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“If there is one thing that characterises ”la Caixa” it is quality,
both in terms of the products the institution has to offer and the
service provided by its employees. When it comes to managing
the assets belonging to an individual or family, it is essential to
earn the trust of these people. In my view, providing quality
means that whenever clients have further questions or difficulties
they will make no hesitation in addressing the institution and will
see the employee serving them as someone deserving of trust.”

Francesc López Moros
Deputy manager Bailen-Casp 0968 branch 
(Barcelona)



4. ”la Caixa” and its Clients

Social Responsibility Report 2006 ”la Caixa” 39

4.1. Introduction
”la Caixa” has more than 10 million clients -
10,083,517 - thanks to a management
model centred on personalised, professional,
quality consultancy, a spirit for innovation,
evident in the numerous initiatives conceived
based on clients' needs, and a varied,
competitive range of products and services
on offer.

Through its network of over 5000 branches,
”la Caixa” offers its clients a team of expert
professionals that are close at hand and
devoted to meeting people's everyday needs.
Social responsibility in the institution lays the
foundations for the values that govern the way
in which ”la Caixa” responds to issues that are
important for its clients, such as reliability, the
fight against financial marginalisation,
accessibility to financial services and
satisfaction with the service provided.

Moreover, in keeping with its commitment
to society, ”la Caixa” unfolds a banking
model that is available to all, striving to
achieve excellence in the financial and non-
financial service provided and to reach the
greatest number of clients who require a
specific treatment and approach on account
of their social or cultural circumstances.

4.2. Key aspects in the 
relationship between 
”la Caixa” and its clients 
In order to formalise its commitment to its
clients, ”la Caixa” offers various channels
for establishing dialogue with its clients,
through which they are able to set out
their needs, concerns and complaints.
Issues that are relevant for clients are dealt
with by the institution through various
actions, as detailed in the following
pages.

”la Caixa” and its Clients
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· Customer service office:

· Freephone
· System of letters to the COE
· E-mail to e-laCaixa

Communications received at the customer 
service office in 2006:

· Queries or suggestions: 10,419
· Claims or complaints: 9145
· Congratulation: 189

Main reasons for complaints received 
at the customer service office:

· 1 Products
· 2 Interaction/Treatment
· 3 Services and Operations
· 4 Commissions and Charges
· 5 Credit Cards
· 6 Others
· 7 Setting/Referrals
· 8 Image/Advertising

· Office network. ¿Hablamos? 
(slogan meaning “Let's do business”)

23,229 employees and 5179 branches of 
”la Caixa” distributed across Spain at large

· Customer satisfaction surveys:

170,517 surveys carried out on clients in 2006

· Quantitative and qualitative studies of quality and
satisfaction (FRS / INMARK).

· Regular market analyses and studies of consumers,
not always ”la Caixa” clients.

· Report from the Banco de España..
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Dialogue mechanisms   Relevant issues for ”la Caixa”

C
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Security, reliability, 
transparency and trust

Accessibility to 
financial services 

Wide range of products and 
services adapted to the needs 

of all our client groups

Innovation in order to offer 
the best quality of service
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· Innovation is part and parcel of the culture of ”la Caixa” and it consists
of transforming ideas into values.

· In 2006, the investment made by ”la Caixa” in technology reached 121
million euros and investment in R+D projects relating to commercial
action and security in transactions stood at 5.7 million euros.

· Throughout 2006, a wide range of measures were implemented as a result
of the constant endeavours undertaken by the institution in terms of
innovation. These include the digitisation of client identities and

signatures, the CaixaFactura service, the payment platform for
managers and the installation of cheque truncation machines in
businesses to avoid the need for paying cheques in at branches.

· ”la Caixa” has its own model for gauging the quality offered to individuals
and companies. To do so, it conducts qualitative and quantitative studies to
gauge the quality of the service offered, and provides clients with various
channels through the customer service office so that they can convey
their comments, opinions and complaints.

Response actions

· ”la Caixa” unfolds a cautious and varied risk policy that results in systematically
lower delinquency rates compared to those of the Spanish financial system as a
whole. ”la Caixa” has been included in the group of Spanish financial institutions
of advance risk management systems Basilea II. Likewise, Standard & Poor's has
raised the short- and long-term ratings for ”la Caixa” from ‘A + / A -1’ to ‘AA -
/ A - 1+’, respectively, with a steady outlook.

· ”la Caixa” carries out a proactive policy when it comes to preventing
money laundering by investing in human resources, more specifically in
training employees in this particular area.

· The host of safety measures adopted by ”la Caixa” has made it possible
for the branches of the institution to be among the most secure in the
entire Spanish banking sector. ”la Caixa” is the financial institution with
the least robberies per branch of the entire sector.

· Both personal data protection and banking secrecy are a recognised
and well-established principle for action in the institution at large.
”la Caixa” is one of the first Spanish financial institutions to acquire
the international certification ISO 27001:2005 for its Information
Security Management system.

· As a result of the work carried out by ”la Caixa” in favour of fraud
prevention and detection, in 2006 it launched CaixaProtect, a
service that improves and expands safety coverage in the use of
credit cards and in Línea Abierta.

· In order to address the issue of service charges, ”la Caixa” has created
ServiCuentas, which offers its clients a host of integrated services
with just one fee, making it one of the most competitive on the
market.

· With its 5179 branches (40% in the traditional area and 60% in the
expansion area), ”la Caixa” is present in all Spanish towns with a population
of more than 20,000 inhabitants, in 86% of towns with between 5000 and
20,000 inhabitants, in 44% of those with between 3000 and 5000
inhabitants, in 17% of those with between 1000 and 3000 inhabitants and
in 1% of towns with a population of less than 1000 inhabitants.

· 98% of branches are designed according to the completely personalised
service model. 72% of branches are currently accessible for disabled
people. All new branches are designed in accordance with the zero
elevation goal, which determines strict accessibility criteria.

· The network of automatic teller machines of ”la Caixa”, with 7493
terminals, is the largest in Spain, the second largest in Europe and the
third in the world. Additionally, 5328 of these terminals are ServiCajeros.

· All automatic teller machines of ”la Caixa” are equipped with keypads for
the visually-impaired. The institution has launched an adaptation plan so

that by 2010 at least one cash machine per branches will meet all the
physical, sensory and psychological accessibility requirements.

· This policy has led to ”la Caixa” becoming the first institution in Spain to
have an accessible online banking service. Línea Abierta, which is the ”la
Caixa” online banking service, acquired the level “A” certification in
2006, in accordance with the international standards of the Web
Accessibility Initiative (WAI), as determined by the World Wide Web
Consortium (W3C), for regular operations which account for more
than half of all operations clients make. The ”la Caixa” website has
likewise been certified with level “AA”.

· In 2006, ”la Caixa” strengthened all its electronic channels by offering new
services and benefits which enhance its user-friendliness. Of the 4.3
million clients with the Línea Abierta contract, somewhere in the
region of 2 million have carried out 864 million transactions online.

· ”la Caixa” develops a banking model that is available to all and which is
centred on service and attending to the specific needs and requests of its
more than 10 million clients, among which there are young people, senior
citizens, families, new residents, SMEs, the agricultural sector, etc. The
close relationship between the staff of the network of branches and the
clients allows for the constant creation of new financial and non-financial
products and services, in fitting with real needs.

· The LKXA programme, which integrates all the services and products specifically
designed for young people between the ages of 18 and 25, has 493,717
clients. They can make use of various products such as CrediEstudios, the
Libreta Vivienda or the Hipoteca Joven LKXA, the only one on the market
to offer a grace period on a revolving loan enabling the holder to once
again dispose of some of the accrued capital in order to meet new
funding needs. Additionally, this programme offers young people many
benefits with respect to recreation, discounts on petrol and many other
services through its specific line of cards.

· The Club Estrella programme offers senior citizens products and services
with exclusive benefits. 1,468,924 clients of this programme currently
benefit from its advantages. 702,972 of these clients have their pension
debited in ”la Caixa”. In addition, ”la Caixa” has launched the Hipoteca
Inversa in order to provide additional income to supplement their pensions.

· One in every three new clients to the institution is a new resident, which
clearly goes to show the extent to which the services specifically designed
for this group have been accepted. These include the International
Transfer and the Visa Giros cards or the service ServiCuenta CaixaGiros.
In this context, the institution was the first to offer its clients a multi-
channel service for sending money abroad. A new specific website for
new residents has been set up on the ”la Caixa” main website. This site
provides general information on finances and on the institution's
products and services that may be of particular interest to this group.
”la Caixa” has signed agreements with banks from 13 countries worldwide
and in January 2007, three more countries will be incorporated.

· The operational needs of the 343,347 companies that are clients of
”la Caixa” are always met by the “home banking” system, called Línea
Abierta Empresa. This service has been awarded the highest
qualification in the sector by independent institutions on various
occasions. Especially valued are its functionality and the fact that it
meets all companies' needs.

· ”la Caixa” has specific products to meet the needs of its clients in the
agricultural sector, whether individuals or agricultural and livestock
cooperatives. In order to market these products the institution has 745
professionals specialising in this sector.
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Individual Entrepreneurs Companies Others
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CLIENTS BY CATEGORY (thousands of euros)

Private individuals

4.3. Clients of ”la Caixa”
”la Caixa” has more than 10 million clients
stemming from a broad range of
generations, cultures and backgrounds,
among other characteristics. These clients
and users constitute a heterogeneous public
that demands differing solutions and
approaches.

The growth ”la Caixa” undergoes is
unrelenting in Spain and the increase in the
number of clients in 2006 is no exception. In
this respect, more than 477,000 new clients
have placed their trust in ”la Caixa” in Spain,
with an increase being witnessed in every
autonomous community in the country.

Focus on the needs 
of ”la Caixa” clients
The types of economies that coexist in
each area (private individuals, individual
entrepreneurs, major businesses, etc.) require
precise assistance in order to address specific
needs and concerns. 

”la Caixa” defines various initiatives aimed at
various age groups in order to attract clients
and earn their loyalty. The institution is
undergoing growth in each and every age
group.

Diversity among clients 
of ”la Caixa” 
The immigration phenomenon has brought
about a social and cultural diversification in
the profile of the typical client of ”la Caixa”.
This has paved the way for a major policy to
approach their needs in recent years.

Nigh on 30% of new clients of ”la Caixa”
are new residents. Consequently, raising
awareness about this social group
constitutes the key to the future of any
financial institution, as laid down in section
4.7.3.

Particularly prominent among the client
numbers of ”la Caixa” are Latin American,
Asian and African countries, areas with
strong, traditional migratory links with
Spain.

TREND IN THE NUMBER OF CLIENTS 
OF  ”LA CAIXA” (thousands of euros)

8310

400 494 572
285 311 343

157 164 177

8636
8990

8285
8744 9154 9607

10,083

ORIGIN OF PRIVATE CLIENTS (RESIDENTS)
OF OTHER NATIONALITIES

403,381

580,648
711,231

04 05 06
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ORIGIN OF PRIVATE CLIENTS (RESIDENTS) OF OTHER NATIONALITIES
OVER THE 2004-2006 PERIOD

Africa
157,848

Europe
191,308

Europe/Asia
6007

Asia
78,017

Oceania
439

South
America
249,921

TOTAL 711,231

North
America
27,691

NUMBER OF CLIENTS AND GROWTH OVER THE 2004-2006 PERIOD

Galicia
238,142
(+27%)

Asturias
78,324 (+44%)

Cantabria
76,552
(+19%)

Basque
country
241,032
(+24%)

Navarre 
68,215 
(+19%)

La Rioja
37,485 (+16%)

Aragon
162,139
(+14%)

Castile and Leon
210,317
(+19%)

Madrid 
1,114,074 (+15%)

Extremadura
87,669
(+26%)

Canary Islands
256,333 (+16%)

Balearic Islands
486,027 (+4%)

Castile-
La Mancha

167,771
(+23%)

Andalusia
1,414,093
(+13%) Murcia 

193,326 (+26%)

Ceuta 8249 (+33%)
Melilla 4611 (+32%)

Valencia Region
656,708
(+17%)

Catalonia
4,582,450

(+4%)
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4.4. Professional business 
management as the basis 
for generating trust
Trust is a value that is paramount for people
who work in ”la Caixa”. Such trust is based
on security and professionalism that is
conveyed from business management. It
results in reliability, cautious risk
management and the fight against fraud,
among others.

4.4.1. Quality of the asset, 
risk management and reliability 
of  ”la Caixa”
The mission of ”la Caixa” is to progress in
risk management in accordance with the
current regulatory framework.

A host of measurement and monitoring
tools and techniques are applied to these
risks. Indeed they are deemed suitable
and comply with best practices and
standards for management.

All these actions in terms of risk
measurement, monitoring and management
are performed according to the guidelines set
forth in the New Basle Capital Accord
(NBCA). The ”la Caixa” group shares the
need and suitability of the principles that
inspired this new accord, which encourages
improvements in risk management and
measurement.

The endeavours undertaken since 1999 to
meet the requirements of the new regulation
on own resources have culminated in the
approval of a Master Plan for Adaptation to
the NBCA in July 2005 by the Board of
Directors of ”la Caixa”, in line with the
suggestions of the Banco de España.

In December 2006 the reliability coefficient
of the group stood at 11.5%, the Tier 1
(basic own or first category resources) stood
at 8.3% and the core capital stood at 6.2%.

Standard & Poor's has raised the short-
and long-term ratings for ”la Caixa” from

'A+/A-1' to 'AA-/A-1+', respectively, with a
steady outlook.

This increased rating lays testimony to the
continual improvement in the profitability
of the banking business of ”la Caixa”, the
reduction in its exposure to market risks
and the positive trend of its reliability.
Future negotiation on the stock exchange
of part of the group's investment portfolio
and the strategy aimed at the natural
growth of the institution underline these
aspects.

With a view to supporting branch decision-
making and risk analysts, as well as
speeding up the resolution of applications,
”la Caixa” has various tools for gauging
the likelihood that their clients may fall into
arrears and the projected and unforeseen
losses on operations.

In monitoring private individuals, this risk
management leads to a host of reactive
and proactive scoring tools addressed to
the concession of operations and their
subsequent monitoring.

For monitoring businesses there is a rating
tool that encompasses micro-enterprises
and major corporations, including housing
projects. The purpose of these tools is to
provide support to the network in both
the analysis of files and in client
monitoring. As is laid down in the
Strategic Plan of ”la Caixa”, the institution
makes a conscious effort to offer the best
service to this group, particularly to SMEs.
Moreover, and to ensure the quality of the
portfolio, a separate monitoring unit is on
hand to examine the potential decline of
the various risks.

This host of policies gives rise to
systematically lower delinquency rates than
those of the system, in addition to
coverage and capitalisation rates that are
well above the sector average, as indeed
can be seen in the charts below.

TRUST

The rating agency Standard & Poor's
has raised short- and long-term 

ratings for ”la Caixa” from 'A+/A-1' 
to 'AA-/A-1+', respectively, 

with a steady outlook

DELINQUENCY COVERAGE

340%
379%

444%

10 million of
CLIENTS
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DELINQUENCY RATE

0.45%
0.39%

0.33%

04 05 06
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4.4.2. Security for external 
and internal clients
In order to assure the security of clients
and employees, ”la Caixa” branches are
equipped to reduce the risk of robbery
and theft. Moreover, some branches have
adopted further measures that are not
required by law, such as digital image
capture and recording devices, an
exclusive door for accessing the
automatic cash recycling machine,
dispenser and security area or individual
access checks by means of a metal
detector. Throughout the first quarter of
2007 improvements will be made to
access checks for branches located in
high risk areas by installing security locks
and intercoms or video intercoms.
Furthermore, all ”la Caixa” branches
have prepared and implemented an
emergency plan.

On this context, and based on the
commitment undertaken by ”la Caixa” to
promote respect for human rights, all the
security guards working for the
institution have followed the security
guard training course. It involves studying
article 18 of the Spanish Constitution on
fundamental human rights. Likewise, and
on a voluntary basis, the security guards
can opt to follow the legal area
multimedia course and the legal
regulations applied to operations
recycling course. These courses enable
the study of those aspects of human
rights that are relevant to their
profession.

Furthermore, ”la Caixa” also wishes to
foster the scope of security by means of
displays inside its branches and through
specific training for employees in charge of
dealing with emergencies for employees of
central or individual buildings and for
prevention representatives. At the same
time, instructions to be followed in
emergencies and training in occupational
hazard prevention can be followed online.

4.5. Relations with clients based 
on responsibility, transparency 
and ethics
4.5.1. Avoiding money laundering
and anti-corruption policies
Money laundering intervenes in financial
systems on a worldwide scale, adversely
affecting the reputation of financial
institutions and weakening their relations
with intermediaries, regulators and the
general public. In order to address this
problem, several countries around the
world are approving and fine-tuning their
laws on this matter in line with the
progressive framework of measures for
zero corruption and zero promotion of
such conduct, as promoted by Corporate
Social Responsibility.

Act 19/93, amended by act 19/03 on
movement of money and money
laundering prevention measures stipulates
that the obligated subject must depend on
express policies for acceptance and
awareness on the part of clients. These
policies help protect the reputation of
financial institutions and the integrity of
banking systems by minimising the
likelihood of becoming the driving force
behind or the victim of financial crimes.

”la Caixa” adopts specific measures to
ensure client identification, the
establishment of internal checks, training
and awareness on the part of staff
regarding these obligations and full
cooperation with the authorities.

2006 figures of staff devoted to money
laundering prevention remained stable
over 2005 figures with a team of 25
people assisting in this task and 12 people
who are exclusively devoted to it.

Specific training
All the employees of the regional network
have since the year 2000 had access to a
money laundering prevention course
integrated into the institution's Intranet.

STRUCTURE OF THE CREDIT PORTFOLIO 

LOW RISK LOW TO MEDIUM RISK

MEDIUM RISK MEDIUM TO HIGH RISK

53.4%

26%

16%

4.6%

49.9%

28.4%

17.7%

4%

NO. ROBBERIES PER 100 BRANCHES

1.6

1.6

1.8

1.1

1.7

”la Caixa” MAIN BANKS AND
SAVINGS BANKS

1.6

1

1.6

0.9

1.5

1.41.3

DIGITAL IMAGE
CAPTURE

RECYCLERS/
DISPENSERS

% OF BRANCHES ADOPTING 
THEFT PROTECTION MEASURES

25

100 100 100

40
47

05 06

01 02

04 05 06

03 04 05 06

”la Caixa” has proven to be 
the institution with the least 
number of robberies per branch 
of the entire sector
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The aim is to raise awareness among and
prepare employees about evident cases of
unlawfulness which constitute a crime
and corruption. In 2006, 2229 employees
took part in the respective training
process and a total of 178 employees
completed it.  

Number of operations 
investigated and detected
During the 2006 financial year, the
Operative Money Laundering Prevention
Unit (UOPBC) investigated a total of 591
operations and detected 57 cases by
means of the ”la Caixa” alert systems.
223 of these operations were brought to
the attention of the Executive Service of
the Banco de España. 

4.5.2. Respect for the privacy and
confidentiality of information
”la Caixa” strictly complies with current
legislation regarding privacy, personal
data protection and banking secrecy.
Additionally, the institution keeps all the
files under its responsibility which contain
personal data recorded in the General
Data Protection Register. It also has a
security document with which compliance
is mandatory for all staff that have access
to personal automated data and
information systems. Moreover, the
institution has adopted the necessary
technical and organisational measures in
order to maintain the level of security
required depending on the nature of the
personal data being processed and the
circumstances surrounding it. This is to
avoid alterations, loss and unauthorised
access or processing.

Endeavours made in this field have been
increased with a host of internal rules,
including Rule 47 “Processing and
Confidentiality of Personal Data” and its
annex document “Banking Secrecy,
Privacy, Data Protection and Correct Use
of Information”, Rule 66 “Computing
Security”, Security Regulations or the

Internet Code of Conduct, regulating
activities and operations linked to privacy
protection, personal data and correct use
of information. To this end, employees
need to be competent in this field;
therefore ”la Caixa” provides new
employees with training and regularly
carries out training and dissemination
actions addressed to the entire staff.

4.5.3. Fraud protection. 
Security boosts trust
In order to offer clients complete peace of
mind and to provide them with total
security in the event of irregular uses, in
2006 ”la Caixa” created CaixaProtect®, a
pioneering service in Spain which assures
clients protection against any fraudulent
operation that is not carried out by the
holder using Línea Abierta, automatic
teller machines and with ”la Caixa”
cards.

The CaixaProtect® service is free-of-
charge and immediately applicable for any
client who performs the multi-channel
operation, a figure which stood at 10
million in December 2006.

This service has been possible due to the
technological developments of ”la Caixa”
aimed at avoiding and detecting fraudulent
uses of credit cards and the Línea Abierta
online banking service. ”la Caixa” pays for
the values of any fraudulent transaction
made up to two days before the card is
cancelled, including withdrawals at
automatic teller machines and, in the
case of Línea Abierta, up to 30 days
before a claim is made.

The CaixaProtect® service also
activates a mobile alert system for
purchases, use of the card to withdraw
cash or to make transfers with Línea
Abierta and cash machines for high
values. Thus, clients are able to monitor
their most significant transactions free-
of-charge.

Profesisonals 
cooperating in
money laundering
prevention

Professionals 
exclusively devoted 
to money laundering
prevention

PROFESSIONALS OF ”LA CAIXA” DEVOTED
TO MONEY LAUNDERING PREVENTION

23

10

25

12

25

12

TOTAL NO. OPERATIONS INVESTIGATED
BY THE UOPBC AS SUSCEPTIBLE TO
MONEY LAUNDERING 

TOTAL NO. OPERATIONS DETECTED BY
MEANS OF THE ”LA CAIXA” ALERT SYSTEM

90
75

57

TOTAL NO. OPERATIONS BROUGHT TO THE
ATTENTION OF THE EXECUTIVE SERVICE OF
THE BANCO DE ESPAÑA

191

290

223

04 05 06

04 05 06

475

763

591

04 05 06

04 05 06
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4.5.4. Ethics and transparency 
of commercial information
Compliance with legal regulations and the
various voluntary self-check codes of
ethics forms one of the lines of action of
”la Caixa”, not only in the products and
services it offers, but also in the manner in
which these lines are conveyed.

As far as legal requirements on non-
fraudulent offers are concerned, ”la Caixa”
respects the obligations laid down in acts
34 and 26 of 1988, on publicity, and on
discipline and intervention in credit
institutions, respectively. The former deals
with aspects such as the reproduction of
coins and notes, the image of individuals,

2004 2005 2006
% of client data covered by the data 
protection procedure

No. and kind of offences committed
within the framework of regulations
regarding client privacy

No. of legal actions due to unfaithful 
competence, defence of competence and
monopolising practices and its results

100%

1 fine of
120,000 euros

1 fine of
300,000 euros 

100%

_

_

100%

1 fine of 2000 euros (LSSI)
and four of 60,101.22 euros

each (LOPD)

_

PHISING

Phishing involves masquerading as a specific banking
institution and sending emails in order to obtain users' online
banking passwords so that this data can be stored and used
fraudulently.
To avoid being duped by such emails it is important to bear in
mind that ”la Caixa” will never in an email ask its users for any
kind of financial information, such as passwords, card numbers
and passcodes. Moreover, even though the emails may be
highly elaborate, there are a host of elements that can always
be seen in emails sent by ”la Caixa” which show whether or
not a message is genuine. Emails from ”la Caixa” always
include the name and surname of the user and when said user
logs on to the e-banking service he or she will see the details
relating to the last time he or she connected to the service at
the bottom left part of the window and his or her name and
surname will appear at the top.
In the event of any query, ”la Caixa” provides its users with a
customer service line (902 115 007) and a section on its web
page regarding security, detailing 10 basic rules associated with
online security.

10 BASIC RULES REGARDING ONLINE SECURITY
1 Do not open messages from an unknown source.
2 Do not disclose personal details or access PIN codes.
3 Do not open files from unknown senders. 
4 Do not write access PIN codes down on any document.

You should keep your Targeta Línia Oberta with your
details in a safe place.

5 Never use PIN numbers that are easy to guess.
6 Never trust simple promotions and free gifts or respond to

messages requesting urgent information.
7 It is important to have an antivirus programme installed.

Be sure to use it and ensure it is updated regularly. It is
also advisable to install a system that prevents spyware and
spam.   

8 It is important to keep your Internet explorer up-to-date
and to install all updates to your operating system.

9 It is important to consider a minimum number of rules for
protecting your computer.

10 It is vital to be informed about general security when using 
the Internet.
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use by children, and lawful and unlawful
publicity, among others. On the other
hand, the latter regulates requirements for
information on the interest rate,
commissions and information obligations
for clients, in line with requirements set
out by the Banco de España.

”la Caixa” undertakes to comply with the
General Code on Advertising Conduct for
Pension Fund and Collective Investment
Institutions (INVERCO), as well as the self-
check codes prepared by the Association
for the Self-regulation of Commercial
Publicity, of which the institution is a
member. These codes include the Code of

Advertising Conduct, which in turn is
based on the ICC International Code of
Advertising Practice and on the basic
principles of veracity, legality, honesty and
loyalty in commercial publicity or the Code
of Ethics on E-commerce and Interactive
Advertising which envisages commercial
publicity as contractual aspects in
commercial transactions made over the
Internet or using other electronic media.

Lastly, it is worth highlighting the Internal
Code of the Advertising and Marketing
Services Division which sets out a number
of basic rules for action in spheres such as
respect for constitutional rights, gender
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Business Corporate / 
Institutional

Business Corporate / 
Institutional

PRESS CONFERENCES ORGANISED 
BY ”LA CAIXA” IN 2006

9

TOTAL: 32

23

PRESS RELEASES PREPARED AND 
ISSUED BY ”LA CAIXA” IN 2006

57

TOTAL: 120

63

equality, protection of image rights and
transparency. Thus, advertising cannot
contain information that is untrue,
ambiguous, vague, exaggerated or
possesses any other similar characteristics
that may induce error with a view to
deceiving clients about the benefits of the
content conveyed.

As with previous years, during the 2006
financial year, no contradicting resolution or
information was recorded for ”la Caixa” in
the area of advertising or information on
products.

4.5.5. Relations with the media
The ”la Caixa” publicity policy unfolds under
the principles of credibility, informative
transparency, efficiency and strictness. One
of its main goals is to convey the founding
values of the institution. These include
service to the society where its financial
activities are carried out.

In order to fulfil this duty, ”la Caixa” has a
press office that upholds direct, fluent
relations with the media. Indeed, it deals
with the media's requests, conveys the
institution's relevant activities and
undertakes to transmit the principles that
govern each of the projects unfolded.

With a view to providing publicity
professionals with access to information,
on the institution's website there is a
specific section called the Press Room
(www.prensacaixa.com) which shows all
relevant information about ”la Caixa” and its
Obra Social or Social Work Programme. This
website offers the media up-to-date
corporate statistics and data, information on
products and services, on current rates and
commissions and on the latest products
and operations. In addition, over the
Mediateca (or media library) it is possible
to access a folder of press releases and
photographs.

OTHER INFORMATIONAL EVENTS 
ORGANISED BY ”LA CAIXA” IN 2006

2

TOTAL: 41

23

3

13

INTERVIEWS WITH
TOP EXECUTIVES

REGIONAL
INTERVIEWS

CHAIRSBUSINESS EVENTS
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4.6. Accessibility
The concept of accessibility has a meaning
of its own for ”la Caixa”, bringing about
propinquity to clients via a network of
branches, the elimination of physical and
sensory barriers and overcoming financial
marginalisation. The institution also witnessed
a local expansion in 2006, drawing it closer
to clients and making it the institution with
the greatest level of presence in local areas.

The steady expansion of ”la Caixa” has gradually
lowered the number of inhabitants per branch.
According to statistics, the institution has a
staggered presence in line with the population of
each town. Therefore, with a strong presence in
larger settlements, the institution has branches in
virtually all Spanish communities with a
population of more than 20,000 inhabitants, in
86% of communities with between 5001 and
20,000 inhabitants, in 44% of those with
between 3001 and 5000 inhabitants, in
17% of those with between 1001 and 3000
inhabitants and in 1% of communities with a
population of less than 1000 inhabitants.

4.6.1. Territorial presence 
of ”la Caixa”
”la Caixa” places at the disposal of its
clients 5179 branches in Spain and 7
representative branches in foreign
countries (Milan, Stuttgart, Porto, Lisboa,
Brussels, London and Casablanca),
making a total of 5186 branches. This
establishes the ”la Caixa” network as the
most powerful in Spain.

The total number of ”la Caixa” branches
rose by 8.5% in the period between 2004
and 2006.

The growing presence and propinquity of
”la Caixa” across Spain can clearly be
seen by the following indicators:
· The average number of clients per branch

stands at 1947, accounting for an increase of
1% in the 2004-2006 period.

· The average number of clients per employee
stands at 434, accounting for an
increase of 3% in the 2004-2006
period.

10 million of
CLIENTS

In recent years, ”la Caixa” has 
witnessed major expansion within

local territories, drawing it nearer to
customers and making it the Spanish
financial institution with the greatest

level of presence in Spain at large

PRESENCE IN THE TERRITORY 
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Presence of ”la Caixa” branches by autonomous community

Autonomous ”la Caixa” Spanish banking  % Penetration
Community branches system branches

Andalusia 607 6276 9.7

Aragon 93 1707 5.4

Asturias 75 905 8.3

Balearic Islands 242 1168 20.7

Canary Islands 150 1264 11.9

Cantabria 44 469 9.4

Castile and Leon 201 2946 6.8

Castile - La Mancha 114 1836 6.2

Catalonia 1789 7665 23.3

Ceuta and Melilla 6 42 14.3

Valencia Region 478 4522 10.6

Extremadura 64 1159 5.5

Galicia 182 2417 7.5

La Rioja 28 460 6.1

Madrid 751 5395 13.9

Murcia 131 1215 10.8

Navarre 54 680 7.9

Basque country 170 1761 9.7

Spain total 5179 41,887 12.4

Galicia
182

(+36)

Asturias
75 (+8)

Cantabria
44 (+5)

Basque
country
170 (+8)

Navarre 
54 (+2)

La Rioja
28 (+2)

Aragon
93 (+2)

Castile and Leon
201 (+94)

Madrid
751 (+68)

Extremadura
64 (+17)

Canary Islands
150 (+21)

Balearic Islands
242 (+6)

Castile-
La Mancha
114 (+20)

Andalusia
607 (+35) Murcia

131 (+25)

Ceuta and Melilla 6 (+1)

Valencia Region
478 (+67)

Catalonia
1.789 (+4)

TERRITORIAL DISTRIBUTION OF ”LA CAIXA” BRANCHES BY AUTONOMOUS COMMUNITY
AND GROWTH TREND BETWEEN 2004 AND 2006

AVERAGE NO. INHABITANTS 
PER ”LA CAIXA” BRANCH 

9261
8868

8517

04 05 06

AVERAGE NO. CLIENTS 
PER ”LA CAIXA” BRANCH 

1922
1931

1947

04 05 06

AVERAGE NO. CLIENTS PER 
”LA CAIXA” EMPLOYEE

421

431 434

04 05 06
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4.6.2. Elimination of barriers. 
Branch adaptation and accessibility
The desire of ”la Caixa” is to offer a quality,
innovative service to its more than 10 million
clients in Spain, illustrating its social calling
through a policy involving the elimination of
physical, technological and communication
barriers in order to make access to the
institution easier for the population as a
whole. Eliminating such barriers entails a
priority in offering clients optimum service.
Consequently, the social sensitivity of the
institution focuses its efforts on both a
quantitative expansion and a qualitative
improvement in the concept of customer
service. Some examples along these lines
include the design of “zero elevation”
branches, keypads on automatic teller
machines which are adapted for the visually
impaired and accessibility on the website.
These are just some of the initiatives carried out
by the institution in recent years.

As far as physical barriers are concerned, since
the end of the nineties ”la Caixa” has worked
on its “zero elevation” goal in order to
eradicate the differences in height between

the pavement and the floor of the branch, or,
where this is not possible, overcoming those
gaps by means of moderate ramps or rising
platforms. ”la Caixa” has set itself the
challenge of making 100% of its branches
accessible. At present, 3738 branches, or
72.18% of the total, are already accessible.

Indeed, whenever possible, new branches
are opened in accordance with the “zero
elevation” goal, which outlines strict
accessibility criteria. Simultaneously, changes
are being made in those branches already
open in order to adapt them to the needs of
disabled people, either by eliminating barriers,
carrying out refurbishment or enlargements,
for instance, by changing the location of the
entrance or, in extreme cases, by moving the
establishment altogether.

Moreover, the completely personalised
service offers clients a setting that is more
conducive to relations, with furniture and an
arrangement of work spaces aimed at making
personal contact easier. 98% of ”la Caixa”
branches are currently designed according to
the completely personalised service model.

ACCESSIBLE BRANCHES

Galicia
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63

Cantabria
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country
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Navarre 
41

La Rioja
24
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Canary Islands
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Balearic Islands
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Castile -
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90

Andalusia
484 Murcia
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Ceuta 3

Valencia Region
313

Catalonia
1.311

Melilla 2
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Accessibility of automatic 
teller machines
The 7493 ”la Caixa” cash machines already
have keypads that have been adapted for
the visually impaired enabling them to access
basic banking functions (cash withdrawal,
updating the bank book, checking
statements and paying in cash and checks)
by using a Braille keypad.

As far as sensory disabilities are concerned, a
project has been conducted making it
possible with ”la Caixa” cash machines to
access a specific menu, the screens of which
have larger text in black and white, making
them easier for the visually impaired to read.
This menu allows regular banking functions
to be carried out using automatic teller
machines (cash withdrawals, consultations,
etc.).

Another project that got underway in 2002
was the implementation of a guide using a
voice system which will be widely introduced
into the network in 2007. In order to access
the audio system, the user must connect

standard headphones into the socket on the
front of the cash machine and key in a simple
code on the keypad. This system allows
access to all the foregoing operations and
also makes it possible to purchase transport
tickets and top up mobile phones.

In 2006 the “Caixa Fácil” operation was also
implemented. It makes it possible to
personalise the most common operations
that are carried out using cash machines.
This service, which is programmed from ”la
Caixa” branches at the request of the client
or proactively by branch employees, makes it
easier for senior citizens to use cash
machines.

At present there is no regulation establishing
the parameters that must be met by cash
machines to assure their accessibility.
Consequently, and in awareness of the fact
that 9% of Spaniards have some kind of
special need, ”la Caixa” and the Fundació
Barcelona Digital conducted a study in 2006
with the aim of making cash machines
more accessible.

All 7.493 ”la Caixa” cash machines 
already have keypads that have been
adapted for the visually impaired 
enabling them to access basic banking
functions by using a Braille keypad

COMPLETELY PERSONALISED SERVICE (CPS) BRANCHES
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This study proposes a host of
recommendations concerning the physical
accessibility of cash machines (locating the
financial institution, access, location, privacy
and security) and accessibility in use
(interactive components, input and output
devices, operation and identification).

”la Caixa” envisages that at least one cash
machine per branch will meet the
requirements mentioned in the proposal
from the Fundació Barcelona Digital by 2010
as part of its expansion and renewal plan.

Accessibility to the Internet
”la Caixa” is the first institution in Spain to
have an accessible online banking service.
Línea Abierta, which is the ”la Caixa”
online banking service, acquired the level
‘A’ certification in 2006, in accordance
with the international standards of the
Web Accessibility Initiative (WAI), as
determined by the World Wide Web
Consortium (W3C), for regular operations
which account for more than half of all
operations clients make.

The institution has carried out a
tremendous effort to adapt accessibility
on Línea Abierta and on the ”la Caixa”
website, making it understandable for the
support software used by the visually
impaired in their regular surfing, for
instance, the reading programme used by
the blind (JAWS).

Specifically, the ”la Caixa” website has
also acquired the level ‘AA’ certification
for main pages for private individuals and
companies, for the site map for private
individuals and companies, for customer

service and for the accessibility corner, as
well as for distance banking for private
individuals and companies.

”la Caixa” additionally offers all its clients
the accessibility corner, a space where all
the actions unfolded with a view to
facilitating accessibility to services are
detailed. It also provides information on
actions carried out in the sphere of the
Internet. What is more, there are sign
language videos, prepared in conjunction
with the Catalan Federation for the Deaf.

”la Caixa” is governed by continual
improvement to its services. Accordingly,
changes to various functions are
validated, applying tests for users with
special needs in order to assess the degree
of accessibility.

The ONCE foundation has worked closely
with ”la Caixa” to come up with solutions
that will make it possible to comply with
level ‘A’ for accessibility of its e-banking
service, and level ‘AA’ for accessibility on
the Internet website www.lacaixa.es.

Accessible multi-channel 
management
Ever since its inception, ”la Caixa” has
been characterised by its strong social
commitment and by a major calling for
both service and work for the benefit of
general interest. This desire is exemplified
by the fact that endeavours are made to
provide the service to all clients, thanks to
a sustained policy entailing the
elimination of physical and technological
barriers, and those affecting access to
information.

”la Caixa” is the first institution in
Spain to have an accessible online

banking service. Along these lines, the
Línea Abierta service has acquired

level "A" certification, in accordance
with the international standards of

the Web Accessibility Initiative (WAI)
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4.7. A Financial Service that 
is available to all
”la Caixa” currently has 10,083,517
clients, of which 8,990,323 are private
individuals. Indeed, in recent years the
institution has witnessed major growth in
its client base as far as businesses are
concerned. It has now reached a total of
343,347 business clients.

”la Caixa” develops a banking model that
is available to all and which is centred on
service and attending to the needs and
requests of a great deal of clients, the
greater part of whom are private
individuals and SMEs. To do so, it has a
wide range of financial and non-financial
products and services, tailored to the
specific demands of each group. In this
respect, ”la Caixa” endeavours to offer
products that are adapted to clients' needs
in each of their stages of life in order to
earn their loyalty, which is paramount to
the development of the business.

4.7.1. ”la Caixa” and 
young people: LKXA
493,717 young people between the ages
of 18 and 25 are clients of the institution.
In order to meet their needs in terms of
education, employment integration and
access to housing, the institution offers the
LKXA programme, from which 493,717
clients currently benefit. The programme
provides solutions and puts forward
proposals to meet the demands of new
generations.

In order to make it easier for young people
to access university education, ”la Caixa”
has two kinds of loans with a maximum
period of 10 years: the CrediEstudios, so
as to finance university education, and the
CrediEstudios Postgrado, making it
possible to meet financial needs for several
years of postgraduate or masters studies,
without the need to reapply for a loan
each year. Likewise, 50 cooperation
agreements have been entered into

between ”la Caixa” and various university
centres in order to make it easier to finance
students' needs.

Difficulties in accessing housing have in
recent times proved to be one of young
people's biggest anxieties. In this respect,
”la Caixa” offers specific products, such as
the Libreta Vivienda for housing, aimed at
gathering savings that would make it
possible to acquire or renovate their first
dwelling in the future. Furthermore, also
on offer is the Hipoteca Joven, a mortgage
for young people with an amortisation
period of up to 40 years and a grace period
of up to 10 years, the longest period on the
market. This ten year grace period can be
commenced and interrupted at any time
during the loan's existence. Additionally,
the ten years can be spread between the
various disbursements made by the holder.
The Hipoteca Joven LKXA is the only one
on the market to offer a grace period on a
revolving loan, allowing the holder to
dispose of a portion of the amortised
capital in order to meet new funding
needs. In December 2006, ”la Caixa” had
carried out 41,523 Hipoteca Joven
operations to a value of 6,691 million
euros.

In line with its constant innovative spirit,
”la Caixa” also provides young people the
communication possibilities offered by
new technologies. Thus, this group has all
the multi-channel possibilities offered by
”la Caixa”, as well as the network of
branches and cash machines, mobile
telephone technology in all its forms,
telephone banking, digital television and
the Línea Abierta Internet service. Along
these lines it is worth highlighting the
CaixaMóvil service that enables all the
institution's financial services to be brought
together onto a mobile handset and allows
for checking and carrying out operations
with accounts and cards 24 hours a day. All
these services can be accessed over the
website www.lkxa.com.

Through its LKXA programme 
”la Caixa” seeks to offer solutions 
and proposals for the demands of 
new generations. The institution 
has 493,717 young clients between
the ages of 18 and 25
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In this respect, the users of the LKXA
programme have benefited from zero
commission on the purchase of tickets
using the ServiCaixa terminals, the Internet
or mobile telephones, up to a maximum of
two tickets per person per week.

What is more, the programme offers
young people benefits and discounts for
recreational activities, for instance with the
sale of tickets over ServiCaixa, discounts on
petrol, as well as various services via its
specific card line. These cards make it
possible to personalise printed images and
are accompanied by a range of gifts as part
of the Puntos Estrella programme, in
recognition of purchases made using cards.

4.7.2. Products and Services 
for Senior Citizens
”la Caixa” has shown a commitment to
senior citizens ever since the institution was
founded. Indeed, one of the factors that
motivated its founders was to look out for
this group. The institution has led the way
in introducing social provision instruments
such as pensions for the elderly, at a time
when such benefits were unheard of Spain.
Today, this commitment is still evident
through the specific services and products
on offer and the actions aimed at improving
the quality of life and circumstances for
senior citizens.

The Club Estrella programme offers these
people services and products with the
added bonus of exclusive benefits. At
present, 1,468,924 clients aged 65 years or
more benefit from the advantages of Club
Estrella, and of these 702,972 have their
pensions with ”la Caixa”. Thus, and thanks
to Club Estrella, senior citizens can process
their retirement file, receive their State
pension on the 25th day of each month,
take out the Pensión Vitalicia Inmediata
(Immediate Lifelong Pension), benefit from
SegurCaixa Hogar home insurance at a
reduced rate, draw on loans in
advantageous conditions, receive economic

and financial consultancy and make queries
via the Club Estrella telephone line, all
completely free-of-charge.

Similarly, the range of products and services
on offer to elderly clients includes the
Tarjeta Club Estrella, which also comes with
the Tarjeta Dorada or RENFE gold card free-
of-charge, entitling the holder to reduced
rate train fares. The card is also part of the
institution's Puntos Estrella programme,
which offers prizes for purchases made by
accumulating points that can be exchanged
for gifts.

With regard to products, it is worthwhile
mentioning the Hipoteca Inversa, a
reverse mortgage which aims to provide
senior citizens with additional income to
supplement their pensions. Throughout
2006 a total of 168 reverse mortgages
were managed.

At present, 1,468,924 clients aged 
65 years or more benefit from the

advantages of the Club Estrella 
programme, and of these 702,972

have their pensions with  ”la Caixa”

Close ties between the staff of the
network of ”la Caixa” branches and

clients make it possible for new
financial and non-financial products

and services to be continually created
in line with the genuine needs of its

more than 10 million clients
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4.7.3. New Residents
As a result of certain socio-demographic
phenomena in recent years, ”la Caixa” has
remained well in touch with new social
realities. Indeed, there has been a major
increase in the number of clients from
other countries. Although the 2005 year
closed with 580,648 clients who were
born outside Spain, by the end of 2006
this figure had reached 711,231.

In order to attract this group and earn their
loyalty, ”la Caixa” unfolds various
activities:
· Money transfers can be made in their own

language (19 different languages).
· People from other nationalities have joined

staff in branches and as sales assistants
in geographical areas where there is a
major presence of people from other
nationalities.

· International agreements have been entered
into with the main banks of the
countries of origin of this group in order
to simplify and assure the processing of
money transfers.

· A network of automatic teller machines
allowing use of any card to simplify
money transfers.

· Agreements undertaken with a wide
range of new residents' associations:
organisation of meetings, sponsorships,
merchandising, bank usage courses
(training), etc.

In light of the fact that ”la Caixa” deems it
important to make access to the banking
system easier for this group, it implements
a strategy based on financial integration
through a wide variety of products and
services that are tailored to meet their
needs and assist them in their social and
economic development in this country.
One example of the actions carried out is
the translation into Arabic and Chinese for
operations using the automatic teller
machines and the creation of instruments
that make it easier to carry out transfers of
money to their countries of origin.

Thus, the main countries of origin of new
resident clients to ”la Caixa” are Morocco,
Ecuador, Colombia, Peru, China, and
Romania. Over the past year, the new
resident client group of ”la Caixa” has
witnessed an increase of 22%.

One in every three new clients to the
institution is a new resident, which clearly
goes to show the extent to which the
services specifically designed for this group
have been accepted. In 2002 ”la Caixa”
launched a programme specifically
addressed to new residents in Spain with a
view to offering them specific products and
services tailored to their needs, aside from
the extensive range traditionally on offer. In
this context, ”la Caixa” was the first
institution to offer its clients a multi-channel
service for sending money to foreign
countries. This can be done via the Línea
Abierta, the institution's online service, and
also at automatic teller machines, branches
and even by text messages.

In addition, ”la Caixa” has two kinds of
specific card for this group: the International
Transfer card - the first that makes it
possible to carry out international
transfers using the institution's automatic
teller machines - and the Visa Giros card,
a pay and go card that can be used to
collect consignments sent from within
Spain. Along these lines, ”la Caixa” has
signed agreements with banks in Ecuador,
Peru and Colombia. These agreements
complement those that the group has
already entered into with other countries
including Argentina, Bolivia, the Dominican
Republic, Senegal, the Philippines, Morocco,
Romania, Bulgaria, Pakistan and Brazil, all
with the aim of making international
transfers easier. As of January 2007 likewise
entering into such agreements will be
Ukraine, Uruguay and Cuba.

As far as financial products are concerned, for
new residents ”la Caixa” has developed the
'Hipoteca Básica' a basic mortgage that

One in every three new clients to 
the institution is a new resident,
which clearly goes to show the 
extent to which the services 
specifically designed for this 
group have been accepted
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makes it easier for this group to access
housing, by funding 100% of the
property's appraisal value.

Similarly, it is worth highlighting the
development of a new product, the
SegurCaixa Repatriación, a repatriation
insurance that addresses one of the
problems faced by the new resident
group, namely repatriation of late relatives
to their country of origin in the event of
being deceased in this country. As of 31
December 2006 the number of Segurcaixa
Repatriación contracts stood at 50,988,
representing an increase of 34.7% over the
contracts in effect at the end of 2005.

The institution is also fostering the
concession of microcredits to this group to
encourage their business initiatives. In this
respect, ”la Caixa” was the first financial
institution to acquire the quality certificate
according to the ISO 9001 standard,
endorsing the quality provided in the
management of financial services for new
residents.

4.7.4. CaixaBusinesses
343,347 companies are clients of the
institution, accounting for a growth of
10.4% in 2006. This also equates to a
penetration (percentage of business
clients as a proportion of all businesses)
of 22.4%. The credit investment of this
group stands at 50,497 million euros,
with a growth of 35.1% and resources
secured stand at 23,297 million euros,
with a growth of 26.7%. In total, the
volume of business for Banca de
Empresas accounts for 24% of the
institution's business as a whole.

The operational needs of a company can
always be solved with the home banking
system, which is called Línea Abierta
Empresa. Indeed, it has proven to be
worthy of the best rating for the sector
from AQ Metrix, valuing its functionality
and the degree to which it meets the needs

of companies. The total number of
businesses a year that operate with the
Línea Abierta service is 110,092.

The focus towards the business sector is
also illustrated by the major growth in the
number of financing products, such as the
commercial discount which has increased
by 22%, by the high number of businesses
that process their payments to the
institution's suppliers, 176,721 to be
precise, and by the high number of business
that have paid their taxes recently, 231,528.

In terms of product and service innovation,
it is worth highlighting the Venta Segura, a
secure sales service; the processing of
Créditos Documentarios, documentary
credits using Línea Abierta; the Crédito
Abierto a Empresas, a credit that is open to
businesses; and CaixaFactura, the
electronic billing system of ”la Caixa”.

The significance of SMEs to the Spanish
economy demands special attention as
they constitute the main driving force of
employment, manufacturing and sales,
among others. Accordingly, their financial
and non-financial needs are of particular
importance.

In this respect, in 2006 ”la Caixa” signed a
financing agreement with the European
Investment Bank (EIB) involving a line of
financing for investment projects of SMEs
offering advantageous conditions, both for
the payment periods and the interest rate.

In addition, within this line of assistance to
SMEs developed by ”la Caixa” is the Línea
de Riesgos Comerciales policy, a
commercial risk line which brings together
the most common credit products under
one policy. Thus, by signing one sole
contract with a pre-determined limit, this
product makes it easier to carry out the
most common national and international
financial operations. These include a
discount and advance on commercial

The Línea Abierta Empresa has proven
to be worthy of the best rating for the

sector from independent institutions
on many occasions, valuing its 

functionality and the degree to 
which it meets the needs 

of companies

MICRO
SMALL
MEDIUM-SIZED

LARGE
UNASSIGNED

DISTRIBUTION OF CLIENT 
BUSINESSES BY SIZE 

67.6%

21.7%

6.6%

3.5%
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credits, the financing of imports and
exports, an advance on national invoices,
documentary credits, foreign exchange
insurance, endorsements and guarantees.

4.7.5. Agricultural sector
Ever since it was founded, ”la Caixa” has
lent priority to the needs of the
agricultural sector. The institution
currently has specific products in order to
meet the needs of the agricultural sector,
on both an individual basis and for
agricultural and livestock cooperatives. In
order to market these products ”la Caixa”
has 745 branches specialising in the
agricultural sector.

At the institution's branches, counselling
is offered and information is provided on
developments in this sphere. To
supplement the service, ”la Caixa” offers
the possibility of processing the CAP
application and even of forwarding
payment of the subsidy by means of a
credit offering beneficial conditions.

In addition to assisting with the processes
of CAP subsidy payments, ”la Caixa”
offers mezzanine loans in favourable
conditions enabling farmers to forward
payment of financial assistance for
drought and frost. The institution was
also a pioneer in developing funding
products such as farming machinery
renting for a period of more than a year.
To achieve this it signed agreements with
the main suppliers of the sector.

Likewise, in ”la Caixa” branches it is
possible to take out all the Agroseguro
insurance policies that are adapted to
meet all farmers' needs. Thus, there are
specialised insurance policies for fruit

cultures, vineyards, winter cereals, spring
cereals, and so on.

Moreover, the AgroTarjeta enables
cooperatives and businesses in the sector
to manage their payment and collection
activities swiftly and with total assurance.
A further example of cooperation
between ”la Caixa” and cooperatives was
the launch of a highly innovative product,
namely the pension plan for the
agricultural sector, which is exclusively
marketed through the cooperatives.

With the Crédito AgroInversión, an
innovative form of funding with enough
flexibility to enable the client to choose
between a funding of 8 years, with a
personal guarantee, and 15 years with a
mortgage guarantee. Indeed, it is the
farmer who determines the frequency of
payments according to income and who
can opt to use the grace period of up to
24 months.

With regard to agreements with the
public administration, ”la Caixa” has,
since 2003, upheld an agreement with
SAECA in order to provide farmers with
funding by means of loans with a
personal guarantee and a favourable
interest rate. Lastly, ”la Caixa” offers its
clients a fortnightly newsletter,
InfoAgrario, offering news on the sector.

What is more, ”la Caixa” also processes
the loans of the Directorate-General for
Agrarian Structures, according to the
agreement with the Spanish Ministry of
Agriculture, Fisheries and Food, and the
autonomous communities, allocated in
order to integrate young farmers and
improve farming facilities.
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4.8. Innovation and service 
as a vehicle for quality
For ”la Caixa” innovation is about transforming
ideas into value.

Thereby, fostering new ideas that stem from
the employees makes it possible to unfold
innovative projects to meet the most pressing
needs of clients.

Over the ”la Caixa” Intranet, the results of
participation from employees in this task are
fostered and disseminated, and ideas which
may lead to improved services and products to
be marketed are disclosed. The internal
innovation procedure implemented by ”la
Caixa” aims to encourage participation and to
lend acknowledgement to those employees
that come up with the proposals.

4.8.1. Ongoing technological 
innovation
Technology is a critical variable for the future of
organisations, enabling them to offer the best
products and services and to maintain
improved and more productive relations with
clients. The ”la Caixa” technological innovation
policy has always possessed a marked vision
with the client in mind. Indeed, in 2006 the
institution earmarked more than 5.7 million
euros to various R+D projects, essentially related
to commercial action and security in
transactions. This investment has borne fruit:

some of its results are in the pilot stage and
others have been fully implemented. These
results have given rise to a considerable
improvement in relations between ”la Caixa”
and its clients and will continue to do so in years
to come.

4.8.2. 24 hour service: 
“Always on hand”  
Under the slogan “Always on hand”, ”la Caixa”
is committed to being available for its clients
whenever they need it, 24 hours a day, 365 days
a year, by means of various tools.

Online and electronic channels
Thanks to technology, a swift, efficient approach
can be adopted to offer innovative, quality
services to supplement the personalised
treatment available at the network of branches.
Along these lines, as well as offering a wide range
of products, electronic channels make it possible
to achieve a high degree of communication
between ”la Caixa” and its clients.

In 2006, somewhere in the region of 485 million
operations were carried out using the self-
service terminals. ”la Caixa”, with a network of
7493 automatic teller machines, spearheads the
Spanish financial sector in terms of the number
of terminals. Of all these machines, 5328 also
include a wide range of functions such as
information services, operations with assets,
management of star points, consultation of

10 million of
CLIENTS

According to the latest study conducted
by AQMetrix, ”la Caixa” is the leading

institution for quality in all its online
services: Banca Particulares, Banca

Empresas, Broker Online, Banca 
Personal and Banca Profesionales 

y Negocio. This is the first time 
that a financial institution has 
held pole position at the same 

time in these five analysis rates

TOTAL INVESTMENT MADE BY ”LA CAIXA” 
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In 2006 ”la Caixa” strengthened 
all its electronic channels with 

new services and benefits making 
operations easier for all its clients
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property availability, auctions, sale of transport
tickets, payment of taxes or sale of tickets for the
cinema and other shows. The new
developments for 2006 include the possibility of
making split bill payments, personalisation of
screens according to clients' preferences and the
development of menus that are more accessible
to all users.

ServiCaixa spearheads the Spanish market for
ticketing, both in terms of volume and the range
on offer. Last year it was responsible for handling
the sale of in excess of 46 million tickets. 13.8%
of them (6.3 million) were sold via channels
pertaining to ”la Caixa”, such as automatic teller
machines (42%), the Internet (35%) or over the
telephone (23%).

”la Caixa” is the only institution that markets
tickets with an ongoing, worldwide portfolio of
shows, enabling advance purchases to be made
conveniently and swiftly. The range on offer

includes cinema, theatre, music and sporting
events, as well as museums and theme parks.

On average, each of the institution's cash
machines offers more than 200 different
operations, accounting for 42% of all
operations made. In this respect, the ”la Caixa”
automatic teller machines dispense 70 million
euros in cash every day.

The ”la Caixa” venture for self-service goes far
beyond just cash machines, which are part
of a broader strategy that includes the
telephone, data phones and, in particular,
the Internet.

Línea Abierta
The range of online banking products that ”la
Caixa” offers to private individuals and
businesses makes it possible to perform more
than 750 different operations using its
Línea Abierta and Bolsa Abierta services.

”la Caixa” has a network of 7493 
automatic teller machines, once again
establishing itself as the spearhead 
of the Spanish financial market in
terms of the number of terminals

TOTAL NO. OF AVERAGE CLIENTS
(in thousands)

3215

3504

3756

04 05 06

SERVICAJEROS

1463

2542

5328

04 05 06

AUTOMATIC TELLER MACHINES 
ENABLING PAY-INS

4931

5225

5565

04 05 06

TOTAL NO. OPERATIONS CARRIED OUT

404,311,205

641,443,705

864,466,811

04 05 06
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The website, www.lacaixa.es, is the point
for accessing corporate information on the
”la Caixa” group, the Obra Social and on
non-financial services, such as housing
services (Servihabitat) and recreational ones
(ServiTicket), among others.

According to a study conducted by Nielsen
NetRatings, ”la Caixa” has between twice
and three times as many users to its online
banking services than its competitors.
Furthermore, the institution's website has
established its leadership for online services
both in Spain and in Europe with a market
share of 32% of active Internet users.

Of the 4.3 million clients of Línea Abierta,
nigh on 2 million used the service in 2006,
carrying out more than 864 million
operations to a value of 132 billion euros.

CaixaMóvil
The CaixaMóvil brand encompasses all the
products and services that the institution
has offered over the mobile phone for
more than five years. The brand had
750,000 clients in 2006. In addition to the
financial services of Línea Abierta Móvil,
Línea Abierta SMS and Línea Abierta Java,
”la Caixa” likewise offers a pre-defined
alert service via text messages and the sale
of tickets over mobile phones.

Additionally, ”la Caixa” has become the
first institution to offer businesses the
possibility of having an alert service for
receiving information on the treasury, cards
and files via email or SMS. In 2006 more
than 17 million messages were sent to the
mobile phones of ”la Caixa” clients.

Both Línea Abierta Móvil and Línea Abierta
SMS make it possible to perform a broad
range of financial operations using a
mobile phone, including checking the bank
balance, carrying out transfers, consulting
the Puntos Estrella star point total or
changing the method of payment for
cards.

Other channels: Telephone 
Banking and Digital Television
”la Caixa” offers other channels such as
telephone banking and digital television,
making it possible to manage client
accounts in a swift, simple fashion.

”la Caixa” is the sole financial institution in
Spain to provide distance banking services
over digital television. In this respect, Línea
Abierta is present in Imagenio (Telefónica's
digital television platform) and in Windows
Media Center. 

4.8.3. Innovation in the products
and services of  ”la Caixa”
One of the vital aspects of innovation is the
continual propinquity to clients on the part
of the employees working in the various
branches. Our widespread network of
branches enables us to anticipate clients'
needs, refer them to the organisation and
then address them using the institution's
products and services.

As a result of this attitude to drive
innovation, throughout 2006 the
following initiatives were launched:

Digitisation of client identity 
documents and signatures
As part of its concern for environmental
sustainability, over the course of the past
year ”la Caixa” has embarked on the
process of digitising all documentation,
particularly that related to everyday
management with clients and suppliers.
This also leads to swifter dealings with
these people. To do so, ”la Caixa”
undertook to make a major technological
effort, providing its network of branches
with a total of 20,000 scanners. The
process to significantly minimise storage,
consultation and transmission of
documents on paper involved digitising
more than two million client identity
documents and signatures, as well as 12
million contracts corresponding to 21
million files. 

According to a study conducted by 
Nielsen NetRatings, ”la Caixa” has 

between twice and three times as many
users to its online banking services than

its competitors. Furthermore, the 
institution's website has established its

leadership for online services both in
Spain and in Europe with a market

share of 32% of active Internet users

CLIENTS WITH A LÍNEA ABIERTA 
CONTRACT AND OPERATIONAL CLIENTS
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LÍNEA ABIERTA MÓVIL

440,551

1,460,117

2,875,215

04 05 06

TOTAL NO. CLIENTS TO 
LÍNEA ABIERTA MÓVIL

19,046

46,016

90,122

04 05 06

TOTAL NO. CLIENTS TO SMS ALERT

204,780

287,865

628,415

04 05 06

CLIENTS WITH 
A CONTRACT

OPERATIONAL
CLIENTS

3,104,658

1,275,865

3,697,163

1,607,182

4,307,341

1,949,783

04 05 06



4. ”la Caixa” and its Clients
Quality

Social Responsibility Report 2006 ”la Caixa” 63

E-billing (CaixaFactura)
”la Caixa” has broadened its range of services
addressed to companies by launching
CaixaFactura, an e-billing service that enables
clients to record, manage and archive their
bills using Línea Abierta.

“CaixaFactura” replaces, for all pertinent legal
purposes, all paper bills by e-bills, offering
businesses complete e-billing management in
order to exchange bills among themselves via
Línea Abierta. This provides businesses with
greater swiftness and a reduction in cost
when it comes to processing their bills.

This service facilitates attracting clients and
earning their loyalty, securing new income
and provides a more competitive range as far
as the services in this area provided by
competitors are concerned. 

Payment platform for managers
In 2006, a platform was developed that
enabled taxpaying professionals to pay and
submit taxes to the tax authorities online, and
to also perform operations using one tool,
thereby achieving swiftness in processes and
saving on costs.

Installation of cheque truncation
machines in businesses to avoid the
need for paying cheques in at branches
This service enables clients to pay in and clear
current account checks and promissory notes
(including future maturity), from home,
without the need to go to the branch in
person.

The result for clients is greater swiftness
in processing these documents and, for
”la Caixa”, a substantial reduction in processing
time.

The number of clients with this service stands
at 1888, with a total volume of 1,688,457
documents processed to a total value of
8,842.21 million euros.

Foreign trade: image availability 
via Línea Abierta
In 2006 a new service was implemented on
Línea Abierta. It was an innovation in the
Spanish banking sector and it enables
documents generated in foreign trade
operations to be viewed online from the time
they are reviewed and available to clients,
thereby avoiding the need for journeys or
dispatches of additional documentation.

Elimination of remittances or the
inclusion of barcodes on remittances
Throughout 2006, various actions were
performed in order to reduce the physical
circulation of documents across the network
and the administrative burden entailed by
their management. Specifically, these
actions made it possible to eliminate
and/or optimise clearance of remittances
(inclusion of barcodes), to avoid the need
for dispatches of paper, by transferring
communication between centres to
electronic channels, and to facilitate the
handling of documentation. This has
resulted in substantial savings in paper
consumption.
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4.9. Client satisfaction
The satisfaction of the more than 10
million clients is the essence and guiding
objective of ”la Caixa”. A satisfied client is
the most valuable asset to a financial
institution as he or she will recommend
the former's services, sign up for new
products and will establish greater ties
with it. Consequently, ”la Caixa” focuses
all its efforts on meeting clients'
expectations, employing a consistent
strategy involving asking and listening.

Quality perceived: 
what do our clients think?
In its concern to provide a quality service
and be familiar with expectations and room
for improvements, ”la Caixa” has, since
1999, developed a model of its own to
gauge the quality of service it offers
clients based on various aspects it deems
to be of interest. This model, which is
validated quarterly by means of qualitative
and quantitative studies, makes it possible
to discover the perception that clients
have of ”la Caixa” and of the products
and services it offers.

In 2006, 170,517 surveys were conducted
on clients, gauging aspects of the services
offered in branches, such as personalised
treatment, counselling and the swiftness
of the service, among others. In this
respect, 66% of clients give the service
offered by ”la Caixa” a rating of 8 or more
(on a scale of 0 to 10).

The assessment given by clients on
relation channels has also been gauged.
These include the network of automatic
teller machines and the service offered
online via Línea Abierta. The information
gleaned makes it possible to plan and
assess actions for improvement, since all
branches and areas of the institution that
are in direct or indirect contact with
clients provide in-depth information on
how they value the quality of its services.

Objective quality: 
how do our new employees act?
By way of analysis to supplement the
perception studies, each year ”la Caixa”
also takes part in objective gauging
studies on quality in the Spanish financial
sector. This type of investigation employs
the figure of the Mystery Shopper, based
on observations made by specialised
auditors who raise the consultation issues
of potential clients, making it possible to
gauge the commercial activities of the
employees.

The voice of the client as 
the basis for improving quality
For ”la Caixa”, paying attention to the
opinions of its clients is a primary
objective. Indeed, the claims and
suggestions they make form an open,
direct and relevant source of information
for the institution allowing incidents to be
resolved and various aspects to be
identified which need to be altered in
order to achieve greater efficiency and
operation, thereby increasing the quality
of services on offer.

To do so, ”la Caixa” offers its clients
various channels within the customer
service office which enable them to make
their complaints or give remarks in a
convenient, simple fashion: the freephone
customer service number (900 32 32 32),
the system for issuing letters to the CEO,
available in all branches, and the email
service addressed to e-la caixa.

The satisfaction of the more than 
10 million clients is the essence and 

guiding objective of ”la Caixa”. 
Consequently, the institution focuses 

all its efforts on meeting clients'
expectations, employing a consistent

strategy involving asking and listening

CLIENT SATISFACTION: PERCENTAGE 
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RATING GROUP (Scale of 0 to 10)
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04 05 06

26,343

13,985

10,419

At ”la Caixa” each complaint or claim is
deemed as a chance to go further than simply
offering its clients satisfaction. As a result, the
institution continually monitors any such
complaints and claims from the moment they
are received to the time when they are dealt
with by the suitable person in the swiftest time
possible.

In 2006, the customer service office received a
total of 9145 claims. All were dealt with by the
persons in charge corresponding to the
territorial network, the central services network
and the group's subsidiaries. It should be borne
in mind that the commitment undertaken by
”la Caixa” in order to deal with the claims
received is to do so within 10 days in the case of
written complaints and 5 days in the case of
those made over the phone. Along these lines,
in 2006 the average response time was 3 days
for phone complaints and 6.6 days for written
complaints. Consequently, the institution more
than fulfilled this commitment.

In addition to these internal channels that
have already been well-established, ”la
Caixa” offers its clients the customer service
and client defender service for Catalan
savings banks. The figure of a defender,
whose existence is not compulsory, is
established as a body that is not related to
the institution and which can independently
and freely make decisions. Any resolutions it
makes can be accepted at the client's will
and are mandatory for savings banks.

Reducing the number of claims is a
challenge that was set out in the 2004-
2006 strategic plan. This efficient
management from the institution is also
exemplified in the claims report of the
Banco de España, where ”la Caixa”
emerges as the second financial
institution with the least number of
complaints received in relation to its
volume of business, according to the
latest information available.

TOTAL 2005: 23,598 TOTAL 2006: 19,753

PRODUCTS

COMMISSIONS
AND CHARGES
SERVICES AND
OPERATIONS
CREDIT CARDS

SETTING / REFERRALS

OTHERS

INTERACTION /
TREATMENT
IMAGE /
ADVERTISING

2436
(27%)

1221 
(13%)

132 (1%)

1354
(15%)

783
(9%)

558
(6%) 726

(8%)1935
(21%)

RESOLVED IN FAVOUR
OF ”LA CAIXA”

RESOLVED IN 
CLIENT'S FAVOUR 

INADMISSABLE

WAIVERS 
BY CLIENT

PENDING 
RESOLUTION

261

Total: 701

256

9067

27

COMMUNICATIONS RECEIVED AT THE CUSTOMER SERVICE OFFICE

MAIN REASONS FOR COMPLAINTS 
RECEIVED IN THE CUSTOMER 
SERVICE OFFICE

SUMMARY OF CLAIMS SUBMITTED 
TO THE CLIENT DEFENDER

Queries or suggestions

9457 9414
9145

04 05 06

Claims or complaints

04 05 06

Congratulation

210 199 189

TOTAL 2004: 36,010


