
Regulatory, economic and 
financial system environment

The regulatory agenda in 2020 was characterized 
by a specific set of initiatives by the political 
authorities, regulators and supervisors, with a 
view to mitigating the impacts of the COVID-19 
pandemic on economies, firms and households.

The European Commission has adopted a 
temporary framework to support member states, 
namely by reviewing the framework for State aid, 
and an agreement has been broadly reached on 
the EU recovery package; the European Central 
Bank adopted a set of measures, in monetary 
policy, by easing the standards to access Central 
Bank funding, and, in the scope of prudential 
supervision, adjusting the procedures for 
monitoring and regular reporting, and an issue of 
recommendation on dividend distributions during 
the COVID-19 pandemic; the European Banking 
Authority (“EBA”) issued guidance for the 
application of a uniform prudential and 
accounting framework for legislative and private 
moratoria (Guidelines EBA/GL/2020/02) and on 
the reporting and disclosure of information on 
these exposures (EBA/GL/2020/07), along with 
further guidance from the European Securities 
and Markets Authority (“ESMA”) regarding 
financial reporting.

Noteworthy is the European Recovery and 
Resilience Mechanism, agreed in February, which 
mobilizes an unprecedented amount of available 
funding for member states over the next few 
years to deal with the pandemic and make them 
more sustainable. This Mechanism will be 
implemented at a national level through the 
Recovery and Resilience Plan, which is under 
public consultation, and which provides for 
financial support of approximately 30 billion euros 
between grants (16.4 billion euros) and loans (EUR 
14.2 billion) until 2026. Together with the multi-
annual budget until 2030, this is the largest 
package of stimulus measures ever financed by 
the European Union budget.

The national authorities have adopted measures 
within their competence, namely macro-
prudential, behavioural and financial markets, in 
line with the local reality and, when applicable, 
in accordance with the guidelines issued by the 
European authorities, namely:

• Decree-Law no. 10-J/2020, of 26 March, 
and subsequent amendments, which 
approved exceptional measures to protect 
the credits of households, firms, private 
institutions of social solidarity and other 
entities of the social economy, 
materialized above all in a moratorium on 
the reimbursement of capital and/or debt 
service, and a special regime of personal 
guarantees of the State (the Portuguese 
Banking Association also promoted a 
sectorial private moratorium, with 
adhesion of the banks, and in compliance 
with the specifications of the EBA);

• Decree-Law no. 10-H/2020, of 26 March, 
which established exceptional and 
temporary measures to encourage the 
acceptance of payments based on cards, 
namely the suspension of charging of the 
fixed component of any commission, by 
operation of card payment made at 
automatic payment terminals, which is due 
by the beneficiaries of these payments to 
payment service providers;

• The Economic and Social Stabilization 
Program approved by the Government, 
part of the supplementary Budget 
approved on June 19, establishing the 
creation of an additional solidarity 
contribution charged on the banks, whose 
revenue is allocated to contribute to 
support the costs of public response to the 
current crisis, through its assignment to 
the Social Security Financial Stabilization 
Fund.
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Banco de Portugal published:

• Circular Letter CC/2020/000000020 of Banco de 
Portugal, 23 March 2020 on policies for the 
selection and appointment of statutory auditors 
and audit firms and for the provision of non-
banned audit services to its statutory auditors 
and audit firms or their network;

• Circular Letter no. CC/2020/00000022 and 
Circular Letter no CC/2021/00000001 with 
guidelines on public and private moratoria on 
credit operations in the context of the 
pandemic (EBA/GL/2020/02);

• Circular Letter no. CC/2020/00000023, 
disclosing measures to be taken in terms of 
preventing money laundering and financing of 
terrorism (AML/CFT), in the context of the 
COVID-19 pandemic;

• Notice 2/2020, regarding the information 
obligations to customers to be observed in the 
scope of credit operations covered by the 
exceptional and temporary measures to 
respond to the COVID-19 pandemic (“public 
moratorium” and in the scope of private 
initiative moratoria).

Other relevant regulatory initiatives for the 
Portuguese financial system occurred in 2020, 
among which:

◦ Law no. 53/2020, of 26 August, and Law 
57/2020 of 28 August, which establish rules for 
the protection of consumers of financial 
services by implementing restrictions on the 
application of certain bank fees;

◦ Circular Letter no. CC/2020/00000013, of 
Banco de Portugal, relating to the Process of 
granting and restructuring credits to riskier 
debtors or groups of debtors;

◦ Circular Letter no. CC/2020/00000044, of 
Banco de Portugal, which recommends the 
good practices to be observed in the marketing 
of banking products and services through digital 
channels;

◦ Notice no. 3/2020 and Instruction no. 18/20, of 
Banco de Portugal, regarding conduct and 
organizational culture and governance, internal 
control and risk management systems;

◦ At the macro-prudential level, the percentage 
of countercyclical reserve applicable to credit 
exposures to the domestic non-financial private 
sector remained unchanged at 0% of the total 
amount of the positions at risk;

◦ Law no. 58/2020, of 31 August, which 
transposes Directive (EU) 2018/843 (“5th AML 
Directive”) which reinforces the mechanisms 
foreseen for the prevention of money 
laundering and financing of terrorism, and 
Directive (EU) 2018/1673 which, in addition, 
aims to strengthen the fight against money 
laundering trough criminal law.

A public consultation on the preliminary draft of 
Banking Code was also launched, which aims to 
replace the General Regime for Credit 
Institutions and Financial Companies (RGICSF).

In Poland, the government adopted a set of 
“anti-crisis” protection measures, including 
measures to stimulate the economy, and the 
supervisor implemented a package of measures 
aimed at the resilience of the banking sector in 
the scope of:

• provisions and classification of credit 
exposures;

• capital buffers and liquidity requirements;

• credit granted to micro, small and medium-
sized companies, namely the possibility of 
extending the maturity periods of the 
contracts.

In Mozambique, the government adopted 
measures to support the financial system, 
reducing the value of mandatory reserves and 
exempting the constitution of additional 
provisions related to the renegotiation of credits 
granted to clients affected by the pandemic. In 
the banking sector, there was also an exemption 
or reduction of commissions charged for some 
banking operations, in addition to sanitary 
measures to contain the spread of the pandemic.

The adoption of private initiative moratoriums in 
these countries is also worth-noting, as well as 
the adoption of the legislative moratorium 
regime in Poland.

Despite the more optimistic outlook due to the 
discovery and administration of a vaccine for 
COVID-19, a context of uncertainty prevails 
pertaining to the evolution of the pandemic, the 
dynamics of economic recovery and the reaction 
to the strong stimuli directed at economic 
activity in the various countries where the Group 
operates. The regulatory context should continue 
to be subject to regular adjustments in 2020 due 
to the reduction of risks arising from the 
pandemic, the regulatory and supervisory agenda 
to be adopted for the post-crisis period.
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Economic environment

Global economic environment

According to the International Monetary Fund 
(IMF), the COVID-19 pandemic has likely led to a 
contraction of the World economy of 3.5% in 
2020, in a context of strong restrictions to the 
normal functioning of the economic activity. 
Though global, the recessive intensity proved 
heterogeneous, having affected more the 
developed economies that the emerging markets.

For 2021, the IMF envisions a scenario of strong 
recovery of the global activity, which is naturally 
subject to the dissipation of the pandemic.

Global financial markets

The evolution of the financial markets throughout 
2020 was determined by the elevated stance of 
accommodation of the global economic policy, 
which prevented not only a financial collapse of 
the world but also contributed to stabilize 
aggregate demand. In fact, after the significant 
correction of the financial markets in March, the 
riskier asset classes, including equities, 
commodities, corporate bonds and 
cryptocurrencies showed a strong appreciation. In 
the foreign-exchange segment there had been a 
broad depreciation trend of the U.S Dollar, 
especially in the second half of the past year, 
including against the Euro.

In the Euro Area, the European Central Bank 
launched an emergency public debt purchase 
program and strengthened other mechanisms of 
liquidity injection into the financial system, which 
contributed to keep the Euribor rates in negative 
values along the whole extension of the curve and 
also led to a reduction of the government bond 
yields of the peripheral member-states, including 
Portugal.

Outlook for the Portuguese economy

In the year of 2020, the Portuguese economy 
recorded an unprecedented contraction of 7.6% 
stemming from the effects of the pandemic on 
activity, which turned out particularly pernicious to 
exports amid the collapse of tourism activity, to 
private consumption and, in a lesser degree, to 
investment, which benefited from the resilience of 
the construction sector. The sharp decline in 
economic activity, however, had a limited impact 
on the labor market, owing to the support measures 
for families and corporates deployed both by 
national authorities and the European Union (EU). 

The effort of supporting the household and 
corporate income by the government led to a 
substantial deterioration of the fiscal performance 
and, consequently, of the public debt ratios, an 
evolution that should improve progressively in 
tandem with the recovery of economic activity.

The inflation rate fell by 0.1% in 2020, reflecting 
the deflationary pressures associated with the 
recession. From 2021 onwards, as the economic 
recovery picks up, it is expected that inflation will 
return to clearly positive figures.

Notwithstanding the context of elevated 
uncertainty, the European Commission (EC) 
foresees a GDP growth in 2021 of 4.1%, supported 
by the expansionism of both the monetary and 
fiscal policies, the rebound of tourism in the second 
half of the year and the expectations that the 
significant increase of households’ savings in the 
last quarters will boost the private consumption.

International operations

In Poland the fall of GDP in 2020 stood at 2.8%, 
reflecting the adverse effects of the of health 
restriction on economic activity, especially in what 
concerns consumption and investment. However, 
the better than expected performance of goods 
exports fostered by the recovery of the German and 
Chinese economies in the second half of 2020 
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contributed to cushion the severity of last year’s 
recession. In 2021, the external demand and the 
expectation of progressive normalization of the 
restrictive measures should support the recovery of 
activity, with the EC projecting a GDP growth rate 
of 3.1%. On the foreign-exchange front, the 
heightened uncertainty environment that 
dominated the international financial markets in 
2020 took a toll on the evolution of the Zloty, 
which for the whole year depreciated against the 
Euro.

In Mozambique, the global economic recession, the 
military instability in the northern and central 
regions of the country, and the occurrence of 
natural disasters resulted in a GDP contraction of 
1.3%. In this context, the Metical depreciated 
significantly throughout the year, contributing to 
exacerbate the domestic inflationary pressures. For 
2021, the IMF foresees a moderate GDP growth 
(2.1%), given the domestic political and economic 
vulnerabilities.

In Angola, the fragilities of the domestic economy 
together with a strong reduction of the oil price 
worsened the recessive situation that has persisted 
since 2016. In 2021, the structural reforms that 
have been implemented and the expectation of a 
rise in commodity prices amid the global economic 
recovery should translate into a GDP expansion of 
0.4%, according to the IMF.

GROSS DOMESTIC PRODUCT

Annual growth rate (in %)

  2018 2019 2020 2021 2022
EUROPEAN UNION 2.1 1.6 -6.3 3.7 3.9
Portugal 2.8 2.2 -7.6 4.1 4.3
Poland 5.4 4.5 -2.8 3.1 5.1
SUB-SAHARAN AFRICA 3.3 3.2 -3.0 3.1 4.0
Angola -1.2 -0.9 -4.0 3.2 3.0
Mozambique 3.4 2.3 -1.3 2.1 4.7
Source: IMF and national statistics institutes

IMF estimate (January 2020)  
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Financial system 

The year of 2020 was strongly impacted by the 
COVID-19 pandemic, with the real impact on the 
national and international financial sector still 
highly uncertain, given the lack of a relevant 
precedent to enable a reliable projection of the 
severity and duration of this crisis, or the strength 
of the recovery. By the end of the year, 
encouraging results on the development and 
distribution of the vaccines began to emerge, 
with most countries starting their vaccination 
programmes in the beginning of 2021. However, 
uncertainty regarding the supply of vaccines may 
jeopardize the initially envisaged timeline for 
group immunization and the “normalization” of 
the current situation, which may affect the 
robustness of the expected economic recovery 
during 2021.

The extent and speed of the authorities’ 
response, worldwide, with the announcement and 
adoption of a wide range of measures to ensure 
ample liquidity provision, the proper functioning 
of the monetary policy transmission mechanism, 
together with unprecedented fiscal stimuli, have 
contributed to the stabilisation of international 
financial markets and the containment of the 
impact of the crisis on the financial sector, when 
compared to previous  economic crises (e.g. 
‘Global financial crisis’ in 2008/09 and ‘Sovereign 
debt crisis in the Euro Area’ in 2011/12). The 
response programmes announced by the 
authorities reveal, however, widely diverging 
levels of support from the European Union 
members to companies and individuals. The non-
homogeneity of support can generate large 
competitive distortions and generates diverging 
levels of indirect State support to banks in each 
EU jurisdiction (e.g. via what amounts effectively 
to indirect asset quality protection schemes). 
These developments could prove to be game 
changers in the process of banking sector 
consolidation in the European Union, which is 
being increasingly encouraged by the supervisors.

It should be noted that, unlike in the previous 
international financial crisis, this shock is of an 
exogenous nature and not directly related to pre-
existing financial imbalances. As a matter of fact, 
after the previous economic and financial crisis, 
several countries, including Portugal, have 
implemented economic adjustment processes that 
have made it possible to reduce their overall 
degree of vulnerability. Therefore, the 
Portuguese banking system faces this crisis under 
better conditions than it did in the previous crisis, 
with a much more solid position in terms of 
capital and liquidity, and with significantly 
improved asset quality indicators, reflecting the 
efforts made in recent years to reduce non-
productive assets (‘NPAs’) on banks' balance 
sheets. The stronger pre-crisis financial condition 
warrants increased confidence in the Portuguese 

financial system’s capacity to accommodate the 
impacts that may arise from the materialization 
of specific risks, upon the total or partial 
withdrawal of the legal moratoria schemes. Also, 
it allows the Portuguese financial system to 
position itself as one of the key promoters of the 
expected economic recovery in Portugal, 
supporting both families and companies, with a 
special focus on SMEs.

In an increasingly challenging context, following 
the downward revision of macroeconomic 
projections for the coming years (recent data 
confirms a worldwide recession in 2020), the 
maintenance of negative interest rates for a 
considerably longer period than previously 
anticipated, the increasing legislative pressure on 
commissioning and the maintenance of 
disturbance factors of a geopolitical nature (e.g. 
trade tensions), the main domestic banks still 
managed to maintain positive profitability levels, 
despite the year-on-year reduction that was 
mainly attributable to precautionary additions to 
provisioning levels, reflecting the deterioration of 
the macroeconomic forecasts. Efficiency levels, 
as measured by the cost to income ratio, 
remained among the best in European terms. The 
evolution and performance of the banking system 
continued to be impacted by increasingly 
demanding and costly Supervision and Regulation, 
despite some temporary pandemic-induced 
flexibility, and by increasing regulatory 
contributions (e.g. Banking Sector Contribution 
and contributions to the European and National 
Resolution Funds, in the latter case at a clear 
disadvantage compared to other European 
jurisdictions).

The liquidity position in the Portuguese banking 
system remained at comfortable levels and the 
capital ratios continue to progress favourably on 
the back of organic capital generation and the 
issuance of prudential own funds-eligible 
subordinated debt instruments, as well as  MREL-
eligible instruments, with the exception of one 
player that continues to rely on the National 
Resolution Fund to top-up its capital ratios in 
order to comply with its minimum requirements. 
This situation, together with the other financial 
needs generated by the resolution processes of 
Banco Espírito Santo and BANIF, remains a source 
of risk potentially affecting the normalization of 
the profitability of the Portuguese banking 
system.

The pandemic accelerated the transformation 
process of the banking system and clearly 
confirmed the merits of the business model and 
customers relationship adjustment strategy 
adopted in recent years by some of the main 
domestic banks, which now offer a more digital, 
more convenient, but also safer and better 
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quality service to increasingly demanding 
customers. As in recent years, the mitigation of 
compliance risks (associated for example with 
money laundering and the financing of illicit 
activities, e.g. terrorism) and cybersecurity, 
required enhanced investment in appropriate 
operating risk assessment and control policies, as 
well as in IT, and particularly data security 
systems, which will contribute to a more resilient 
response of the Portuguese financial system to 
the crisis. 
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Business Model

Nature of operations and main 
activities

The Group provides a wide variety of banking 
services and financial activities in Portugal and 
abroad, where it is present in the following 
markets: Poland, Switzerland, Mozambique, 
Angola (through its associate BMA) and China 
(Macao). All its banking operations develop their 
activity under the Millennium brand. The Group 
also ensures its international presence through 
representation offices and/or commercial 
protocols.

The Bank offers a vast range of financial products 
and services: current accounts, payment systems, 
savings and investment products, private banking, 
asset management and investment banking, 
including mortgage loans, consumer credit, 
commercial banking, leasing, factoring and 
insurance, among others. The back-office 
operations for the distribution network are 
integrated to benefit from economies of scale.

In Portugal, Millennium bcp is focused on the 
retail market, providing services to its Customers 
in a segmented manner. The subsidiary companies 
generally provide their products through the 
Bank's distribution networks, offering a wide 
range of products and services. 

Distinctive factors of the business 
model

Largest private sector banking 
institution 

Millennium bcp is Portugal's largest private sector 
banking institution on business volumes, with a 
leading position and particular strength in various 
financial products, services and market segments 
based on a modern branch network with 
nationwide coverage. The Bank also offers remote 
banking channels (banking service by telephone, 
mobile banking and online), which operate as 
distribution points for its financial products and 
services. 

The priorities, in accordance with the 2021 
Strategic Plan, consist in redesigning the digital 
experience to an approach centred on mobile 
devices, transforming the top customer journeys, 
forming an appropriate and productive 
omnichannel model and transforming the 
operations through the implementation of 
NextGen technologies (such as robotics and

natural language processing). At the same time, the 
Bank will adopt an IT strategy focused on the 
update of technology, information safety and 
promotion of new work forms.

The activity in the domestic market focuses on 
Retail Banking, which is segmented in order to best 
serve Customer needs, both through a value 
proposition based on innovation and speed targeted 
at Mass-market Customers, and through the 
innovation and customized management of service 
for Prestige, Business, Companies, Corporate and 
Large Corporate Customers Retail Banking and also 
through ActivoBank, a bank aimed specifically at 
Customers who are young in spirit, intensive users 
of new communication technologies and prefer a 
banking relationship based on simplicity and 
offering innovative products and services.

International presence as a platform for 
growth 

At the end of December 2020, Millennium bcp was 
the largest Portuguese privately-owned bank on 
business volumes with a relevant position in the 
countries where it operates.

On 31 December 2020, operations in Portugal 
accounted for 71% of total assets, 69% of total loans 
to Customers (gross) and 70% of total customer 
funds. The Bank had over 2.4 million active 
Customers in Portugal and market shares of 17.5% 
and 18.1% of loans to Customers and customer 
deposits, respectively, in December 2020. 

At the end of December 2020, Millennium bcp is 
also present throughout the world through its 
banking operations, representation offices and/or 
commercial protocols, serving over 5.7 million 
active Customers.

Concerning the operations in Africa, Millennium bcp 
operates through Millennium bim, a universal bank 
that has been operating since 1995 in Mozambique, 
where it has more than 1.2 million Active 
Customers and is the reference bank in this 
country, with 16.8% of loans and advances to 
Customers and 24.2% of deposits, on 31 December 
2020. Millennium bim is a highly reputed brand in 
the Mozambican market, associated with 
innovation, major penetration in terms of 
electronic banking and exceptional capacity to 
attract new Customers, as well as being a reference 
in terms of profitability.
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The deed of the merger of Banco Millennium 
Angola, S.A. with Banco Privado Atlântico, S.A. 
was signed on 22 April 2016. The bank resulting 
from the merger is an associate of Banco 
Comercial Português.

In Poland, Bank Millennium has a well distributed 
network of branches, supported on a modern 
multi-channel infrastructure, on a reference 
service quality, high recognition of the brand, a 
robust capital base, comfortable liquidity and on 
a sound risk management and control. On 31 
December 2020, Bank Millennium had a market 
share of 6.1% in loans to Customers and of 5.3% in 
deposits. 

The Group has an operation in Switzerland since 
2003, through a private banking platform offering 
customized quality services to the Group's high 
net worth Customers, comprising asset 
management solutions based on a rigorous 
research and on a profound knowledge of 
financial markets, underpinned by a robust 
commitment to risk management and an efficient 
IT platform.

The Group is also operating in the Far East since 
1993. The activity of the existing branch in Macau 
was expanded in 2010, through the attribution of 
a full license (onshore) aimed at establishing an 
international platform for business operations 
between Europe, China and Portuguese-speaking 
African countries. 

The Bank also has 9 representation offices (1 in 
the United Kingdom, 3 in Switzerland, 2 in Brazil, 
1 in Venezuela, 1 in China, in Guangzhou, and 1 in 
South Africa), 3 commercial protocols (USA, 
France and Luxembourg).

Growth based on digital/mobile 
banking  

Since its incorporation, the Bank has built a 
reputation associated with innovation. The Bank 
was the first Bank in Portugal to introduce 
specific innovative concepts and products, 
including direct marketing methods, layouts 
based on customer profiles, salary accounts, 
simpler branches ("NovaRede"), telephone banking 
services, through Banco 7, which later became 
the first online banking services platform, health 
insurance (Médis) and direct insurance, and a 
website dedicated to individual Customers and 
corporate banking. The Bank was also a pioneer in 
the launching of a new Internet Banking concept, 
based on the ActivoBank platform, which provides 
a simplified service to the Customer, including 
the opening of a current account using Mobile 
Banking solutions.

Digital banking

The Bank had to adapt to the enormous challenges 
and constraints imposed by the pandemic in 2020, 
with the digital assuming a decisive role both as a 
catalyst for the Bank's overall results and in its 
relationship with Customers.

The major dimensions of accelerating the digital 
business were: the growth in the number of active 
digital customers, with a particular focus on Mobile; 
the migration of the Client's main day-to-day 
transactions to the App; the growth of digital sales 
and open banking, boosting the offer and expanding 
distribution.

For Private Customers, the growth trend of the 
Digital Assets base continued, with an increase of 
17% compared December 2019, to which the growth 
of 29% of the users of the App Channel contributed 
decisively year-on-year. Of these, 48% already use 
this channel exclusively. Digital penetration in the 
new acquisition reached 58% of customers acquired 
in 2020l.

In the main Digital Transactions, the Bank recorded 
a growth of 47% compared to December 2019, very 
much based on the App channel (+74%). It is also 
worth highlighting the impact that the COVID-19 
context had on the migration of the main 
transactions from the self-banking channel to 
digital channels.

Digital sales accounted for 32% of the Bank's total 
sales in 2020

Mobile – Individual Customers

Access and use of the Millennium App: the 
registration process was simplified with the 
possibility of obtaining access codes from the App, 
the use of biometrics to validate operations and the 
movements in the accounts were categorized for 
intuitive reading. 

Credit: the Customer can now calculate how much 
he can borrow for his home loan with the new ‘How 
much can I borrow’ calculator. Following the needs 
arising from COVID-19, it was possible to request 
adherence to the credit moratoria and the 
subsequent acceptance of amendments to the 
respective contracts.

Investments: Consultation sessions on the 
securities portfolio and subscription, reinforcement 
or redemption of Investment Funds were created. 

Open Banking: The aggregation of accounts of 
Revolut, Transferwise and 7 other French banks was 
extended and it became possible to carry out 
national and international SEPA transfers from 
aggregated accounts. 

Payments: The MB WAY user experience was 
improved and the Money Order and Account Split 
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were made available. With these changes and an 
integrated experience, Bank Customers who use the 
Millennium App exclusively to make MB Way 
transfers already represent 35% of the total.

It is now possible to request a credit card with a 
response at the moment and activate it right after 
receiving it.

In order for Customers to feel safe when using 
credit cards, they can resort, whenever necessary, 
to a its temporary block or to its cancelling. It is 
now possible to make international SEPA transfers.

Payments by direct debit have not been forgotten 
and category icons, graphs with consumption trends 
and differentiation of charge status by colour have 
been included, all to facilitate the management of 
direct debits in the Millennium App.

Apple Pay was also made available.

Insurance: For those who travel the Bank now has 
the ideal protection with Travel Insurance ON / 
OFF, quick, easy and that the Customer only uses 
when needed. Just turn it ON!
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Mobile – Companies

The Bank kept with the ambition to continue to 
innovate and reinforce the functionalities to 
support the day-to-day management of 
Companies and provide: Payment of the Single 
Social Fee and Scheduling national transfers and 
Immediate Transfers to SEPA countries.

Companies website

TPA Analytics: business support tool that allows 
Merchants to better understand their Customers' 
consumption habits, so that they can adjust their 
offer and maximize the profitability of their 
business.

Account association: a solution that allows 
Business Customers to check bank balances and 
transactions and manage current accounts that 
they have in other banks from the Millennium 
companies website.

MContabilidade: a service that digitally connects 
Companies and Accountants, allowing the sharing 
of banking information in a safe and agile way, 
improving the bank and accounting reconciliation 
processes.

Digital Sales

In 2020, the Bank continued to invest in the 
development and availability of digital sales 
processes on the App, simpler and with a 
significant improvement in usability and 
communication with the Customer. Seeking to 
take advantage of the COVID context to stimulate 
sales through digital channels, an intense plan for 
delivering new features and services throughout 
the year was promoted, supported by 
personalized and targeted campaigns, which 
allowed the year to end with around 32% of the 
sales through digital channels and to lead the 
Portuguese market.

Despite the adjustments to the Bank's credit 
policy due to the context of the pandemic, it 
recorded a product penetration rate of 29% in 
number of transactions. Own media and paid 
campaigns and the continuous improvement of 
the digital process, namely through the provision 
of a credit simulation assistant in the App, 
contributed to this growth.

The Bank has also launched a Credit Card order 
journey on the App with automatic decision of 
credit limits, also allowing our Customers to 
manage their cards on the App, in addition to the 
possibility of cancelling and/or replacing cards in 
case of loss or theft.

In new and renewal of savings, there was an 
aggregate growth of 29 p.p. compared to 2019 in 
the penetration rate in number of transactions. 

Also in terms of investments, there was a positive 
year-on-year change in the weight of most 
products sold on digital, with the sale of 
Certificates (62%, +16 pp compared to December 
2019) and funds  standing out in the investment 
area (33%, +1 pp compared to December 2019). In 
July, the Bank launched a new journey for the 
sale of investment funds on the Millennium App, 
with an innovative experience that soon gained 
space in the production of investment funds, 
already representing 14% of total digital 
production.

In the online trading business, it has to be 
highlighted the significant increase in the value of 
orders (+23%) through digital channels and the 
significant increase in the weight of the Bank's 
online trading platform - MTrader -, from 50% to 
71% in the number of orders placed, with more 
than 10,000 new adhesions. From the perspective 
of providing customer service, the functionality of 
consulting the details of the securities portfolio 
through the Millennium App was also made 
available, seeking to ensure that each Customer 
would better monitor its investments.

At risk insurance the Bank ended the year with a 
weight of 27% of digital sales (+ 4 pp compared to 
December 2019), supported by continuous 
information and promotion campaigns on the 
website, also following a trend of increasing 
interest of Bank's Customers for products related 
to health insurance - Médis. At the beginning of 
the year, even before the pandemic, the Bank 
launched the Travel Insurance On / Off, the first 
100% digital product, that is, a journey created 
only for digital and that allows the Customer to 
pay a premium only for the time of using the 
travel insurance, with a very attractive daily price 
for a high number of coverages.
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Client-oriented relationship model

In 2020, Millennium bcp's Communication was able 
to respond to the greatest challenge of a different, 
demanding and unforeseen environment.

In a year marked by the pandemic, it was critical to 
know how to readjust the communication strategy, 
with a continuous activity of communication with 
Customers, either through commercial campaigns 
with a great focus on relationship, proximity and 
availability, or through the reinvention of the way 
of holding events, with thematic Webinars.

In terms of advertising communication, we highlight 
the “Vai correr bem – It will go well” campaigns, 
starring Bank Employees, artist Boss AC and tennis 
player João Sousa, with a view to publicizing 
support measures for individuals and companies; 
the launch of the Apple Pay service, which allowed 
the Bank to consolidate its position in the 
pioneering spirit of new instruments and solutions 
of payment; as well as the communication of the 
Global Finance award, which elected Millennium as 
"Best Digital Bank in Portugal", with the central 
message related to the Millennium App, 
consolidated in the headline "Esta App é do Melhor - 
This App is the from the Best".

Also noteworthy is the strong communication 
investment in the Companies segment, with the 
launch of a wide range of actions and initiatives, 
including the campaign based on the set of 
innovative products and solutions in the area of 
digital offer of Millennium - such as TPA Analytics, 
M Contabilidade, Associação de Contas and IBAN 
Digital - translated into the claim “Traga a sua 
Empresa para este Millennium - Bring your company 
to this Millennium”.

The completion of Webinars enabled, in addition, 
to strengthen the relationship with Customers 
through personalized sessions on the most varied 
themes, some of which with the presence of 
external guests, such as Nadim Habib, Sandra 
Tavares or Eurico Brilhante Dias.

The Bank maintained its support to culture, 
redefining, once again in view of the imposed and 
required constraints, the way to sponsor and 
organize an event as awaited as the Millennium 
Festival ao Largo. For the first time, the Festival 
was held at the National Palace of Ajuda, 
guaranteeing the maximum safety and the 
necessary social distance, nevertheless, being a 
landmark in the sharing of art and culture, with 
dance, classical music and theatre performances 
with free entry.

Also noteworthy is the "readjustment of internal 
events, with a constant commitment to regular 
contact - now digital - but always with a sense of 
togetherness and a strong team spirit.

The Millennium bcp brand continues to mark and 
convey a set of values that convey an unequivocal 
purpose of providing excellent customer service. 
The recognition of this commitment is evidenced in 
the various awards that it continuously obtains, of 
which the Marketeer 2020 Prize in the Banking 
Category stands out.

Sustainability of the business model 

The resilience of the business model is primarily based 
on the Bank's concentration on retail banking, more 
stable and less volatile by nature. Millennium bcp  
successfully implemented an operational recovery in its 
core market, reinforcing its financial and capital 
position, despite of the challenging environment in the 
banking sector in the Portuguese market. The Bank 
implemented a restructuring program based on a 
reduction of operating costs by approximately of 40% in 
Portugal since 2011 and a more than 70% reduction in 
the Group’s NPE since 2013 (from Euros 13.7 billion to 
Euros 3.3 billion in December 2020). 

Three distinctive competences acted as the main 
pillars of this recovery: a Customer oriented 
relationship model, market leading position in terms of 
efficiency and competitive international operations.

The purpose of the Bank is to ensure sustainable 
profitability in the medium and long term, seeking to 
become the best in class in terms of operational 
efficiency, improving operating profit in a sustainable 
manner and maintaining a high level of control on 
credit risk, thus preserving its strategic position in the 
Portuguese retail banking services market. One of the 
Bank’s top priorities is to improve the quality of its 
credit portfolio, reduce the stock of NPE to circa of 
Euros 3 billion by 2021 and, simultaneously, decrease 
the cost of risk.
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Main awards
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  These awards are the exclusive responsibility of the entities that awarded them.    



Millennium network
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