1,775 925

A.	In Italy, Germany, Austria and Poland the complaints refer to Individuals and Small Business. In our CEE Countries the complaints refer to Retail division. Totals 
are not provided because definitions and recording methods have not been completely aligned across all countries.

B.	In 2016, complaints refer only to Individuals.
C.	All complaints are considered as written. 
D.	In 2015 and 2014 all compliants were considered as written.
E.	From 2016, according to local law all the complaints are considered as written.
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Socially Responsible Investments (SRI)
Sustainable investing at Pioneer Investments

By becoming a signatory to the United Nations Principles for Responsible Investment (UNPRI) in March 2009, 
Pioneer Global Asset Management SpA joined an initiative launched by the UN Secretary-General to advance  
six best-practice principles among asset owners and investment managers. In alignment with its commitment 
to the UNPRI, Pioneer Global Asset Management SpA expanded its Proxy Voting Policy to include environmental, 
social and corporate governance (ESG) issues. During 2015, Pioneer Global Asset Management SpA become 
investor signatory of the CDP Climate change program and CDP Water program.
Moreover, Pioneer Global Asset Management SpA has defined its search, investment, control and monitoring 
processes to ensure their alignment with the transparency guidelines of the European Sustainable Investment 
Forum (Eurosif). Pioneer Global Asset Management SpA provides several asset-management products that are 
designed to maximize returns while adhering to ethical and sustainable principles. Portfolio Managers holds 
responsibility within the organization for ESG screening of assets in the portfolios:

• Pioneer Obbligazionario Euro Corporate Etico a distribuzione (Euro Bond Ethical Corporate Fund)
The fund’s investment strategy is designed to achieve capital appreciation over the medium term.  
This is accomplished by investing in fixed income instruments issued by companies with business models  
that meet high standards of social, human and ecological responsibility.

• Pioneer Funds - Global Ecology
The fund’s investment strategy is designed to achieve capital appreciation over the medium to long term.
This is accomplished by investing at least two-thirds of the fund’s assets in a range of equities and equity linked 
instruments issued by companies manufacturing or producing environmentally friendly products or technologies 
that help to create a cleaner, healthier environment. Such companies include those operating in the fields of air 
pollution control, alternative energy, recycling, waste incineration, wastewater treatment, water purification  
and biotechnology.

• Pioneer Funds Austria - Ethik Fonds
This is a balanced fund designed to achieve long-term capital growth while generating regular returns.
The basic fund portfolio is composed of 30 percent global equities and 70 percent euro bonds. An investment is 
considered ethical when the issuer’s business model meets established sustainability standards.

Fund performance

% One year
(as of Dec. 31, 2016)

Three years annualized
(as of Dec. 31, 2016)

Fund Benchmark Fund Benchmark

Pioneer Obbligazionario Euro Corporate Etico a 
distribuzione 2.25 4.53 2.46 3.87

Pioneer Funds – Global Ecology -0.08 10.73 4.82 13.47
Pioneer Funds Austria – Ethik Fonds 4.6 Not availableA 6.6 Not availableA

A. The Fund has no declared benchmark in the Prospectus.

Asset subject to positive and negative environmental or social screening

In € million Asset under management 
(as of Dec 31, 2016)

Asset under management 
(as of Dec 31, 2015)

Pioneer Obbligazionario Euro Corporate Etico a distribuzione 335 389

Pioneer Funds – Global Ecology 1,030 1,137

Pioneer Funds Austria – Ethik Fonds 223 104

Total assets under management at Pioneer Global Asset 
Management SpA, including regular funds 228,400 223,600
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Sustainable investing at UniCredit Bank AG

Since 2013, at UniCredit Bank AG we have maintained a Sustainable Investments Working Group, in which our 
experts and decision-makers come together to review products, strategies and overall market dynamics, with an 
eye to the changing needs of our clients. This Working Group has developed a core concept that is used to assess, 
for all investment classes, whether any particular investment should be considered sustainable by UniCredit Bank 
AG. The concept was derived from a methodology developed by oekom research AG, a prominent sustainability 
rating agency, and from accepted industry certification standards.

To systematically assess the interest of customers in incorporating sustainability into their personal investment 
strategies, we integrated sustainability into UniCredit Bank AG FinanzKonzept, our customer advisory process. 
During their first advisory sessions with us, all customers are asked about their interest in sustainable investments.
Over the past years, HVB Sustainable Asset management have turned out to be a driver for our “assets under 
sustainable management”. With HVB Sustainable Asset management, the challenging task of selecting securities 
can be entrusted to experienced specialists. It is also possible to include sustainable investments in the mix.  
The investment strategy uses a “best-in-class” approach based on a selection process by oekom research: industry-
specific minimum criteria are required by companies, while controversial business practices and countries are 
excluded via a negative screening process. 

UniCredit Bank AG’s “assets under sustainable management” are calculated every year by analyzing the share of 
sustainable investment to total customer deposits and managed funds. Assets under sustainable management 
include sustainable equities and bonds, funds and certificates of deposit held by all UniCredit Bank AG clients. 
In 2016 we included Green Bonds as an its own asset class in our calculation. With 18 Green Bonds and 
“Schuldscheine”1 totaling €14.1 billion that UniCredit has lead managed for different issuers since 2013, the bank 
has offered investment opportunities in sustainable projects both with positive environmental and social impact.

Assets under sustainable management at UniCredit Bank AG:

in € billion 2016 2015 2014 

Total 2.6 2.0 1.5

1.	Promissory notes for corporates.
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Financial inclusion
Percentage of total branches in sparsely settled or economically  
disadvantaged areas as of December 31, 2016A

CountryB Percentage

Italy 19.5%

Germany 6.2%

Poland 100.0%

Bosnia and Herzegovina 100.0%

Bulgaria 100.0%

Croatia 100.0%

Czech Republic 80.3%

Hungary 47.3%

Romania 100.0%

Russia 100.0%

Serbia 100.0%

Slovakia 79.1%

Slovenia 100.0%

A. Relating to EU Countries, in order to identify disadvantaged areas, we used the NUTS classification (Nomenclature of Territorial Units for Statistics:  
a hierarchical system for dividing up the economic territory of the EU). In particular, we considered those regions at level 2 of the NUTS classification whose 
GDP (Gross Domestic Product) per inhabitant is less than 75 percent of the Community average (http://ec.europa.eu/eurostat/web/nuts/overview). Based on 
this classification, there are no sparsely settled or economically disadvantaged areas in Austria.

B. In Bosnia and Herzegovina, Bulgaria, Croatia, Poland, Romania, Russia and Serbia, we considered as disadvantaged areas the whole territory, since for a 
study of the IMF published in April 2015 these countries are considered emerging markets and developing economies (http://www.imf.org/external/pubs/ft/
weo/2015/01/pdf/text.pdf).

Supplement
→ Social and relationship Capital



UniCredit • 2016 Integrated Report S. 69

Adherence to legal standards and voluntary codes 
related to marketing and communications
UniCredit follows the Code of Marketing Communication Self-Regulation (www.iap.it) disseminated by the Istituto 
dell’Autodisciplina Pubblicitaria (IAP), which commits its subscribers to transparent and honest advertising 
practices.
UniCredit is also a member of the Utenti Pubblicità Associati (UPA), which supports the IAP. All UniCredit entities 
follow the regulations disseminated by these bodies, particularly when local codes do not provide guidance on 
topics covered by the UPA.

All advertising and communication activities at UniCredit are managed by our Group Identity & Communications 
department, which is responsible for assuring the effective application of the IAP’s code, as well as the oversight of 
the UniCredit Supervisory Body.

In advertising related to investment products, all texts are submitted to the Commissione Nazionale per le Società 
e la Borsa (CONSOB) in Italy so they can be evaluated for regulatory compliance and consistency with the principles 
of truth and transparency.

Legal standards and voluntary codes related to marketing  
and communications adopted by Group Legal Entities

Country Description 

Austria Advertising Industry Ethics Code of the Austrian Society for Self - Regulation in Advertising 
(Werberat)

Bosnia and Herzegovina Consumer Protection Act covering advertisement of financial products and services
Bulgaria Code of Ethics of the Association of Banks in Bulgaria  
Croatia Code of Advertising issued by the Croatian Association of Advertising Agencies
Hungary Hungarian Banking Association’s Code of Conduct
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Environmental performance indicators1

Scope 1: direct GHG emissions (tons CO2 e), 2014-2016A

Country 2016 2015 2014

Italy 40,790 40,925 43,077
Germany 17,961 16,617 17,308
Austria 2,498 2,655 2,813
CEE 10,686 10,326 10,606
Total 71,936 70,523 73,804

A. GHG emissions from sources owned or controlled by our Group. Data for 2016 covers 83 percent (direct energy consumption) and 75 percent (road business 
travel) of population (a full-time equivalent of more than 112,000). 

Scope 2: indirect GHG emissions (tons CO2 e), 2014-2016A

Country 2016 2015 2014

Italy 98,168 107,261 102,725
Germany 68,152 68,270 70,200
Austria 17,299 17,637 17,563
CEE 47,787 47,396 49,479
Total 231,406 240,563 239,967

A. GHG emissions from purchased electricity, steam and heating/cooling consumed by equipment or systems owned or controlled by our Group. The table above 
reflects the use of emission factor averages of the national grids. Data for 2016 covers 83 percent of population (a full-time equivalent of more than 112,000).

	

The table above reports our Scope 2 emissions according to the location-based calculation method. The GHG 
Protocol Scope 2 Guidance issued in 2015 details a parallel emissions calculation according to the market-based 
method: under this approach our 2016 Scope 2 emissions are 177,513 tons CO2 e. The source for the Residual 
Mix emission factors we applied in this calculation (where available) is the 2015 European Residual Mixes, V.1.0, 
published by Association of Issuing Bodies (AIB) in May 2016.
The Scope 2 component of Group GHG emission reduction objectives refers to emissions calculated in accordance 
with the location-based method.

Scope 3: other indirect GHG emissions (tons CO2 e), 2014-2016A

Country 2016 2015 2014

Italy 4,632 5,592 5,648
Germany 2,074 2,434 2,505
Austria 708 1,050 1,060
CEE 1,798 1,964 1,998
Total 9,212 11,040 11,211

A.	GHG emissions from business travel, from copy paper consumption, and from glass, paper and plastic disposal. Data for 2016 covers 82 percent (copy paper 
consumption), 75 percent (air and train travel) and 80 percent (glass, paper and plastic disposal) of population (a full-time equivalent of more than 112,000).

Natural Capital

1.	Data for 2016 has been collected involving 59 Group legal entities (a full-time equivalent of more than 112,000) operating in Italy, Germany, Austria, Poland 
and in Central and Eastern Europe (CEE) countries. CEE includes: Bosnia and Herzegovina, Bulgaria, Croatia, Czech Republic, Hungary, Romania, Russia, Serbia, 
Slovakia and Slovenia. Due to improved processes in data collection, calculation, selection of included Group legal entities and to periodical updates of 
GHG emission factors, several figures may differ from data presented in the 2015 Integrated Report. Country-to-country comparisons may be misleading as 
different tracking systems should be taken into account.
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Energy consumption per employee (GJ/capita), 2014-2016A

Country 2016 2015 2014

Italy 33 34 34
Germany 44 43 42
Austria 61 54 52
CEE 23 24 25

A. Data for 2016 covers 83 percent of population (a full-time equivalent of more than 112,000).

Copy paper consumption per employee (kg/capita), 2014-2016A

Country 2016 2015 2014

Italy 61 50 55
Germany 31 31 32
Austria 40 39 43
Poland 42 41 40
CEE 57 59 60

A. Data for 2016 covers 96 percent of population (a full-time equivalent of more than 112,000).

Roughly 96 percent of the copy paper used Groupwide is Total Chlorine-Free (TCF) or Elementary Chlorine-Free 
(ECF) and approximately 80 percent is certified by the Forest Stewardship Council (FSC).

Water usage per employee (m3/capita), 2014-2016A

Country 2016 2015 2014

Italy 30 31 31
Germany 15 20 22
Austria 37 34 29
Poland 14 14 13
CEE 13 13 13

A. Data for 2016 covers 95 percent of population (a full-time equivalent of more than 112,000).

Waste production per employee (kg/capita), 2014-2016A

Country 2016 2015 2014

Italy 73 84 87
Germany 451 358 341
Austria 243 213 184
CEE 175 170 164

A. Data for 2016 covers 80 percent of population (a full-time equivalent of more than 112,000).

Waste by disposal method (%), 2015-2016A

Country
Separation and recycling 

of valuable materials Incineration Disposal 
in landfill

Other
treatment

2016 2015 2016 2015 2016 2015 2016 2015

Italy 96.37 95.02 1.80 3.21 1.75 1.71 0.08 0.07
Germany 73.07 66.99 26.89 33.00 0.00 0.00 0.04 0.01
Austria 91.33 94.53 8.67 5.47 0.00 0.00 0.00 0.00
CEE 23.00 22.07 4.13 4.34 70.58 71.03 2.29 2.56

A. Data for 2016 covers 80 percent of population (a full-time equivalent of more than 112,000).
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ENVIRONMENTAL IMPACT CALCULATOR
By choosing to print 2016 Integrated Report on 100% recycled and Ecolable certified (no. FR/011/003) paper, UniCredit has avoided:

258 kg
of landfill greenhouse gases

9,275
litres of water

521 KWh
of energy

419 kg
of wood

Source: Carbon footprint data evaluated by Labelia Conseil in accordance with the Bilan Carbone® methodology. Calculations are based on a comparison between the recycled paper used versus
a virgin fibre paper according to the latest European BREF data (virgin fibre paper) available. Results are obtained according to technical information and subject to modification.
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