
Indicators

Retail customers by age bracket [% - years]

Retail customers by years of relationship with the bank [years - %]

Italy Abroad

Group 

CUSTOMER COMPOSITION



Indicators

Market share of branches in Italy by region

Up to 10%

From > 10% to 15%

From > 15% to 20%

> 20%

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI
Intesa Sanpaolo Group  

(including UBI Banca Group)

Presence in Italian regions 

with a low population 

density [No.]*

2019 2020 2020 2021

Branches Atm Branches Atm Branches Atm Branches Atm

20

31 33

131

21 21 31 23

0

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group)
Intesa Sanpaolo Group  

(including UBI Banca Group)

Intesa Sanpaolo Group  

banks abroad [No.]*

2019 2020 2021

Branches Atm Branches Atm Branches Atm

33 32 33

101

123 122 120

FS13



Indicators

LOANS TO CUSTOMERS

Breakdown by business area

 

1

2

10

21  

Breakdown by economic business sector

Beginning of the table Intesa Sanpaolo Group (including UBI Banca Group)

Breakdown by economic business sector 2021

Loans of the Italian banks and companies of the Group

Households 30.4%

Public Administration 3.7%

Financial companies 7.8%

45.5%

Loans of international banks and companies of the Group 11.0%

Non-performing loans 1.5%

TOTAL 100.0%
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Business Loans Associated With Projects  

[No.]*
Category A Category B Category C

Total 1 3

Sector

1

1 1

1

Region

1 2

1

Type of country**

1 1

2

Independent audit

1 3

No

OPERATIONS SUBJECT TO EQUATOR PRINCIPLES SCREENING

Project Finance [No.]* Category A Category B Category C

Total 4 9 2

Sector

2

2

2 1

1 1

Region

3 1

1 1

Type of country**

3 1

1

Independent audit

1

No 1 1

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group)
Intesa Sanpaolo Group  

(including UBI Banca Group)

 

business loans associated 

with projects closed  

during the year*

2019 2020 2021

Italy Abroad Group Italy Abroad Group Italy Abroad Group

11 0 11 10 13

0

412-3
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SOCIAL IMPACT LOANS

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI*
Intesa Sanpaolo Group  

(including UBI Banca Group)

Loans granted for  

social purposes  

[K euro]

2019 2020 2020 2021

Italy Abroad Group Italy Abroad Group Group Italy Abroad Group

0 0 0

0 0 0

0 0 0

Total 3,538,044 311,392 3,849,437 36,829,847 345,138 37,174,985 40,282,120 20,249,155 380,173 20,629,328

RELATIONS WITH THE THIRD SECTOR

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI
Intesa Sanpaolo Group  

(including UBI Banca Group)

Third Sector Network 2019 2020 2020 2021

SUSTAINABLE INVESTMENTS

Beginning of the table
Intesa Sanpaolo Group  

(including UBI Banca Group)

Eurizon SGR: Funds pursuant to SFDR* 2021

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group)
Intesa Sanpaolo Group  

(including UBI Banca Group)

Eurizon SGR: engagement initiatives 2019 2020 2021

 

 

 

FS7; FS10; FS11



Indicators

232

CYBERSECURITY

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI*
Intesa Sanpaolo Group  

(including UBI Banca Group)

Training [No.]
2019 2020 2020 2021

Italy Abroad Group Italy Abroad Group Group Italy Abroad Group

 

 

MULTI-CHANNEL

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI
Intesa Sanpaolo Group  

(including UBI Banca Group)

Distribution channels and  

automation of operations:  

Italy

2019 2020 2020 2021

 

 

 

 

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group)
Intesa Sanpaolo Group  

(including UBI Banca Group)

Distribution channels:  

Abroad

2019 2020 2021

No. of multi- 

channel contracts  

(stock)

No. of multi-

channel 

 contracts (stock)/ 

No. of customers

No. of multi- 

channel contracts  

(stock)

No. of multi-

channel 

 contracts (stock)/ 

No. of customers

No. of multi- 

channel contracts  

(stock)

No. of multi-

channel 

 contracts (stock)/ 

No. of customers

0

Fideuram: Funds pursuant to SFDR* 2021

3

102-48; FS11
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CLAIMS, COMPLAINTS AND APPEALS

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group) ISP + UBI*
Intesa Sanpaolo Group  

(including UBI Banca Group)

Type [No.]
2019 2020 2020 2021

Italy Abroad Group Italy Abroad Group Group Italy Abroad Group

 

 

222

CUSTOMER EXPERIENCE

Beginning of the table Intesa Sanpaolo Group (excluding UBI Banca Group)

Net promoter score (NPS)  

performance by type of  

customer

2019 2020 2021

20 21 21

11 22 20

-

- -


