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The new Social Security Act

With the coming into force of the new Social Security Act, Crédit Andorra organised a series
of talks to explain the main changes and the measures to which different economic agents and
groups in the country will have to adapt. Specifically, six talks were held, all given by Daniel
Marsol, Director of Vincles, an actuarial consultancy firm that is part of the insurance group
of Credit Andorra, specialising in the implementation of bespoke benefit schemes for firms.
With regard to the economic agents, the talks were aimed at large firms, freelancers and small
entrepreneurs, salaried workers and retired people. The talks covered areas such as the new
obligations acquired, the additional costs represented by the new legislation and how to
economically optimise the possibilities it offers, among others.

The material from these talks was also extended to two groups interested in the issues covered:

the Club of Portuguese Entrepreneurs of Andorra and the College of Physiotherapists and
Kinesitherapists of Andorra.

Talk given by Daniel Marsol, Director of Vincles, actuarial consultancy firm in the Credit Andorra insurance group

Talk Current situation of financial markets

Credit Andorra organised the talk Current situation of financial markets, given by Francisco
Garcia Paramés, Chief Investment Officer at the Spanish financial services firm, Bestinver, which
analysed the current situation of the Credit Andorra funds advised by Bestinver and their potential
appreciation, as well as the global financial scenario.

Talk given by Francisco Garcia Paramés, Chief Investment Officer at Bestinver
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Andorra Update

Once again, in 2009 Credit Andorra organised the third Andorra Update. This event, given
by communication experts Alfons Cornella and Antonella Broglia, CEO and Consultant at
Infonomia respectively, provided ideas to tackle the new era of tourism, a key element in the
Andorran economy, and presented the main advances and trends in the world of the economy
and business. This is a dynamic talk format that, combined with an informal lunch, aims to
bring directors, business people and entrepreneurs up-to-date on issues that have affected the
economy over the last year.

20th Business Meeting in the Pyrenees

For the fourth year in a row, Credit Andorra collaborated with the Business Meeting in the
Pyrenees, organised by the Business Meeting in the Pyrenees Association, which in 2009 held
its 20th event under the heading Let’s overcome the difficulties, let’s reinvent the future, also
supported by the Andorra Chamber of Commerce. The aim of the meeting was to strengthen
professional relations in the business world and encourage debate, analysis and reflection on
a fundamental issue in 2009: tackling problems and rebuilding the future. Figures of great
renown from the world of politics, institutions and business took part in the meeting and
this is one of the most important economic workshops in Catalonia, held at La Seu d’Urgell.
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From left to right, Ramon Fuertes, Chairman of the Business Meeting in the Pyrenees Association, Josep Peralba, Chief
Executive Officer of Credit Andorra and Xavier Juvilla, member of the Business Meeting in the Pyrenees Association.

Andorra Family Business Association

In 2009, Credit Andorra once again co-sponsored the Andorran Family Business Cycle, in
its 11th year and under the title of Family and ownership, the challenge of continuity. This
seminar, aimed at all business people in the country, especially those representing Andorran
family firms, contained a talk given by Jaume Tomas Carulla, founder and General Manager of
the portal www.laempresafamiliar.com, a leading communication channel in its sector.
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We also co-sponsored the 8th Andorran Family Business Forum, which dealt with the management
of family firms in times of crisis. The event had three prestigious guests: Tarun Chopra, Indian
photographer of international renown, analysing the values held by business people in emerging,
dynamic Indian companies in relation to the new world order; Josep Piqué, Vice-Chairman of the
Circle of Economy of Barcelona and non-executive Chairman of Vueling, talking about the new
economic paradigm of the post-crisis period; and Victor Clavell, Regional Vice-President of Ritz
Carlton for Europe and General Manager of the Hotel Arts in Barcelona, tackling the management
of excellence in times of crisis in hotels of the 21st century.

Credit Andorra promotes this kind of event every year to support the country’s business fabric,
stimulating debate and the exchange of experiences among professionals from different sectors.

Conference of the Andorra Euram Circle

In order to debate the opportunities and challenges of trade in the Euro region of the
Mediterranean Arc (Euram) and in Andorra, within the context of the current world crisis,
the Andorra Euram Circle of the Ignasi Villalonga Institute of Economics and Business, Credit
Andorra and the Andorran Chamber of Commerce organised a conference and a round table.
The event tackled the need for analysis from the perspective of different business entities, public
and private, to ensure this key element of the economy continues to be competitive.

Talk Leading and managing in uncertain times

Together with the consultancy firm Opcié Recursos Humans, Credit Andorra organised the
talk Leading and managing in uncertain times, whose aim was to analyse the current economic
situation. The talk was given by Marcos Urarte, an industrial engineer who has taken the General
Management Programme at IESE. The speaker explained the advantages and threats of today’s
economic situation and how advantage can be taken of business opportunities at this time. He
also covered the role of a transforming leader that must appear at this time when, above all, we
need “a large dose of optimism”.

Marcos Urarte, during the talk Leading and managing in uncertain times
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Specialist seminar The keys to good hotel management in times of crisis

With the support of Credit Andorra, Ecotécnic organised a specialist workshop that, under the
title The keys to good hotel management in times of crisis, presented the seven key points for good
management in this area. The seminar explained the points of the business that must be used to
differentiate yourself from your rivals and increase productivity without unnecessarily wasting
resources.

Colloquium The Portuguese community: its role in Andorran society

Credit Andorra has collaborated with the Council of Portuguese Communities and with the
Portuguese Embassy in Andorra in the colloquium The Portuguese community: its role in Andorra
society. This event served as a place for debate concerning the social, economic, employment,
linguistic and cultural integration of the Portuguese community in Andorra.

1,
T
m r
=
I
>

1)

#

j_' ol N -

Mario Damas Nunes, Ambassador of the Portuguese Republic to the Principality of Andorra, and Jordi Cinca, Director of
Commercial Banking of Credit Andorra

Talk for Portuguese business people on the new Social Security Act and the
new Employment Regulations

Together with the Club of Portuguese Entrepreneurs of Andorra (CEPA), we organised a talk
on the new Social Security Act and the new Employment Regulations, as well as to provide
information on equal conditions in public and private tenders for Portuguese entrepreneurs.
Our aim has been to collaborate with CEPA in offering advice to the Portuguese business fabric
related to the economy, taxation and law.
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Signing of the sponsorship agreement with APEDE, the Panamanian Asso-
ciation of Business Executives

In order to support the business fabric, not only in Andorra but also in the economic sectors of
countries we are expanding to, Crédit Andorra has signed a sponsorship agreement with APEDE,
the Panamanian Association of Business Executives, to promote training among Panamanian
business people.

Andorra 2008

Since 1981, Credit Andorra has produced a publication with the key socio-economic data for
Andorra: in 2009, this was Andorra 2008. This contains the data and indicators from the main
economic areas of the country, such as the financial sector, retail trade, tourism, construction,
public finance and imports, among others. The publication also provides an estimate of the
GDP and demographic, institutional and historical information on Andorra. As every year,
we were supported by lecturer Xavier Sdez from the Faculty of Economic Science at Barcelona
University, in charge of gathering and processing the data.

Practical Manual of the General Accounting Plan for Andorra 2008

The Andorra Chamber of Commerce, with the collaboration of Credit Andorra, has published
the Practical Manual of the General Accounting Plan for Andorra 2008. The aim of this guide,
totally free of charge, is to explain in depth, thoroughly and didactically, the General Accounting
Plan approved in 2008, to which Andorran firms had to adapt as from January 1, 2009. The
production of this publication has involved leading figures such as Antoni Bisbal Galbany,
Vladimir Ferndndez Armengol, Jordi Alcobé Font and Jordi Figueredo Gonzalez, economists,
auditors and accounting experts.
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11. TABLE OF GRI INDICATORS AND
FINANCIAL SERVICES SECTOR
SUPPLEMENT

GRI G3 CONTENT

1. STRATEGY AND ANALYSIS

1.1.

1.2.

Statement from the most senior decision-maker of the organization.

Description of key impacts, risks, and opportunities.

2. ORGANIZATIONAL PROFILE

2.1.

2.2.

2.3.

2.4.

2.5.

2.6.

2.7.

2.8.

2.9.

Name of the organization.
Primary brands, products, and/or services.

Operational structure of the organization, including main divisions, operating
companies, subsidiaries, and joint ventures.

Location of organization’s headquarters.
Number of countries where the organization operates.
Nature of ownership and legal form.

Markets served (including geographic breakdown, sectors served, and types of
customers/beneficiaries).

Scale of the reporting organization, including the number of employees, net
sales, total capitalization and quantity of products or services provided.

Significant changes during the reporting period regarding size, structure, or
ownership of the organization.

2.10. Awards received in the reporting period.

3. REPORT PROFILE

3.1.
3.2,
3.3.
3.4.
3.5.
3.6.
3.7.
3.8.

3.9.

3.10

Reporting period for information provided.

Date of most recent previous report.

Reporting cycle.

Contact point for questions regarding the report or its contents.
Process for defining report content.

Boundary of the report.

State any specific limitations on the scope or boundary of the report.

Basis for reporting on joint ventures, subsidiaries, leased facilities, outsourced
operations, and other entities that can significantly affect comparability from
period to period and/or between organizations.

Data measurement techniques and the bases of calculations, including
assumptions and techniques underlying estimations applied to the compilation
of the Indicators and other information in the report.

. Explanation of the effect of any re-statements of information provided in

earlier reports, and the reasons for such re-statement.

Page

6-7

6-7

11

24-27
12

3,9

14,15

11

11, 14-15, 65-67

7 (Annual Report),
33,24-27,68

32-33 (Annual Report),
11-15, 65-67

12-13, 68-69

3,9

8-9

8,12

Specified when necessary
in the indicators
throughout the report.

Specified when necessary
in the indicators
throughout the report.



3.11.

Significant changes from previous reporting periods in the scope, boundary, or
measurement methods applied in the report

3.12. Table identifying the location of the Standard Disclosures in the report.

3.13.

Policy and current practice with regard to seeking external assurance for the
report.
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The report has not been
verified externally.

4. GOVERNANCE, COMMITMENTS AND STAKEHOLDER ENGAGEMENT

4.1.

4.2.

4.3.

4.4.

4.5.

4.6

4.7.

4.8.

4.9.

4.10.

4.1

4.1
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4.13.

4.14.

4.15.

4.16

4.17.

—_

Governance structure of the organization.

Indicate whether the Chair of the highest governance body is also an executive
officer.

Number of members of the highest governance body that are independent and/
or non-executive members.

Mechanisms for shareholders and employees to provide recommendations or
direction to the highest governance body.

Linkage between compensation for members of the highest governance body,
senior managers, and executives and the organization’s performance.

. Processes in place for the highest governance body to ensure conflicts of interest

are avoided.

Process for determining the qualifications and expertise of the members of the
highest governance body for guiding the organization’s strategy on economic,
environmental, and social topics.

Internally developed statements of mission or values, codes of conduct, and
principles relevant to economic, environmental, and social performance and
the status of their implementation.

Procedures of the highest governance body for overseeing the organization’s
identification and management of economic, environmental, and social
performance, including relevant risks and opportunities, and adherence or
compliance with internationally agreed standards, codes of conduct, and
principles.

Processes for evaluating the highest governance body’s own performance,
particularly with respect to economic, environmental, and social performance.

Explanation of whether and how the precautionary approach or principle is
addressed by the organization.

. Externally developed economic, environmental, and social charters, principles,

or other initiatives to which the organization subscribes or endorses.

Memberships in associations and/or national/international bodies the
organization supports.

List of stakeholder groups engaged by the organization.

Basis for the identification and selection of stakeholders with whom to engage.

. Approaches to stakeholder engagement, including frequency of engagement by

type and by stakeholder group.

Key topics and concerns that have been raised through stakeholder engagement,
and how the organization has responded to those key topics and concerns,
including through its reporting.

16-17

17

17

16

There is a link between
compensation for
members of the highest
governance body, senior
managers and executives
and the organisation’s
performance. Confiden-
tial information.

The processes are governed
by law and contained in
the Regulations of the
Board of Directors.

Processes exist as per current
legislation.

13, 18-19, 28,55

16, 18-19, 28, 55

16, 18-19, 55

48-50 (Annual Report)

13

13, 28, 41-53, 61-62, 69-74
19

19

8-9, 19

8-9
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GRI

ECONOMIC PERFORMANCE

Information on the economic management focus

EC1 (P)
EC2 (P)
EC3 (P)

EC4 (P)

EC6 (P)

EC7 (P)

EC8 (P)

Direct economic value generated and distributed.

Financial implications and other risks and opportunities for the
organization’s activities due to climate change.

Coverage of the organization’s defined benefit plan obligations.

Significant financial assistance received from government.

Policy, practices, and proportion of spending on locally-based
suppliers at significant locations of operation.

Procedures for local hiring and proportion of senior management
hired from the local community at locations of significant operation.

Development and impact of infrastructure investments and services
provided primarily for public benefit through commercial, in kind, or
pro bono engagement.

ENVIRONMENTAL PERFORMANCE

Information on the environmental management focus

ENI1 (P)
EN2 (P)
EN3 (P)
EN4 (P)
ENS5 (A)

ENG6 (A)
EN7 (A)
ENS (P)

EN11 (P)
EN12 (P)

ENI16 (P)
EN17 (P)

EN19
)

EN20 (P)
EN21 (P)

EN22 (P)

EN23 (P)

EN26 (P)

Materials used by weight or volume.

Percentage of materials used that are recycled input materials.
Direct energy consumption by primary energy source.

Indirect energy consumption by primary source.

Energy saved due to conservation and efficiency improvements

Initiatives to provide energy-efficient or renewable energy based
products and services, and reductions in energy requirements as a
result of these initiatives.

Initiatives to reduce indirect energy consumption and reductions
achieved.

Total water withdrawal by source.

Location and size of land owned, leased, managed in, or adjacent to,
protected areas and areas of high biodiversity value outside protected
areas.

Description of significant impacts of activities, products, and services
on biodiversity in protected areas and areas of high biodiversity value
outside protected areas.

Total direct and indirect greenhouse gas emissions by weight.

Other relevant indirect greenhouse gas emissions by weight.

Emissions of ozone-depleting substances by weight.

NO, SO, and other significant air emissions by type and weight.

Total water discharge by quality and destination.

Total weight of waste by type and disposal method.
Total number and volume of significant spills.

Initiatives to mitigate environmental impacts of products and
services, and extent of impact mitigation.

65-74
68

26,43

35-36

NA. As a bank, no government
assistance is received.

Work with suppliers from
the Principality of Andorra
is prioritised. The factors
influencing selection are
environmental, geographic
location, quality and price.

There are procedures for

the local hiring of senior
management. Senior positions
come from the Principality of
Andorra and directors from the
local community.

41-53,61-62, 69-74

55-62
59
59
57
57
55-57

55-58

55-58

55-58
58

NA. There are no facilities in
protected areas or areas of high
biodiversity.

NA. No harmful activity is
carried out in protected areas
or areas of high biodiversity.

58

NA. No other emissions of
greenhouse gases are generated.

NA. The level of consumption
of fossil fuels is low.

NA. No significant discharge
of waste water has been carried
out.

59-60
NA. No significant spill has

occurred.

55-60



EN27 (P)

EN28 (P)

EN30 (A)

Percentage of products sold and their packaging materials that are
reclaimed at the end of their useful life, by category of product.

Monetary value of significant fines and total number of non-
monetary sanctions for noncompliance with environmental laws and
regulations.

Total environmental protection expenditures and investments by type.

SOCIAL PERFORMANCE (LABOUR PRACTICES)

Information on the labour practices and decent work focus

LAI (P)

LA2 (P)

LA3 (A)

LA4 (P)

LA5 (P)

LA7 (P)

LAS (P)

LA10 (P)

LALL (A)

LA13 (P)

LA14 (P)

Total workforce by employment type, employment contract, and
region.

Total number and rate of employee turnover by age group, gender,
and region.

Benefits provided to full-time employees that are not provided to
temporary or part-time employees, by major operations.

Percentage of employees covered by collective bargaining agreements.

Minimum notice period(s) regarding operational changes, including
whether it is specified in collective agreements.

Rates of injury, occupational diseases, lost days, and absenteeism, and
number of work-related fatalities by region.

Education, training, counselling, prevention, and risk-control
programs in place to assist workforce members, their families, or
community members regarding serious diseases.

Average hours of training per year per employee by employee
category.

Programs for skills management and lifelong learning that support
the continued employability of employees and assist them in
managing career endings.

Composition of governance bodies and breakdown of employees per
category according to gender, age group, minority group membership,
and other indicators of diversity.

Ratio of basic salary of men to women by employee category.

SOCIAL PERFORMANCE (HUMAN RIGHTS)

Information on the human rights management focus

HRI1 (P)

HR2 (P)

HR4 (P)

Percentage and total number of significant investment agreements
that include human rights clauses or that have undergone human
rights screening.

Percentage of significant suppliers and contractors that have
undergone screening on human rights and actions taken.

Total number of incidents of discrimination and actions taken.

Corporate Social Responsibility Report

NA. No products are sold that
can be recycled.

NA. There have been no fines
or legal penalties related

to noncompliance with
environmental laws and
regulations.

55

18, 31-39. There are safety
systems, emergency plans in
the offices and employees are
trained in this respect. Training
is given on customer service
skills (commercial, technical).

33-34
35

35-36

NA. The legal figure of a
collective bargaining agreement
does not exist in Andorra, so
there is no employee covered
by a collective bargaining
agreement.

NA. Operational changes are
notified with the maximum
advance notice. With regard
to notifications in collective

agreements, the legal figure of a
collective bargaining agreement
does not exist in Andorra.

38

38

37-38. The overall information
covers all levels and categories.
Currently producing job
descriptions.

37-38

17,34

34

18

The code of ethics and conduct
and the rules of Credit Andorra
guarantee respect for human
rights in all the Group's
activities. The legislation of
each country is also respected.

The main distributors and
contractors are screened,

although this is not formally
established.

There have been no incidents of
discrimination.
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Operations identified in which the right to exercise freedom of
HRS5 (P) association and collective bargaining may be at significant risk, and
actions taken to support these rights.

Operations identified as having significant risk for incidents of child
HR6 (P) labour, and measures taken to contribute to the elimination of child

labour.

Operations identified as having significant risk for incidents of forced
HR?7 (P) or compulsory labour, and measures to contribute to the elimination

of forced or compulsory labour.

SOCIAL PERFORMANCE (COMMUNITY)

Information on the management focus related to the community

Nature, scope, and effectiveness of any programs and practices
SO1 (P) that assess and manage the impacts of operations on communities,
including entering, operating, and exiting.

Access points in low-populated or economically disadvantaged areas

FS13
by type.
FS14 Initiatives to improve access to financial services for disadvantaged
people.
502 (P) Percentage and total number of business units analyzed for risks
related to corruption.
Percentage of employees trained in organization’s anti-corruption
SO3 (P) o
policies and procedures.
SO4 (P) Actions taken in response to incidents of corruption.
Public policy positions and participation in public policy
SO5 (P) .
development and lobbying.
508 (P) Monetary value of significant fines and total number of non-

monetary sanctions for noncompliance with laws and regulations.

SOCIAL PERFORMANCE (PRODUCT RESPONSIBILITY)

Information on product responsibility management focus

FS15 Policies for the fair design and sale of financial products and services.

Life cycle stages in which health and safety impacts of products and
PR1 (P) | services are assessed for improvement, and percentage of significant
products and services categories subject to such procedures.

Type of product and service information required by procedures,
PR3 (P) and percentage of significant products and services subject to such
information requirements.

FS16 Initiatives to enhance financial literacy by type of beneficiary.

PRS (A) Practices related to customer satisfaction, including results of surveys
measuring customer satisfaction.

Programs for adherence to laws, standards, and voluntary codes

PR6 (P) related to marketing communications, including advertising,

promotion, and sponsorship.

Monetary value of significant fines for noncompliance with laws
PR9 (P) and regulations concerning the provision and use of products and
services.

No risks have been identified in
this respect.

No risks have been identified
with activities.

No risks have been identified
with operations.

41-53
41-53,61-62, 69-74

NA. The Credit Andorra
Group does not operate in
low-populated or economically
disadvantaged areas.

45-46

The analysis of risks related to
corruption is governed by law.

38

There have been no incidents of
corruption.

The bank has no position in
public policy and does not
participate in its development.

There have been no significant
fines or sanctions for
noncompliance with laws and
regulations related to supply.

21-29
21-29

There are security measures at
the branches to minimise the risk
of attack and robbery (presence
of digital image recording
equipment, exclusive access door,
etc.). There is a security director.

The information on products
is subject to regulation by the
Andorra Institute of Finance

69-74

24

28

There has been no significant
fine for noncompliance with laws
and regulations concerning the
provision and use of products.
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GRI. FINANCIAL SECTOR SUPPLEMENT
PRODUCT AND SERVICE IMPACT

Information on management focus

FS1

FS2

FS3

FS4

FS5

Policies with specific environmental and
social components applied to business lines.

Procedures for assessing and screening
environmental and social risks in business
lines.

Processes for monitoring clients’
implementation of and compliance with
environmental and social requirements
included in agreements or transactions.

Process(es) for improving staff competency
to implement the environmental and social
policies and procedures as applied to business
lines.

Interactions with clients/investees/business

partners regarding environmental and social
risks and opportunities.

PRODUCT PORTFOLIO

FS6

ES7

FS8

AUDIT
FS9

Percentage of the portfolio for business lines
by specific region, size (e.g. micro/SME/large)
and by sector.

Monetary value of products and services
designed to deliver a specific social benefit for
each business line broken down by purpose.

Monetary value of products and services
designed to deliver a specific environmental
benefit for each business line broken down by
purpose.

Coverage and frequency of audits to assess
implementation of environmental and social
policies and risk assessment procedures.

ACTIVE OWNERSHIP

FS10

FS11

FS12

Percentage and number of companies held
in the institution’s portfolio with which the
reporting organisation has interacted on
environmental or social issues.

Percentage of assets subject to positive and
negative environmental or social screening.

Voting polic(ies) applied to environmental
or social issues for shares over which the
reporting organisation holds the right to vote
or advises on voting.

21-29

There is a corporate social responsibility policy and an
environmental policy at the level of the Credit Andorra
Group.

There is a corporate social responsibility policy and an
environmental policy at the level of the Credit Andorra
Group.

There is an Environmental Management System with ISO
14000 certification. The degree of customer satisfaction is
also evaluated every year.

37-38

The Shareholders' General Meeting is held every year.
There is an Environmental Management System with ISO
14000 certification. The degree of customer satisfaction is

also evaluated every year.

Taking into account the size of the country and that the
bank’s business is universal banking, there is crossed
segmentation. Confidential infiormation.

Sustainability fund.

Products and services designed to offer environmental
benefit are created from a global perspective, not by line
of business.

55

41-53,61-62, 69-74

All the assets of Credit Andorra follow the social and
environmental policies.

The Credit Andorra Group’s power of decision over
companies in which it has a holding depends on the
percentage of shares held.
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