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1. KEY INDICATORS   

Unid. 2020 2019 2018 2017 2016 Var. % 20/19

C UST O M ERS

Total of Customers Thousands 6 667                6 617                5 827 5 429 5 482 0,8%

Number of Active Customers (1) Thousands 5 705               5 598               

Interest paid on deposits and interbak funding Million euros 188                   301                    327 343 362 -37,5%

Claims registered (2) Number 172 674 136 562 108 244 76 918 72 498 26,4%

Claims resolved Percentage 93,0% 92,2% 99,3% 97,7% 93,2%

A C ESSI BI LI T I ES

Branches Number 1 380 1 536 1 101 1 120 1 163 -10,2%

Activity in Portugal 478 505 546 578 618 -5,3%

International activity 902 1 031 555 542 545 -12,5%

Branches opened on Saturday 167 143 122 118 112 16,8%

Branches with access conditions to people with reduced mobility 937 875 866 800 828 7,1%

Internet Users number 2 453 555 2 214 885 1 980 905 1 665 987 1 700 114 10,8%

Call Center Users number 491 969 431 169 429 982 353 003 261 620 14,1%

Mobile banking Users number 3 214 664 2 601 401 2 106 289 1 520 378 1 268 804 23,6%

ATM Number 3 022 2 988 2 952 2 950 2 965 1,1%

EM P LO YEES

PORTUGAL EMPLOYEES Number 7 013                7 204 7 095 7 189 7 333 -2,7%

INTERNATIONAL EMPLOYEES Number 10 318             11 377 8 972 8 653 8 594 -9,3%

LA BO UR I NDI C A T O RS (3)

Breakdown by professional category Number

Executive Committee 28 28 28 28 26 0,0%

Senior Management 163 221 178 150 146 -26,2%

Management 1 874 2 157 1 728 1 642 1 669 -13,1%

Commercial 9 949 10 664 9 446 9 424 9 453 -6,7%

Technicians 4 067 4 388 3 682 3 531 3 459 -7,3%

Other 1 250 1 116 1 027 1 061 1 167 12,0%

Breakdown by age Number

<30 2 841 3 350 2 393 2 235 2 225 -15,2%

[30-50[ 9 872 10 648 9 318 9 498 9 820 -7,3%

>=50 4 618 4 583 4 350 4 103 3 875 0,8%

Average age Years 41 41 41 41 41 0,0%

Breakdown by contract type Number

Permanent 15 969 16 840 14 685 14 668 14 876 -5,2%

Temporary 1 362 1 681 1 376 1 168 1 044 -19,0%

Trainees 275 453 339 208 0 -39,3%

Employees with working hours reduction Number 230 254 215 187 202 -9,4%

Recruitment rate Percentage 6,4% 12,5% 12,3% 9,7% 8,2% ---

Internal mobility rate Percentage 20,7% 16,3% 16,6% 18,5% 18,0% ---

Leaving rate Percentage 13,8% 11,9% 11,0% 10,3% 9,1% ---

Free association (4) Percentage

Employees under Collective Work Agreements  99,8% 99,7% 99,7% 99,6% 99,6% ---

Union Syndicated Employees 77,0% 76.9% 78,6% 78,5% 78,9% ---

Hygiene and safety at work (HSW)

HSW visits Number 186 184 159 376 194 1,1%

Injury index (5) Number 2,19 2,42 1,99 2,91 2,69 -9,5%

Death victims Number 0 0 0 1 0

Absenteeism rate Percentage 6,3% 4,8% 4,3% 4,2% 4,0% ---

Lowest company salary and minimum national salary Ratio 1,3 1,3 1,3 1,1 1,9 0,0%

ENVI RO NM ENT

Greenhouse gas emissions (6) tCO2eq 31 018 50 714 50 588 55 683 59 864 -38,8%

Electricity consumption (7) MWh 59 214 62 527 59 664 63 131 68 055 -5,3%

Production of waste t 768 617 677 2 330 2 547 24,5%

Water consumption (8) m3 208 817 276 460 281 666 366 872 372 409 -24,5%

SUP P LI ERS

Time of payment and time contractually agreed, in Portugal Ratio 1 1 1 1 1 0,0%

Purchase from local suppliers Percentage 92,2% 91,4% 92,2% 86,4% 91,7% ---

DO NA T I O NS Million euros 2,0 2,1 2,0 1,9 1,7 -4,8%

(4) The value reflects only operations where the regimes are applicable. Collective work agreement: Portugal and Mozambique. Syndicate: Portugal and Mozambique.    

(5) Number of accidents per million hours worked. In 2020 the claculation methodology was changed in accordance with the GRI (global reporting initiative), a retroactive adjustment to the series was made.

(6) Data does not include Mozambique.

(7) Data include  eletricity from public grid. Does not include the cogeneration plant in Portugal neither energy consumption in Mozambique.

(8) Data does not include Mozambique and Switzerland. 

(2) It includes a structural change effect in the complaint handling process at Bank Millennium Poland, aiming at improving the Customer experience by optimizing the immediate treatment.

(3) Employees information (and not FTE) for: Portugal, Poland, Mozambique and Switzerland.
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