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To Our
CUSTOMERS,
WORKERS,

STOCKHOLDERS
AND SOCIAL
PARTNERS

A substantial
portion of Banesco
social investment
—over Bs. 46 billion—
goes to the benefit
of more than 13,000
men and women
who are the cornerstone
of our organization.

Banesco
Banco Universal

rom its specific perspective, the Social Responsibility and Sustainability Report 2012,
a kind radiography of Banesco, is an accountability report of our activity from the
social, economic and environmental perspective.

An analysis of the information here exposed, with details of the way our Organization
thinks and makes its social investment, reveals at least three clear trends. First of all, our
concern to increasingly expand the ways by which the Bank supports its workers. Second,
the desire of being systematic in the annual contributions to our Social Partners. And
third, the concentration of our contributions on causes addressed to organizations that
provide an essential service to segments of the population with extreme or urgent needs.

A substantial portion of Banesco social investment —over Bs. 46 billion— goes to the
benefit of more than 13,000 men and women who are the cornerstone of our organization
and are disseminated all over Venezuela’s regions. This first data could be emblematic of
the size and depth of our commitment: almost half of them, 6,458 workers, have been
favored by the Program “Your House with Banesco”.

Besides the considerable contribution we make so as our people could have their own
houses, I would like to emphasize the huge investment —over Bs. 48 billion— we made
in different non-contractual benefits, including subsidies for diverse purposes, aid to deal
with extreme diseases and many others. Additionally, it is necessary to add to the previous
amount almost Bs. 12 billion, which were devoted to the management of recreation and
free time of our workers to provide them with a menu of sports and cultural activities
pointing to the makeup of a subject with an integral vocation in personal, family and
professional terms.

And probably, this is the right moment to add a reflection about the kind of relation that
Banesco wants to establish with each one of its workers. Beyond the labor contract or the
terms proper to the contractual bond, which is an indispensable link between the worker
and the company, our desire is to give more and more quantitative and qualitative benefits
to each workers, to the extent of our capacities. A professional education to make more
powerful their abilities over the time; benefits to make more stable their personal and
family lives; an ethical vision and supporting behaviors to the customer and the commu-
nities; opportunities to grow in all aspects. In other words, a series of advantages focused
on building what we call a Banesco Citizen.

An equivalent will than the one encouraging us to favor our workers is also the incen-
tive that moves our Organization towards the real exercise of solidarity beyond Banesco
borders. The reader who reviews the list of our “Social Partners” —Fe y Alegria; Civic
Association Don Bosco; Foundation for the Child in Need of Protection (Fundana); The
Children Museum Foundation; Andrés Bello Catholic University (UCAB); Venezuelan
Association of Catholic Education (AVEC); Venezuelan Foundation against Infantile
Paralysis; Audaz Association to Guide and Encourage People with Special Needs (Apoye);
Civic Association Salesian Ladies; Governmental Foundation for the National System of
the Juvenile and Children Orchestras of Venezuela (Fesnojiv); Civic Association “Always
Friends” and Los Roques Scientific Foundation, will be able to understand what are we
talking about when we say that Banesco supports causes that are essential to improve
the quality of life in Venezuela: these are organizations that, exemplary and with no ex-
ceptions, work night and day to offer the best of them to each one of their beneficiaries.

These alliances, to which we should add projects of our own such as “Words for Venezuela”;
several fund raising programs facilitated by our Volunteers and, particularly the Program
of Education for Micro-entrepreneurs that along Banesco Community Banking, share
the purpose of supporting the entrepreneur spirit in each Venezuelan citizen and produce
new spaces for wellbeing and progress. They share the same boost: to be always substantive
initiatives to drive us closer to the horizon of a better and more deserving country for all.

Juan CArLOS ESCOTET RODRIGUEZ
President of the Board of Directors
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MISSION,
VISION AND
VALUES

BANESCO
VALUES

INTEGRITY
AND RELIABILITY

INDIVIDUAL AND SOCIAL
RESPONSIBILITY

INNOVATION
AND QUALITY SERVICE

ENTREPRENEURSHIP

INTERDEPENDENCY
AND LEADERSHIP

PERSONAL UPDATING
AND EXCELLENCE

DIVERSITY AND
ADAPTABILITY

Banesco
Banco Universal

anesco Banco Universal, C.A. is a Venezuelan financial institution
entitled to carry out all the operations authorized to Universal Banks
by the General Law of Banks and Other Financial Institutions.

It is currently seated in Caracas city, with its headquarters, Ciudad Ba-
nesco, located at Colinas de Bello Monte neighborhood. It is the bank with
the highest called-up and underwritten capital in the whole Venezuelan

financial market, with Bs. 1,250,000,000.

MISSION

We are an organization of financial integral services devoted to identify
and meet our customers’ needs, through relationships based upon mutual
trust, access easiness and service excellence.

We are the leader in the People and Commerce segments and combine
tradition and innovation with the best human talent and cutting-edge
technology.

We are committed to produce the highest profitability for our stockholder
and wellbeing for our community.

VISION

To double Banesco economic value against 2008 year-end figures, through
a cost/income ratio higher than that of our comparison group. To gain
and preserve our customers’ preference thanks to the quality, easiness and
convenience of our services offer.



MAIN IMPACTS, RISKS AND OPPORTUNITIES

Banesco Banco Universal, has focused a part of its strategy on the de-
velopment of financial services concentrated at the pyramid’s base and
to do so it has implemented specific integral programs for Community
Banking, Payment Means, e-channels, as well as the SMEs segments.

Additionally, it has produced programs which are directly related to the
development of the core capacity of our Human Capital and Corporate
Social Responsibility in order to ensure the business alignment with the
sustainability vision.

Banesco Banco Universal, C.A. is aware that to be able to achieve a
positive impact on the population, the bankarization process must be
sustainable from an economic and financial perspective.

The prices of our financial services and the efficiency of our operations
are key elements allowing Banesco Banco Universal, C.A. to keep pro-
fitability levels and sustain this initiative over the time, so as the efforts
to increase social inclusion of the most vulnerable sectors are not ex-
clusively dependent on governmental subsidies or direct transfers from
the private sector, as these funding sources do not provide training and
could be interrupted at any time.

The granting of credit cards and collection of new requirements is also
progressively being transferred to more versa-
tile technologies. By doing so, we reduce ope-
rational costs and clear customers traffic at our
branches in order to offer a better service.

Other actions have been focused on risk mana-
gement, information safety and business conti-
nuity with an integral vision. To do so Banesco
counts on an Executive VP of Integral Risk Ma-
nagement which conducts research, prevention
adjustments, education and control guidelines
for organizational risks. These operations are the
best expression of how Banesco has embraced a
precautionary stance or principle.

‘ ét- l '5.3 W
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DIALOGUE WITH
STAKEHOLDERS,
CONSULTATION
wITH CUSTOMERS
AND EMPLOYEES

For Banesco Banco Universal
C.A, it is important to know and
understand the opinion of its
stakeholders1 about all the Or-
ganizations’ projects. Therefore,
we have embarked on actions to
develop a strategy addressed to
their relevant topics (See chap-
ters Stockholders pg. 20, Human
Capital pg. 22, Our Social Part-
ners pg 44, Social Action in the
Community ph. 48, Our Custo-
mers pg 59 and Our Suppliers

pg 94).

e

®> Banesco

®
Vive | nuestros

Valores

1 Banesco Banco Universal, C.A. groups under the label of stakeholders all those individuals or organizations that have a significant impact on the
decision-making activities and/or processes carried out by the Organization and at the same time, those who in a certain way can be impacted by the
performance of its business units. Therefore, Banesco stakeholders are currently composed of Stockholders, Employees, Customers, Social Partners,

Suppliers, Authorities and the Community.

IRSE2012 P



MAIN IMPACTS, RISKS
AND OPPORTUNITIES

DIRECT TANGIBLE VALUE

The Economic Value Generated (EVG) at 2012 year-end closed at Bs.
13,083 million, accounting for an increase of 70.41% against Bs. 7,677
million the previous year.

In 2012, around 99.39% (Bs. 13,002 million) of the EVG staples are
composed of de Intermediation Margin and Net Fees. The proportion of
these Net Fees grew up for the second year in a row.

The Economic In relation to the country’s economic activity level along the period, the
Value Retained (EVR) Economic Value Generated by Banesco Banco Universal, C.A. in 2012
amounted to Bs. 5,206 accounted for 0.80% of Venezuela’s Gross Domestic Product (GDP), aga-

million, accounting inst 0.57% in 2011.

for an increase of

102.07% against 2011. The relative participation of the Direct Tangible Value components at

the end of 2012 was as follows: suppliers expenditures accounted for
29.87% of the Economic Value Distributed; staff expenditures accounted
for 29.73%, while taxes accounted for 27.92%. The dividends complement
was 12.47%

The Economic Value Retained (EVR) amounted to Bs. 5,206 million,
accounting for an increase of 102.07% against 2011.

Creation of Direct Tangible Value: Detail by Stakeholders

Thousands Bs.

Stakeholder Value Indicator
tockholders Dividends 1 982,647 365,823
Employees Staff Expenditures 12} 2,342,323 1,671,539
Customers Interest and Assimilated Charges (3 2398325 1,550,420
Suppliers Others Overhead Expenses 4 2,353,069 1,761,990
Society Taxes (5] 2199315 1301671
Funds devoted to support the communities (81 10,345 11,514

(1] Fuense Gengndea de Uredad de ADComatas

(2} Fuente: Sadeban Estado de Revultado de Pubficacidn o CONRR Gavios de Tramdormaciin (Gastos de pervonal grupo 441)

(3] Fuente Sudeban Evtads 3 Besultado de Publicacsin o CONRP Gasios de Cagiaciones ool Pablico (Gaitos Fmancierss: por Captacionss Grupa 411)

[4) Fuente Sudeban Eviads de Resultado de Poblicacion & CONRR Gaics de Translormachn {Rubro 440 Gastos Gendrales v Adminkitrasives moopio 441 Gasiod de Personal 449-12 Anoies al Fonds
e Garanta J¢ Depdatos y Proteccibn Basoaiia 44913 Apcdtes o la Supedatersdendia de Bances y Otrg Ducksr Firdad e as)

(5] Fuente: CONRP (Essadss Finanderos de Benesco Bango Universal CAC) dnchnye Impossto Sobe la Renta, Impuesios Municipales; impuesios al Valor Agregado. Apories a la SUDEBAN, FOGADE. $50.59°F,
LR, CE v LOSER, [Cuentas 495-01 Ipoiin imedicipsied, 445900004 Fnpuesicd y contilrudioned, 441-22 Apoitelne patronales, 459-12 Aparnes ol Fonda de Garantis de Depdaito  Probeccisn
Bancaria, $43-13F Apories 8 k- Supsrincendences o Bandos y 0D Istinodiones Financieras, 47] Impoisto sobee L tenta Apoite O L LOSEP v Balange de Pubdicacion. AL 3171242013

S8 i hive por Aueyvas dispositionss d& a Ley el Aporte Socisd o las Comonad v ol Apdite de LottiL

(6] Fuente: Sedetian Extade de Resultado do Publicacian o CONRF. Gasles Extracdinaios (grupo 450

Banesco
Banco Universal



Percentage participation of the Economic Value Generated

Economic Value Economic Value
Generated (EVG) Distributed (EVD)
@201 @01l ® 012 @ 2011

The total number
of Banesco employees

at 2012 year-end
2 £ was up to 13,105
# § § é ~ 5 people: 8,478
" ® g =8 3_ L2 (64.69%) women
EE RO S a and 4,627
o | (35.31%) men.
ey i Tasae Satff di
. expenditures
3y Suppliers
Dividends  3nd other overnead
E"XPE‘HSEE

Intermediation Margin

Thousands Bs.

| Economic Value Generated (EVG)

“Economic Value Generated (EVG) e 1 3,063,000 7,57 7,213
Itermediation Margin '™ EEes———1,50597 — 70,162
pet Feas (8] - 1493787 ' - 360,388
Cther ordinary income 18 1 79,033 158,737
Gther net profits and lpsses (19 1,344 797
Economic Value Distributed (EVD) e ] 577,354 S 5,101,023
Dividends 1) W 957647 W 365523
Suppliers and other overhead expenses 14 _— 7 353065 ] 751,990
Taxes (3 — 199,315 — 1301571
Satff expenditures =1 m— 147,323 — 1571539

 Economic Value Retained (EVR) (EVR = EVG - EVD) 5,205,734 2,576,196

7] Source: Sudeban Ingome Statement for Pubfication or COMNRP [stapke 510 Finarxial reverses minus 410 Rnancasl Expenditues plus 520 Income from
Recovery of Finarcial Assets minus 420 Expenses for Uncallestable and Deprociated Financial Assets plis 5 30 Othe: Oporational Revenues (except 533
Realitable Property Revenues, 537 Spedial Programs Reverwes and 539 Vancus Operational Revenues) minus 430 Other Cperdtiona Expendes (except 433
Realizable Assets Expendes, 425 Depreciation, Amortization and Depreciation of Various Adsets 439 Varows Operational Expenscs)

{8} Fuerite: Sudehan. Income Statement for Publication or CONRP (staple 520 Other Operational Revenues (Fxcept 533 Realizabie Asoets revemees, 537
Special Frograms Revenues and 539 Various Operatonal Revenues) minus 430 Cthey Operational Expenses (except 433 Realizabile Assets Expenises, 435
Ceprediation, Amortization and Depreciation of Various Assets, 439 Various Cperational Expenses),

{9} Feerte: Sudeban: Incame Statement fior Publication or COMRP (Account 539 Various Operational Revenues).

{10) Fuense; Sudeban, Inceme Statement for Publcation or CONAP {Account 533 Realizable Assets Revenues mings 433 Realizabl Assets Expenses).
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MAIN IMPACTS, RISKS

AND OPPORTUNITIES

Some of the
indirect effects are
the encouragement

to innovation
and technological
development, as well
as the use of new
payments means.

Banesco
Banco Universal

BANESCO PARTICIPATION IN EMPLOYMENT AND THE
BANKING SYSTEM GDP

Banesco Banco Universal, C.A. is the number 1 banking group in Vene-
zuela, in terms of its size and business volume. Therefore, the Bank has
a significant impact on the creation of Venezuela’s economic value and

GDP.

The total number of Banesco’s employees at 2012 year-end was up to

13,105 people: 8,478 (64.69%) women and 4,627 (35.31%) men.

According to the figures published by the Superintendent of Banks (SU-
DEBAN) for December 2012, Banesco Banco Universal, C.A. workers
accounted for 16,25% of the banking system employment against 80,643
workers in the Venezuelan financial system for that date.

INDIRECT AND INDUCED VALUE GENERATED

The Indirect Value represents a specific group of income and other actions
derived from the indirect employment encouraged by the Bank’s activity.
Together, these effects operate through different channels, such as: the ac-
tivities encouraged by the Bank’s customers for the products and services
provided to them, and the dynamics generated by the suppliers through
the operations performed by them in order to materialize the activities
that have been requested by their customers. The effects identified above
are also extensible to the indirect impacts on the environment as a con-
sequence of the organization performance.

Among the indirect effects of the latter group we can mention the fo-
llowing:

¢ Contribution to the configuration of sound, stable and safe financial
systems.

¢ Contribution to reduce exclusion and to increase the inclusion of low
and medium income sectors to the financial system.

¢ Encouragement to innovation and technological development, as well
as to the use of new payment means.

¢ Encouragement to macroeconomic stability and growth of activities.
# Support to social programs, particularly in education and health

Some of these effects are not subject to quantification (such as the confi-
guration of sound financial systems, or the encouragement to innovation),
contrary to the volume of direct suppliers and the amount paid to these
suppliers, where we can observe increases of 2.43% in the number of
suppliers hired and 18.84% of the amounts paid to these suppliers bet-
ween 2012 and 2011 (see Chapter Our Suppliers, page 94).



Financial Summary

Million Bs. Growth
2012 2011 -l Half 2012 11 Half 2012 /2011
1st.Half Znd Hali Ist.Half 2nd Half Absolute %  Absolule %
Total Assets 123,582 36,704 42.20%
Liguid Assets 15,4727 28,317 13,710 22,118 12891 B3.60% 5.5949 25%
Investments in Securitiss 16353 26237 8.018 11,518 GET4  B0.30% 14.71% 1278B0%
Credit Portfolio 53431 64,190 31,741 41,805 11,699 2% 23385 £3.20%
Deposits Taking 76,165 109,055 48,101 70,752 32,890 43.20% 38,303 54.10%
Depasits in Chack Accounts 53,141 F1B31 12,589 48612 24 500 46,1 29,0149 54 7 0%
Deposits in Saving Accounts 14,729 21,112 8014 13.054 6,382  43.30% 2058 B1.70%
Fixed Deposits A7z 45% (3 451 =18 -3.80% 36 -7.30%
Others 7,831 9.857 47830 B,524 2,025 25.90% 1,763 14.70%
Total Equity 7.807 L0, BR.TO%
Trusts Assets 8,880 9,231 7,521 8,362 351 4.00% 269 10.40%
Law on Housing and Habitat 6,412 1321 4,942 5,703 909 14.20% 1,618 28.40%
Financial Revenues 5209 6707 3410 4.240 1398 2630% z467 S5%
Financial Expinzes 1,059 1,369 734 229 300 28.00% 540 65.20%
Gross Financial Margin 4240 5.238 2676 3411 14098 25.00% Lazy S56.50%
Financial Intermediaticn Margin 4,953 &,547 2E43 3.582 1,585 33% 2566 82.80%
Transformation Expenses 2725 3.053 2038 2075 327 17.00% 877 4T10%
HNet Result 908 112.60%
Accumulated Agricuktural Pertfolio 11,321 10,585 6,293 5,675 -736 -6.50% 3,910 SB.60%
Takings From Oficial Entities 4,957 3,872 4,209 4,302 -1,395 -28.10% =720 =17.00%
Micro-Credits 2,569 3,697 1,364 1,952 1,129  43.30% 1,745 BS%.
Lommercial l:;redits_ 18416 27,414 7,825 14,115 8,998 48.90% 13,299 94.20%
Consumption Credits 12,918 14,405 10,077 10968 1486  1L.50% 3,437 31.30%
Vehickes 3615 4,748 1692 2,705 1131 31.30% 2041 75A0%
Credit Cards 8,304 9,659 8385 8263 35% 3.80% 1,396 16.50%
Mortgage Loans 5,453 5,932 4,540 5,137 473 B.80% 795 15.50%
171.80% 5.0 310.50% 472.70%
Credit Portfolio/Gross Fixed 1.40% 1.0:0% 0.70% 0.50%
‘Partfolic Provision 2300 30dng £00% 5.30%
Fixed Portfolio/Gross Credit Portfolio
Met Resull fAverage Asset I6.50%  39.40% S5.40%  60.70%
Met Result / Average Equity
Broad Liguidity 4150%  42.10% 2810%  34.70%
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THE INTERNAL DIMENSION
OF OUR SocIAL RESPONSIBILITY




OUR PoLicy

Develop the required abilities to go forward with the training of a ma-
nagerial relieve generation, so as these new talents could be promoted to
the Executive Direction to decentralize decisions through the creation of
different government categories and mechanisms.

OUR MANAGEMENT

Banesco keeps a government structure composed of the Stockholders’
Meeting, the Board of Directors, the President of the Board of Directors,
the Compliance Officer for the Prevention of Money Laundering and
Funding to Terrorism, the Internal Comptroller, as well as the Steering
and Executive Committees.

The VP of Corporate Government is in charge of defining and creating the
normative base for the constitution and development of our organization’s
government. It is also in charge of the definition of the various instruments
aimed to guarantee its operations, as well as the follow-up of actions foste-
ring the learning processes, the development of the corporate culture and
discipline among the members of the government committees.

BOARD OF DIRECTORS

Banesco Banco Universal, C.A. Board of Directors is composed of qua-
lified professionals, with a vast experience in the different fields of the
banking business, people of well-known solvency and honorability who
guarantee the best performance possible of their duties. Its main objective
is the guidance and general management of the businesses and operations
of the Bank, including its Corporate Social Responsibility policies.

CORPORATE
(GOVERNMENT

STOCKHOLDERS’
MEETING

It represents the universality of the
stockholders and holds the su-
preme direction of the company.
Its acts and resolutions bind the
company and its stockholders.
Among other capacities, the Stoc-
kholders’ Meeting appoints the
members of the Board of Direc-
tors, the Commissioner and their
Substitutes and fixes their remu-
neration. It also appoints counse-
lors with the right to attend and
to speak at the sessions of the
Board of Directors; discusses,
approves or modifies the Financial
Statements. Based on the Com-
missioners’ report, it also decides
on the dividends decree and pay-
ment method, amount, frequency
and when they should be paid
in accordance with the Law and
By-Laws, and also knows and
decides on any other matter that
should require its presence.

IRSE2012 O



CORPORATE

(GOVERNMENT

On December 2011,
the Unit Human
Capital with You

was created to look

after Banesco’s
citizens demands
related to the manage-
ment of Human Capital
that deserve imme-
diate solutions that
are, in turn, articulated
to the areas involved
in those solutions

The Board of Directors is responsible for the definition and strategic di-
rection of the Organization; it also approves business principles and po-
licies and regulates the autonomies of the executive decisions in order to
safeguard the stockholders™ interest and business continuity. The Board
of Directors also controls the different operational and functional areas of
the Bank and, at the same time, it evaluates and compares the businesses
projections and results of each fiscal year against those from previous
years.

Following the decision made by the Stockholders’ Meeting on March
30, 2007, the number of members composing the Board of Directors was
increased from a minimum of 8 members and a maximum of 11 members
to a number of members no less than 9 and no higher than 13.

The procedures to design, re-elect and remove members of the Board of
Directors are carried out according to what is established in the Bank’s
by-laws, which are in accordance with the Trade Code, the Civil Code
and other laws and regulations for the banking. Likewise, the Board of
Directors counts on an internal ordinance that regulates its operations in
accordance with the Code of Ethics.

Banesco Banco Universal C.A. complies with Resolutions N°099-12 and
Ne 199.11 issued by the Superintendent of Banks and Other Financial
Institutions (SUDEBAN for its Spanish acronym), dated July 10, 2012
and July 14, 2011, respectively. These Resolutions establish the Guidelines
to evaluate the fulfillment of the requirements of Moral and Ethical Qua-
lity required to perform a banking activity. In this sense, the individuals
assigned by the Stockholders” Meeting effectively take their post only as
of the date of reception of the Regulating Body’s final evaluation.

In 2011, the Multinational Direction of Human Capital was created as
a customized services center for the worker. It’s in charge of developing
procedures, products, services and attention models to respond to the
expectations of Banesco Banco Universal’s collaborators.

Additionally, on December 2011,
the Unit Human Capital with You
was created to look after Banesco’s
citizens demands related to the ma-
nagement of Human Capital that
deserve immediate solutions that
are, in turn, articulated to the areas
involved in those solutions. The
worker receives an answer through
the following designed channels:

Banesco
Banco Universal

@ Internal e-mail (Contigo_Capital_
Humano@Banesco.com).

@ \Voice-messages mailbox.

@ Intranet mailbox to receive the
cases.

@ Face to face attention through
customized interviews and visits to
the work teams at the branches and
service points nationwide.

During 2012, Banesco attended to a
total of 1,086 applications and com-
plied with the established response
time. Among our achievements in
this aspect we can mention: atten-
tion model improved; a closer rela-
tion to the workers; contribution to
productivity by reducing the time
invested in the search of informa-
tion and requesting requirements
solution.



PRESIDENT OF THE BOARD OF DIRECTORS

The President of the Board of Directors is subordinated to the Stockhol-
ders’ Meeting and to the Board of Directors, which deliberations the
President presides over. Additionally, he represents the institution and
grants contracts, agreements, deals on its behalf and, in general, all kind of
documents of any nature. In summary, the President of the Board of Di-
rectors carries out any administrative task entrusted to him by the Board.
Along with the Board of Directors, he exerts the highest conduction of
the Bank’s activities and represents the organization before any public or
private authority. The President of the Board of Directors does not exert
an executive post within the bank. He is responsible for the definition,
coordination and management of the strategies, decision-making process,
guidelines and resources coordination, through the process of planning,
organization, direction and control so as the organization could achieve
its goals and objectives.

WORKERS PARTICIPATION

Employees can request through the Secretary the inclusion of a point in
the Board of Directors’ agenda for them to consider their suggestions be-
fore this body, if the topic requires dully consideration. Otherwise, they
can request a point in the agenda of any of the aforementioned commit-
tees, so as the employee could use them as primary discussion channels
and means to leverage institutional support for their topics.

CoOMPLIANCE OFFICER FOR THE PREVENTION
OF MONEY LAUNDERING (ML) AND TERRORISM
FINANCING (TF)

The Compliance Officer for the Prevention and Control of Money Laun-
dering and Terrorism Financing is in charge of supervising and controlling
the Unit of Prevention and Control of Money Laundering and Terrorism
Financing at the Bank.

Among other things, he shall preside over the Prevention and Control of
Money Laundering Committee and inform the Board of Directors about
the results of its activities and the investment of the resources allocated
for training and education of Banesco staff on this matter. He has right
to speak before the Risk Committee and reports to the President of the
Institution.

INTERNAL COMPTROLLER

Internally, he coordinates the analysis of the different operations carried
out by the institution. Along with the Auditing Committee, he informs
the Board of Directors about the results produced by the different audits
conducted in order to improve the processes and compensate potential
shortcomings.

Employees can
request through
the Secretary the

inclusion of a point
in the Board of
Directors’ agenda for
them to consider their
suggestions before
this body, if the
topic requires dully
consideration.

SECRETARY OF THE
BoOARD OF DIRECTORS

The Secretary of the Board of
Directors is a lawyer with a long
professional career in the banking
sector and to the service of this
institution. He rules the Manage-
ment of the Secretary of the Board
in charge of keeping an organized
record of the minutes. He also
cooperates with the gathering,
preparation and maintenance of
the corporate information required
by the Board, the stockholders
and regulatory bodies, among
others. In addition, he shall keep
an agenda of the Board of Direc-
tors’ meetings and gather the do-
cumentation related to the issues
to be discussed during these mee-
tings. As the Secretary, and based
on his legal education and expe-
rience on the financial matter, he
has the right to speak before the
Board of Directors’ meetings. This
contribution, in turn, enhances the
legal content of the proposals dis-
cussed in these meetings and the
decisions finally made.

IRSE2012 O



anizativa

Junta

< Banesco

Banoo LNzl

Presidencia

Defensac
Chenta ¥
Usuario
Barcario

Ofbcial e
Custiplimiento

P
Comunks y

Respans, Social

Empresarial

Gisrérite
Frevendlin y
Control de

Rivigo de
LESFT

Geranie
Anaiss ¥ Super
-flprra:imlﬁ
FimEndieras

D Efe.
Tecnologia v
Procesos de
Kegacio

Dir. Elec
Misdtinacional
Capital
Humana

Dir. Ejec.
Rigsgo, G. Prev.
Perd. y Con,
Neg.

Dir. Ejec.
Tesaresia
¥ Finanzas

WP
Ejec, Bancas
Privada y
Premiurm

VP, Efer.
Admindstraciin
Invegral de
Riedgao

WP
Cartabilidad
¥ Andlisis

LA
Banca
Comunitarl

VIR e
Credita

VP : VP, Ejec.
s |"::Infnrid ¥ B AHED E:: ?gi:éua' Vi Ejec E:(ZT:::T-! Gesy; Prev,
Ejec. Tesoreria i . f Virtual 4 . de Ext
Desarrodio Emgp. Eneg | Mivdllas e Operacioned oSy

y Sector Pib,

WP, Ejet, —_—

Center de
Cabranz i

Fimanzas y
Estudiod
Econdmicos

WP
Ejec. Bancay
Corp. y
Agropeluaria

VP
Plenificacidn
¥ Arguitectura
de T

L1
Canal Red
de Agencias

L)
Recuperaiianes
y Cobranza
Jundsrial

VP Ejec,
Gestlion de
Inrmsebiles

ViR
Geititn de
Producto
Pasiva

Ve
Cumplimienta
Nermativo y
Regudatorio

VE Ejec.
Mercadeo &
Inmnovackin

VR
Flanificackn
de Canales

VP, Ejet.
Consultoria
Jurkidica

WP Ejec
Coardinacion
Multinacignal

VR
Imeligencia
Corporativa

WP, Efec.
Auditorka
Irterna

VP
Gestidn
Estratdgica

VP
Gobderng
Corposativo

Banesco
Banco Universal



THEMATIC COMMITTEES

In order to guarantee the right application of the corporate policies and a transparent management in the ful-
fillment of its tasks, Banesco counts of the following committees:

Assets and Liabilities Committee Central Committee of Credit

This Committee supports the activities of the Board of
Directors and to do so it designs, controls and makes the
required decisions in order to perform the organizational
financial strategy, including among others: liquidity po-
licies, equity adaptation, rates setting, funding strategy,
investment policies and strategies for sound management
of assets and liabilities. This Committee shall deal with
each of the risks associated to the management of assets
and liabilities identified by Finance, Treasury, Risk and
Business Units, among others, and look after the fulfill-
ment of the equity adjustment policies.

This Committee shall guarantee the fulfillment of the
Integral Risk and Investments Management policies and
propose to the Risk Committee or the Board of Directors,

the modifications or reviews of such policies.

Auditing Committee

The main capacity of this committee is to know the finan-
cial statements to be considered by the Board of Directors
and submit them to the Stockholders’ Meeting approval;
to support the Board of Director in the implementation of
measures aimed to preserving the integrity of the society’s
financial information, contribute with the supervision and
follow-up of the Bank’s internal and external audits, as well
as to make the recommendations to the Managerial Chart
that it deems as necessary. The Independent Directors par-
ticipate in this committee, which operates and abides by
internal By-Laws

In 2012, this committee reviewed 281 Attention Points.
That is 65% of Banesco Banco Universal, C.A. branches
for that period. The review considered aspects such as
operating risk, prevention of money laundering and te-
rrorism financing. Likewise, 64 administrative areas were
reviewed, accounting for 75% of the Bank’s central areas.

Human Capital Committee

Its general objectives are the following: a) It acts as the
arbitration body in charge of safeguarding the appropriate
management of Banesco Banco Universal C.A. staff; b)
Evaluates on a permanent basis the demands and require-
ments resulting from organizational changes and strate-
gies, as well as they relationships with the Human Capital
in order to achieve the alignment between the practices
for the management of people and the real needs of the
business.

As its exclusive attribution, the Board of Directors
has delegated the capacity to grant credit to specially
created committees, which shall consider and approve
the different credit requests, and fix their amounts and
conditions. Always considering the compliance with
the different autonomies and delegation of capacities,
the Executive Credit Committee, the Metropolitan
Credit Committees, the Regional Credit Commit-
tees and the individual autonomies have been created.

These committees shall consider and approve the diffe-
rent credit requests made by our customers, as well as
inform the Board of Directors about the results of their
administration. Likewise, they shall enforce the diffe-
rent risk policies adopted by the respective committee.

Ethics Committee

Its mission is providing the Bank with a transparent and
efficient tool and process to address the reception and re-
solution of issues related to its Code of Ethics for Banesco
Citizens and the Rules on Conflict of Interests.

Risk Committee

Its core capacity is to fix the limits of risk exposure for each
activity performed by the Bank, according to its policies,
so as it could exist a sound administration of operating,
market, legal and business risks, among others, according
to the internal legislation and the best international prac-
tices. This committee gets together one a month. It also
advices the Board of Directors and the different Credit
Committees in the decision-making process and esta-
blishes the guidelines and policies they should adopt in

order to preserve an appropriate risk exposure.

Information Technology Committee

The general purpose of this committee is to ensure that
the technological implantations are aligned with the
Organization’s strategies and objectives, keeping a global
and horizontal vision of the business, making a responsible
use of the resources, as well as identifying and managing
the risks.
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EXECUTIVE THEMATIC COMMITTEES

Quality Service and Channels Committee

It was created to foster and watch over the fulfillment of
the value offer, as well as the service which has been pro-
mised to the customer, adjusting them to the customers’
needs through the policy, rules and standard follow-up,
a permanent improvement of processes, products/services
and human capital with a view to encourage a quality
service culture aligned with the organizational strategic
framework and its profitability.

Its strategic priorities are focused on the distribution
channels (branches network, electronic banking) and the
massive segment.

This committee
is appointed by the
Board of Directors and
it is the body directly
responsible for the
implantation and
development of a

Communications and
Responsibility Committee

This committee designs and implements the Corporate
Plan of Strategic Communications and watches over its
dully fulfillment. The Corporate Plan seeks to guarantee
the alignment of the variables involved in communica-
tional processes with the business strategy, makes easier
the relationship with the stakeholders and strengthens and
improves the organizational identity and performance.

It also defines and coordinates strategies to implant the
organizational culture in Banesco citizens by uniting its
values and fostering the organizational philosophy in order
to favor the development of changes. Italso works to create
identification and positioning the mission, vision, values
and philosophy of the company through internal com-
munications.

This committee is appointed by the Board of Directors and
it is the body directly responsible for the implantation and
development of a Responsibility and Sustainability policy,
with the participation of all the areas of our organization.

Responsibility and
Sustainability policy,
with the participa-
tion of all the areas

of our organization. Among its specific objectives we can mention: a) Propose and discuss strategies
and guidelines to encourage Banesco Community Banking positioning in the
low-income sectors in order to achieve the business massification and the increase

of our country’s bankarization levels; b) Propose strategies to leverage our busi-
ness profitability through the sale of Banesco Community Banking products and
services and a timely recovery; c) Propose new products and services to expand
the service offer for our present and potential customers; d) Create opportunities
to exchange ideas and develop debates which favor timely decision-making pro-
cesses and follow-up; €) Encourage the integration with the organizational vice-

presidencies in order to consolidate team-work and support our quality service.

Banesco
Banco Universal



REGULATION, UNIONS AND CORPORATE PARTICIPATION

Banesco Banco Universal, C.A. is one of the organizations regulated by
the Superintendent of Banks and Other Financial Institutions (Sudeban
by its Spanish acronym), as well as by the Fund of Deposit Guarantee and
Banking Protection (Fogade by its Spanish acronym). Banesco attends
to meetings previously convened by these regulatory bodies and presents
proposals for the implementation of changes.

Banesco is also member of the Federation of Chambers and Associates for
Trade and Production in Venezuela (Fedecamaras by its Spanish acronym)
and is an important part in the franchises and other committees related
to its business, such as Suiche 7B, Visa, MasterCard and the National
Council for Housing. It also participates in the Credit Cards Chamber.

From the social action perspective, Banesco Banco Universal, C.A. is a
member of the Venezuelan-American Chamber of Industry and Trade
(Venamcham) with national scope.

OUR PoLicy oN ETHICS AND HUMAN RIGHTS

Among our values, we underline transparency, respect and integrity. In
this sense, we foster equality among our staff and in the treatment with our
customers, without distinction as to ethnic origin, social and economic
status, civil state, age, physical aspect, disability, political afhinity, religious
belief (of absence of it), sexual preferences or any other particularity, with
respect for their individualities and guarantee of opportunities.

Our business relationships are based on equity, fair transactions and mu-
tual benefit and we apply a selection of suppliers free of discriminations.
Therefore, we are strict in our practices to avoid conflicts of interest.

As it can be noticed all along this report, Banesco Banco Universal, C.A.
includes in all its activities social and environmental concerns, although
the organization has not yet defined formal policies to vote on these issues
at the instances where the organization has the right to vote or to advise
about a vote.

Banesco Banco Universal, C.A. adopted the United Nations Global Com-
pact in 2009, which asks companies from all over the world to embrace,
within their sphere of influence, a set of principles for their operations and
strategies related to labor, environment, human rights, anti-corruption
and transparency.

It is expected that all the member organizations promote among the pu-
blic the Global Compact and its principles through press notes, forums
or lectures. Likewise, the organization shall communicate on an annual
basis its achievements related to the implantation of the Ten Principles,
through a public corporate report.

Banesco Banco Universal, C.A. is including these commitments in its bu-
siness strategy. In 2012, the organization adopted the following measures:

BANESCO PARTICIPATES
AND IS ALSO AN ACTIVE
MEMBER OF THE
FOLLOWING BODIES:

— Central Bank of Venezuela
(BCV): Operations Committee
and Cash at a regional level, Pro-
ject of Payment Means, Trunca-
tion and Images and Electronic
Compensation Chamber (checks,
transfers and direct credits).

— Venezuelan Banking Associa-
tion (ABV by its Spanish acronym)

€ Swift Executive Committee of
the Banking Association

@ Operations Committee

¢ Payment and
Electronic Transfers Committee

Inter-banking

@ Taxes Committee

@ Swift Corporation

APOYAMOS
EL PACTO MUNDIAL

* Application of a survey to
our most important suppliers
in order to determine which
one of the Global Compact
Ten Principles they are
fulfilling at the moment o
f the survey. Only 25 out of
593 suppliers interviewed
said that they have in force
policies on Human Rights.

* Divulgation of the Global

Compact Ten Principles

through our media (blog).
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In this sense, in 2012
and 2011 Banesco
Board of Directors
prepared, adjusted
and approved the
documentation de-
manded, according
to the requirements

established by the
Regulating Body

The organizationalstructure of
our_Risk®Management Integral
System for Prevention and Con-
trol of Money Laundering and Te-
rrorism Financing is as follows:

4 Board of Directors
@ President of the Bank

€ Compliance Officer for the
Prevention of Money Launde-
ring and Terrorism Financing

4 Committee for the Prevention
and Control of Money Laun-
dering and Terrorism Finan-
cing

@ Unit for the Prevention and
Control of Money Laundering
and Terrorism Financing

@ Enforcement Employee

Banesco
Banco Universal

INTEGRAL SYSTEM FOR THE PREVENTION
AND CONTROL OF MONEY LAUNDERING AND
TERRORISM FINANCING (SIAR LC/FT BY ITS
SPANISH ACRONYM)

On the matter of Prevention and Control of Capital Legitimation and
Terrorism Financing, Banesco Banco Universal, C.A. abides by the Reso-
lution N° 119-10, issued by SUDEBAN on March 9, 2010, and published
in the Official Gazette N° 39.388 of the Bolivarian Republic of Venezuela,
dated March 17, 2010, and reprinted in the Official Gazette N° 39.494 of
the Bolivarian Republic of Venezuela, dated August 24, 2010, Resolution
Ne 427 dated August 13, 2010, which establishes the “Rules Related to the
Administration and Fiscalization of the Risks related to Prevention, Control
and Fiscalization of Money Laundering Operations and Terrorism Financing
by the Superintendent of Banks and Other Financial Institutions”.

Likewise, it abides by the Organic Law against the Organized Crime,
Organic Law against Drugs, published on the Official Gazette N° 39.510,
dated September 15, 2010, which abolished the Organic Law against the
Illegal Traffic and Consumption of Narcotics. Besides, Financial Institu-
tions are supervised, among other organizations, by SUDEBAN through
the Intelligence National Unit (UNIF), the Anti-Drugs National Office
(ONA), which is in charge of dictating the providences and other admi-
nistrative acts necessary to fulfill its obligations.

Banesco Banco Universal, C.A., as a Bounded Subject has taken all the
relevant steps in order to strengthen its Integral Systems for Risk Ma-
nagement of Money Laundering and Terrorism Financing, taking into
consideration the remarks indicated by the regulatory body through its
official letters and notices, as well as the observations made by the External
and Internal Auditors in their half-yearly and yearly reports.

In this sense, in 2012 and 2011 Banesco Board of Directors prepared,
adjusted and approved the documentation demanded, according to the
requirements established by the Regulating Body through Resolution N°
119-10, as well as the new official letters and/or notifications related to the
matter and issued by that regulating body.

By December 31, 2012 and 2011, the Board of Directors has designated
444 and 419 enforcement employees nationwide, respectively, who, addi-
tionally to the duties they normally perform and according the require-
ments of Sudeban, shall:

¢ Act as the link with the Compliance Officer and support the tasks of
risk prevention, control and management of the ML/TF in each area
under their responsibility.

¢ Apply and supervise the rules, policies and procedures of Prevention and
Control of the ML/TF activities in each area under their responsibility.

¢ Advice and support the staff under their responsibility in relation to
the prevention and control procedures and the rules in force for the
matter.
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REPORT ON FULFILLMENT OF THE GOOD CORPORATE GOVERNMENT RULES

or Banesco Banco Universal C.A., the fulfillment of
the corporate government principles means to carry
out our activities according to the following standards:

1. Efficiency: pointing to the creation of the highest value
at the lowest costs, in the shortest term and achieving
the established goals.

2. Equality: strict respect to the right of equal treatment
to stockholders, workers and suppliers, as well as any
person related to our company.

3. Respect to our stockholders’ economic and political
rights.

4. Transparency, communication and information: buil-
ding the strongest truthfulness and credibility with the
public through an integral and truthful divulgation of all
the information required to get an upright knowledge
of the company.

Therefore, in Banesco Banco Universal, C. A., we follow
the principle “one share, one vote”. This is our way to
recognize the proportionality that should be guaranteed
between the share percentage in equity and the corres-
ponding right to participate in the institutional will, always
through a well-documented exercise of our stockholders’
political rights.

In the exercise of the good corporate government prac-
tices, Banesco Banco Universal, C.A. Board of Directors
has taken the required steps to keep the standards of
transparency and truthfulness needed to create an effi-
cient and sound environment in the Venezuelan securities
market.

Likewise, Banesco Banco Universal, C. A., is determined
to adopt the best international practices on the matter
of Corporate Government and to do so it created the VP
of Corporate Government. This VP evaluates and en-
courages the creation of new government mechanisms
through the Steering and Executive Thematic Commit-
tees, which support the management of the Board of
Directors and its Executive Direction for the benefit and
protection of its stockholders, customers and employees,
as well as the creation of actions lines to manage the
incentive and managerial discipline.

The Steering Thematic Committees control and make a
permanent follow-up of the internal and external rules and
produce policies, plans and strategies to be submitted
before the Board of Directors.

Additionally, the Bank has in place a program to educate
and train Executive Directors, executives and the Medium
Management on the matter of Corporate Government
Knowledge and its best practices.

2012 ®



OUuUR
STOCKHOLDERS

The capital
retribution policy
seeks a balance
between the payment
of dividends and
capitalization levels
good enough to
face the challenges,
opportunities and

difficulties ahead.

Banesco
Banco Universal
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OuR PoLicy

We ratify our will of managing our business under a plural and participa-
tive approach. We firmly believe in the exchange of ideas and thoughts,
thus we involve our stockholders in our daily routine. We count on a
wide base of individuals who enjoy the benefits of a high profitability

and solvency.

We respect the rights of the minority stockholders regarding the decree
of dividends payment. We keep a transparent relationship with them
through the Stockholders’ Meeting and the Stockholders” Unit Mana-

gement.

Our main objective is to return to our stockholders the trust they have
placed in Banesco Banco Universal, C.A. through a suitable profitability
of their capital, with solvency, a transparent corporate government and a
careful risk management. The capital retribution policy secks a balance
between the payment of dividends and capitalization levels good enough
to face the challenges, opportunities and difliculties ahead.

Each year we celebrate two Ordinary General Assemblies. In 2012 these
meetings were held on March 26 and September 24, while in 2011 the
meetings were held on March 28 and September 26.

STOCKHOLDERS' UNIT MANAGEMENT

This Management, with the mission of providing our stockholders with
a fast and transparent service, was created in 2008 to offer an improved
service to our users. Here they can get all the required information about
their investments: states of account of their dividends (historic registry),
claims, external auditing certifications, stocks transfer in case of death or
divorce, guarantee, reports delivery at request and everything related to
their stocks.



PREFERRED STOCKS

At the end of 2012, Banesco had 38,840 stockholders: 33,003 were the
owners of preferred stocks, while 5,837 owned common stocks.

In 2008, the Board of Directors made the decision of granting preferred
shares as a professional acknowledgement to Banesco’s workers. This gift
was granted as an acknowledgement for their work and commitment
to the Organization. A total of 8,811 employees, accounting for 65%
of Banesco’s staff for that date, were the beneficiaries. In August 2008,
Banesco began to pay the corresponding dividends. Here is a table of the
dividends paid corresponding to 2012 and 2011 and expresses in bolivars:

Basic Traits

Capital Stock (Bs.)

2011 1, 250,000,000
Number of shares Number of stockholders
lrcuaticn il Teessury B Frefoired @ Comsin

2954533 2954,533 b ) 2011

Tatat
38,840

33,003

Dividends®
Irecash (8.} 00000000 150.C000000
Banetit pur shane 3.09 155
incash{Bs.) §50,000,000 175000000
Benefit per chare 652 180
I shades 26,000,000 .
Benefit par sharg 0027

Dividends Preferred chares:

I cash {Bs:)

® The amounts were pad in e coomespanding years.

DIALOGUE WITH
OUR STOCKHOLDERS

A flow of transparent information
for our stockholders is one of the
principles we have adopted as one
of our policies. To do so we count
on the following communication
channels:

@ Stockholders’ Meeting

4 Stockholders’ Unit
Management

€ Six-monthly financial reports

& Corporate Social
Responsibility Report

& Corporate Web site,
www.banesco.com

€ TiempoBanesco, monthly
publications prepared
by our Organization and
addresses to our customers

@ CableBanesco (a CCTV at
branches and service offices)

€ Meetings and exchanges
with our stockholders

€ The media

€ Branches network.

IRSE2012 D



OUR

HuMAN
CAPITAL

In 2012, Banesco
Banco universal, C.A.
made efforts to protect
our employees’ payroll,

in spite of the world
economic crisis,
guaranteeing the
stability and safety of
our collaborators.

Banesco
Banco Universal

OuR PoLicy

In Banesco Banco Universal, C.A. we encourage quality, fairness and
the mutual satisfaction with our workers, creating in the process a har-
monious environment in the workplace and a better quality of life for all
our employees.

We manage our Human Capital based on our corporate values and taking
as a base the key competences that shall practice all the members of our
institution. Individual and Social Responsibility are fundamental parts
of these two aspects.

In this sense, the policy on the matter of Human Capital favors significant
levels of development, competitive remuneration, individual and team
motivation to achievement, as well as the protection and well-being for
our workforce, with the firm belief that our workers are the fundamental
axis of the Bank.

OUR MANAGEMENT

In 2012, Banesco Banco universal, C.A. made efforts to protect our em-
ployees’ payroll, in spite of the world economic crisis, guaranteeing the
stability and safety of our collaborators. At the closing day of the 2012
fiscal year, Banesco’s payroll was composed of 13,105 employees, 5.32%
below the previous year figure.

The distribution of employees per position and age group shows that we
are a young and dynamic institution, with an average age among our
employees of 33 years. In 2012, 89.25% of our Human Capital, that is
11,696 employees, were people aged between 18 and 45 years.

Banesco Banco Universal, C.A. intention is to be a solid and discrimina-
tion-free employment source and as a proof of this assertion, 85.82% of
our workers are fixed employees. 64.35% of them are women and the per-
sonnel filling the base positions accounts for 39.18% of the total payroll.



Distribution per age rank and gender

2012

Agerank (g

2011

T A 53 41 194 i 93 459 1142
18- 25 1599 B04 oo 7403 1,704  BE7 o2 591
26-30 2,258 1090 we——sss—3348: 2526 1,220 3752
31- 35 1511 967 o7 873 ;@ 1906 997 30903
36540 1,187 64 oomsew 1833 P1,226 712 e 1938
41 - 45 714 525 weem1,239 _ 701 508 == 1,209
46 - 50 417 325 wm737 : 395 353 mm 762
£1-55 209 164 m373 E 211 143 m354
56 - 60 93 48 1141 : 80 50 1130
£1- 65 L 12 148 5 31 17 148
66 - 10 4 g 13 : £ B
71-75 1 R , 1 0 1
> 75 1 [ : 1 0 1

=

Variation |
Total

{43:01%) (16.33%) (33.80%)
(6.16%) (9.36%) (7.26%)
(10.61%) (11.09%) (10.77%) |
0.26% (351%) (1.03%)
[318%) (927%) (G542%) |
185% 3.35% 248%
3.26% (1o47%) (328%) |
(095%) 1469% S537%
846% |
0.00%
1250% 1818% |
0.00% 100.00%
poo%  ooow |
(6.71%) (5.32%)

16.25% (4.00%)
16.13% (29.41%)
33.33%
0.00%
0.009%
{4.55%)

12012
Level / Age Groups 15-17* 18-30 Total
Base ! g4 3244 1245 388 163 5134
Prafeszsional and Technicians - 2308 2326 G612 135 5,381
SUpervisary i - 141 &7% 48z 118 1420
Managerial ‘ - C8 449 444 125 1076
Vice-Fresidents ’ - - T 46 33 86
Directors ] - . - 4 3 7
President : - - 1 1

Total General 578 13,105

MNivel / Género

3171 15e3

Bage 2105
Professional/Tech. 3,791 1,5%0 =—— 5, 301 3,896 1,700
Supsrvisory 775 f45 mm 1,420 ] 783 £93
Managerial BBE 390 =m 1,076 720 415
Vice- Presidents 51 35 1BE | 49 40
Directors 4 3 07 ! 3 6
President 1] 1 K | 1] 1

8,478 4,960

12011

147 3594

! - 2529

; - 158
- 52

13,842

31-40 &1-50 Tatal
1,245 407 148 5536
2353 579 135 550§
736 473 99 1476
499 448 136 1,135
g 59 o) a9
- 5 4 k)
- 1 1

4,841 1,971

Variation

(6.75%)
(6.47%)
{6.93%)

b (7.58%)
{2,70%)
C102%)
D{472%) (6.02%)
L 408% (12.50%)
Po33.33% (50.00%)
P DO0% T 000%
(4.55%) (6.71%)

(7.26%)
{3.84%)
(3.749%)
{5.20%)
{3.37%)
[22.22%)
0.00%
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Distribution per type of contractual relation and gender
| 2012 12011 ! Variation

Level (R Fernale i ale emale h Male

]

Trainees L1344 1198 11364 171 1 (549%) 1579%
Uricter contract | mB%6 1420 | = 1.315 n594 V(31.86%) {29.29%)
Fixed employees | — 7,735 — 4009 | — 7 7037 — 4,195 i 04d% (4435
Total per gender i E4/E] o 1,627 - 0G0 0 (455%) (B.T1%)

Total General 13,105 B2 (5.32%)

Main Indicators

Distribution per gender
@012 @2011 @ Variation

Workers

Total Emplovees

Banesco Banco
Universal, C.A.
intention is to be
a solid and
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employment source and

| 4,960

—~
(]
2
<

as a proof of this Male
assertion, 85.82% Female
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. Average Age . Seniority
$ 2012 @ 2011 ®:012 @:2011
,: £ [ 3%
i 1 8 _J@'x "“‘.\-: = y
yariation yariation
: zoge 2013 I' 2012 2011
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NATIONAL DISTRIBUTION

The territorial distribution established by Banesco for its operations has
turned the Bank into an important employment source at the different
regions of the country. 85.82% of our payroll is composed of fixed em-
ployees. This percentage recorded an important increase in comparison to
2011, as during this period the collaborators who joined the Bank under
contract in 2011 were promoted to fixed employees.

In the regions, the hiring process of the executives ascribed to the sales
area helps to support the local communities while, at the same time,
allows a better understanding of the regional situation based on particu-
larities of each region. This, in turn, acts as a strategic strength as the base
of the decision-making process adjusted to the particularities of each zone.

The hiring process in the countryside is carried out following the same
rules and procedures applied in the Capital City, through the evaluation
of the candidates and their profiles, which shall be in accordance with
the organizational requirements.

In the countryside, the vice-presidents in charge of the Sales Network are
native of each one of these regions. This favors a better understanding of
the economic dynamics of each region and its customers.

National distribution

In the countryside, the
vice-presidents in charge
of the Sales Network
are native of each one
of these regions. This
favors a better unders-
tanding of the economic
dynamics of each region
and its customers.

2012 : 2011

. Mariation

Region Workers % of Total Workers % of Total

Capital | 7693 e 58.70% 8217

Centro - Los Llanos | 1,692 - 1791% y L2l = 17.43%
Occidental Andina | 1,308 - 0.98% 11,343 m 9.70%
Oriente - Sur 1 1,365 = 10.34% 1,399 - 10,11%
Occidental - Norte | 1,057 m B.07% 11162 m 8.35%

Workers % of Total

e—— 59.36% | (524]  (6.38%)

L (29) {1.69%)

L (38) (261%)
L{4d) (2.15%)
v (105) (G.04%)

Total General 13,105 100% 100%

Vice-presidents of the network

2012 2011

& % Coming from
local community

& % Coming from
lecal Cormmunity

S

Western Wastarn

East. Morth East Marth
Western South : . Western

outh Capital Middie South
&ndean The Plains Andean

=

Capital Middle
The Plains

{532%)
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A total of 11,801
employees were
submitted to
performance
evaluations in 2012,
accounting for 90.05%
of the active workers
at the end of that year.

Banesco
Banco Universal

HIRES AND SEPARATIONS PATTERNS

The Turnover Index is a function of the percentage index between hires
and separations in relation to the number of employees in the area and
over a given period of time. From 2011 to 2012, the index went from

16.71% to 18.33%.

Banesco Banco Universal, C.A. Collective Bargain does not establish a
minimum previous notice in relation to organizational changes. The Bank
abides by the regulations established in the Organic Law of Labor and
the Lopcymat.

Turnover index

@201 @012
Hiresi{*} — GG
LA
Separations —— 730
I 50
Fopulation s 1 3 105
s 1 3 542
Staff Turnover Index 18.33%
16.71%
The Staff Tuenoves indeyx ks calculated with the tollewdng doarmula; { (hires + separations] / 2] f popuation
at yesd-end.x 100} ("} For the category “Hires”, woekers promoted to fived emplryees and contradts renewed

ware nat included

PERFORMANCE EVALUATION

In order to cover the Performance Evaluation cycle, in 2011 we conducted
for the first time the evaluation of quantitative goals for all the Bank po-
pulation. All the organizational levels of the Bank record their objectives
and their performance is evaluated based on these data.

A total of 11,801 employees were submitted to performance evaluations
in 2012, accounting for 90.05% of the active workers at the end of that
year. The remaining percentage corresponds to those workers who joined
the Bank after that deadline established to conduct the process and also
those employees under medical leave, trainees and employees separated
from the organization at the moment of carrying out the performance
evaluation 2013.

"Performance Evaluation

@ 1012 @I011 @ Varlation % of employees
ﬂ with evaluation

Total - ﬂ

employees _ :

R

employees gier ﬂ :

evaluated _ HET%



Staff turnover index per region

2012 2011
Region Population Hires + Sep. Turnover Index | Region Population Hires + Sep.  Turnover Index
Midele-The Plains Lho9Z bh) I 1077%  Middle-The Plains L2l /16 —080%
Metropolitan 7693 3,112 oo 70.23%  Metropolitan 8,217 2840 e 17 23%
Western=Andean 1,308 46d I 7.70% Western-Andean 1,343 340 17 56%
Western-Marth 1,057 278 o159 Wastern-Morth 1162 367 — 7O

East-South 1.355 759 . 11.03% East-5o0uth 1,394 367 m— 17 94%
4,804 4,625

Staff Turnover Index per region and gender

2012 g Population Hires + Separations : Turnover

Middie-The Plains : 1,164 528 ; 433 213 L 1886%  2017%

Matropolitan i 4455 2738 ] 1,859 1,152 1%.77% 21.068%
Western-Andean i 7432 566 : 252 211 v 169E% 189.64%
Western-orth i 676 381 H 173 g9 : 13.24% 12.99%
East-South ; g41 414 i 181 118 : §62% 14.75%

15.39%

2011 : Population : Hires + Separations Turnover

Region

Middle-The Plains ; 1177 544 : 493 224 | 2000%  2059%

Metropalitan . 8.441 2976 x 1825 1,015 1741% 17.05%
Western-Andean i 753 590 i 191 149 L 176B%  1263%
Western-HNorth : 750 412 ; 251 116 16.73% 14.08%
East-South : 851 438 i 256 106 . 1332% 12.10%

Total

Staff turnover index per region, age and gender

2012 | <18 2012 18-30
R'Egiﬂn ¢ .. | N L 5 : X X ¥
Middle-The Flains 1 56.25% 55.09% 2591%. 31.98% 12.70% 761% 4.27% 7.38% 8:33% 10:00%

31-40 i 41-50 : »50

Metropolitan ' 145.00% 94.00% ;. 29.19% 31.99% :© 11.10% 13.18% : &17% 9.61% : 8.89% 2.40%
Western-Andean U000%  CG00% | ZET74% 3093% | 1104% 1325% @ 6l8% T45% | 000% 4.35%
Western-North . 000% CO00% - 2148% 21.01% £95% B.80% : 4.95% 8.23% . 814% 7.14%
East-5outh v5EZ5% ThO0% 15:29% 27.10% 633% TAM% 0 32%  T.08% ¢ 143%  S00%

2011 ; <18 2012 18-30 31-40 | 41-50 . »50

Middle-The Plains | 9167% 6667% & 2930% 2096% = 1326% 11.86% | 345% 660% | 12% 0%

Metropolitan D OBB18% 59.485% @ 2590% 26.61% §.30% 10.83% @ 4.22% 7.67% @ 5.11% 7.54%
Western-Andean LD00% D% | 17.90% 2745% B15% S581% ¢ B02%  595% 0 714% Zs0%
Western-North | 5769% 6250%  24.62% 23.38% © 11.93% 10.07% ¢ 3.81% 4.12% ¢ 551% 5.00%
East-South D BOAT%  150% | 1967% 1605% 740% 1133% 0 373% 631% ! 185% 238%
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JoB PROMOTIONS

In Banesco Banco Universal, C.A. we believe in our employees’ talents.
Thus, our promotion policy provides our employees with the possibility
of growing internally towards positions of more and more responsibility.
In 2012 we promoted 965 workers as the primary source to fill vacancies.

Job promotions

REMUNERATION

POLICY g : = PR
Direction 2 2011 Variation
Banesco Banco Universal, C.A., is President of the Board of Directors’ Office” | 2 110 (80%)
committed to the permanent eva- Exe, Dir, Administration and General Servites 1 35 LR (47 %}
luation of our employees’ needs, EK’E- 85'- ianking and erdi | 565 =101 535363
. . xe, Dir; Hultinational Hurnan Capita 112 110 0%
as well as being an organization at Exe. Dir. Corporate Development® i 136 (779%)
the forefront of the best labor con- Exe. Dir, Preducts uG7 ®mas [289%)
ditions. Therefore, in 2012 and to Exe: Dir. Treasury and Finance 143 157 [89%)
comply with the new Labor Law, E!a—*- CE; Risk, Prev., Losses and Sus-m;:s f.nnll 16 o 100%
Banesco eliminated the atypical e Oir. ﬂasswe Segments a:r:d Channels S S—- cos G0 40
. . Exe. Dir, Corporate Services” 0 117 (100%)
efficiency wage, and this change Exe. Dir. Techrology and Business Processes | 25 = a2 (73%)

accounted for a 10% raise over the
total annual compensation for Ba-
nesco Citizens. This increase had
an impact of 3% on the monthly
wages and 8% over the annual
economic package. Besides, the WORKERS WITH DISABILITIES
amount of the Food Coupons was
also increased between 38% and
101% in October, and based on
the monthly wage.

Total Promotions {15%)

*Fwa Dir Limited in Febneary ** Exe, Dir Creatad in .l'u.:;;lln.r == Maintained anty for 2011 historic

From the very beginning, Banesco has been deeply aware about the need
of creating jobs for people with disabilities able to participate in the labor
market when they are previously prepared and trained by specialized
associations on this matter. We have provided these people with the pos-
sibility of dealing with flexible and dynamic activities. No doubt, their
development has turned them into productive persons and their effort
and perseverance have become an example to be followed within and
outside the Bank.

Workers with Disabilities

Region Middle Western
Capital The Plains Andean Total
@702 ®2011 @012 G011 @201 @011 G201 @201

1 - 2 £
o S
2012 2011 2012 2011 2012 2011

Banesco
Banco Universal



TRAINING

We are committed to the professional growth and development of our human talents. Thus, we provide them
with the necessary training that pushes them towards the achievement of the required competences.

Man-Hours

Base :

: 4,835
Professional and Technicians | 5,355
Supervisory L 1507
Managenal ‘ 10749
Vice-Prasidents g3
Directors ! B

2011

5267 (6.30%)
4357 £.03%
1546 (252%)
1,223 (11.77%)
76 5.21%
3 100.00%

13,072 (D.80%)

102,446
174,069
63,780
43,268
1445
33

+ Average Hours

2011 Var% 2012 2011 Var.%
147,639 (30.61%) | 2076 2803 (25.94%)
143 803 21.35%5 3251 2901 1205%
45,165 3816% ! 4232 2986 41.73%
53842 (19.64%) | 4010 4402 (8.91%)
GTE 113.14%5 1741 892 9516%

33 000% : 413  11.00(62.50%)

3000 (0.50%)

92,160 {1.30%)

Hours /Training People

Description

Banking, Finance and Insurance
Managerial Competences
Management Control

Parsonal Development

Specialized

Lagal and Regulatory

Marketing, Sales and Seqvices
Industrial and Physical Security
Technology and Infarmation Safety
Total Hours of Training
Total Workers

Average Hours of Training
Total Workers trained

_— 4034

. 20514

M 19548

B 76,840

- 20R19
I 117,890
5,734
11,411

19,052

385,042

13,105
30

—— ] 7,008 (63.13%)
W 10,554 182.49%
11,624 1,103.67%
. 59,750 (37.48%)
. 5.ET0 53.52%
_— 140 117.75%%
— 0,55 (7.18%)

BSE 115.09%
W 12650 50.61%
392,160 (1.82%)
13,842 (5.32%)
20 (0.50%)

% of Workers Trained

12,967

99%

94.44% 4.78%
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Under the guidance
of the Director of
Corporate Development,
the Bank successfully
started the manage-
ment of organizational
competitive initiatives,
as well as the discussion
about market trends and
global macro-trends.

Banesco
Banco Universal

FOSTERING INNOVATION CULTURE IN BANESCO

Aware as we are of the need of making of innovation the territory of
all our organization, the new Business Corporate Model demanded that
the knowledge, until now concentrated on a specialized area, would be
transferred to the different business areas that now count on the function
called “Management of Innovation”.

Through two important action lines we guarantee the alignment and
management synergies of the corporate management of innovation.

Transferencia de Conocimientos

Coordination of the Corporate Development Committee: Under the gui-
dance of the Director of Corporate Development, the Bank successfully
started the management of organizational competitive initiatives, as well
as the discussion about market trends and global macro-trends. The new
body of our corporate government is in charge of articulating the new
decentralized vision to manage ideas, guaranteeing at the same time alig-
nment, synergy and integral vision.

Great Trends of the Banking Business:

During the year 2012, the VP of Innovation submitted before the Cor-
porate Development Committee and the different areas of Products Ma-
nagement, Segments and Channel a series of research about the Trends
of the Banking Business focused on products, services and new business.

This research was based on information about the national and interna-
tional market available at the Internet and concentrated on the following
discussion topics:

¢ Open Innovation ¢ Virtual Banks
@ Innovation Processes @ Peer Group
& Social media Advertising Strategies

& Branches 2.0 ¢ Intermediation

# Payment Means and

@ Products and Services Packing other Businesses

@ Internet Banking
¢ Banca Mévil

The aforementioned research was published and is available so as our
Innovation Community could use it.



SAP-HCM PHASE 11

The Executive VP of Human Capital has a self-service portal with a robust
offer of products and services, so as they could evaluate their professional
profiles, manage their development, see and request benefits and make
administrative procedures in an easier, faster and more efhicient manner
in comparison with the traditional means. This new tool fosters the em-
ployee self-management, as it produces requests online and immediate
answers, without the physical presentation of documentation or visits to
the Human Capital offices.

The portal was developed and is continuously updated under the SAP
platform. It is aligned to the best world practices for self-services mana-
gement. Its functionalities are friendly user, which in turn makes easier its
navigation. It is also ecological, as it reduces the printing of documents,
forms and requirements usually necessary to apply for a service or benefit
of Human Capital.

TRAINING AND WORKSHOPS ON INTEGRAL RISK

In the framework of our Plan of Risk Culture, the block Training and
Education was one of the processes with the higher amount of specia-
lized actions during 2012. The activities were aimed to give the necessary
knowledge on the matter of Risk, emphasizing the knowledge and display
of key roles of management, such as the Delegate of Integral Risk (DIR),
the Master Delegate of Integral Risk (MDIR) and the Consultant of In-
tegral Risk (CIR), as well as the reinforcement of the functions associated
to the areas of Audit and Processes for the application of the Methodology
of Risk Management, all this through specialized and general training at
the different level of our Organization and different instances that cover
several attention channels and knowledge levels.

Inductions on Operating Risk to New Employees

Number of sessions Number of participants
2012 e —— ) D —
2011 — ] 9%
Mariation 304% 189%

Since 2011, these activities have not produced any cost for the Organi-
zation, as they are carried out by support teams of Human Capital who
carry out training in the regions and the metropolitan area for the new
employees and specialized training on Operating Risk.

The portal was
developed and is
continuously updated
under the SAP
platform. It is aligned
to the best world
practices for self-
services
management.

IRSE2012 D



Sheci_al-ized' Workshops on Integral Risk

2012 2011
Areas Trainings Participants Trainings Participants
Business Process 3 — -
WP Community Banking = 2 —
Aidit : 3 — 0 -
WP of Liguidation Operations - i ——
VP of the Center for Service Excellence, CH - 2 — 4
International Trustfunds Custody, VP
of Management Trustfund Product 3 oe— 7 1
Exe. VP for Integral Management of Risk 3 — 3 1 =]
Exe. VP Carporate Management and Business Processes 1 mmlt
NP Strategic Management z 1 m9
V. Products Management 1 4
Soveral Units - 1 mm13
Exe. VP Specialized Banking J W14 .
Total 11 133 21 3229

Rote: Theseworkshops are held each year at the different areas of the Bank. The number of workshops depends on the size of the corresponding Vice -Presideéncies.

PREVENTION AND CONTROL OF MONEY
LAUNDERING AND TERRORISM FINANCING

In compliance of the legal rules in force on prevention, control and fiscali-
zation of those operations that could be carried out through our financial
institution to legitimate capitals (money laundering) and/or financing
terrorism from illegal activities in general, and with the purpose of deve-
loping legal, risk-free and responsible business, Banco Banco Universal,
C.A. offers its Annual Training Program with allows the Organization to
face the aggressions of the organized crime and the potential judicial mis-
takes with a negative impact on innocent people involved. This program
is addressed to all our employees, from those at the base of our structure,
who has a direct contact with the customers, to those in the highest ranks
of our Bank, including the Board of Directors.

These workshops provide the employees general knowledge on the matter,
its functions and the importance of identifying, evaluate and manage the
operating risks in the Bank, as well as tools to clarify their doubts and to
know their labor experiences. This, in turn, allows the articulation of the
activities they carry out with the management of operating risks.

Trai'n'ing on Prevention and Control of Money Laundering
and Terrorism Financing

Mumber of Workers Amount Bs.

Participants

hew Ermployess 1485 1363 8.55 724000 * 100
Active Staff 8,910 9,348 (4.659) 242343700 115822744 109.24
10,395 107186 2431.277.00 1158.227.44

* The training offered 10 cur rew empayees for the year 2011 was dictated by the Unit of Prevention and Cortrol of Morey Laundaring and Terrorisen Finanding,
gontrany 1o the updating conducted for external stalf

Banesco
Banco Universal



WORKSHOPS ON HUMAN RIGHTS

¢ Workshop addressed to the staff ascribed to the Security area of the
Executive VP of Protection. This workshop was given by Provea, a
non-profit ONG devoted to the study and divulgation of Knowledge
on Human Rights. 68 auxiliary security agents were trained in 2011

on this matter.

¢ Workshop to raise awareness among the staff ascribed to the Executive
VP of Massive Segments about Resolution 209-08 issued by Sudeban.

Training on Human Rights

Indicador 2011

Banesco continues
applying the Virtual
Learning Platform, an
interactive learning
system with diffe-

Hours of trzining. an Humdn Rights G421 .

Numnber of people trained on Human Rights 1,390 rent instruments and
Total Warkers 13,842 multimedia contents
% of workers trained on Human Rights 10.04

f Trained on Human Rights

Indicator 2011
Security Staff Trained on Human Rights (it
Total Security Area Employees 89

% of staff trained on Human Rights

DEVELOPMENT OF COMPETENCES

In 2012, through the Self-Service Portal, Banesco con-
ducted the 360° Diagnosis of Competences of all its em-
ployees, including executives, managers, professionals
and the base, with a participation of 86% of its population.
This means that Banesco citizens now have a guide to
make their own diagnosis about their competences and to
know their strengths, with the help of tools to improve their
professional profile. This diagnosis was reinforced with the
identification of the technical knowledge related to the core
business and the evaluation of how our employees master
this knowledge.

Likewise, Banesco continues applying the Virtual Learning
Platform, an interactive learning system with different ins-
truments and multimedia contents that encourages the
development of competences and knowledge which are

that encourages the
development of compe-
tences and knowledge
which are crucial for
every employee

7640

crucial for every employee, according to his role for a suc-
cessful performance. The platform was launched in 2011
with a life-transmission of de modular program Service
Experience, which addresses the different theoretical and
practical aspects of Quality Service. As an organization
focused on serving and satisfying our customers’ needs
with quality products and services, Banesco activated this
tool for all its employees as an instrument of a high value
for the professional development of each Banesco Citizen.
The tool strengthens quality behaviors, codes and atten-
tion/service procedures for the customers. The module
for the Development of Banesco Competences was im-
plemented in 2012 to bring new contents in order to foster
development and close the attitudinal competences gap,
core technical knowledge to achieve regulatory standards
and offering a superior service to our customers.

IRSE2012 D
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INTERNSHIPS PROGRAM

Internship Program Banesco Banco Universal, C.A. Internships Program allows the early re-

Internship type cruitment of talents to be incorporated into our Organization in order to
- foster their long-term development within the Bank.

@01 @0

@ Yaratton

Each year, we receive a group of 30 students from High School and
Medium Technicians from Fe y Alegria, in the framework of an agre-
ement for occupational internships. Under this agreement, the trainees
are provided with the opportunity to meet with success the academic
requirements to finish their studies and they are also provided with the
theoretical-practical experience to enter the labor market. The Ministry of
Higher Education, along with the Institutions of Higher, Technical and
University Education, establish the duration of these internships, which
shall be at least 240 hours, according to the regulations of the Internships
National Program.

1Y E It is also our responsibility to assign a mentor to each intern. This Corpo-

Eutangt  remal ' rate Mentor shall review the development of the activities program and
look after its fulfillment in order to guarantee the success of this learning
experience.

UALITY OF LIFE, FREE TIME AND PERSONAL
EVELOPMENT

In 2012, we developed a series of recreational, cultural, sports and vo-
lunteers activities in the framework of our Plan Quality of Life. These
activities contributed to improve the quality of life of our workers and
encourage them to make a better use of their free time, fostering new
opportunities to reconcile labor and personal life of our Banesco Citizens.
Some of these activities are the following:

"Activities for free time

2012 2011
Beneficiaries Investment Beneficiaries Investment
Sports.and recreational activities (tonification) 285 45663048 o887 281.929.50
Permanent training on several cisciplines 2,019 1.006,708.95 451 357.551.60
Mini-Ohympic Games ‘ » F1100 2 29ET09.03
Sports Tournaments 1,284 2500,138.14 1,701 312162202
Vacation Flan 1.641 569425491 1486 & Les 70971
Teather/Play exhibitions '™ 643 90,720.00 708 195, 776.00
Gastronomical Culture-Workshops 254 51,435.00 163 28604855
Runners"Club 247 221.972.80 0 00
School of Indaors Secter (workers® children) 40 2aTAes 2 4] 300
Chioral Singing Workshap 47 100,800.00 0 00
Banesco Readers’ Club. &0 23176.00 0 200
Banezco Experimental Group 33 21912800 0 0,00
Family Satirday (workers and care family) 1,479 1,6333916.00 0 a0
Bowling 158 B4, 3EEA2 0

Total Recreational and Cultural Activities 11,730,737.92

* Thie Mini-Obympic Garmes were not ekl in 2012, (1) In 2012 ard 2011, these plays were attended by 618 and 709 paople, respectively

Banesco
Banco Universal



LABOR HEALTH

Labor Health Indicators

Absenteeism Rate  Days of medical leave

@012 @201 @012 @201
& Variation & Varation

LABOR SAFETY AND HEALTH

In Banesco we are aware of the importance of protecting our workers
from potential labor risks. Therefore, we foster safe work conditions and a
favorable, adjustable and ideal labor environment for the best performance
of our people, well beyond the provisions of the labor laws in force.

At the end of 2012, Banesco had carried out 35 environmental evalua-
tions in order to monitor, analyze and control the existent environmental
conditions at our main work centers (temperature, noise, light, etc.) to
prevent diseases caused or aggravated by the work and labor accidents.
16 information campaigns were developed at our Intranet with a view to
prevent accidents, labor diseases and expand the knowledge of the rules
associated with labor safety and health at our branches. These campaigns
reached to more than 11,000 workers.

Labor Safet},.r Activities

2012
Activity Workshops/ Lecturas N® Participants
Lectures on physical and Industrial Security to our new employees 20 1,091
Workshop on Erganomics at the office and Postural Habits 27 1,073
Workshop on Extinguishers 4 3432
2011
Activity Workshops/ Lectures N® Participants
Lectures on physical and Industrial Security to our new employees 24 1,493
Warkshop “Lopcymat and Our Responsibility™ 5 1,489
Intranet campaigns on-accidents preventions, otcupational diseases 12 10,703

rand regulations about safety and health at branches, as well
-as the use of fire extinguishers,

IRSE2012 D
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Likewise, we carried out 16 partial evacuation simulations in Ciudad
Banesco and 2 more at Tower I, El Rosal.

( Our bulletin board “Labor Security and Health updated” is published on
y p p
a quarterly basis and it’s delivered among all Banesco Banco Universal,
/ ‘ C.A. administrative offices and branches.
The SenosAyuda

Foundation offered
117 mammograms to
Banesco Banco
Universal, C.A. employees
who were referred by
the Anticancer Society
mobile clinic, based
on the resulting
diagnosis.

For Banesco, it is important to educate our staff. Therefore, we foster
accidents prevention within and outside our facilities, through training
sessions on labor security and health.

Additionally, in the framework of the Month against Breath Cancer, we
brought to Ciudad Banesco the mobile unit of the Venezuelan Anticancer
Society to offer free-cost tests to diagnose breath, cervix, skin and prostate
cancer. This unit applied tests from October 22 to 27, as well as skin,
cytology and prostate antigen tests to over 300 employees.

Besides, the SenosAyuda Foundation offered 117 mammograms to Ba-
nesco Banco Universal, C.A. employees who were referred by the Anti-
cancer Society mobile clinic, based on the resulting diagnosis.

LABOR RELATIONS

Banesco Banco Universal, C.A. Co-
llective Bargain currently in force,
dully homologated by the Direction
of National Labor Inspectorate and
Other Labor Collective Matters for
the Private Sector, protects all our
fixed employees under undetermined
contracts working at any place of the
nation, excluding the Presidents of the
Board of Directors, Chairmen, Direc-
tors and Vice-Presidents. INCES trai-
nees and interns are also excluded
from this collective bargain.

Since November 2012, the Basic In-
surance Policy covering for Hospi-
talization and Surgery has remained
unchanged in Bs. 30,000, as well as
the Maternity covering of Bs. 20,000.
This collective bargain includes
clauses of different nature: preliminary,
general, economic, social-economic

Banesco
Banco Universal

e/

and labor union and final clauses. It
grants very competitive economic and
social benefits in the banking market.
Its central purpose is to improve the
quality of life of our workers and their
families, as it grants additional eco-
nomic benefits, such as Hospitaliza-
tion, Surgery and Maternity Insurance
Policy for the worker and his family
(spouse, children), scholarships for
the worker, and toys for their children,
aid to acquire school supplies, among
others. This is the result of applying
the principle of Social Responsibility

to our main asset, our human capital,
in order to create well-being, improve
labor conditions and the quality of life
of our workers.

Additionally, and in order to avoid the
devaluation of the amounts granted,
several clauses included in our Co-
llective Bargain establish yearly ad-
justments for scholarships, aid for
school supplies, contribution for ma-
rriage and birth of children, death of
relatives, among others.

Program

Total Employees
Employees under Collective Bargain
% Ernployees under Coltective Bargain

2012 2011 Var. %
13,105 13842 (5.32%)
12,205 12302 {0.79%)

9313% S2.87% 4700



STEPS TAKEN TO DEAL WiTH CORRUPTION
INCIDENTS

Financial institutions are exposed
to all kind of risks, mainly those
linked to Money Laundering and
Terrorism Financing. In Banesco
we are protected by our Integral
System to Prevent and Control
Money Laundering and Terrorism
Financing, which involves and
binds all Banesco citizens who
could help to prevent, control and
identify any attempt to legitimate
illegal capital or to finance terrorist
activities.

In this sense, we provide induction lectures to our new employees, as
well as specialized training workshops for the staff in charge of our sales
network and centralized areas. Likewise, we have included in our Intranet
all the necessary information about this topic, urging at the same time
our workers to support the actions of the Unit for the Prevention and
Control of Money Laundering and Terrorism Financing. We also count
on direct lines of communication with the Committee of Ethics and
Conduct (see chapter ‘Corporate Government’), as well as a mail box
identified as “Banesco Unit of Money Laundering Prevention”, where
anyone can notify about unusual or suspicious activities identified by
customers or employees.

The main tool to reduce these risks is to maintain and apply comprehensive
and effective control mechanisms available to the customer (“Knowing
your Customer” policy at the Sales Network) in order to avoid relations
with sensitive or vulnerable customers for our financial institution as a
means for they to carry out illegal activities, such as fraud, money laun-
dering, swindle or any other act of corruption.

Before the suspicious of a corruption incident involving Banesco em-
ployees, the first step is to analyze the facts in order to determine if the
displayed behavior falls into any kind of illegal action, according to the
Venezuelan regulation on the matter. If this is so, we make a formal com-
plain before the competent national authorities, so as they could start the
necessary investigations to prove the crime.

Likewise, as a transparency measure and application of our policy “Know
your Employee”, the staff working in our institution is obliged to notify
the source of the funds in their accounts, excluding their payroll income.

FREEDOM OF
ASSOCIATION

Banesco Banco Universal, C.A.
guarantees all and each one of
the rights established in the Na-
tional Constitution, the Organic
Law of Labor and its Provisions
and other applicable labor laws,
particularly the right of free asso-
ciation with legal purposes and
the right to create and participate
in labor unions.

The Bank guarantees that its
workers could effectively exert all
these rights, without any restric-
tion, but those established by the
Law. A proof of this was the af-
filiation, at the end of December
2012, of 12,205 workers to SI-
TRABANESCO, the Nation Union
of Workers of Banesco Banco
Universal, C.A. Financial Group.
This union gathers 93.13% of our
total payroll. As another example
of freedom of association, Ba-
nesco guarantees the right of our
workers to celebrate and nego-
tiate Collective Bargains. In fact,
several Collective Bargains have
been subscribed with SITRABA-
NESCO.
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As aleader and
socially responsible
institution, Banesco

has always guaranteed
not only the enforce-
ment of the national
legislation in force but
of all those international
treaties signed by the
nation on this matter.

CHILD EXPLOITATION

The very nature of the banking
business demands activities and
functions that would hardly favor
or allow child exploitation. Ba-
nesco Banco Universal, C.A. em-
ployees are adults, except for our
INCE’s trainees who are under-
age. These apprentices devote
most of their time to educational
and accounting regulated and su-
pervised by the INCE. Therefore,
no risk incidents of child exploi-
tation have been identified within
the organization.

Banesco
Banco Universal

EQuAL OPPORTUNITIES AND NON-DISCRIMINATION

Banesco Banco Universal, C.A. takes all the required steps likely to esta-
blish an honorable, ethical, respectful, gentle and fair labor environment
for all the employees working in our organization or those with expec-
tations of joining our ranks. In Banesco Banco Universal, C.A. all our
workers receive an equal treatment, without any distinction whatsoever
of age, race, religion, political or sexual orientation, or any other discri-
mination, grating the same opportunities to all our workers.

We encourage all our collaborators to strengthen their capabilities, ta-
lents and competences. Therefore, to this date Banesco has no reports
of discrimination against its workers. Our activities are limited to areas
where there are no margin to produce situations colliding with rights of
the indigenous population. Internally, we also count on rules that pre-
vent discrimination practices, such as our Collective Bargain (Clause 2,
General Declaration of Principles) and the Code of Ethics and Behavior
for Banesco Citizen, which has been in force since 2009.

RELATION BETWEEN BASE WAGE AND GENDER,
DETAILED BY PROFESSIONAL LEVEL

The Venezuelan labor market is characterized by an offer of men higher
than the offer of women for certain areas and positions. Banesco offers
equal opportunities without any discrimination based on gender. Proof
of this assertion is the fact that 59% of our Vice-Presidents are women.

Relation between Base Wage and Gender

Men and Women
Indicator 2012 2011

Base e 1 |
Professionals and Technicians . S - ————— ] .19 —— .17

Supervisory EEEes——— (.07 —— (.0
Managerial () eees—— .07 —— .04
Vice-Presidents EE—— .02 o LU
Directors — ). 57 e . O

™ Category was separated i 2011

FORCED LABOR

As a leader and socially responsible institution, Banesco has always gua-
ranteed not only the enforcement of the national legislation in force but
of all those international treaties signed by the nation on this matter. For
this reason, Banesco labor force has never reported any incident of forced
labor whatsoever.



BENEFITS GRANTED TO OUR WORKERS

Improving the quality of life of our collaborators composing the big Ba-
nesco Banco Universal, C.A. family has always been one of our main goals.
Our permanent challenge is to remain as a leader company in terms of
benefits and best labor conditions for our workers.

Year after year, our Organization makes efforts to evaluate the social and
economic conditions in our country and provide our Human capital with
competitive benefits and the best conditions to improve their quality of
life. Therefore, our benefits program covers all the staff, including those
employees under part-time contracts or temporary workers. For these re-
ason, Banesco is at the forefront of Venezuela financial sector, particularly
in terms of labor benefits such Workers’ Food Laws, health and housing
for our workers.

Some of our main benefits cover fundamental aspects for our workers’
well-being, particularly those addresses to foster preventive health care,
sports, recreation and the positive use of free time.

Contractual Benefits

Investment (Bs.) : W= workers favored
Contractual Benefits 2011 Var. (%) 2012 2011 Var. (%)
Contribution to Saving Furnd TOOZ6 74726 S3 271 GR9TET 3144 : 14634 134978 4 659
Cortribution to Relatives for Employes Death BOL410.80 229.710.00 (64.99) 6 9 (33.33)
Contribution far School Supplies 216340000 490 800,00 34078 4031 3851 467
Scholarships §7.560.00 135240.00 (27.86) . 124 136 (883
Comtribation totellers and promoters 12509310 77261030 281, 43918 4946 (0.57)
Contribution for Death of Direct Relatives 26,400,00 24,480.00 7.84 1i1 102 g8.82
Contribution to Mothers' Day 240,300.00 24185000 (D64 4807 44837 (062
Marriage Bonus 2588000 2272000 (3.03) 195 198  (153)
Birth Bonus 104.000.00 §5760.00, 21373 639 530 2057
Christmas Tovs 4404 384,16  4,340,000.00 148: 8378 8680 (348
Acknowledgment Policy = Seniority Acknowledgments 4,394 085.33 32028300917 3919 2411 2364 1141
HCM Insurance Policy 1 150,173,832.88 12065294545 2470 36384 36985 (162
Farnily Subsidy 239.730.00 235035.00 250% 3864 3520 4.09
Uriforms and equipment 10.781.23862 756685284 42487 6841 3628 8856
Vacations and Vacation Bonus E0478610.19 5258420317 53.04 . 10933 10,539 3.74

294,032,677.34 124.267,735.24

98,076 94,103

(1} Corresponds fo workers and refatives
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NON-CONTRACTUAL BENEFITS

It is important to mention that our temporary workers (hired for a de-
termined period of time) also enjoy the benefits established by the Labor
Collective Bargain, as well as the contractual benefits offered by Banesco
Banco Universal, C.A. to its fixed workers.

Non-Contractual Benefits

Investment (Bs.} | N® workers favored
Mon-Contractual Benefits 2011Vvar. (%) 2012 2011 Var.(%)
Unsecured Loan for Housing 26,233977 80 1157105800 12672 876 462 8961
Subsidio de estacionamiento 2,011.548.00 570,000.00 25290: 1579 215 63442
Farking subsidy 1596975600 1727326911 (7.90); 6953 6232 0:30
Medizal service 1,983,241 .00 170530400 6A454: 7504 5851 (100.00)
Medizal Assistance for Extreme Diseases 28554300 32600700 (1Z41): 53 27 (140851)

4848406580  30,951,638.11

Legal Obligations

Investment (Bs.) : Ne Beneficiaries
Legal Obligations 2011 Var. (%) 2011 Var. (%)
Murseres 1472988166 989008452 4B94: 2018 1,837 SH5
Inces 1786101144 15981 26645 11.76 542 535 131
Workers Fond Law 10860354614 JEREUSSTINS . SR309; 13007 12485 414
Ernpioyment Lawo 14,139,277.75 1204205581 1742 15867 13842 1313
Housing and Habitat Law 2283015272 1932080362 1s68! 15865 13842 1534
Mandatary Social Security 64, 177.270.06 5425409777 1829 15667 13Ea2 1318
Training on Prevention of Capital Legitimation 2431.277.00 1,15823744 10691 10395 10716 (3.000

24517241677 191.342116.74

PROGRAM “YOUR HOUSE wWiITH BANESCO”

In 2005, Banesco Banco Universal, C.A established as a concrete goal for its
strategic planning that all its employees with more than a year of service in the
organization should have a house of their own. At the end of 2012, this program
reached to a total accumulated investment of Bs. 1,340,641.87 for the benefit of
6,458 workers.

Program “Your House with Banesco”

Investment (Bs.) N° Beneficiaries
Mortgage credit : Var. % 2012
For housing acquisitiona 26096277910 150903127706 7293 ' 496 583 (14.92)
Far housing revamping 19,178,409.56 1387728355 21 1 103 117 (11.97)

280,141,1838.66 164,880411.25 £59.91 (14.43)

Banesco
Banco Universal



Other Benefits Granted to our Workers

N° Beneficiaries

Investment (Bs.) |

Var. %

Contribution for medical emergencies from the Saving Fund  322,611:00 444855.13  (2748) I8 44  (1364)
Banesco Banco Universal, CA, Credit for Vehiclas 7646603200 ©8,291,000.00 11871 728 757 (8.56)
Vacation Plan for the children of the employees 569420451 516970971 ipis: 1641 1486 1043
Sports and Recreational Activities 407507304 341356122 1938 ; 3257 2388 36.39
Mini- Olympic Games 0 229270903 (10000): - 3310 [10000)
Promiotion to Sparts (Permanent Training) ' 1.008,708.55 35755160 181.56: 2019 451 31120
Education and training programs 1967276363 1457963738 2493« 14EZE 13072 1343
Cultural Activities ' 954,701.02 222380896 32931 1802 857 11037

108,192,144.55 94,771409.03

(1) This actovity ws cartied ot dorimg 2012, (2] This sty started in 2011

EMPLOYEES SATISFACTION INDEX

Employees Satisfaction Index

Programa 2012

Cafetaria

Mationat Fin-Olympic Games '
Todo Ticket Jugustes (toys coupons ) m— 7,50
Vacation Plan

EEEE—— 5 L)

EE——— 1
EE—— 7
e 0 — 2 G
Callective Health Insurance Policy ! maa—— 2.0 — 7,31

Satisfaction Index I T 0 I GG

{1} The Mink Olympic Games were not held in 2012
General result of thase measiarpanents whese 1 medns "Deeadtul” and 10 "Excelent”

AA 1000 Standard

Since 2007, we have been working on the application of the international
standard called Accountability 1000 (AA100), which will guide our efforts
as an “Accountable” organization. That is, we have to explain or justify
the actions or omissions for which we are responsible before those who
has a legitimate interest on our Bank’s sustainability and the development
of processes and goals for a sustained improvement of our performance.

In 2010, we recorded a significant advance towards the application of this
standard, in terms of design and the planning to carry out the dialogue.
In 2011 we carried out our first dialogue with a group of 30 workers from
all the regions, levels and genders, always abiding by the phases of the
dialogue process as it was established by the standard. These phases are
the following: inclusion, relevance and response capacity.

This first meeting was attended by Banesco Banco Universal, C.A Presi-
dent and its Multinational Director of Human Capital, who listened to
the participants’ requirements in relation to the topic exposed: a proper
knowledge of the Code of Ethics; individual development plans for em-

ORGANIZATIONAL
CLIMATE STUDY

In 2012, Banesco applied an eva-
luation instrument adjusted to the
Organization’s needs. This tool
diagnosed not only the climate
but also the aspects associated
to the organizational culture. This
instrument is composed of 67
items, divided into two modules,
40 items for the module Culture
and 27 items for the module Cli-
mate. These items reflect the most
relevant dimensions and areas for

the life of our workers and organi-
zation and they allow to obtaining
results much closer to our reality
as Banesco Citizens.

The results of this study show that
we are positioned in the category
of “Strengths”, equivalent to ob-
taining 76%. This means that our
Organization encourages a cli-
mate and culture characterized
by a high performance and our
permanent commitment to go
forward to better results.
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ployees; wage levels and incentives, based on criteria such as business
sustainability, equality and justice according to achievements and merits.

Para el 2012, realizamos la planificacién estratégica para llevar a cabo y
para darle continuidad al didlogo con los trabajadores, sin embargo por
temas logisticos se trasladé para enero del 2013,

All along 2011 last quarter, the Bank provided a customized response to
the dialogue participants and the rest of Banesco Citizens, with informa-
tion about the strategies to be implemented in the future and the results
of the first encounter.

For 2012, we developed the strategic planning to carry out and continue
the dialogue with our workers. However, for logistic problems, it was
postponed for January 2013.

INTERNAL COMMUNICATIONS MANAGEMENT
These are our internal communication channels:

@ CableBanesco: a CCT system at Ciudad Banesco.

( 24 MARGARITA '\ ){:
0 PARAGUANA N
\i _}3’: ¢ TiempoBanesco Intranet.
v ¢ The Virtual Library, available through our Tiempo Banesco Intranet,
was specially created to display all the core information related to the
business in a simple, updated an easy-access format.

@ Bulletin Boards: a useful electronic tool to place announcements,
available in LotusNotes and the Intranet, to get information about
products, services and goods sold by our employees.

# TiempoBanesco, monthly Bulletin Boards placed at elevators, bran-
ches and service areas.

& Weekly bulletin, sent by e-mail.

® Special Bulletins sent by e-mail.

SATISFACTION OF OUR STAFF WITH THE INTERNAL
COMMUNICATIONS

The VP of Corporate Intelligence conducted the Channels Survey in
2012 in order to measure the satisfaction level of our staff in relation to
our internal communications.

At 2012 year-end, the satisfaction level with our internal communications
was 8.5 points measured with a 1-10 scale. The survey was carried out with
a sample of 552 subjects, a +_ 4.0 error margin and 95% or reliability.

This value is slightly below the one recorded in 2011 (8.7 points) and it’s
the highest value recorded during the last 7 years reviewed.

Banesco
Banco Universal



THE EXTERNAL DIMENSION OF
OUR SocIAL RESPONSIBILITY




OUR SocIAL
PARTNERS

During 2012, Banesco
Banco Universal, C.A.
supported initiatives and
projects created to meet
the basic needs of the most
disadvantaged communi-
ties and groups of society.
These initiatives belong
to the fields of educa-
tion and health care.

Banesco
Banco Universal

OuRr PoLicy

In Banesco Banco Universal, C.A. we focus our social investment on sup-
porting projects linked to the education and health sectors. We develop
our social action, hand in hand with the institutions that, all along the
Venezuelan territory, materialize the fight and action initiatives to favor
the communities. We count on a Manual of Rules and Proceedings that
rules all the resources request process and approval. The Manual can be
found at our Web page www.banesco.com.

The Social Partners concept involves a medium and long-term relationship
which guarantees the continuity of the projects, so as the contributions
could be more than mere aids but a growth process for the participant
organizations. To this end, we employ a series of financial tools and we
conduct regular surveys, visits and progress reports.

An indispensable and crucial condition for an organization to be and re-
main one of our Social Partners is its commitment to provide timely and
detailed information about the development of the projects supported by
Banesco Banco Universal, C.A.

We do not participate in projects of an individual nature, without tech-
nical and financial sustainability or lacking a multiplying effect on the
community (at least 100 people).

OUR MANAGEMENT

During 2012, Banesco Banco Universal, C.A. supported initiatives and
projects created to meet the basic needs of the most disadvantaged com-
munities and groups of society. These initiatives belong to the fields of
education and health care.

To develop these initiatives, Banesco has established long-term alliances
with expert institutions on these areas that we call our Social Partners. For
2012, our Social Partners were the following: Fe y Alegria, “Don Bosco
Houses” Civil Association, Foundation of the Child in Need of Protection
(Fundana by its Spanish acronym), The Children Museum Foundation,



Our Social Partners

Organization/ Institution  Proyecto

Fe y Alegria Construction and procoremient for University Institutions 0.00 1,481,640.00 (100.00)
Program of Training for Micro-entrepreneurs 1.580,000.00 0.00 100.00
“Don Bosco Houses” Civil Assoc, ARIS Project — Bosco Bus Mobile Unit 658,200.00 6£93,127.00 (4.94)
Fundana Maintenance fee of The Toddlers Villages 180,000.00 0.00 100.00
The Children Museurn Foundation  Development of Web page 5,000.00 &,000.00 (16.67)
UCAR Contribution for the Andrés Bello Scholarships Program 0.00  300,000.00 (100.00)
Contribution for 5 scholarships/aids 33,450.00 27,350.00 2230
Contribution for the Chair of Imagination and Literary Genders 0.00 100,000.00 (100.00)
Others 0.00 20,000.00 (100.00}
AVEC Consolidation of educational and recreational programs  1,000,000.00  1,000,000.00 0.00
Venezuelan Foundation Acquisition of X-Rays System for the Infantile 925,840.00 0.00 100.00
Against Infantile Paralysis Orthopedic Hospital
"Apoye” Civil Assoc, 50% of the headquarters rent 45,500.00 39,000.00 16.67
Salesian Women Civil Assoc. Program to Consolidate Work Training for the Youth 250,000.00°  250,000.00 0.00
Donation for the ADS Center “Mama Margarita”, '
La Dolorita neighborhood. 25,000.00 0.00 100.00
Simitn Bolivar Musical Contribution for the national tour of the "Lating
Foundation Caribefia Siman Bolivar” Orchestra 1,000,000.00 1,000,000.00 0.00
Always Friends Civil Assoc, Schiolarships, wages, labor training 50,000.00 50,000.00 0.00
Los Rogues Scientific Foundation Education and Environment Pragram 50,000.00 S0,000.00 .00

Total Bs. 5.803,690.00 5017,117.00

Catholic Education (AVEC), Venezuelan Foundation against Infantile
Paralysis, “Audaz” Association for the Guidance and Support of People
with Special Needs (Apoye), Salesian Women Civil Association, State-
Foundation for the National Systems of Youth and Children Orchestras
of Venezuela (Fesnojiv), Always Friends Civil Association and Los Roques
Scientific Foundation.

Andrés Bello Catholic University (UCAB), Venezuelan Association of " —

We have maintained a permanent dialogue with these institutions, through FUNDACION
meetings, interviews and activities that have been opportunities to dis- CIENTIFICA
cover potential collaboration ways that allow Banesco Banco Universal, LOS ROQUES

C.A. to contribute to the satisfaction of the real needs of our society.

Following, we offer a summary of the support that Banesco has been
providing for years to the institutions that compose our Corporate Social
Responsibility Program.

Satisfaction Indicators
ACCOUNTABILITY

Each year we conduct a survey among our Social Partners in order
to monitor the evolution of the projects under execution and our
partners’ satisfaction level. This survey allows us to make a com-

prehensive follow-up of the different initiatives, as well as about the
dereghted investment and the fulfillment of our recommendations for the suc-
cessful conclusion of these projects, correcting potential deviations
and building indicators to gauge the social impact of these programs.

= T M A D it mi kim0 o s Dt e 6500 P K
whidr Ve 201 1 ittt min Caliulitad WiRS - Thet srdeeh Siovided by B S0l e t

IRSE2012 D



Results of the projects together with our Social Partners

Partnar

Direct Beneficiaries
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Indirect Beneficiaries

Status
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Results of the projects together with our Social Partners

Indirect Benefickaries

Partner

Project

Direct Beneficiaries

Description 2012

Status
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With the promotion of these initiatives, Banesco Banco Universal C.A. contributes with two of the
Millennium Development Goals established by the United Nations: the eradication of extreme pov-
erty from the planet and universal primary education.
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SOCIAL ACTION
IN THE
COMMUNITY

We also consider as
very important cultural
activities, offering
the communities a
wide range of oppor-
tunities to enhance
their aesthetical and
intellectual
background.

Banesco
Banco Universal

OUR PoLicy

Our motivation is to make a solid contribution to all the neighboring
communities to our different headquarters nationwide. Therefore, we
practice the “good neighbor” policy. Guided by this vision, Banesco Banco
Universal, C.A. adds its presence to our society, interacting with the di-
fferent actors involved, keeping an eye on their problems and making a
contribution suitable to their expectations.

Banesco social action has many faces that reflect our goal of including
those sectors deprived from education and health, thus, impaired to break
the vicious cycle of poverty.

In this sense, the organization’s task is to offer study scholarships, work-
shops, support for educational lectures, material and equipment donations
and a wide and growing work carried out by our volunteers.

Likewise, we grant financing from time to time to activities and projects
that create benefits for society, exclusively if they are related to education

and health.

We also consider as very important cultural activities, offering the com-
munities a wide range of opportunities to enhance their aesthetical and
intellectual background.

OUR MANAGEMENT

¢ We granted study scholarships to 12 people who are beneficiaries of
Banesco Life Scholarships. This initiative was launched in 1996, when
we decided to provide our current account holders affiliated to any of
Banesco Plans with the opportunity to participate in quarterly draws
which prize is a study scholarship named “Banesco Scholarship”. This
scholarship covers all the academic expenses from pre-school to higher
education, and even post-graduate studies. The beneficiary can also
transfer the scholarship to his relatives for the same purpose.



e

'(4{/ /)

PﬁRﬂ

PALLABRA

VENEZUELA

Banesco Study and Life Scholarships

§:012 @011 ©Var %

Beneficiaries Amount
e o (100) . (75.71)
140,000

1nD]

(100}

< =) e
e Indwldual B Ineclivicluial
Banesco Banesco
Metropolitan Life Metropalitan Life
University Scholarships University  Scholarships

@ Our branches network has become the driving force behind our So-
cial Partners’ initiatives. Banesco supports them with annual raffles
to raise funds in order to finance social projects.

Collection for raffles carried out by our Social Partners

Organization/ Institution

PFroyect 2012 2010

333772.14  (897)

venezuelan foundation Soper Bingo de fa Bondad  303,824.00

agaimst nfantiie Paralysis

fe vy dlegria Few Alegria Raffia 473750000 132,000,080 258.90
Chilrer with A0S Foundation  The Guod Sarmaritan - 42764402 44370000 (3.62)

Children with AIDS Foundaticn
Geeal Bonus af Health 139450700 1488327.00 (630}
Fumdana Auction 327200000 240700000 35.94

Anti-Lancer Society
fundana

Total Bi., 587172502

WORDS FOR VENEZUELA:
VISIONS OF AN EcoNOMY
WITH A HUMAN FACE

In 2012, Banesco Banco Universal,
C.A. held the fourth edition of the
Words for VVenezuela, which has be-
come an occasion to share ideas and
thoughts with authorized voices that
can provide solutions, projects and
initiatives to our society.

Over four thousand people got to-
gether in Ciudad Banesco to listen to
three special guests, the former presi-
dents of Brazil, Spain and Chile, Fer-
nando Henrique Cardoso, Felipe Gon-
zalez and Ricardo Lagos, respectively.

People from the different Venezuelan
regions accompanied Banesco in
this event: farmers and industrials,
entrepreneurs, university students,
doctors, legal advisors, planners, en-
gineers, visual artists, poets, anchors
and journalists, public servants and
authorities representing the different
governmental fields; experts on public
policies, representatives of the finan-
cial sector, workmates and friends.

During the event, our most outstanding
micro-entrepreneurs showed their tes-
timonies through moving videos. Juan
Carlos Escotet Rodriguez, President
of the Board of Directors of Banesco
Banco Universal, C.A., formalized the
alliance with Fe y Alegria and Microsoft
for the massification of the Program
of Training for Micro-entrepreneurs,
which will provide customers and po-
tential customers of our Community
Banking with administrative, manage-
rial and technological tools.
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SOCIAL ACTION IN

THE COMMUNITY

¢ Ciudad Banesco has also been the scene of different activities organized
by our Social Partners and other institutions, which have a positive
impact on the community.

Ciudad Banesco Events

2012
Institution Activity Amounts (Bs.)
Banesco Banco Uriversal, CA. Activities at the Readers'Comer {7 sessions) 16,756.10
Concert of the bard “Latino Cariberia 3. Bolivar” and introduction of 3imdn Diaz’ book 225,859.40
Dpera Concert with Maria Fernanda Brea 38,453.09
concest Child Chorus Kanaima 64,532.69
Participative Budget 2012 1.061.00
Micro-entreprensur graduation 21,053.58
Auction™ A heart for Vicky" .00
Theater play "Improsexual” * 0.00
Activities opening of El Resal square 13440.00
Theater play “Moncho Martinez”” 10,8323.00
Senos-Ayuda Exhibition. Banto Central del Condor 32,095.20
Introduction.of the hook "It's not a tale, it's history™ by Inés Cuintero 27.322.04
Introduction of the book “5 in 5 in Maracaibo™ 13,957.28
Step by Step Foundation Exhibition “Rezpecting Differences” 142220
step by Step Photographic Exhibition 4.480.00
Ivvedin Invedin Bingo* 0.00
Invedin Symposium * 0.00
Colegio Maclonal ce Periodistas  Lectures at Ciudad Banesco 10,578.90
LUCAB Lecture CO0 o Venezoela (UCAE) 0.00
Funidamusical rchestra Infantile Group “Los Chorros 2 10,036.90
Concerts of “Enzambles de Metales de Venezuela” 8010.33
Cardiamigos Docurnentary Exhibition * 0.00
Fundana Exhibition VIll Buction 2871392
Avesid International Congress on Down Syndrome (AVESID) 10,510.00
2011
Institution Activity Amounts (Bs.)
Bello Mante Community Freparation of projects with Bello Monte community 1837.10
Lisbeth Salas Introduction of Rafasl Cadenas’ book 94,908.13
Step by Step Foundation Exhibition "Respectin Differences” 4,043.75
Photographic Exhibition “Here we are” 10,213.90
Caracas Press Club Toust at Caracas PressClub 866.2
Ediciones B Intreduction of the book “Lucia Ia pelota con llegar al Saldn dela Fama® 13,639.60
Intreduction of the book "Seriora Madrastra” by Flor Aficia Anzola 11,589.11
Artesano Group Foundation Intreduction of the book “Las Bases Cuantitativas” £4,052.54
Baruta Mavaoralty Introduction of the choral "Ahora Cantamos! * 0.00
Caracas TED Event at Ciudad Banasco 841.40
Banesco Banco Universal, TA Theter play “Tania en Pelozas” 11,627.56
Prasentation “Hermanos Naturales” 70,00
Introduction of the book “Sangre en el Divan® by Ibéyise Pacheco 13,088
EOO Exhibition 448.00
Fundana Exhibition Vil Auction 5.070.30

Tatal 151.504,45

* Thiz activity did not gererate costs for the Crganization

Banesco
Banco Universal



BANESCO-COLINAS DE BELLO MONTE
PARTICIPATIVE BUDGET

Since 2008, Banesco Banco Universal, C.A. established a systematic dia-
logue with Colinas de Bello Monte community, a sector of Caracas where
is located our headquarters, Ciudad Banesco.

The budget executed from 2008 to 2012 amounts to Bs. 2,254,415.40 for
projects to be developed in and by the community.

To distribute the funds, the community organizations of this zone and
authorities are convened. They are the Neighbors Assoc., Community
Council, Baruta Mayoralty, Technical Room for Local Public Planning,
the Central University of Venezuela (UCV), the Municipal Council for
the Children and Adolescents, the Parrish Board, Peace Judges, as well as
private foundations with operations in the zone and individual citizens.

The community representatives expose their projects and they are sub-
mitted to a secret vote by which these representatives decide the priority
and order of the works to be carried out. A total amount of Bs. 497,455.40
was granted in 2012 to develop projects to improve the quality of life of
Colinas de Bello Monte residents. Here are the projects chosen:

Banesco - Colinas de Bello Monte Participative Budget

2012

2011

Institution

Santo Domingo Foundation

Step by Step Foundation
Biohahitat Civil Assac
Luis Levin

Bank of the Book

ART-Musica

Cyngular
Circuito-Gran Cine

Opcién Yenezuela, AL,

Project Amount

Dropouts from formal educational 150,417.00
systemn 2012,

0.00
Respecting Differences: 67,098.00
A School for all"
- 0.00
- 0.00
= 0.00
Denation of musical instriments to 28,190.40

teach music to Bello Monte
community-children
Conversations “This is also Venezuela® 144,000.00

Prajection of films 57,750.00
at Bello Mante Concha

Aelstica

Digital inclusion for teachers 50,000.00

Project

Dropouts from formal educational
systiem

Physical Therapy and Rehabliitation
for the Elder in Colinas de Bello
Maonte,

Respecting Differences:

A School for allt

Sports Scholarships Plan

'Fray Martin Larrainza"

First phase to recover the Ecological

Zarden at “Concha Acustica”

Read 1o Coexist

Amount
100,609.60

76,413.00

48,755.00
92,792.00
46,543.00

42,051.48

497,455.40

Like in previous years, the participative budget discussion was moderated
by Oman Herndndez, a psychologist and expert on urban topics.

407,164.08
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SOCIAL ACTION IN
THE COMMUNITY

A NEW SPACE FOR THE COMMUNITY

To start the Christmas season in 2013, Banesco Banco Universal, C.A.
opened a new space on the first floor of Tower 2, located in El Rosal,
where a series of activities were developed all along December, such as
photographic session with St. Claus, writing of Christmas letters, magic
and balloons, make-up for children, gzita bands and Banesco Chorus
presentations, among others, for the children.

With the opening of this space, Banesco Banco Universal, C.A. kicked-off
its Christmas Solidarity campaign: for each brand-new toy donated, or
its equivalent value in bolivars, the Bank would donate another toy to the
children attended to by three of its Social Partners: Don Bosco Houses’
Network, Foundation for the Children in Need of Protection (Fundana)
and the Venezuelan Foundation Against Infantile Paralysis.

To start with this campaign, Banesco Banco Universal, C.A. donated
1,000 gifts. The customers interested on this activity participated in three
different ways:

¢ Making a transfer via BanesOnline to the current account N°
01340712627121001152, in the name of BANESCO REGALOS (BA-
NESCO TOYS), RIF J-8805187.

¢ Making a deposit through Banesco Multifunctional ATMs.

# Bringing a toy to the square of Banesco in El Rosal Tower.

The account BANESCO TOYS was updated twice a week and the ba-
lance was exhibited on El Rosal Tower facade, which was ornamented
with a Saint Claus who was in charge of counting the amount raised. The
device with the figures was made with LED light bulbs.

At the end of this campaign, and thanks to the participation of the general
public, Banesco employees and our Bank itself, we gathered 6,060 gifts,
which were distributed among the children attended to by three of Ba-
nesco Social Partners: Foundation for the Children in Need of Protection
(Fundana) and the Venezuelan Foundation against Infantile Paralysis.

1,586 toys were collected. 1,000 of those were given by Banesco and the re-
maining was brought by the public to the collection centers. The children
attended to by Don Bosco Houses Network, Fundana and the Infantile
Orthopedic Hospital received the gifts, while other children supported
by other Social Partners (The Good Samaritan Foundation, Children
with AIDS and Foundation for the Child with Cancer) were also favored

Regarding the money raised, the total amount was Bs. 671,161.80, inclu-
ding donations from the general public and Banesco. These funds were
distributed into equal parts among Don Bosco Houses, Fundana and the

Infantile Orthopedic Hospital.

Banesco
Banco Universal



Our commitment to the community by area

Ivestrment B

Attentionarea 2012 2011 Variation
Children under Risk, the Elder and Peogle with Disabifities 30,404 163,073 (51.36)
Health 621,536 214,071 19034
Education 1,939,857 2113912 (8:23)
Public Institutions 593,275 1,212,954 (51.09)
Professional Aszociations 57.200 80,520 (28.96)
Sports 76,920 76,200 0.94
Culture 154,176 229102 (32.70)
Editarial Projects 1,361,585 11,826 1,1413.51
Others 367,500 34,624 961.40
Total 5,202,456 2,861,129 34.74

SocIAL RESPONSIBILITY ACTIVITIES IN BANESCO COMMUNITY BANKING

Aligned with Banesco Banco Universal, C.A. Corporate Social Responsibility strategy and looking for a closer relationship
with the communities where they live, Banesco Community Banking employees embarked on a series of activities focused
on those zones. Some of these activities were the following:

© Community Cinema: This outdoors cinema offers © Palo Negro Community Branch: A recreational ac-

exhibitions of films for free at these popular zones.
During 2012, Banesco Community Banking showed
10 films in Petare, Baruta, Dos Caminos, La Cande-
laria, Catia, Chacaito and Caricuao.

© La Vega Community Branch: At Central Brisas de
Oriente, acommunity located in Carrizal, Los Teques,
a group of employees of this community branch de-
livered trophies donated by Banesco to the children
of the “Escuela de Futbol Menor”.

© Antimano Community Branch: an activity called “Pa-
pagayo por Nuestro Mundo” (a popular game with a
kite) was carried out with the participation of over 30
children from Antimano community.

© Gran Bazar Maracay Community Branch: The com-
munity of Mariara organized a special activity to ce-
lebrate the Day of the Children. Around 120 people
attended the event, children and adults. Each child
received a gift and enjoyed game, balloons, music,
snacks and other activities, with the collaboration
of the employees and customers of this community
branch.

tivity was carried out for the 85 students of the Li-
bertador Bolivarian School for Intellectual Functional
Disability. The children participated in raffles, games,
donation of toys and pifiatas.

© Valencia Centro Community Branch: the employees

of this branch and some of its customers organized
an event with the special children of the Shelter Dr.
Luis Guada Lacau, in the community of Caprenco in
Nagiianaglia. Several donations and customized gifts
were given, as well as other activities such as fancy
make-up for children, games, ice cream, hot-dogs,
among others.

@ Puerto Cabello Community Branch: Toilette articles

were donated to Beneficencia El Carmen, a house for
the elder with a population of 60 people. With the sup-
port of some of the customers, this branch delivered
gifts in a nursery located in Borburata community. The
team gathered over 150 toys.

© Maracaibo Gran Bazary Maracaibo Oeste Commu-

nity Branches: a rally was organized with the parti-
cipation of employees and relatives, who shared a
special day.

2012 D



SOCIAL ACTION IN

THE COMMUNITY

Banesco Social Action per Region 2012

1. Capital (Distrito Capital, Miranda and Vargas States) Sociedad Medica de la Policlinica Metropolitana 6,720
Gastroromical Solutions Prestigio,C.A. 50,400

Apoye Civil Association 45,500 Simén Balivar University 400,000

Don Bosco Howses Netwark, Civil Assoc 658,900

Baruta Mayoralty 399,806

ART-Music 28,190 = : e A Anuirel

Formier Students of Sar Ignaci Private ScHoslASSeE 20,000 2. Middle-The Plains (Carabobo, Aragua, Guérico, Cojedes and Apure)

Salesian Ladies Civil Assoc. 275,000 Found. Juvenile Symphonic Orchestra Acarigua-Araure 10,000

Por la Caracas Posible, Tivil Assoc. 22,000 Carababo University 100,000

Always Friends, Civil Assoc 50,000 Total 110,000

Venezustan Association’ for Dowr Syndrome 20,000

Mational Center for Competitivenass 10,500 Z. Western-Andean [Lara, Yaracuy, Portuguesa, Mérida,

Hebraica Social, Cultural and Sport Center, Civil Assoc.. 39,200 Tachira, Trujillo and Earinas)

CIPREC, CA. 10,080 .

Gan Cine Ciredlt e I P

Cyngular 144,000 Total 45,000

Fe y Alegria — Micro-entrepreneurs Education Prog, 1,580,000 : AL

FlA, 56,000 = oL m—— -

Filends 6 ihe Blder FouRdation 10,404 g&l‘tE;i:L;;f:!Jthk _[I.-::Eufft_u:?:u__r.;;l;_t:._r'tr'l;né-.l:]:;.f;rlm..qr_ Amzzonas,

Friends of the Child with Cancer Foundation 100,000 bbb et dos Aoy

ArtesanoGroup Foundation 14,500 Civil Assue. For- Carpival Toursim Fair in San Simdn-de Maturin ~ 10,000

Cardisamigos Foundation 30,000 Help me to Wals Foundation 7.936

Los Rogues Stientific Foundation 50,000 Integral Services Dynapro, Events and Promotions 28,000

Vorela Muoz Feuncation 7300 (A £

The Children Museum Foundation 5,000

Step by Step Foundation &7.098 5. Western - North (zulia and Faledn)

Santo Domingo Foundation 150,417 e "

Wenezuelan F%uundati-:nr' Against Infantile Paralysis 925,840 z"?'"’\ State ﬁaw_‘dlw_ : : ’ 133,469

i 180,000 Friends of the Child with Cancer Foundation, fulia state 40,000

Fundaupei 30,000 SRR At

Fundaventura 16,800 UCAB - Coro 33.450

GMACL de Venezuela, C.A4 235,000

[ESA 1,290,000

U Fiorésta v FLindacion Eauro, Health Center 48,600

Opcitn Venezuels Civil Assac, 50,000 RUEE 1,000,000

Producciones Palo de Agua, CA 56,000  gimgn Boilvar Musical Foundation 1,000,000

Editorlal Prejecis 1208388 Total 2 000,000

Senosayuda 85,000

Banesco
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BANESCO
CORPORATE

VOLUNTEERS

In line with
Banesco Corporate
Social Responsibility
strategy, our Corpo-
rate Volunteers focus
their actions on the
following attention
areas: Education,
Health and
Environment

Banesco
Banco Universal

OUR PoLicy

Banesco Corporate Volunteers seeks to motivate Banesco citizens to join
all those Social Responsibility activities where Banesco participates on a
regular basis.

The Executive VP of Human Capital, through the Unit of Quality of Life,
is responsible for the administration of Banesco Corporate Volunteers,
guaranteeing its training according to the activities to be carried out and
their priorities: health, education and environment.

Banesco Volunteers develop their activities always safeguarding the phy-
sical and psychological integrity of the participants. Every year, they deve-
loped a Plan of Actions for the Volunteers. This plan contains a schedule
to develop the program, as well as to distribute the resources for these
activities.

ACTION AREAS OF BANESCO CORPORATE
VOLUNTEERS

In line with Banesco Corporate Social Responsibility strategy, our Cor-
porate Volunteers focus their actions on the following attention areas:

¢ Education: support the organizations and projects aimed to take care
of children and adolescents under risk; training to prevent abuse of
alcohol, tobacco and drugs.

@ Health: supportand accompaniment to institutions that serve children
and adolescent with a poor health.

¢ Environment: initiatives to enhance de environment. These are acti-
vities to raise awareness about the proper use of natural resources.



Distribution of Volunteers by Job Levels/Man-Hours

December 31 2012 2011
Job Category Volunteers 9% oftotal  Volunt. 9% of total
Apprentices/Interns/Thesis students. 16 < js 2 034
Base &0 1205, 83 14.09
Professional and Technicians 328 65.86 ; 393 66.72
Supervisory and Managerial a7 17.47 107 1817
Vice- Presidents 7 141 4 0.68

589

®:012 @011

Total volunteers  :  Total man-hours :  Annual average
: hours per volunteer

VOLUNTEERS TYPOLOGY

# Professional Volunteers: it is composed of ateam @ Free time invested: a team of volunteers that ac-
of professionals who facilitate learning experiences company the children and adolescents in need of
through workshops, lectures, consultancy and or- assistance.

anizational aspects. . . . e
& p ¢ Specific events of social action: participation in

@ Group Projects: participation in projects invol- specific one-day or one-week long activities for a
ving financial and human resources for each acti- given campaign or event, such as delivery of do-
vity; fostering team work and participation. Parti- nations to organizations or intervention of our
cipation is encouraged through our internal media. volunteers in emergency situations

Participation Model

9012 $2011 Tatal hours

2012 /2011 Variation  Volunteers  Activity

Specific everits of social acticn e — T 4.95%
E— 1
Free Time Invesied —— 407.89%
kL
Group Project |5 (45.83)%
[R5
Professional Velunteers m &0 (41.18)%
- 103
EnvironmentatVolunteers TTTE—— 5B.57%
— 0 Variation Variation
lotal hours of activiies with =110 (93:200% [29.53)% 51.01%
our Sucial Partners e |5 1T
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BANESCO CORPORATE
VOLUNTEERS

OUR MANAGEMENT 2012

@ 65.86% of our volunteers belong to the job category of professionals
and technicians, in 2012.

Investment on
Banesco Volunteers

# 'The average of hours of work per volunteer was 4.10 hours of work per
each volunteer. This is a proof of the commitment and devotion of our
staff to the community and groups served by our Social Partners.

# This year, most of the hours of work were devoted to the environment,
with a total amount of 666 hours and 579 hours dedicated to free time.

yarigtion

134,258.14

ENVIRONMENTAL VOLUNTEERS

In 2012, the participation of our environmental volunteers rose by 58.57
hours. One of the most outstanding activities was the celebration of the
World Day of the Beaches, carried out simultaneously by Caracas and
Maracaibo volunteers, who cleaned-up La Escondida and Caimare Chico
beaches with the participation of 40 and 31 volunteers from Caracas and
Maracaibo, respectively.

2011

2012

Activities carried out with our Social Partners

Social Partner  Activity Volunteers Participation Hours
(BANDESIR  BANDESIR Auction — 28
FUMNDANA FUNDANA fuction —— 0
Visit to Fundana — 10
Visita to Fundana - Decorations e ]
Fey Alegria Professional Yolunteers: Time administration 16
Professional Violunteers; Qrthography and worging course 16
Professional Valunteers; Organizational Behavior course: ma
Professional Violunteers: Excel, basic course m 16
Professional Volunteers: Hygiene and Industrial securlity uE
Professional Valuntears: Power Point courss ug
Professional Volunteers: Word course m3
Others Sirmon Diaz’ Book Introduction — 70
Catmare Chico Beach cleaning session E——— W
La Escondida Beach cleaning session —— ] 3
Theater Fiay presented by Voluntears e 13
Wards for Verezuela e | 5
Activities with the children e e—— ()2
Envirommental Raly — 7 2
Meeting — World Day of the Beaches. logistics —— (G
The Corner of the Book ——
Visit to the Hospital of Pediatric Specialties eeee—— ] (5
Visit ta the Elder Hame “San losé de la Montafa” - 55

Total 1,930

Banesco
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OUR

Our PoLicy
We foster win-win relationships based on three principles: profitability, CUSTOMERS

reciprocity and quality service. We encourage a massive bankarization
supported by products and business models that account for a real in-
novation from the technological perspective. We are committed to all
our customers, natural and legal. Therefore, we are constantly reviewing
and improving our products and services offer, so as it could be more
and more competitive and adjusted to our customers’ short, medium and
long term financial needs, incorporating new financial plans particularly
addressed to professionals and entrepreneurs..

SERVICE POINTS, POINTS OF SALE, ATMS, SELF-SERVICE AND CHECKBOOKS
DISPENSERS

To optimize the service we provide to our customers, we closed 2012 with:

@ We have the biggest network of branches of Venezuela pri- ATM with a monthly average above 10.9 million transac-
vate banking to serve 5 million customers. tions.

& We closed 2012 with 59,965 Points of Sale, witha monthly  ® We still are the leaders in transactions as acquiring of the
average of 17.8 million transactions. networks Suiche 7B and Conexus.

& 289 Multifunctional tellers, with 20.6 million transactions, @ Our application BanescoMovil for smart devices has been
accounting for more than 12 billion bolivars and 1,352 downloaded 1.8 million times.

= 'I-.
80,

Capital Region (4.86) ¢
Middle-The Plains. (1.41) b
Western-Andean  {1.64) 4
East-South {2.99) | -
Zulia - Faktn [5.66) e =

Ca;mal Region {10:41)

- P
Middie-The Plains  (3.41) > e
/ Western-Andean  (242) e g
/ East-South 242 \ =2
Zulia - Falcon (13:93) et

* The service points incfode: branches, sxtamal teliers, Satefiite Express Centers,
Selt-Banking and olhers.

Opening of new branches and service points

Brarches (la) Costa f-‘-.ul Mall [ Mueva Esparta), Mltimas Noticias {Miranda)

Corporate Express Bank [alalalalnla] At the following branches: La Castellana, Parque Cristal,

Counters Mueva Granada, Baruta, Franciseo Solano and 5anta Marta

Remodelings SHOOO000000E With lobbies fitted with multifurc tiznal ATMs

Yirtual Promoters At the following branches: Lider Mall in Caracas, Costa Aznul Mall
in Nueva Esparta and Sambil Paraguana Mall in Falcdn

IRSE2012 D



Detail of Accounts per Banking

December 31

PRODUCTS AND SERVICES

L GIT PR 1. Branches Network 2. 5MEs 3. Premium Segment 4. Community Banking

§. Private Banking 6. Enterprises Banking 7. Corporate Banking

€ Check t with
SCKS accountwl 8. Energy Banking 9. Fublic Sactor Banking  10. Agricultural Banking

interests. 11. Extra=credit (Stat blogging from this report)
4 Checks account without Totals 2012 2011 Var. 9%
interests. 1. 647
: 2. (91.14}
@ Electronic account. 3. (13.95)
. 4. 2531
€ Savings account. g 5164
@ Electroni i t. 6. 1247
ectronic Savings accoun 7. Seo
@ Investments: Time deposits : i];LzﬁGS?
and traditional participations. 10. lJ;.S 7
€ Sight deposits. L
@ Sight progressive deposits.
- r ]
Main Credit Products TUtd.l credist
liguidated
€ Credit Cards. 2012 2011
Var. %
€ 48-Hour Multicredits o
1. (19.18)
# Extra-Credit Banesco. 2.  (33.28)
3, 30.71
# Credit for vehicles: Credicarro a. (7.61}
. 5. 1293
via Internet.
= 6. (66.81)
@ Credits for Housing: Mandatory E b : ‘[‘fﬂ%t;
. - i -
Savings Fund (FAQV), = £ g, 11 46
Mortgage loan. gl - 10. B3.87
Total 34.68
@ Credits for Tourism and o
construction sectors. 1-234 5
@ Agricultural credits. Total credit cards
2012
€ Micro-credits. s
185,853 Var. %
# Credit line of Checks Account. . 1. (90.73)
2. (60.85)
3. (52.21)
Other Important Products a. 102
E. (41.23)
€ Trust Funds 6. 1267
€ Insurance %a it
8. 1448
§ ” - = = 9. (1045}
BelR 28 ol S w8.gad 0. 1297
SEFLTREER HEEATRRT Total (88.43)
e g 910 __.&'*"" g 910
12214 567 1234 567
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Our Customers

December 31

Banking

Branches Network, I TR O W R 534

SMEs 116,439 m 191,697 (91.42)
Premium-Segment 146958 154,053 (1322}
Community Banking 221472 W 176,735 25.31
Private Banking 6,266 4,188 4961
Enterprises Banking | 10,156 8,860 14.63
Corporate Banking 800 768 417
Energy Banking 1,131 987 14.59
Fublic Sector Banking 602 584 3.08
Agricultural Banking | 3,611 3.149 14.67

4,363,755

4,185,053

ELECTRONIC BANKING

ATMs

We improved the use of our Multifunctional ATMs, which now not only
allow cash withdrawal, but also deposits and credit card payment with
checks and in cash. We also improved the screens displays and transactions
of these devices to optimize the customers’ experience. New transactions
were included, such as transfers between accounts of the same account
holder and collection special transfers for companies.

Banesconline

This service closed the year 2012 with 3,028,114 customers afhliated, who
carried out 649,456,882 operations. We have incorporated to our service
offer the affiliation service and downloading of States of Accounts and

Credit Cards, as well as the application for Cash Extra-Credit.

Phone Banking

In 2012, we incorporated to our Automated Service (IVR) the applica-
tion for Extra-Credit in Cash in order to provide more satisfaction to our
customers with this service that allows a fast and safe self-management
of cash transfers from their credit cards, while their credit lines remain
unchanged. We also adjusted and incorporated identification questions
for our customers to guarantee a safe operation of this channel.

In 2011, this service managed 10,696,186 transactions and received

35,406,627 calls.

BANESCOMOVIL

In 2012, we released a new image
for Smartphone applications
(BlackBerry, Iphone and Android)
and incorporated the social
media, Contact us and Recom-
mends a Friend sessions.

We also developed and implanted
applications in BanescoMovil for
SMS and added new functiona-
lities: Movilnet payment and re-
charge and Electricity payment in
Caracas.

Banesco also incorporated the
Virtual Key functionality, an op-
tion that allows the customers to
immediately block, unblock and
cancel debit cards.

This year Banesco designed a Ba-
nescoMovil application for cellular
phones using the Window Phone
system.

Banesco Miril -
| Lins bus datos da s oans 5 B

| SBanesco |

Anlitarsnes banesrs nel

W |

A
Custrils O Abaiui

it |1 1 ]

43333

Banesco Mari/

1enas Be Arteebh Lkt
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GANADORES [

Ticket Premiado

Channel Points of Sale

We installed 1,879 devices of Extra-Credit to offer financing for the cus-
tomers’ shopping against a parallel credit line, in the affiliated commercial
outlets and keeping unchanged the credit line of the card.

We developed an option called “sounding alarm” to indicate the custo-
mers and the commercial outlet that a transaction made through a Ba-
nesco point of Sale was favored with a “Prized Ticket”, which exonerates
the customers of the amount of his purchase.

Additionally, abiding by the SUDEBAN requirement for Electronic Ban-
king 641.9, we launched a pilot that controls waiting times for data intro-
duction. This helps to protect our cardholders’ data. The massive launch
of this application has been estimated for 2013 first half.

New Developments

During the2012 second-half, Banesco implanted the Service of Special
Collection in Cash for multifunctional machines. Likewise, we carried
out controlled tests at Maiquetia branch for the Service to Approve Cus-
toms Payments by Electronic Means.

During this period, Banesco was able to implant and massify Electronic
Payment functionalities:

@ Improvement to our Online States of Account.

@ Incorporation o new fields for the search option. For example, amount,
reference, Debit Note and credit Note, among others.

@ Increase of the number of registries to Consult and Export.

@ E-mail notifications of operations, with details of the payment (for
example, invoice number).

@ Expansion of the schedules to send and process Electronic Payment

and REDVAN files.

@ Adjustment of process related to Payroll Pending Compensations and
Suppliers.

Banesco
Banco Universal



DEeBIT AND CREDIT CARDS

New Issuing Business of Debit Cards

Our leadership in the Debit Cards market remained unbeatable with Bs.
86,770,514,869 at the end of 2012.

From the very beginning, we have been replacing old cards with the new
TDD Chip through our branches network in order to offer this new tech-
nology to our customers. Our customers can also count on the new tem-
porary blocking and unblocking functionality for their Banesco Maestro
Cards. They can do it with a simple telephone call.

To encourage the different product’s segments, we launched the new card
for universities, starting with Nueva Esparta University (UNE). The cards
were granted to members of this community. The differentiating element
of this card is the fact that it offers the Debit Card functionality with the
badge to have access to the university campus, all in a single plastic.

New Issuing Business of Credit Cards

We have consolidated our leadership in the Venezuelan market of credit
cards, with sales amounting to Bs. 23,695,801,692 and over 1 million
cardholders.

As a complement to our varied strategies and to acknowledge our custo-
mers’ loyalty and credit records, Banesco carried out several granting and
maintenance processes in order to consolidate our financial relationship.
Among these processes we can mention the following:

@ Proactive granting of Banesco Credit Cards to customers with Banesco
deposit-taking accounts. Over 174.000 cards were granted.

# Proactive granting of Banesco Credit Cards to Banesco cardholders.
Over 29.000 cards were granted.

¢ Up-Grade maintenance process to update the customer’s category ac-
cording to his credit line and offering better conditions. 96.000 cards
were granted.

We also offer to our customers Permanent Programs to encourage the use
and timely payment of the products, such as:

¢ Timely Payment, to encourage the customer to maintain their credit
cards updated. The program reimburses up to Bs. 500.00 of the mi-
nimum amount to be paid for the Credit Card of the winners. Over
1.500 customers were favored by this program, with over Bs. 485.000
prizes granted.

Our customers
can also count on
the new temporary
blocking and unbloc-
king functionality for
their Banesco Maestro
Cards. They can do
it with a simple
telephone call.
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Leveraging our business with Visa,
MasterCard and American Ex-
press franchises, our customers
were able to enjoy the following
benefits:

@ Travelling has no Price
with MasterCard

4 Unforgettable End of the
Year with MasterCard

@ Your luck is on its way
2012 with MasterCard

4 Continuity of Master-
Card Priceless Cities

€ Amex Selects, with Ame-
rican Express for all its
natural person customers

€ MasterCard Sony
Ericsson Open 2012,

€ MasterCard and Maestro
sponsor the meeting
with Open English 2012,
with a 20% discount.

@ Eat for 2 in Wendy's with
MasterCard and Maestro

€ Relaunch of the Priceless
Miami with MasterCard,

€ Launch of the Priceless
Bahamas and Puerto Rico,

€ Amex Selects, with American
Express for all its customers

Banesco
Banco Universal

# The Winner Ticket, is a program to encourage the use of our Points
of Sale (POS) and increase the account balances of our commercial
customers, awarding purchases free of cost to Bnesco and other banks
cardholders who use their debit and credit cards in our POS. At the
closing of the second half of the year 2012, Banesco had awarded these
prizes to over 13,800 customers, accounting for Bs. 2.6 million.

# Cinex, a program that grants a 50% discount to those customers who
buy their tickets to movies in Salas Cinex from Tuesday to Friday with
their Banesco debit and credit cards. Likewise, Banesco offered a pro-
motion for debit and credit cardholders who attended the premiere of
the movie 7he Twilight Saga, with a raffle of 10 tablets and 50 prepaid
credit cards for Bs. 500.00.

During 2012 we offered the following promotions, along with Banesco
franchise (Sambil), American Express, Visa and MasterCard:

# Your participation rewarded with free-cost entertainment. The winners
will get a free-cost full weekend in Margarita and Paraguang, as well as 10
prepaid cards with Bs.500.00 each.

¢ With your Banesco American Express card, your international pur-
chases can be for free. This promotion favored 150 customers who were
reimbursed in their credit cards for the amounts of their purchase paid with
travel or Internet Cadivi.

¢ Your Banesco MasterCard takes you to a UEFA Champions League
Game. Two customers were the winners and traveled to Istanbul to attend

a game of the UEFA Champions League.

¢ Woul you like to travel for free? Use your American Express Banesco
and you will be able to do it. Ten customers were the winners and received
free-costs travels to Los Roques, San Andrés, Punta Cana and Panama.

¢ Get trained right now with your Banesco Visa Credit Card. Four cus-
tomers were awarded with travels to attend the 2012 Summer Olympic
Games.

¢ How far do you want to go? Banesco and MasterCard take you to the
UEFA Champions League! Four Banesco sub-managers won a trip to
Austria and Germany.
1.300 TieRers Prosianos
N EL Mes e Los Panies
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INTERNATIONAL OPERATIONS AND CUSTODY

Foreign Trade

We keep our growth rate in the importer customer sector. They have
selected Banesco Banco Universal, C.A. as their best option to process
their applications and use foreign trade instruments in order to support
their economic activity.

In 2012, our bank materialized operations at a global level, with an im-
portant trend towards imports into the Latin American region which were

secured with the use of foreign currency under the SUCRE and ALADI

agreement.

International Events

In 2012, we had an active participation in the Inter American Develop-
ment Bank (IDB) Annual Meeting, the Latin American Congtess of Fo-
reign Trade (LCFT), the FELABAN and the Annual Meeting of the Latin
American Federation of Banks in Lima, Peru. These meetings allowed us
to strengthen our Foreign Trade activities, as well as the relationship with
our main correspondent banks overseas.

DEFENDER OF THE CUSTOMER AND BANK USER

In 2012, the Defender of the Customer
and Bank User attended to 6,571 cus-
tomers, who expose cases for their re-
view according to the criteria and rules
that govern the action of the Defender
of the Customer and Bank User.

2,353 cases were admitted for an
amount of Bs. 9,693,132, according to
the criteria established in the regula-
tions.

The non-admitted cases (4,218) were
dully treated, with complete explana-
tions of the rejection. Later, they are
sent to the Customer Service Unit for a
careful follow-up until they are closed.

In 2012, an average of 55% of the cases
admitted, processed and solved were
favorable to the customer.

The main requirements processed
were the following:

@ Cash withdrawals not dispensed at
ATMs

@ Debits not recognized (debit cards)

€ Consumptions not recognized
(credit cards)

@ Internet transfers
@ Problems with checks

Banesco Banco Universal, C.A., as a
responsible bank before its customers
and stakeholders, has included in its
Web page a special section devoted
to the Defender of the Customers and
Banesco Bank User. Here, they can find
all the information needed to activate
processes before this instance.

Main
requirements they
are attended by
Exempt withdrawals
ATM and no
Debit recognized

(debit card)

2012
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We implemented
an alert system for
the customers via SMS.
This allowed to incre-
asing the effectiveness
and efficiency of the
management of alerts.

Banesco
Banco Universal

LOSSES PREVENTION AND BUSINESS CONTINUITY

In 2012 we continued with our efforts towards quality service, particularly
those services addressed to minimize waste, failures, fraud, labor accidents
and diseases. This effort allows our institution to keeping the effectiveness
and reliability in all our activities. Among the main initiatives to mitigate
and reinforce our channels, products, payment and service means, we
underline support to migrate to the chip technology for cards. Likewise,
we were able to increase security in relation to checks processing. This
was possible with the implementation of new mechanisms to validate the
data required at our branches’ tellers. We have also reinforced our ATMs
safety with controls to avoid robberies at these machines.

Regarding our Banca Mévil (mobile banking), Banesco supported the
business areas in order to offer safe Internet banking services through
this innovating channel.

In addition, the Bank has improved the monitoring system for Internet
operations, by increasing the effectiveness and efficiency in the manage-
ment of alerts and optimizing the automated analysis time of the systems
itself.

On the other hand, Banesco Banco Universal, C.A. has had, as usual,
a proactive participation in the work sessions developed by the Banks
Association and Sudeban. At these meeting, the Bank has presented pro-
posals to encourage efficient and collegiate solutions in order to strengthen
security in the banking system as a whole.

Regarding Internet banking, we were able to introduce the required ad-
justments in terms of technology and optimized the process related to the
remittance of the Special Operations Password (dynamic) to our custo-
mers. This measure allowed a 100% reduction of phishing attacks during
the fourth quarter of 2012.

Besides, we implemented an alert system for the customers via SMS. This
allowed to increasing the effectiveness and efliciency of the management
of alerts, as well as the support to reduce our organizational costs due to
the reduction of messages sent.

PROTECTION

The evaluation and security reinforcement have continued with the incor-
poration of lockers systems at critical branches, as well as pilot devices to
close the branches through remote support installed at a Banesco Express
center. A technological update was carried out at 10 of our branches to
improve video and alarm systems, as well as inspections to install or re-
move ATMs machines nationwide. In addition, we got from the relevant
official entities the certification of all our branches nationwide.



BUSINESS CONTINUITY

¢ We updated and developed the continuity processes based on scenarios,
analysis of the product context, business and technological needs.

¢ We implemented the automated tools to make easier the management
of the analysis related to incidents and problems with the critical tech-
nological services, in order to optimize the decision-making process.

@ We have observed the deadlines established to deliver the products
requested by the Sudeban in the regulations related to the “Project to
Install an Alternative Center for Data Processing’.

¢ We have implemented a forum cycle (FIT) to give information about
Availability and Reliability of Services and Cloud Computing in order
to encourage the permanent update of knowledge and best practices.

¢ We have conducted an end-to-end analysis of the critical services to
identify technological as well as process scenarios that could have a
negative impact on the effectiveness of critical operations. The purpose
of these measures is to establish the strategies to guarantee the service
availability.

¢ We have developed, with a great success, 20 contingency or high avai-
lability simulations in order to guarantee these services in case of a big
failure in the production environment and critical operations for the
business.

¢ We activated the Center for Operational Control in order to guarantee
the availability of our technological and operational platforms.

INNOVATION

In the Technological Innovation area we have implanted a systematic process
related to the exploration and deliver of innovating solutions that are charac-
terized by their high differentiating value and based on the main technological
trends such as mobility, cloud computing and social networks.

In 2012, Banesco Banco Universal, C.A. entered into the Cloud Computing
technology, as the first national bank to migrate the mail and collaboration
platform to Google Apps. This means that we are increasing our growth capa-
city, as well as flexibility and encouragement to collaborative work, no matter
where are our collaborators. All this allows our organization to go forwards in
to our goals of being an organization without internal boundaries and always
with a dialogue and exchange attitude. This is the best approach to be always in
tune with the changes in the environment, our customers’ needs and our goals.
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Banesco Banco Universal, C.A.
has consolidated the manage-
ment of technological services to
establish a future vision about our
installed capacity and make prog-
nosis to be able to produce proac-
tive responses in terms of business
growth and authorization. Besides,
we established the basic tenets for
the use of Technology and its Pro-
cesses that dictate the guidelines
for the development and growth
of our technological base. This will
allow Banesco Banco Universal,
C.A. to go forwards a simple, dy-
namic, flexible and cost-efficient
architecture.

Banesco
Banco Universal
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ENGINEERING AND DEVELOPMENT

@ We launched a process of technological maturity for the development
of more dynamic solutions, with the reduction of roles, activities, de-
liverables and other related processes, with a focus on the discipline
of proofs and environments. Likewise, we were able to optimize the
operating processes, such as Release Management, which account for
a simplification and organization for costs reduction.

¢ We have continued strengthening the area of Quality Assurance for the
processes, services and products developed and applying a mixture of
the best practices.

¢ We have participated in the optimization of the support systems for
the business and anti-fraud policies that leverage the fulfillment of the
regulations established by the BCV, Sudeban, Cadivi and the National
Treasury to safeguard and protect the privacy of our customers’ infor-
mation. Besides, we underline the adjustment of our Portal of Foreign
Exchange Operations (Cadivi) to grant dates through our webpage
Banesco.com. This measure has reduced the amount of customers at
our branches, more flexible processes and a higher satisfaction level for
our Natural Person customers.

¢ We automated the Project to dematerialize bank accounts books, as well
as the implantation to send electronic account statements for Passive

and Credit Card products.

¢ We have focused our efforts on the development of simplified architec-
tures and platforms with high availability and contingency platforms
in order to optimize the amount of applications, Web portals, suppliers
and integration needs, as well as the adoption of the SOA (Service
Oriented Architecture) to migrate those transactions supporting the
business of massive disbursement.

@ We leveraged the service of Corporate Banking through the implemen-
tation of ORION, which allows the incorporation of the application
process to obtain credit for the sector into the Service Bars. It also allows
the automation of those processes under consideration, formalization,
requests liquidation and follow-up, generation of new indicators and
reports of risk patterns, and the adjustment of the ICS to send SMS
messages to our customers.

@ We encourage the migration of transactions to more profitable chan-
nels, maximizing the growth of the mobile cannel through the opti-
mization of the applicative and incorporation of new functionalities.



BUSINESS PROCESSES

# We have been able to make synergies with the Merger with the Demand
Management. This is an additional support for the effectiveness of the
integral follow-up for initiatives, allowing at the same time the identi-
fication and implementation of opportunities to improve end-to-end
processes.

@ We kicked off the Project to Improve the Indicators and Service and
Waiting Times at our branches with Qmatic, which results account
for a sensitive improvement on these matters nationwide. These results
are particularly outstanding for the channel called “teller” and are re-
flected in issues such as: increase of the number of customers attended
to; reduction of operational mistakes and strengthening of personal
knowledge at the branches in relation to the virtues of the so called
“fast shift tool”.

AUTHORIZATION AND OPERATIONS

¢ The communication links with the Metro-Ethernet and MPLS tech-
nology were updated. They provide improvements in terms of speed,
scalability, availability and adaptation to new technologies.

@ In 2012, we focused our efforts on keeping high availability levels in
relation to our technological services and, thus, on improving the qua-
lity service for our customers. To do so, Banesco implemented an op-
timization plan for capacities, monitoring, updating and operational
processes.

¢ We carried out a careful follow-up and control of the risk management
actions to prevent impacts on our services to the customer.

MCAFEE SECURITY CERTIFICATION

Our portal banesco.com and BanescOnline have been certified as Hacker
Safe. This certification is granted by the renowned firm McAfee to the
sites with the highest security levels against Attacks via Internet.

BRANCHES ADJUSTMENT TO THE NEEDS OF PEOPLE
wITH DISABILITIES

Our head office, Ciudad Banesco as well as all our main administrative
offices have been furnished with the necessary adjustments to provide a
comfortable service to people with disabilities: ramps, special toilettes for
men and women, parking special points, Braille systems and digitalized
voice at the elevators.

We focused our efforts
on keeping high
availability levels
in relation to our
technological services
and, thus, on impro-
ving the quality service
for our customers.

IRSE 2012 D
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SPECIALIZED SEGMENTS

Legal Persons

The management of the Legal Banking was focused on its passive and
active portfolios’” growth, with a diversified and profitable approach and
emphasizing participation in those sectors of the economy with the hig-
hest growth and contribution to the GDP, as well as the compliance with
mandatory portfolios regulated by the government. The participation of
new sectors and customers, as well as an expanded offer of the Means and
Payment Services, was the base for Banesco growth in the legal persons
segments.

Corporate Banking

During 2012, our Corporate Banking continued focusing its efforts on
achieving a closer relationship with its customers, taking as a priority Mass
Consumption, Telecommunications, Automotive and Infrastructure sec-
tors. This effort consisted of increasing the flows of money for financing

and higher volumes of imports (CADIVI), managed through the bank.

As a result, our Corporate Banking grew 52.1% in terms of total takings
and 16.8% on its credit portfolio, against December 2011.

It also provided a direct contribution to meet the percentages for the
credit portfolio, required for the manufacturing and tourism sectors and
the expansion of commercial credit, with a focus on trade, industrial and
manufacturing sectors that have a significant participation of customers
from the countryside. The purpose of this strategy has been to support
the economic development of Venezuela’s regions. This percentage grew
by 48.3% of the credit portfolio globally, against December 2011.

Energy Banking

We have been focusing our efforts to leverage the development of the sector
with an ideal management on the active portfolio and fulfilling with the
goals established for manufacturing and commercial credits. In this sense,
we have reached to 100% of fulfillment, with a remarkable performance for
hydrocarbons as the sector with the highest growth and needs attended to
during 2012.

Public Sector Banking

We have been focused on leveraging the use of the payment means plat-
form. This allowed us to get a substantial non-financial income, as well
as the sustained maintenance of the average balance for passive products
for over 10 months in 2012. This represented an important contribution
in terms of the sector profitability.



Agricultural Banking

In 2012, the Agricultural Banking attended to 430 new customers with
credit operations in order to continue encouraging the agricultural deve-
lopment of the country. With all its management, this banking accom-
plished the obligations established by the central Government.

In 2012, the Agricultural Banking grew 60.9% in the credit portfolio and
58.8% in average passive balances, against December 2011.

Massive Segments and SMEs

To optimize its sales management and consolidate our relationship with
our natural person customers, we carried out campaigns based on the sub-
segmentation through direct marketing and our sales force. One of these
activities was the massive delivery of credit cards, by issuing over 174,000
cards to customers without any credit experience with the Bank. Likewise,
we carried out a crossed sale to an important group of cardholders, with the
opening of new current accounts and collocation of Extra-Credit in Cash.

Ii is also important to underline the celebration of the fourth edition of
the event Talking from Entrepreneur to Entrepreneur, where the attendees
were able to enjoy the performances of renowned national and interna-
tional lecturers and got information about key topics for the management
of their companies, such as economic perspectives and the last trends in
marketing and service quality. Likewise, addressing the needs of the com-
mercial sector, we carried out special activities for massive implantation
of points of sale for the benefit of over 10 thousand commercial outlets.

BANESCO COMMUNITY BANKING
See Chapter Community Banking, page 81.

Specialized banking branches

CORPORATE BANKING

We have to underline the re-
sults of the active portfolio ma-
nagement, which continued its
growing trend. It recorded a 98%
increase against December 2011.
Regarding passive products, we
observed a higher number of Ta-
kings for our customers’ portfolio
and we achieved an important
increase in terms of Passive Ba-
lances against the 52% obtained
on December 2011.
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Dialogue with stakeholders

MNatural Persan

Focus Groups/Interviews/Surveys

2012 2011

Amount Participants .- Participants Segments

Banesco Community Banking, Satisfaction Siudy

Phone Banking

Private Banking

Premium Banking

Share of Matural Segments.
Tracking Publicivy CI/C3

Brand Equity Study (Brand Value)
Internal Communications Evaluation
Customers’ Satisfaction

Credit Card Satisfaction
Commeicial Customers

Service Audits of Branches Metwork
The Mystery Buyer

Legal Person

Focus Groups/Interviews/Surveys
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Amount Participants . Participants Seqments

Brand Equity Study (Brand Value)

We maintain
permanent quality
programs to monitor the
service offer, attention
channels and products
portfolios, determining
measurements and follow-
up of expectations
according to the segments:
massive, private, premium,
community, SMEs and
commercial customers.

Banesco
Banco Universal

1 1250 : 1 1250 Legal Customers

QUALITY MANAGEMENT

In 2012, we continued making a careful follow-up on the service delivery
to our customers and users through our channels and service points. We
have done so with monitoring programs that guarantee the quality of our
offers.

For this reason, we maintain permanent quality programs to monitor
the service offer, attention channels and products portfolios, determining
measurements and follow-up of expectations according to the segments:
massive, private, premium, community, SMEs and commercial customers.

The relevance of the Key Performance Indicators as corporate manage-
ment indicator is now consolidated. They are based on more complex
statistical models and are supported by new indexes such as the loyalty
index and brand recommendation (Net Promoter Score).

PROGRAM OF SERVICE AUDIT (ADS)
IN THE BRANCHES NETWORK

In 2012, the Service Audits at Branches were carried out at Banesco Banco
Universal, C.A. branches fitted with the Q-Mactic technology. The mea-
sures taken were Waiting Time and Service Time at tellers and promotion
services.

In 2012, the VP of Channels Planning started to make this measurement,
based on the statistics produced by the Q-Matic machines. This change
is aimed to achieve a clearer and more precise identification of the goals
and aspects involved in the improvement of both processes.



Waiting time and attention at branches

2012 2011
e = Customers  Customers % e Customers  Customers
Region Waiting  Service  with Q-Matic served Waiting  Service  with Q-Matic served
@ Counter 1 74.84%  63.16% 33087812 27803051 . 7017% 59.7%% 34.800,038 29141402
@ Promotion : 73.78% 75.00% 6,793,509 5886881 ST5E% 73.83% 6,097,064 SAT087S

THE “MYSTERY BUYER” PROGRAM

The Mystery Buyer Program has been applied year after year as a mechanism to
acknowledge the good performance and willingness of the branches network’s
staff to offer quality service. This program has also produced quality informa-
tion about some aspects linked to the attention process, based on the result of a
structured evaluation which is conducted during the interaction of a “supposed
customer” and a financial promoter. The promoter is not aware that he is being
submitted to an evaluation during this interaction.

97 promoters nationwide, corresponding to 97 branches, were submitted to this
evaluation in 2012. The general score was 72 points, accounting for a “Medium”
qualification which is 3 points higher against the previous evaluation.

The aspects “Treatment of Customers” (82 points) and “Promoter Image” (85
points) are the main strengths of the Organization. The opportunities to im-
prove for the aspect “Treatment of Customers” are the following: “Differentiated
Treatment”, “He/She invited the customers to take a seat” and “Greeting pro-
tocol”. Regarding the aspect “Promoter Image”, the Bank must reinforce the

use of the “Identification Badget”.

The aspect “Information Management” of products recorded 71 points, ac-
counting for a “Medium” level and 3 points over the previous evaluation. The
opportunities to improve are for 48-hour Multi-Credits and Credit Cards for
Legal Customers, particularly those details related to payment terms, rates, loan
amounts and requirements.

“Sales Process” improved its score and this year went to “Medium” evaluation
(71 points), its third annual improvements in a row (+7 points). The VP Gran
Caracas North-western recorded the best evaluation of all, with 79 points, ac-
counting for a “Medium” evaluation. “Crosses Sales” remained at a “low” eva-
luation level, with 47 points. That is 7 points below the previous evaluation and
it has been identifies as the sub-dimension with most opportunities to improve.

The percentage of promoters approved reached 53%, a 6% increase against the
previous evaluation. However, none of them reached the top score (100 points).
The Western/Andean and Middle/The Plains got the highest and the lowest

amount of promoters approved, with 79% and 29% respectively.

75% of the promoters evaluated in the case of Accounts Opening suggested
opening a current account instead of a savings accounts, and at least 35% denied
the opening of a savings account.

71% of the cashiers evaluated informed and/or carried out the derivation of
deposits to Multifunctional AT Ms.

The aspects to be evaluated are
the following:

@ Treatment of customers, in-
formation about products and
sales management.

€ What level of knowledge they
manage in relation to the fea-
tures, benefits, conditions and
requirements of the evaluated
products.

€ The extent to which they ma-
nage the policies currently

applied by Banesco Banco
Universal, C.A. in terms of
customers’ strengthening with
credits and orientation of the
savings and current accounts,
as well as derivation to e-chan-
nels.

Results of the Mystery
Buyer Program

oz

ﬂ Sales

Treatment  infoemation Managemen
of the about Products
Customer  and Procedures
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INNOVATION MACRO-PROCESS

In 2012, Banesco developed strategies to strengthening the
Innovator DNA.

Regarding the Innovator DNA, Banesco fostered “Open In-
novation” within the organization, with a series of campaigns
to create ideas centered on core business and with an active
participation of our employees. Above 1,000 ideas were re-
ceived, which were evaluated, recognized and considered
for their implementation.

Six initiatives were considered for their implementation. Two
of them have been already implemented and four are cu-
rrently under evaluation or conceptualization process by the
area involved in each initiative.

Likewise, the “Innovas Network” was created as an internal
community of Banesco innovators who have had an outs-
tanding participation in our Open Innovation campaigns.
This network produces creative solutions to innovation
challenges. In this sense, a community composed of 231
employees from the innovators network has been created.
These innovators contributed 74 ideas related to strategies

I QUALITY SERVICE
EVALUATION
Following our business strategy
based on service, in 2012 the
Bank conducted the following
studies: Auditing for Branches
Service and Phone Banking
monitoring, Satisfaction Survey
among branches users, Satis-
faction with Premium and Pri-
vate Banking, among others.

Banesco
Banco Universal
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to create memorable communications for the customers.

Additionally, with a view to Foster innovation and creative-
ness, Banesco Banco Universal, C.A. developed “Blank
Space”, the first portal of open innovation introduced by a
brand in Venezuela. In this site the participants can offer
ideas from a 2.0 platform.

In its first phase, “Blank Space” has invited university stu-
dents to sign in the platform and give their ideas to solve
the proposed challenge. The students have received an
invitation to participate via e-mail. In 2012 we received 22
ideas from 11 participants from IESA Management School.
The idea selected as the winner is under evaluation by the
Technology area.

We continue displaying campaigns leveraged in the Open
Innovation strategy, looking for solutions to topics of interest
for our Organization, all this in support to Banesco Citizens
and creating in the process an innovators’ network called
Space of I[deas, which composed of employees with a recu-
rrent interest on collaborating with this kind of campaigns.




Awards and Accolades 2012

“Beyond Banking”, granted by the
Inter-American Development Bank
Wireless Achievement Awards 2012
granted by de RIM (Research In Motion)

El Comunitaric newspaper was among the finalistsin the “Learr February
Banking” category
The BanescoMovil application for Blackberry ranked second in the May

categery “Attendee Choice Award” in the ceremony organized by the
Canadian company Rit (Research In Motior), as the most outstanding
APP in the area of world banking and finance and for its innovating use

of technology and its services

Chacao Municipal Council

“Jase Cheping Gerbiasl”, an award for journalists lune

ANDA Silver Trophy in the category of "Corporate Sotial Responsibility September
Programe- Best Corparate Social responsibility Program®”

Venezuela Competitiva

Banesco Commurity Banking was ameng the 15 tinalists of the November

Excellence Award, in the framework of Program Tor the Divulgation and
Promction of Venezuelan Success: Innovation and Excellence,

Citibank Venezuela Awards for
Micro-entrapreneurs 2012
in the category "Social Action™.

MESSAGES

In Banesco Banco Universal, C.A. we make every effort to gua-
rantee that our messages reach the final customer/user with simpli-
city, efhiciency and in line with the realities of the offer or service,
always taking care of what we offer.

The development of our communicational strategy follows these
steps:

@ Review of our products/services/promotion characteristics.

@ Evaluation of the differentiating features: unit selling proposi-
tion of sale/value.

¢ Advantages and benefits for the customer and the organization.
# Evaluation and distribution of human and financial resources.
# Analysis of media strategy.

¢ Analysis of service/public offer points.

# Analysis of strengths and weaknesses.

# Evaluation of social and legal environment.

¢ Implantation and control.

¢ Follow-up.

4 customers of Banesto Community Banking were the winners of the Movember
follewing categories: Production, Trade, Service and 2 special mention
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LEGAL FRAMEWORK

Likewise, we abide by the legal
framework in force in our cou-
ntry, regarding advertisement and
communications:

D

Law on Social Responsibility
for Radio and Television.

Law for the Defense of the
People in the Access to Goods
and Services.

Regulations on administra-
tive processes for issuance
and use of credit, debit and
pre-paid cards and other Fi-
nancial Cards or e-Payment
cards, which articles 23, 24 y
25 (Chapter |, About the Obli-
gations of the Issuers) make
reference to the cases of offer
of prizes and promotions.

Reform of the Technical Rules
about Definitions, Time and
Conditions of Advertizing, Pro-
paganda and Promotions in
radio, television and subscrip-
tion channels, of the National
Commission of Telecommuni-
cations.

Organic Law to protect Chil-
dren and Adolescents (LOPNA)

Banesco
Banco Universal

Once the product and its promotional campaign have been designed, we
send all the required information to Sudeban, within the five days after
the date of the launch to the market.

Once the information has been issued, the Sudeban has 15 days to issue its
opinion. This institution is entitled to make observations or suspend the
products, according to the law. On the other hand, products and services
publicity is submitted to the regulations established by the Law for the
Defense of People in the Access to Goods and Services.

It is important to mention that Banesco includes in all its publicity and ads
an inscription explaining that it has been previously approved by Indepabis
or Sudeban. Likewise, in the case of products and services, if applicable, we
include an inscription explaining that they are protected under the Fund
of Guarantees for Deposits and Banking Protection (Fogade).

Additionally, there are regulations contained in the Code of Ethics of
ANDA (National Association of Advertisers), which establishes the ge-

neral ethical rules that are mandatory for all advertisers.

All these rules are mandatory for the Bank in relation to the spreading of
publicity messages aimed to inform its customers and the general public
about the characteristics and benefits of its products and services.

Besides, special information must be sent to the Central Bank of Venezuela
(BCV) if the Bank seeks authorization to fix new fees or tariffs.

All our products are designed according to the regulations in force and, in
case of changes of the legal framework, the product is adjusted (our con-
tracts and general conditions include a clause that limits Banesco Banco
Universal, C.A. responsibility for unfulfillment in the provision of the
financial service or product due to regulative changes).

According to the requirements of the regulating body, Banesco always
send the risk analysis for depositors and investors of the new financial
product or service. It also conducts a study of the potential risks of the
product for Banesco that, although it does not avoid these eventualities,
it does define mechanism to mitigate such risks.

Banesco is a financial institution and as such, the products and services
offered by our organization do not have any direct impact on the users’
health. In any case, as fraud is always a potential risk, our security area
and monitoring area are both involved in the processes. It is worth noting
that Banesco defines and promotes all policies and mechanisms at hand
to avoid security risks related to information or potential deceitful actions
that can use our products or services as a vehicle to commit crimes, but
the customers will be exclusively responsible of applying these policies
and mechanisms.



COMMERCIAL ALLIANCES AND PROMOTIONS

BaNEsco CONTIGO (BANESCO WITH YOU)

In a permanent effort to develop a stronger relationship with our customers
and the community, Banesco evolves in terms of its brand positioning,
by synthesizing its slogan and getting closer to our audiences through a
powerful expression: “with you”.

“Banesco Contigo” (Banesco with You) ratifies our vocation to be present
and accompany our customers in their achievements and most important
moments of their personal lives and families.

<« . M. . . .

Banesco Contigo”is also more time to live, thanks to our current solutions
of remote banking, so as our customers are always connected at any mo-
ment and any place..

CusTOMIZED INNOVATION FOR OUR CUSTOMERS

New Banesco Service: Dates + Folders

With an innovating proposal that is leading the Venezuelan market, Ba-
nesco provides its customers with a new service of its Internet banking.
This service allows the customer to choose the date to apply for preferential
dollars, according to the day and place that he considers more convenient
for his purposes. The system also prints all the documentation requested
by CADIV], so as the customers is ready when he arrives to the branch.

This service is available to apply for foreign currency for travels with credit
cards and in cash, as well as for those who want to apply to get dollar for
the first time for purchases via Internet.

New Chip Technology

Ratifying our technological leadership, which is focused on to guarantee
safe transactions, in 2011 we launched the introduction process of Banesco
debit and credit cards with chip incorporated. To do so we apply massive
direct marketing strategies. Now we are able to provide our customers
with a safety ring and invite them to use their chip cards at our points
of sale and ATMs that operate under this new technology. This way we
guarantee 100% safe operations.

New Credit functionalities for BanescOnline

We continue with the incorporation of functionalities, so as our customers
could have more free time for their life and less hours at our branches. Now,
they can make consultations and pay their credit installments through
BanescOnline.

o

O
Banesco
Cmﬁgo
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CUSTOMERS

Banesco Banco
Universal is and will be
the Official Bank of the
Venezuelan Professional
Baseball League for the

next 5 seasons of the
national ball, is proud
of supporting national
sports, ac activity that
produces passion and
entertainment for
all its fans.

Banesco
Banco Universal

BEecAse we EANT TO BE WITH YOU
WE HAVE A PLAN FOR EACH NEED

Banesco with You, a plan for Natural Person Customers

Ask for your Combination of Account + Credit Cards. This was the slogan
of the relaunch campaign for Banesco Plans, with a fresh image, new
positioning and a novel basic promise to offer a combination of Account

plus Credit Card.

Through a mixture of massive and direct communications means, we
introduce before our audiences and the general public our Plans Banesco
with You: Ecological Plan, Professional Plan, Family Plan and Golden
Years Plan.

You Business plan, for Legal Persons

In order to provide an immediate and timely service to meet the needs of
liquidity or inventory replacement for the SMEs, we launched the cam-
paign “Your Business Plan”. This promotion offered as the central star
our product 48-hour Multicredits. When they acquire this product, the
companies get a fast financing of up to Bs. 800,000, with a promotional
offer for 3 months and installments from 12 to 18 months.

Free Purchases on Christmas, with Banesco Winning Ticket

In Christmas, 5,000 Banesco customers got free-cost purchases when
they asked to pass their cards by Banesco points of sale, thanks to this
permanent program.

In addition, we created a promotion specially addressed to those commer-
cial outlets with prizes in cash for sellers and stores managers, according
to the amount of consumptions processed through Banesco points of sale.

WITH YOU IN SPORTS

Banesco, the Official Bank of the Venezuelan Professional
Baseball League

Banesco Banco Universal is and will be the Official Bank of the Vene-
zuelan Professional Baseball League for the next 5 seasons of the na-
tional ball. Banesco is proud of supporting national sports, ac activity
that produces passion and entertainment for all its fans. It also represents
an example and hope for all the children and young people in Venezuela
who practice this sport.



Home Club Banesco

This new initiative combines virtual experiences with real world expe-
riences. #HomeClubBanesco was the name of the promotion created for
our Twitter followers: @Banesco. This promotion allowed us to chat with
our followers and reward their knowledge in relation to national baseball.
Through this promotion, Banesco granted more than 1,300 VIP entrance
tickets in all the stadiums, covering all the games of the regular round,

Round Robin and finals.

The Game of the Starts, Banesco Coup 2011

We participated in the Game of the Stars Banesco Coup, where the re-
presentatives of Venezuela and the Dominican Republic clashed at the
University Stadium of Caracas.

At the center of this tournament was a conquest between the followers of
our social networks and Banesco internal workers. The winners got ticket
to attend the games; over 500 people were invited to enjoy with family and
friends the game. This event ratified Banesco commitment as the Official
Sponsor with the Venezuelan Professional Baseball League and the fans.

HoOMESAIE A (OIMAR VEAQUEL

10K Run and y 5K Walk Banesco-Leader

During the last quarter of 2012, we carried out the 10K Run and y 5K
Walk Banesco-Leader, under the slogan “And you, why do you run?” For
this event, we invited the participants to tell stories. This event was the
result of an alliance between the newspaper Lider and Banesco Banco
Universal, with the purpose of creating a closer relationship between our
brand and some common activities of our audiences and communities.
The 10K Run was attended by over 2,500 participants.

PRESENCE AT
NATIONWIDE EVENTS
@ Automarket 2012

4 TRIATHLON HEBRAICA

@ Caracas TEK

4 Employment Fair UCAB

& Arts Ibero-American Fair
(FIA) 2012

@ Corporate Social Responsibility
Symposium
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CUSTOMERS

SocIAL NETWORK

e 5 1n2012, Banesco Banco Universal, C.A consolidated its presence in the
cuen to S e a social network with the use of these channels as a new service means for
; £ FlbU :: the customers and the general public. Through Twitter, Facebook, You-
tube and blogs, our followers were able to interact with us, get first-hand
e 5 information and participate in several promotions.
e 2 In Twitter we are at our accounts @Banesco and @Baneskin, while in
e 3  Facebook we have a presence at our pages Banesco Banco Universal, Ba-
.,@ . neskin and Palabras para Venezuela (Words for Venezuela). In Youtube

you can find us at Banescoenimagenes.

Through our e-mail dialogo@banesco.com, our followers and users can
establish a direct communication with us to share their views in private
about the information they require.

In 2012, Banesco grew above 100% in all our networks as a result of:
conquest for our followers, quality, diversification and opportunities of the
contents generated, effective responses for the cases received through our
networks, a blog redesigned (better look and feel, Access and navigation)
and information crossed among the different networks.

Social network

ﬁ @EBanesco — (1,953 — 1,621
@Baneskin |__Ehlr i m 14,994
Banesco Banco Universal S 59565 m 21403
ﬁ Palabras para Venezuela 15037 W 14,994
you | Reproducciones — | L0 1 10,50
 Tub |
T —————— Likewise, we offer the following blogs in order to provide, complement and

Fra— = segment the information already included in our Web page www.banesco.
k i com

# Blogosfera: http://banescoblog.wordpress.com/

_l_pﬂ':_v:*_..nqll-ﬂ—h oo e
4 Banesco Banco: http://banescobanco.wordpress.com/

# Responsabilidad Social: http://rsebanesco.wordpress.com/

# Banca Comunitaria Banesco:
http://bancacomunitariabanesco.wordpress.com/

In 2012, our blogs received over 357,575 visits, accounting for a 157.61%
increase against 2011.

Banesco
Banco Universal



BANESCO
COMMUNITY

BANKING

OUR PoLicy

Banesco Community Banking (BCB) was born in 2006 as a Banesco ini-

tiative on the matter of microfinance in order to attend to the low-income Within the
segments of the non-bankarized population with financial products and micro-finance
services in tune with their needs. In line with the Millennium Goals, we industry, at the end
encourage financial inclusion, bankarization and the sustainable develo- of 2012 Banesco
pment through access to credit and entrepreneurs empowerment. Community
Banking ranked first
as micro-financial
OUR MANAGEMENT institution in the

micro-credits

Within the micro-finance industry, at the end of 2012 Banesco Com-
market share.

munity Banking ranked first as micro-financial institution in the micro-
credits market share.

BCB has its own Web portal at www.bancacomunitariabanesco.com,
where the customers with Loans to Work can be affiliated to the SMS
service in order to be updated in relation to their installments, the IVR,
the traditional Banesco points of sale in commercial outlets nationwide,
the ATMs network, self-service machines at Banesco branches and the

call center at 0-500-TUBANCO (0-500-8822626).

Banesco community banking

Main Indicators 2011
Bankarization 37.70% | 37% 1.89
Customers served 49663 44,200 12.63
Custamers served since 2006 221,472 472 (direct service] | 176,725 1 2531
and 967,600 (indirect service) ! '
Meighborhoods served 4,496 in 14 states of the country . 4,146 in 13 states of the country 8.44
Mew Community Branches 3 (Satavento Mall in Barguisimeto: | 3 (Maracaibo Gran Bazar, Maracay Gran Bazar | Q.00
La Redoma Mall in Pordamar ! and Community Bus in-Portuguesa)
_ and Marataibo Oeste in La Limpia Avenue) : :
Attention Channels: Service Bars 76 . 74 2.70
Attention Channels: PosWeb 137 143 ¢ (4.20)
Economic activities that receive credits Transportation, clothes sale, Transportation, clothes sale, -
smiall groceries and automotive | small groceries and automative

IRSE2012 D



BANESCO COMMUNITY

BANKING

The most important value
of Banesco Community
Banking is its Human
Capital, composed

of 601 people, a team
characterized by its
solidarity and com-
mitment to profitability
and quality service.

Staff per region

@012 @011

Total

Variation

Middle-West

Metropolitan - West

Due to the growth and opening
of new branches in new states,
we made the distribution in 2012
as follows: Middle-West Region:
Aragua, Carabobo, Falcén, Lara,
Portuguesa and Zulia; Metropo-
litan-East Region: Capital Dis-
trict, Vargas, Miranda, Federal
entities and Nueva Esparta.

Banesco
Banco Universal

2/

W 11.98%
I ]

] 18.28% @
LW

Variation 15.36%

Training and certification program

Service Area

Technical knowledge 1,11 177 633
Capacities to manage pecple i E 123 76
Cardinal and Specific Capacities 124 337 a7
Regulatory 727 471 154
Experience In Daality Sarvice* 1,240 ] 100
Encouragement of Values and Code of Ethics 440 124

Total

* 3 Mocuies per person, Virtual Capacity

Certification program

Certification Programs

47195
(6.12)

Training of advisors, caordinators and supervisors 1c8 73
Training of promoters and analysts 46 49
Total Participants 154
Tatal Programs




OuRr Probucrs

To meet our mission, we offer credit and saving micro-finance products:

Community Accounts: They can be opened with zero
bolivars and managed with a Debit Card, allowing consul-
tations, withdrawals, deposits, purchases and transactions
through Banesco e-channels.

Saving Step by Step: it’s a mechanism similar to the so-
called bolsos, san or la cajita (informal saving schemes)
through which the customer decides how and how much
to save, according to his possibilities.

Education Community Loan: it’s a financing plan

granted exclusively to BCB micro-entrepreneurs with an

excellent payment record and with children studying from
pre-school up to the university, for the acquisition of school
supplies and uniforms with a Banesco Visa credit card.

Loan to Work: this is a productive credit which amounts
going from Bs. 3.000 up to Bs. 1.000.000. It is traditionally
known as microcredit.

Credit Help: this product was created by BANESCO
COMMUNITY BANKING with a view to encourage our
entrepreneurs under risk circumstances, due to natural
disasters.

Our Products
Community account @002 @011
Accumulated closing
MN® Communitly ACCOUNTS 1 ) e 29902
I 176 T 35
Accourtt Balapce (M Bs,) e — 145,654 12143

G755

Step by step saving ®0: @0

Accurmulated closing Var. %

N2 Aftillabions — 20,00
I 1G5 G2
Account Balance (M Bs) wBE57 37.00

14,5859

Loan to Work ®:01; @201

Accumulated closing Var. %

MN® Loans Granted o 140758 37.00
B 102672
Amounts Liquidatad (MBs.) s =¥ A E G900

13172

ERo013 [JEEEEsss IR (72.31)

Loans for Education

Delnguency

@012 @2011

Annual closing

N° Community Accounts 5], 788 11.00

[ Wi

Annual closing Var. %

MY Attiliations 0,191 5.00
— 7516

Account Balance (M Bs.). K5657 2700
14,859

=

‘
K
-
=

Annual closing

N®5chooi Credit Cards . = 991
- 51
L R

[ ENLE

Amount credit
granted (MEBs.)

N® Loans Granted I 35.087 28498
129,303

AmountsLigudated [MEs) m— 1 118 260 12771
], 346

Credit Help * @017 @701

N Cradit Help
| | ';4

Amount Credit 0

Granted (MBs.) I ©1]

*Thss product b addressed 10 cusiomers who are the victims of natural

cheasrars. 1 012, Banesco did not récebsnd reports of SUSTomers wadar
the atorementioned droumstances,
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BANESCO COMMUNITY
BANKING

DATA SHEET

€ Universe: 193,520 active
customers up to June.

4 Random Sample: 278 inter-
views with active customers.

€ Scope: Caracas,
Guatire-Guarenas, Higuerote,
Puerto Cabello, Valencia,
Valles del Tuy, Archipiélago,
Maracay and La Guaira,

€ Instrument: quantitative
study, conducted through
a questionnaire
structured according the
objectives, applied through
the Tele-Marketing Unit.

€ Collection Technique:
pone interviews.

4 Date of the Field:
December 2012.

4 Firm: Vp, Inteligencia
Corporativa.

Banesco
Banco Universal

EvALUATION OF BANESCO COMMUNITY BANKING
CUSTOMERS SATISFACTION

We carried out an external consultation to develop the satisfaction survey
of Banesco Community Banking customers in order to identify opportu-
nities to improve for our general processes, offers and products.

@ With a 1-10 scale, the general satisfaction level of our customers was 9.

¢ Using the same scale to evaluate products, services and service channels,
the average score for each of them was: 9.09 for the products; 9.15 for
services and 8.98 for service channels. The final satisfaction level index
was 9.

¢ The good general service (42.1%), employees’ kindness (16%) and fast
and easy operations (10%) are the attributed with the highest valuation.

# Easiness to grant credits (38.6%), customized attention (19.5%) and
quality service (13.8%) are the attributes with the highest valuation for
customers’ retention.

¢ Family and friends references (31.3%), as well application for credits
(28.1%) and friendly operations (15.6%) are the main motivators to make
the decision of starting a relationship with Banesco Community Banking,

¢ Community Branches, ATMs, Posweb and Community advisors are the
channels with the highest penetration rate in the segment.

@ Only 2.5% of the customers’ portfolio have reported inconveniencies,
with a 1.1% affectation index.

Evaluation Ranks

Average Top Box  Botton Box

9.0 55.8% 7.3%
T1-88 36%-46% 10% - 24%

Figures BCB
Referencia

Average  Top Box Botton Box

@ Satisfaction =88 >46% <10%
@ Standard 7.1-88 36%-46% 10%-24%
@ Service failure <71 <36% > 245



TRAINING PROGRAM FOR MICRO-ENTREPRENEURS

entrepreneurs, applying a mixture of administrative, mana-
gerial and technological tools that will help to improve the
productive capacity of their businesses and optimize their
market competitiveness.

The program seeks to strengthen the knowledge of the r

To do so, Banesco counts on the support of Fe y Alegria and
Microsoft Venezuela. This is a 40-academic hour program
divided into 6 modules.

In 2012, a total of 934 micro-entrepreneurs received their » =
degrees. They were residents of La Vega, Catia, Antimano,
El Cementerio, San Martin, Guarenas, Cua, Maracay Gran
Bazar, Palo Negro, Valencia Centro, La Isabelica, Puerto
Cabello, Barquisimeto and Maracaibo. Since the implan-
tation of this Training Program in 2008 to this date, 1,448
micro-entrepreneurs from the low-income zones of Vene-
zuela have received their degrees.

COMMUNITY BREAKFASTS AND TOUR

The main purpose of the Community Breakfasts is to create a space for
the integration of Banesco Community Banking team, managers, Vice-
Presidents and directors, so as they could exchange experiences, doubts,
realities and business vision.

In el 2012, we held a total of 8 breakfasts, attended by over 170 collabo-
rators.

On the other hand, we carried out the Community Tour and visit some
of our customers and allies belonging to the communities” branches in
San Martin and Catia, hand in hand with our Vice-Presidents, managers
and Banesco support employees.

The purpose of this tour is to grasp firsthand opinions about success
experiences of our customers and community allies, as well as expose our
service model to the rest of Banesco family.

SPECIAL RAIDS

Banesco Community Banking carried out 13 special raids in certain zones
in order to promote its products in those communities where the bank
has a presence. We visited the following popular zones: Maiquetia, Palo
Negro, Maracay, Antimano, Catia, El Cementerio, La Vega, Los Teques,
San Martin, Cda, Guarenas, Higuerote, Petare and Santa Teresa.

CAMPAIGN

Banesco Community Banking
carried out the Payment on
Time Campaign, which awar-
ded the customers with the
best payment records for the
product Loans to Work. The
winners received 30 TodoTicket
Juguetes cards of Bs. 3,000.

IRSE2012 D



OUR
ENVIRONMENTAL
COMMITMENT

OUR PoLicy

In Banesco Banco Universal, C.A. we are aware of the need to protect
and preserve the environment for the benefit of the present and future
generations. From our business perspective, we have committed ourselves

At the end of 2012, to go forward with a series of actions that guide our behavior towards the
we have recycled encouragement of a sustainable development
285,338 Kg of paper, & p .
186.24% more than Our main purpose is to curve the impact produced by our activities on
in 2011. This accounts the environment throughout the diagnosis, evaluation, establishment of
for an additional income indicators and goals favoring a rational use of natural resources, energy
of Bs. 419,447.00. saving and waste recycling.

Based on the nature of our activities, our environmental impact is limited
to byproducts such as paper, used consumable office supplies (ink, toner)
and the so-called “electronic garbage” (obsolete or crashed equipment).

By now, the only foreseeable way that the climate change could impact our
organization’s activities would be an increased need of air conditioning at
our branches and offices, which in turn would raise energy consumption
and its subsequent emissions.

These consequences have not been systematically identified and quan-
tified. However, Banesco Banco Universal, C.A. has been replacing its
air conditioning equipment at all its branches by new units with a more
eflicient technology.

At the end of 2012, we replaced in 82 branches old equipment that used
F-22coolant by modern equipment with noise reduction devices, ecologic
coolant and low energy consumption.

OUR MANAGEMENT

In 2012, we also applied some measures with a view to minimize and
segregate residues, encourage a sustainable use of resources, as well as effi-

Banesco
Banco Universal



ciency and energy saving. All these activities have been promoted through
the different channels in order to foster the environmental education,
awareness and motivation of our employees and stakeholders.

Continuing with our recycling policy, Banesco Banco Universal, C.A.,
hand in hand with the company Kimberly Clark of Venezuela, has de-
veloped a recycling program at our administrative offices and regional
warehouses. In 2012, the following activities were carried out:

@ We replaced the special containers to recover the paper used at our
administrative offices (Ciudad Banesco, El Rosal, La Primera and El
Recreo) by new and more resistant containers.

¢ We developed special campaigns to collect used paper at our warehouses
in San Vicente, Los Guayos and Los Haticos headquarters in Mara-
caibo.

@ At the end of 2012, we have recycled 285,338 Kg of paper, 186.24%
more than in 2011. This accounts for an additional income of Bs.

419,447.00.

@ Our awareness campaign to recycle paper has continued through our

internal media: billboards, Intranet, Weekly Bulletin and CCTV.

As for the rest of the emissions, such as NO or SO, the nature of our
activities does not involve production of these gases.

ELECcTRIC POWER CONSUMPTION

Due to the nature of our activities, Banesco Banco Universal, C.A. only
consumes electric power. In Caracas, as in the rest of the country, the
main source of energy is produced by hydroelectric plants. We count on
emergency diesel power plants at Ciudad Banesco, at El Rosal Towers and
other branches that together account for around 70% of our facilities. In
the case of El Rosal, the plants support the critical charge and the Data
Center, while in the case of Ciudad Banesco, the plants support the whole
complex.

These plants are activated if the voltage of the electric power network falls
and at the moment they are used for self-generation. In 2012 we generated
1,677.60 gigajulius, against 2.16 gigajulius in 2011. This accounts for a
77.6% reduction in terms of self-generation. However, this drastic reduc-
tion of our own energy generation is translated into a 3.07% increase of
the national electric system against 2011 figures.

In 2012, new diesel plants were installed at Ciudad Banesco to avoid events
due to potential network failures.

Thanks to the nature of our activities, Banesco Banco Universal, C.A does
not generate significant emissions, hazardous substances leaks or products
that have to be recovered at the end of their useful life.

IRSE 2012 @D



OUR ENVIRONMENTAL
COMMITMENT

WATER CONSUMPTION

The water consumed at our nationwide branches and
facilities is provided by the corresponding municipal
aqueducts.

Our head office, Ciudad Banesco, is our only faci-
lity that because of its dimensions could justify the
construction a system of gray or underground waters
recycling. However, our headquarters are located at a
preexisting building that was revamped by Banesco.
Thus, the construction of an infrastructure to recycle
water would have implied a disproportionate inves-
tment to produce a very limited benefit. Therefore,
nowadays we don’t have a recycling system.

All our venues and headquarters are located on urban
lands. Therefore, the water captured and dumped goes
through the urban network. Consequently, this water
does not affect natural lands, protected spaces or with
a high value in terms of biodiversity.

Environmental Indicators

Total Consumption | Consumption per person

Consumption
Water (m*)iH 198,596,68 19859668 (20.81) 1515 1812 (1s40)
Electricity KwH (Mational Electric System)* 256,122,11 256,122,111 207 19.54 17.95 2.90
Electricity KwH fself-generation 1,678 1678 7156667 54.01 0.07 825877
Paper (Kg)' 18,480 18480 (11.74) 141 151 (6.80)
Paper(Kg} [ Custormers! 177,394 177,394  (29.92) | 0.04 0.06 (33.33)

Var. % Var. %
Paper recycled (Kg) Administrative offices? 23,780 70868 {(66.44) ' 6.56 1954 (66.44)
Paper recycled (Kg) Warehouses! 261,558 28,818 80762 19.96 2.08 858.66
Paper recycled (KgiTotal 285,338 99,686 lge.24 | 21377 7.20 202.33
Taner and/or Cartridges® " 376 661  {43.12) 0.03 005 (3992)
Electric and Electronic Waste (Kg)! 1,953.00 4.967.27 (60.68) 0.15 036 (5847)

Greenhouse emissions

Co® Emisslons from diesel machines? 400,248 520,200  (23.06) 128.86 157.35 (18.10})
Lo’ Emissions from employees vehicles? 423,221.50 463,488.80 {3.5_‘}} 116.72 140.20 (16.75)
Co® Total Emissions? 823.469.50 983,688.80 ([16.29) | 22710 29755 (23.68)

1. Hational Totals, taking a5 the basis 13,105 workers in 2012 and 13,842 workers in 2011

2. Ciudad Banesoo and Ef Rosal Tower 3626 workers

3. Donated to Fundana.

4, Dwin generation in Chudad Bangsco, Taking & 0 basi 3 106 workers in 2002 and 3,306 workers in 2011
&, Ciudad Banesco consumption only, taking % a basis 3,106 woekers a1 that compbex

88 Banesco
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BANESCO OPERATIONS WITH ENVIRONMENTAL
IMPACT

@ Products and services: In the feasibility studies applied by our Or-
ganization to the credits for construction, we underline the following
aspects related to the environment:

We verify that the project has all the permits granted by the correspon-
ding authorities, particularly those related to environmental impact,
which are mandatory by law for all the building projects: housing,
industrial warehouses, hotels, factories, shopping malls, among others.

—In relation to the service of current water supply, it has to be sure that
the project counts on the service capacities and the required stability
in terms of delivery. If the project cannot ensure the service delivery
and the builder proposes a deep well as a solution, the builder shall
include an official certification issued by the Venezuelan Ministry of
Environment authorizing the deep well and certifying that the water
is suitable for human consumption.

—Generally, the results are requested after the diagnosis: purity and
mineral composition, among others.

—Regarding waterworks, besides requesting the required legal permits
issued by the Ministry of Environment, a series of inspections are also
carried out in order to determine that no environmental damages could
result from the project location. The condominium or land documents
are also reviewed to verify that they include maintenance commitments
for wells and waterworks.

—Generally, we support traditional construction systems. When a pro-
ject is based on non-traditional constructive systems we verify that they
have been previously tested and adjusted to the Venezuelan regulations.

The projects must

comply with the
—Toilettes sets of faucets are automated, that is, the sinks, WC and standard distances in
urinals are automatically activated and only use the required amount relation to tributaries,
of water. high-tension towers

and protection zones,
as well as with the
urban equipment rules
for a decent habitat.

—Technical suitability certificates issued by renowned institutions (Na-
tional Institute of Structural Models) or others are required. Likewise,
the constructive elements should not include high content of polymers,
acetates or asbestos.

—The projects must comply with the standard distances in relation to
tributaries, high-tension towers and protection zones, as well as with
the urban equipment rules for a decent habitat.

—When the projects are conceived to be located on coastal areas, they
must comply with the special rules for this type of works both, tourism
or housing facilities.

—During the construction process, a Banesco’s engineer inspector
performs a monthly supervision to prevent unexpected environmental
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OUR ENVIRONMENTAL

COMMITMENT

We integrated the
Commercial Web
Credit Workflow with
the Electronic
Management of
Documents system
to obtain a single
electronic and
digitalized file of

the customer.

Banesco
Banco Universal

damages and check industrial security measures to protect the workers
involved.

—Last, but not least, we try to ensure that the financed projects count
on the fitness certificate before the opening of the sales process.

@ Products Transportation: Banesco Banco Universal, C.A. does not

cause measurable environmental impact for this activity, as the products
transported by the bank to its nationwide agencies network are office
stationary, printed documents, as well as technology equipment and
consumables.

# Personnel Transportation: Our employees use their own vehicles as

their transportation means to go to Banesco, go back home and reach
different administrative facilities in the capital region. When the staff has
to go to an event outside the organization, Banesco covers the expenses
incurred for that movement and, if necessary, it hires transportation
services. The workers at El Rosal Tower are provided with transporta-
tion from El Rosal to Ciudad Banesco and for those workers who want
to have lunch at the headquarter’s cafeteria. Night workers at Ciudad
Banesco count on transportation to Plaza Venezuela subway station.

# Branches Opening: Banesco does not carry out previous environ-

mental impact studies in the areas where we open branches, unless the
municipal authorities indicate otherwise and provided that these studies
are specific depending on the works to be executed.

¢ Paper Consumption For Printed Documents And Photocopies: We

integrated the Commercial Web Credit Workflow with the Electronic
Management of Documents system to obtain a single electronic and
digitalized file of the customer. This allows a minimum use of paper in
our business processes and a faster response for our customers’ credit
requests.




¢ Donation Of Furniture And Computers Discarded: The obsolete
furniture and computers that are no longer used at our facilities are
donated, that is they are re-used by their beneficiaries. Therefore, they
do not produce direct environmental impacts even though they could
contain hazardous substances.

STEPS TAKEN To REDUCE OUR ENVIRONMENTAL
IMPACT

Our head office, Ciudad Banesco, is a smart building that includes construc-
tive and informatics elements, which minimize its environmental impact:

@ Most of our building facade is a low-reflection green curtain wall, which
along with other elements composes a comfortable labor environment
and reduces air conditioning consumption.

# 'The building is controlled by a software that provides an integral ma-
nagement for all the commands of our CCTYV, the security and electro-
mechanics access controls (air conditioning, elevators, escalators and
lightning), producing a higher efficiency in terms of energy consump-
tion and security.

# 'The building is fitted out with “smart” elevators and they take the
standby mode when they are out of use for a given period of time.

¢ Toilettes sets of faucets are automated, that is, the sinks, WC and urinals
are automatically activated and only use the required amount of water.

¢ We continue with the concept of Open Space at our administrative offices
(Ciudad Banesco and El Rosal) with the creation of open plants and spaces
that encourage teamwork and direct communication, improving the super-
visory role and the well functioning of air conditioning and lights.

¢ Our food services supplier at Ciudad Banesco, Restoven, uses biodegra-

dable cleaning products produced by Ecolab.

¢ We have implemented measures to reduce energy consumption at
Ciudad Banesco and other administrative facilities, such as: the ad-
justment of the electric power in our offices, implantation of presence
detectors, self-regulating light screens and replacement of equipment
(elevators, refrigeration machines) for more efficient machines.

¢ We maintain the control over lightning schedules at offices and parking
lots.

# Organization of time of operation for air conditioning at the branches,
avoiding discomfort.

¢ Optimization of operation time for escalators.
# Lights are partially turned off at the general areas in our headquarters.

@ Banesco Banco Universal, C.A. has not been fined or sued due to vio-
lations of national or local environmental regulations whatsoever.

@Baneskin Invited
his followers to perform
environmental advice
and tips under the label
#BaneskinVerde.

Manuel Miguel Contreras,
@ManuelMiguelC was
the winner with advice

#BaneskinVerde Baneskin
The horns do not open new
pathways. Avoids use as
a “complaint” and It
contributes to the environ-
ment. The noise pollutes”
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OUR ENVIRONMENTAL
COMMITMENT

BANESCO WITH YOU AND THE PLANET

In 2012, Banesco Banco Universal, C.A. ratified its commitment with
the environment and joined “The Hour of the Planet Venezuela, an event
held on March 26, from 8:30 pm to 9:30 p.m. During the event, all the
lights of Banesco main headquarter were turned off: Ciudad Banesco and
El Rosal Towers. We also launched an internal campaign to strengthen
Banesco Citizens’ commitment to the preservation of the planet as a
collective responsibility.

DONATION OF FURNITURE AND DISCARDED
COMPUTERS

Several years ago, Banesco Banco Universal, C.A. adopted as a policy the
donation of used furniture and computers that are discarded from our
branches to non-profit or social organizations.

In 2012, Banesco donated a total of 90,640.03 Kg. (9,963 units) of com-
puters and related accessories. The Bank did not donate furniture during
this period

Donation of computers discarded

2012 2011

Institution Units  Hilograms Institution Units  HKilograms
Center of Children development 1 26 Renacer 1.766 33.246
Ecoreciclaje 4,333 1,953 Giraluna Initial Education Center 4 76
Alzheimer Fouridation .| 76 Manuel Ricards ¥anez Mational Initial 4 76
Fundesmar 320 6,080 Education Center

Metropolitan Siblic Institute & 114 Individual {*) 3 &4
Individual (*} a8 152 Dona Cencepcidn School 40 760
Renacer 4,874 74,411

Kamarata Residence 2 38

Cruz Def Valle Rodriguez School 40 760

Mugva Caracas National School 20 380

Fe ¥ Alegiia, Petare schoo! 50 350

Francisco De Miranda school 50 950

Gabriela Mistral, San Bernardino schiool 24 456

Mi Mundo Estudiantil school 40 Te0

Mirgen De Las Mercades school 40 760

El Maranjal school 50 950

Micanar Bolet Peraza school A 114

Baudilic Lara schoal 40 760

Simin Bolivar Experimental University 50 950

20640

* Thig donation coresponds 104 indiicaals

Banesco
Banco Universal



Donation of Furniture 2011

CORPORATE
VOLUNTEERS
Institution Linits Hg B
Don Boseo Civil Assooiation EEe—— 1 3,240 23 731 Eln 2012, our Environmental Vo-
e 17 460 lunteers carried out several activi-
Mational College of Journalists 27 R .
Canalma Sehost 2455 4550 tiesin o.rder to help to take care of
Siermbra de Venezuela Foundation {15 230 the environment. They also deve-
Venezuelan Foundation against infantile Paralysis 1 20 loped educational activities for an
el L o Sk efficient use of natural resources.
Indepakis 12 130
Transglant National Organization of Venezuela: |2 BO (See chapter Corporate Volun-
Justice Palace 10 200 teers, 56)
Individual 29 S70
Enlivarian Nationzi Palice 14 Ut
Renacer 7

OTHER ACTIONS

In 2012, Banesco Banco Universal, C.A. has not financed
infrastructure national or international projects for renewable
energy generation.

Banesco Banco Universal, C.A., always abiding by the rele-
vant regulations, has revamped its administrative offices and
branches in order to minimize the impact of our activities on
the environment.

Similarly, our organization keeps a strict control of the ma-
terials and equipment installed at our branches, so as they
comply with the legal requirements applicable to design, ma-
nufacturing and commercialization.

The Medical service located at Ciudad Banesco does not pro-
duce sanitary biological waste, as the medical care provided
by this unit is focused on primary attention and it only uses
dispensable material. Emergencies are sent to health centers
closer to our headquarters.

ELECTRONIC MANAGEMENT OF DOCUMENTS

The aim of our area Gelecon (Electronic Management of Docu-
ments) is to use paper only to compose files, avoiding the dupli-
cation of unnecessary copies and speeding up work flows in the
Organization. The incorporation of core areas of the Bank into the
Gelecon curves paper consumption, encourages the optimization
of the space and a better organization in terms of files custody.

Electronic management of documents

BICLE 20l Wir, %
Mumber Number
of Operations of pages

Credit Card Cradit Card
Commescisl  {Request Commercial  {Regquest
Cradit fService) Credit fRarvice)
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OUR

SUPPLIERS

To make a purchase,
at least three different
budgets are required.
Afterwards, the
budgets are analyzed
and the Bank selects
the best offer in terms
of price, response time
and quality product.

Banesco
Banco Universal
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OUR MANAGEMENT

In 2012, Banesco Banco Universal, C.A. has commercial relations with
1,996 suppliers, a 2.43% increase against 2011. Regarding the purchase
volume, we negotiated Bs. 2,584 million, accounting for a 18.84% in-
crease against the previous year.

As of 2012, Banesco has included in its contracts with its main suppliers
a clause that commits them to respect and comply with the 10 Principles
of the UN Global Compact of which Banesco Banco Universal, C.A. has
been a member since 2008.

OUR PoLicy TO HIRE SUPPLIERS

All suppliers involved in the procurement or hiring process shall be re-
gistered in our RPB database, once the required documentation has been
submitted. The documents required are the following:

@ Legal Information (Commercial Registry, Tax Information Registry
(RIF), Stockholders Certificate, Labor Solvency, electricity and/or
phone service invoice, Identity Card of the individuals who bind the
company).

# Financial Information (Balance Sheet, Profit and Loss Statement, Trial
Balance when the accounting period close was made six or more months
previous to the presentation, all amounts expressed in historical values).

¢ Commercial Information (such as products lists, distributing brands,
exclusivity letters, catalogues, commercial references, works made for
Banesco, among others).



Number of suppliers

N Suppliers ! % over total suppliers
Denomination
Equipment, articles and office furniture -4l - 46 205
Hardware; Software and technology - 84 - 78 .21
Printed papers and Value Paper 19 112 ii04s
Debit/Credit Cards I3 13 (10.15
Other equipment |2 14 L1010
Maintenance and constructions I 150 73 | 757
Marketing and Publicity —— 15 —— 101 | — .12
Professional fees and Consultory T — G ; — 16,30
Equipment leasing 113 113 I 065
Condos and Rents Eeee——————— 50— 0D | S (575
Trainings .75 - 59 3,81
Other Services E— 0 151 , —]1.97
Senvices E——— 2 — 7 | e— 17 45
Hurnian Capital m 23 m20 +m 140

Amount Paid to Suppliers

% of total amount paid

© Number of Suppliers

Denomination

Equipment, articles and office furniture | W 02,683,002.82 5014167673
Hardware, oftware and technology | ETTELENEENE T TEWEEEF
Printed papers and Value Faper | m48.371,20033 W 4777597447
Dekit/Credit Cards F111,513,941.30 B 25,129,388.70

Other equipment | F2,169,193.33 I 2418137.80
Maintenance and constructions | — 24, 240,000.73 — 205,504,512.66
Marketing-and Publicity | m—142,309,568.50 W 65.872,637.01
Professional fees and Consultory | I 6702348883 155 677,898.06
Equipment leasing ; 17,035,658.16 110,783,577.50
Condos and Fents | 2,205, 13982 ] 90046351
Trainings ¢ 116,854,950.71 11250233736

Other Services . W 84, 086,592.60 m27.250,557.00
Services TR ERE] L 661301.000.37]
Human Capita . — 242,176,277.18 E— 154,584,106.95

2,584,387 854.00 £175,205452.00

355
2203
L1ET
0.45
| 0.08
857
I'551
10.33
027
852
L OBE
L 395
| 25.42
9.37
100.00

231
27.03
22
1.16
211
9.45
21

05
5.74
(57
1.25
304
7.12
100.00

To make a purchase, at least three different budgets are required. Af-
terwards, the budgets are analyzed and the Bank selects the best offer in
terms of price, response time and quality product.

Depending on the good or service to be contracted, the analysis includes
a visit to the plant of the company in order to validate its installed ca-
pacity and if it has available the inventories and stocks to produce. The
purchases, according to their amounts, are presented for their review and
approval by the corresponding autonomy.

IRSE2012 D



THE MOST SIGNIFICANT SUPPLIERS PER REGION

The most significant suppliers per region

Capital Region Suppliers . Amount Bs, . 9% over total

Hardware, Software and Technology 37 43 ¢ 3FSET2E52E7  SE1IH1A05224 ¢ (d4404) ¢ 2752 3689
Professional fees and Consultory 263 74 1 24702963527 18988265055 | 3010 ¢ 2088 1204
Maintenances 117 134 | 1833247701 17834518437 | (89728 | 155 1131
Senvices 161 144 591,947,557.17 62720197053 : (562) . 5004 3977
1,162,882 522.27 1,577,245857.69 100
Regién Oriente - Sur Suppliers Amount Bs. % over total
2012
Condos and Rents 58 37 1 19.871.266.01 1035097272 | 9197 | 4612 4612
Maintenances 13 14 . 1407371577 6,785.762.78 | 1074 § 2023 3023
Services e 46 G 75241369 530761810 + 22 . 2385 2365

40,697.334.47 22.444,353.60

Middle-The Plains Region Suppliers | Amount Bs. | % over total

Service

Condos and Rents g1 85 | 31999.121.31 806915091 | 29656 : 4425 1546
Fquipmenst, articles and office fumniture 1 3 3 307813632 237029632 . 2986 | 4.6 HB5
Maintenances Ll R B 3B0TE 26 3459120018 5392 S8l 12h3
Services 49 24 30,808,155 51 1349457957 : 12829 : 4264 4976

12,245489.70 27,293 146.96

Western-North Region Suppliers Amount Bs, i % over total
Service
Condesand Rents g9 77 2554741545 1643896488 | 5541 | 4183 3379
Maintenances 17 17 2043172129 1691444535 | 2079 | 2346 3477
Services &0 72 | 15052.013.16 1529684117 1 (1.34) ;. 2471 31.44

Total 61,071,149.50 48,650251.40

Banesco
Banco Universal



SUPPLIERS DISTRIBUTION

Suppliers distribution

MNumber of suppliers |

% over total

2012 2011
Local Supgliers 1,874 1701
Mon-Local Suppliers 54

g389. 97.03

Amount paid : % over total

2012 2011

256093698683 2141342710 990 9844
2404886717 33,863,241 ¢ 100 156

Total ; 1,753

ALLIANCES

2,584,987,854 2175205452 100 100

Depending on the
good or service to be
contracted, the analysis
includes a visit to the
plant of the company
in order to validate
its installed capacity
and if it has available
the inventories and
stocks to produce.

Our suppliers are aware about the importance of creating alliances
to mitigate social problems and offer a higher quality of life to the

citizens.

Our suppliers social investment

2012

Alliance

Salesian Ladies- Creole Balls Tournament
Francesss "Petangue"

Lz Trinicad Medical Center

Fundana - Vil Auction for the Benefit

of The Toddlers of Fundana

Procter & Gamble - “Solidarily Week"

Total

2011

Alliance Investment
Sabesian Ladies: Maniapure Froject 50,000.00
La Trinidad Medical Center 6,840
Salesian Ladies:'La Sopa del Amigo Taribero® 106,000.00
Project

Procler & Gamble 632189
Andrés Bello Cathollc Unhversity 7392005

Total 243,081.94
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NUESTROS

PROVEEDORES

El Comité
de Procura es un
organismo de
coordinaci6én organi-
zacional que permite
promover el disefio
6ptimo de las
operaciones de
procura, entre las cuales
se enmarca cualquier
evento de adquisicién
de bienes o servicios
y su negociacion

DIALOGUE WiITH OUR SUPPLIERS

During 2012, we continued the dialogue with this stakeholder, through
a survey sent to 593 suppliers. From the total of surveys sent, we only
received back 14.33% surveys with answers.

The questions were the following:

# Dlease, value your satisfaction level of your relationship with Banesco
Banco Universal in relation to transparency.

# DPlease, value your satisfaction level with Banesco Banco Universal in
relation to prompt payment.

# Dlease, value your satisfaction level of your relationship with Banesco
Banco Universal in relation to Online Services.

# DPlease, value your satisfaction level of your relationship with Banesco
Banco Universal in relation to Treatment or Customized Attention.

# Has your company been certified by an environmental or social stan-
dard? (for example, ISO 9000, ISO 14000 o SA8000, etc.).

@ Does your company have a policy on Human Rights in place? Please,
explain.

@ Is your company willing to participate in CSR activities along with
Banesco?

El resultado de su nivel de satisfaccién de su relacién con el Banco en
2012 fue el siguiente

Aspect evaluated

Transparenty

Timely Payment

Satisfaction with Online Services
Satisfaction with treatment oF customized attention M .

T s—— T
I (5
D e DY
EE—— 7 &

Banesco
Banco Universal

PROCUREMENT COMMITTEE

The Procurement Committee is a coordination organizational body that
fosters the ideal design of the procurement operations that are the fra-
mework of any event involving goods acquisitions, input and/or services,
or negotiation, even when it doesn’t involves the immediate disbursement

of funds.

Objective

Safeguarding the fulfillment of the Organization’s purchase and hire rules
and processes and making the related decisions within its autonomy level,
through mechanisms that guarantee transparency in the selection of the
best options offered by the suppliers, evaluating the quality of the goods



STEERING COMMITTEE

Actions In The Search Of An Efficient Management
Of Operations

@ Creation of electronic folder ‘Procurement Committee Operations’
# Creation of the Corporate Suppliers Registry

# Creation and implantation of the Committee

@ Preparation of Satisfaction Surveys

# Preparation of operating indicators of Procurement Management

# Re-implantation of the SAP-MM Module for the automation of the
purchase process.

and and/or services offered in order to satisfy the organizational needs and
improve the relations with our suppliers.

Roles and member of the procurement committee

Following we present the various committees which have different ap-
proval limits, according to the autonomy established for each one of them.

Procurement Operating Committee

& Coordinator: VP of Procurement and Contracts.

& Committee Secretary: Manager of the Procurement and Contracts Di-
vision

® Advisors with right to speak: VP of Legal Consulting, VP of Processes

& Main members with right to speak and full voting rights: Vice-Presidents
named by the Steering Committee.

Procurement Thematic Committee
& Coordinator: VP of Procurement and Contracts.
& Committee Secretary: Manager of the Procurement and Contracts Division

® Advisors with right to speak: VP Legal Consulting, Executive VP Ha-
bilitation and Operations, Exe. VP Human Capital, VP International
Operations, Custody, Trusts, Exe. VP Real Estate, Infrastructure and
General Services.

& Main members with right to speak and full voting rights: Dir. Technology
and Procurement, Exe. Dir. Administration and General Services, Exe.
Dir. Products., Dir. Technology.

Committee powers

Process, endorse or question
any Procurement Operation
higher or equal to the minimum
autonomy of the Procurement
Committee.

The exceptions shall be
agreed-upon by the same
committee in the case of high
atomicity of suppliers or the
specific market’s dynamic,
among others.

The operations endorsed
which amounts are higher than
the maximum autonomy of the
committee will be validated by
the Steering Committee.

The operations in question shall
be reformulated according to
the issues disputed and shall
be informed and supported by
electronic means.

Every supplier, true or potential
billing party, shall be endorsed
one year after the minimal au-
tonomy of the Procurement
Committee, under the modality
of Operation of Procurement,
even if none of the operations
totalizes that amount and even
if those operations are distri-
buted among several Respon-
sibility Centers.

2012 D



OUR
COMMITMENT

Banca

= @ Comunitari Elﬂm
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TO THE
AUTHORITIES

OuRr PoLicy

Banesco Banco Universal, C.A. is an active partner of the central gover-
nment, as well as regional and local governments in the development and
diversification of productive activities.

We continue our active work to bankarize those social groups still ex-
cluded from the financial system, as a means to strengthen the social fa-
bric, job creation and economic growth and supporting these goals of the
central government which are established in the national Constitution.

For 2011, according OUR MANAGEMENT
to the changes
established by the rules
regulating this matter,
it is agreed that the
funds corresponding

All our new products are designed according to the regulations in force.
In case of changes introduced to the regulations, the product is adjusted
in consequence (our contracts and general conditions include a clause of
limited responsibility applicable to our organization in the event that Ba-
nesco fails to meet the regulations while providing the product or service

to these contributions due to unexpected regulatory changes).
will be transferred to Abidine by the reeulatory bodv’s provisions. Ban | nds a stud
The Notional Fand of g by the regulatory body’s provisions, Banesco always sends a study

analyzing the risks for depositors and investors of all our new financial
instruments and products, as well as a study analyzing the risks of the
product or service for Banesco. Although this in not a guarantee that
these risks could be successfully avoided, these studies define mechanism
to mitigate the impact of these potential risks.

Science, Technology
and Innovation
(Fonacit)

On the other hand, our Legal Consulting office makes a careful analysis
of any new law or regulatory modifications with a potential impact on the
financial sector. Likewise and in order to ensure a permanent updating,
we spread through our internal media the changes and decisions related
to our business that are published in the Official Gazette.

Taxes for own operations

Thousands Bs. 2012 @ 2011

2012 f 2011 Variation Total

Income Tax! I 1 31,500.00 100% 350 88832

0

Tax on Economic Activities N ¢ (15, 496,00 47.10%
I | O 606,35

WValue Added Tax e 35 23700 B33%

_ _ N 17, 231 84 Vatlatian
Tax on Commercial Publicity 1 3,607.00 21.85% 23.49%
and Urban Real Estate P 296013

(1) Comvesponds to the Incormse Tax (ISLR for its Spanish acromym] from the previous year and paid in 2012

Banesco
Banco Universal



Legal contributions

Thousand Bs. @ 2012 @ 2011

Contribution to FONACIT* 2012 /2011 Variation %
Technology Projects (2 - 40,951.96 21.35
= 33747.00

Workers' Food Law 201272011 Variation %

Workers' Food Law (2 —— 144,650.85 76.31
— 00402

Parafiscal Contributions 2012 /2011 Variation %

Law of Housing and Habitat . GEAREAZ 1847
= 1932080

Mandatory Social Security — G4,079.95 18.10
- 5425909

Employment Law m14,115.34 17.22
B 1204223

IMCES m 1736101 11.76

| 15981.26

Contributions to FOGADE, SUDEBAN, the National Organization Against Drugs-ONA, and Social contribution

to Communes, Law on Sports 2012 f 2011 Variation %
FOGADE e - e L

I 7 ] 459,31 59.67
SUDEBAN I E0558.37

I 5004896 51.85
Projects of application LOSEP - ONA — 30082

m 2159543 161.08
SAFONACCH 74, 108.28

E— 104,329.00 162.82
Law on-Sparts _— 50,533.00 '

] 100.00

(1) For 2011, according to the changes establivhed by the mies regulating this matier, it is agreed that the funds corresponding to these contributions will
o transferred 1o the Mational Fund of Science, Technology and innovation (FOMACIT), which decides over the projects to be funded, based on the guidelines
and priggities detined in the National Plan of Economic and Social Devalapment of the Nation, a5 well a5 the ethical imphications and the patential cultral,
social environmental and economic impact of such peojects. For the year 2000, the Bank presented projects of its own which decision in teqms of
knyestment was an internal dedsion. These projects wore présenied lates with a reduced amount 1o be contributed.

{2) Comresponds to the contribution established in the Decres with Rank, Value and Force of Law for the Partial reform of the Law for the Institutions of the
Banking Sector, published in the Official Gazette N* 39,627, dated March 2nd, 2011 This contribution is managed by the Autonomous Service National
Fund for Community Counglis (SAFONALCC), which has as main activity the adminstration of tha respueces atiocated to Community Councils, financing
community, productive and social projects of the Popular Power en their financlal companents.

State-run Portfolios

At December 31rst : Amount Reached {thousand Bs.) . % Required | % Maintained
Modality
Tourist L 262,810 871,915 ! 300 300 | 325 338
Micro-entreprenayrs : 3697461 3808165 | 3.00 200 B.8E .00
Agriculiural P ADeT 20 65675164 ¢ 2400 2400 J809. 2588
Manufacture ; 4,306,070 1952180 1000 1000 1004 1314
Martgage, Owin Resources {lang- term) 2510266 4217845 | 510 5000 682 g.18
Mortgage, Own Resources (short= term) ; 25922429 1,900,765 | 250 709 6.09 65.71
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OUR COMMITMENT TO

THE AUTHORITIES

OBJECT, OPERATIONS AND LEGAL FRAMEWORK

Banesco Banco Universal C.A. is a Venezuelan financial institution which
object is to carry out all the operations authorized to Universal Banks by
the Decree with Rank, Value and Force of Law for the Partial Reform on
the Law of Banks and Other Financial Institutions.

Universal Banks abide by their By-Laws; the Decree with Rank, Value and
Force of Law for the Partial Reform on the Law of Banks and Other Finan-
cial Institutions; the Superintendent of the Banking System Institutions;
the Trust Funds Law (partially revoked); regulations and instructions

enacted by the SUDEBAN and the Venezuelan Central Bank.

FINES AND NON-FULFILLMENT

In 2012, Banesco Banco Universal, C.A. was not imposed
with any kind of sanction whatsoever issued by the Cen-
tral Bank of Venezuela or FOGADE, due to non-fulfillment
of the regulations established by these regulatory bodies.
Banesco was not imposed with any sanction whatsoever
for non-fulfillment of the guidelines established by the rules
in force in relation to free competition or anti-trust rules.

In relation to the communications received from the Su-
perintendent of Banks and Other Financial Institutions,
no events were recorded with a significant impact on the
Bank’s financial situation and equity.

On the other hand, in 2012 the Institute for the Defense of
People in the Access to Goods and Services (Indepabis)
applied 10 sanctions to Banesco. All these sanctions have
been appealed and were under the consideration of Inde-
pabis at the end of the year.

In relation to lawsuits, contingencies, contractual and fiscal
commitments, they are half-yearly showed in the Finan-
cial Statements audited by the Bank, according to the
requirements of the Regulatory Body and included in the
Commitments and Contingencies Notice. The bank does
not expect these lawsuits, contingencies, contractual and
fiscal commitments to produce any impact whatsoever on
the financial statements as a whole, up to December 31,
2012 and December 31, 2011. These audited financial state-
ments are available at the Venezuelan Banking Association
Web page (www.asobanca.com.ve).

Banesco
Banco Universal

o2

Likewise, we keep a close eye on the strict fulfillment of
the legal provisions to which Banesco is submitted as a
financial institution, such as: the Decree with Rank and
Force of the General Law of Banks and Other Financial
Institutions, the regulations and instructions established
by the Superintendent of Banks and Other Financial Ins-
titutions, through its instruction manuals, announcements
and official letters. It’'s worth mentioning that, due to the
fast growth experienced by the Bank during the last years,
we have considerably strengthened our organizational and
functional structure, the internal control systems, sup-
ported by cutting-edge technology and a human capital
committed to the Bank in order to face and meet on time
the demands of the regulatory bodies, our customers and
the general public.



PRINCIPLES FOR THE DEFINITION
OF THE REPORT’S CONTENTS

For Banesco Banco Universal, C.A. the making of Corporate Responsibility
and Sustainability Report 2012 aims to gather the main activities on the
matter of corporate social responsibility and the relationship with each
of its stakeholders (stockholders, customers, employees, suppliers and the
community).

This report has been published since 2004, therefore this is our ninth
edition, corresponding to the period from January 1rst to December 31rst
2012. The present report, as the previous ones, underlines the relevant as-
pects of the year 2012, the extent to which the Bank kept its commitments
and its goals for the following year. The Report is written in Spanish and
English (since 2007, the English version is published only in our Internet
site). The reports corresponding to 2006 to 2010 can be found at hetp://
www.banesco.com/descargas/somos-banesco. Likewise, the 2009 Report
can be found in our Banesco Blog at http://blog.banesco.com/rse/.

The structure of these reports follows the recommendations of the Guide
for the Elaboration of Sustainability Reports and Sector Supplement for
Financial Systems, issued by the Global Reporting Initiative (GRI) RG,
version 3.0/FSSS Final Version. Our 2007 Corporate Social Responsibility
and Sustainability Report was the first one to be certified by the Global
Reporting Initiative; with the ‘Application Level B+, while the 2008,
2009, 2010 and 2011 reports achieved the ‘A+ GRI Checked Level’, the
highest possible. We should underline that as the new GRI Supplement
for the Financial Sector entered into force as of January 1rst, 2010, the
present report includes ‘FS’ performance indicators.

The strategic planning program of the Corporate Social Responsibility
(CSR) is prepared by Banesco Banco Universal, C.A. VP of Communica-
tions and Social Corporate Responsibility which leads the CSR practices
and it is the contact point for the matters related to the content of the
present report. This VP directly reports to the Board of Directors.

THE MAKING OF THE
CORPORATE SOCIAL

RESPONSIBILITY
REPORT 2010

Our 2007 Corporate
Social Responsibility
and Sustainability
Report was the first
one to be certified by
the Global Reporting
Initiative; with the
‘Application Level B+,
while the 2008, 2009,
2010 and 2011 reports
achieved the ‘A+ GRI
Checked Level’, the
highest possible.
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PROCESO DE

ELABORACION

The materiality of
the information is
expressed by the
indicators, which reflect
the significant impacts
of our organization on
the economic, social and
environmental fields.

Banesco
Banco Universal

We have followed the same plan of the previous years to display the present
report, which has been organized into two big blocks: the internal and
external dimension of our Corporate Social responsibility, with specific
chapter for each stakeholder. We also report the interactions with these
stakeholders in 2012 and 2011, particularly statistical data (surveys and
focus groups).

In the present report, Banesco Banco Universal, C.A. adopts the premise
of reporting its performance in the framework of sustainability. That is,
it informs not only about its individual performance but its work within
a wider contexts, including:

¢ Financial inclusion (bankarization) as a means to fight poverty.

@ Our emphasis to the support our Social Partners who work to improve
the coverage of education and health services.

# 'The value attached to the organization’s human capital, which is re-
flected on wages above the minimum wage established by law, promo-
tions, continuous training, support programs to buy houses, among
others.

¢ The organization’s impact on the creation of direct jobs at the different
regions of the country, indirect jobs through the regional distribution
of its suppliers, opportunities and regional services for the customers
and regional donations.

Finally, the contents of this report follow the Principle of Exhaustiveness
in terms of scope, coverage and time.

In relation to the scope, the report includes all the aspects that were
deduced as relevant for each stakeholders group, based on the internal
knowledge of them, as a formal consultation process was not opened.

The coverage of this report only includes Banesco Banco Universal, C.A.
in Venezuela. The materiality of the information is expressed by the in-
dicators, which reflect the significant impacts of our organization on the
economic, social and environmental fields.

Thanks to the standardization of the data collection process, this year
we observed a more fluent process at the moment of getting information
from the different areas.



PRINCIPLES TO DEFINE THE QUALITY
OF THE REPORT’S CONTENTS

In order to ensure the quality of the information displayed in this report,
Banesco Banco Universal, C.A. watched over the enforcement of the
principles to define the quality of the report elaboration, which are esta-
blished in the Guide for the Elaboration of Sustainability Reports and
Sector Supplement for Financial Services, issued by the Global Reporting
Initiative (GRI) RG, version 3.0/FSSS Final Version.

To meet the principle of Balance, Banesco ensures the transparency of all
the data displayed all along the report. Currently, Banesco has no internal
or external auditing in place to evaluate the extent of the policies and pro-
cedures implanted for the management of social and environmental risk.
This Organization is concerned with the short-term establishment of the
appropriate processes and corresponding auditing processes to evaluate
these risks.

The figures here reported were displayed into detail for 2012 and 2011,
with their respective variation rates. This allows to compare the perfor-
mance between the two periods.

With a view to guaranteeing the Precision of the Information, this report
has used the GRI’s technical protocols in order to understand and formu-
late the quantitative and qualitative indicators presented in this report. In
general, the quantitative indicators are reported along with the variables
that are the origin of their calculation. This, in turn, makes easier to un-
derstand how they are obtained.

The data reported correspond to the Organizations’ records stored in its
different systems or internal mechanisms. In general terms, they corres-
pond to information published and reported to regulatory bodies, that is,
it is information that can be completely verified.

As we have already indicated, this is a yearly report. Another of our pre-
mises is clarity and we can see this in all the relevant elements of this
report. They are legible, expressed with a single language; figures and
graphics can be easily seen and it is composed of a manageable number
of pages.

To guarantee the reliability of the information displayed and the processes
followed in the making of this report, every internal source is documented
for each aspect reported and submitted to the verification of external
auditors before its publication.

For the year that ended on December 31rst 2012, the Performance Indi-
cators included in the Guide for the Elaboration of Sustainability Reports
Version 3.0 have been submitted to a review by our external auditors Mdr-
quez, Perdomo & Asociados (Members of Crowe Horwath International),
who are also external auditor of our Bank.

To guarantee the
reliability of the infor-
mation displayed and

the processes followed in
the making of this report,
every internal source is
documented for each
aspect reported and sub-
mitted to the verification
of external auditors be-
fore its publication.

2012 &



‘Corporate Government

Stockholders

Human Capital

Volunteers

“Sacial Partners

Community

o9
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Main action lines 2012

> Intraduction of changes inta the structure of the
Steering and Executive Committess interms of:
raticnalization, integration; objectives and management
reports presentation.

> Evaluation of different offers from supphers toimplant
a system 1o provide attention to cur stockholders.

> Strengthening of sur programYour House with
Banasco, increasing the amount of the Mortgage Cradit
for employees, 35 well a5 the amount of the Unsecured
Foap ; ; :

> Launch of the Virtual Leaming tool for all gur
coflaborators: '

> We kept the agreements with different university
institutions for our human capital recruitment campaigns.
» Foundatkon of the Theater and Chorus Groug and the
Hunners Club of Banesca Banco Universal CA.

> Homologation of the posts categony, which were put in
& bands.

* Launch of the process of Knowledge Evaluation.

= Fiest calebration of the Multinational Synergy Meetings.
* Refresh of Banesco Values and the Code of Ethics.

> Incorporation of the recycling worksheps into Banesco
Volunteers education process

> We carried out campaigns to protect the environment,
through our Environmental Volunteers

> Development of activities to encourage reading among
the children.

> Provide support 10 our social partners with activities
celebrated at thelr headguarters.

» Continuity of the Program for Complementary
Education, addressed to Fe v Alegria higher education
students

* Strengthening of Corporate Volunteers education on the
matter of peavention.

> Strengthening of our Corporate Volunteers at the
different regions.

> We kept unchanged our policy of permanent support 1o

‘ourSocial Parthers.

> Monthly meetings of the Communications and Social
Responsibility Committes To maintain aligned the CSR and
Business strategy. -

> \isits to our Social Partners headquarters.

> We continued the dialogue with Bello Monte
community, the neighborhood where is located our
headquarters.

> Inauguration of & new space at our Ef Rosal
headquarters, wihere we carmy out several activities for the
community,

Commitments 2013

> (reate a Corporate Government site in Google to
organize in this sive-all the information related to the
funu_:tl'miiimg and performance management of the
different instances of the Corporate Government (Board
of Directars, Executive Camrimittees, Thematic
Committees) of Banesco Banco Universal CA .

> Update the members of each Thematic and Executive
Commitiee to inclade or extiude particpants,

> Continue with the Survey on'the Maturity Level of the

“Corporate Government,

> Create asection devoted to stockholders in Banesco
Banco Universal, CA, Web page,

> Abide by the Venezuelan legislation and carny out a
dialogue with the stockholders through guarterly
meetings.

> Cantinie with thi program Your House with Banesco) by
increating the amounts of unsecured [oans and-granting
new mortgage credit to our employees.

> Strengthening the Virtual Learming platform; including
new madubes inour Fortals of Risk and Quality Service. To
Iaunich a platform of the module corresponding tothe
Program of Money Laundering Prevention,

> Reinforce and expand the agreements with academic
institutions for our recruitment campalgns.

» Incarporate new graduates in arder to create a<eedbed
of talents and encourage the education and development

- of olr staff.

» o deeper into the identification of Banesco Citizens
with our corporate valuss.

* Eiecutar planes dé sutessin para sjecuthvos, gerentes y supervisores,
> Strengthening the attention channel "Human Cagital
with You",

> Conthnuve with the education of our Corporate
Volunteers in topics such as leadership, team work and
effective communication

» Incorporation of the Corporate Volunteers intro the
program of Micro-entrepreneurs education,

» Increase the participation of the Corporate Volunteers
into the cultural activities carried out by Banesco Banco
Universal, CA,

= Continue with the visits to the headguarters of our
Social Partners.

»> Strengthening Banesco Volunteers presence at the main
regions of the country,

* Keep the support: to our Socal Partners’ projects that
ane i tuiie with our Corparate Sodal respansibility policy.
* Strengthening our relationships with our Social Partner;
incarparating them into business activities.

> Continue with the monthly meetings celebrated By the
Communications and Social Responsibility Committee.

> Continue the dialogue with Bello Monte community
through the participative budget.

> Continue with the development of cultural activities at
our administrative venues.



Main action lines 2012

Commitments

Customers:

Community Banking

Environmental

Suppliers

Autharities

* Celebration of Cultural activities at our administratove
venues for the community,

> Free-cost concerts all over the country.

> Algng with the Community Banking. we massified the
program of Education for Entreprenaurs, hand in hand
with one of our Social Partners.

> Celebration of the fourth edition of Words for
Venezuela.

> Wewent deeper in knowing our customers” profilein
arder 10 improve the delivery of preduct= and services
adjusted 1o their needs, :

> We emphasized guality.service and operational
axcelience, leading ta a higher satisfaction level of our
customers..

* Expansion of BanescoMbvil functionalities for Windows
Fhone devices,

> Expansion of our services offer through BanescOnline.
> Massification of muttifunctional equipment.

> We provided guidelings ta our custemers through the
Virtual promoter,

> Relaunch of Banesco Banco Universal CA. Web page.

> Redefinition of cur natural customers' segmentation for
the Premium and Private Banking cwstomers.

> We added new products and services to our portfolio;
> Inauguration of five new Community Branches.

> Massitication of the Program of Education for
Entraprensurs,

> Strengthening of our plan to reduce electric power
consumption.

> Strengthening of our program 1o recycle paper.

> We have continued digitalizing our files.

> Incorperate the ogtion Electronic Account Statement
into Banesconline for custemers with current account and-
debit card in order teTeduce paper consumptian,

> We carried out a re-engineering process in the area of
processes, quality control and contracts, among others.

> Incorporation of a clause in the contractswith our main
suppliers in arder to encourage the 10 tenets of the Warld
Global Compact.

> We celebrated meetings with the Sudeban in order 1o
review processes and impsove them, according to the:
rides in force.

> \We were able to achieve all the amounts required for
state=run portfolios. ;

> Estabiish new alliances 1o increase the number of the
beneficiaries of the program of Education for
Entrepreneurs.

* Continue encoutaging cultural activities in all the
regions of the countng.

> Prepare a monthly digital bulletin with the C58
Initiatives of Banesco Banco Universal C A and addressed
1o our customers and acquaintances.

> Remodeling of 140-branches nationwide in arder 1o
massify the new attention model through multifunctional
machines and service lobbies.

> Lo deeper into the knowledge of our customers' profiles
in order to Improve the delivery of products and services
adjosted to the needs of each segmeit, emphasizing our

_operational extellence.

> Developing a tool that aliows the customer 1o block his
dabit card from his.call phona,

> Providing high standards of security, with the
incarparation of 3 néw system to reinforce access to out
Internet Banking and Phone Banking.

> Increase our customers’ satisfaction levels by adding
new products-and services 10 our portfolio.

> Opening two new Community Branches to expand our
services 1o how iINcome 2ones in our country.

> Incorporate new financlal services in the channel
Haor-Banking Correspondent

= Develop Banesco Mbvil SMS in order to increase financial
inclusion and the penetration of banking services into low
Income segments of the population

> Expand the Banking via Internet in order 1o increase our
services offer to our Community Banking customers.

* Continue with the Community Cinema

* Continge with our Comminity Tours,

> Replacement of obd air conditioning equipment in 100
branches all over the country.

> Replacement of the air conditioning chilters at Bella
Vista Tower, in Maracaibo ity

> Incorporation of new material to our recycling effarts at
our headguarters, o :

> Strengthening the defivery of the Electronic Account
Statement through Banesconline for customers with

- cuprent account and credit card in grder to reduce paper

comsummption.

> Incorporate in all the files of our suppliers a better of
acceptance and fulfillment of the Ten Tenets of the World
Compact clauses

> General updating of our suppliers files,

> Continue abiding by Venezuela's Jegal framework.
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BANESCO BANCO LINIVERSAL, C.A.
SOCIAL BALANCE ACCUMULATED 1998 ® 2012

. Bagted in VEF
Description 2013 | Accurmuoted 1098 - 2012
SOCIAL INVESTMENT

Application Banesco Resources 86,041,528 247,342 D45

Fa y Aegria - 23:237,018

Microsntropnensuns Training Program 2,044,219 2,044,219

Simdn Bolhvar Music Founcation 1,024,640 11,878,305

Asgosiation of Venezusan Cathesie Education (AVES) 1.000,000 8,038,001

Irustitite of Advanced Studies in Adminiiration (ESA) | 1,200,000 3,870,000

Universitios and Other instilitions ] 45,000 7,018,876

Baresco Le-Long Scholarships - 173,450 S22 628

Other Ebucation Instilltes and Crganzations 126,000 2471761

Vanezustan Foundation againgt Child Parslysis [ 925,540 ' 2,515,758

Other Healih and Macical Care Qrganizations 572,836 2,650,338

FLINEIAMA 180,000 1,806,254

Ol Association Don Bosco Houses Network 58,800 2,823 232

Salesian Lindies Chil Association 275,000 ' 1,854,441

Attendanca 1o the childhood and peopéo

with special neccassitis 5,500 2,442 440

Toys donation 1o the cammunitios 278222 _ 3,386,673

Editarial Projects 1,311,188 6,433,543

Cther contrbutions BT 577 8,780,957

Solidartty (Capital and Regionad 964,666 5,138,558

Events for the Communily ' 8114071 _ 9,421,072

Invesstment in works in Colings de Belio Monte 497 A58 3,868,087

Mayoeaitis, regional govarnments and other State Organizations | 5O3.375 8,378,083

Non-Contraciual Sockal Banafits

for Baneseo Employess AB,484,065 127,182,257

Corporate Volunteering Cerritation 212,934 857,102

Aplication of Article 96 [LOCTISEP)

(2004-2009) - 39,612,457
Total Social Investment 36, 247,342,045
Contracted Commitments | 5,550,000 5,650,000
GENERAL TOTAL SOCIAL INVESTMEMNT
PLUS COMMITMENTS MADE 74,704,628 286,504,502

Board of Directors
Miguel Angel Marcano .'

Diaisy Josaing vk 9
Diga Elena Marcano =
Sergo Soggee Banesco

e Corip

Banesco
Banco Universal



Information about management and/or direction approach

Desecription

Products Portfalin PRODUCTS AMND SERVICES IMPALT
Policies with specific environmental-and social aspects appiled
to the business lines. F51 i o i
Pracedures for the evaluation and cantrol of sockal and envirenmental risks
in the business lines. F52 89-491
Processes to moniter the implementation of the socizl and ervironmental requirements included i customers
contracts-or transactions: F53 g9 -51
Processes Lo improve the employvess’ capacity o impiemant the environmental and sodal polices and
procedures applied to the basiness lines. F54 29,31-33
Interactions with customers/pariicipant socketies fcorparate partners in relation Yo enyironmental and social
risks-and opportinities. F55 : 41,72, 84,88

Ezonomic Dimension INFORMATION ABOUT MANAGEMENT APFROACH
Economic performance
Market prezence g
Indirect economic impoct 50-81

INFORMATION ARDUT MANAGEMENT APPROACH
Material

Environmental

Eretgy &8
Wazer B8
Bin-diversity {1
Emissions, spills and residues &7
Products and services EE
Reguiatory fulfiliment Lk
Transportation L)
General aspects g86-593

Social Dimension ] CES AND ETHICS AT THE WDRK PLACE

JT THE DIRECTION APPRO

28
Relationship Company/Workers 3I6-38
Health and Securityat work 35 -326
Training and Education 29,31 -23
Diversity and eqisal onpoetunes 28
HUMAN RIGHTS = INFORMATION ABOUT DIRECTION APPRDACH
Intrestment and procuiement practices G4 - 95
Hon-discriminatisn 38
Freedom of Asseciation #nd Collective Bargain 36-37
Abaltinn of Chikd esplomation 38
Prevention of forced and obligatorny work 38
Complains and Conciliatory procedures 15
Security practices 5
Aporiginal fights (13
HUMAN RIGHTS = INFDRMATION ABUUT IRECTION APPRUALH
Community 4 - 48
Cornuption 37
Public Palicy [£3]
Distoval Competition Behaviar 103
Regulatory fulfiliment 19 76

ESPOMSIBILITY ON PRODUCTS

INFD! DN ABDUT MANAGEME I

Custiomers' Health and Security B&-T7
Praducts and Senvices laballing 15-T75
Marketing communications I -8, 80
Customer's privacy. £B
Reguiatory fulfillmen? 76

4,80

{1} These aspects are not conshoered as priorties or relevant for the aothvitkes Cared ol by the Bank, thus they not accompanied ere by specilic managernent apgroaches.
{21 Thir activities of cur Organi zation do not produce sig'.;n.h:..]n'. emissions or hazardous sgilk,
{3) Thera ts not 2 defined policy on this matter, but tha Bank anahyzes each cz38 onan indnedud basis, and abways In the framework of the regidatons in fonce.

IRSE2012 O



Profile, strategy and organization

Description

1. Strategy and 1.1 Deciaration of the hiyhest responsible of the decilon-making process of the organization
analysis {genaral director, president or an equivalent pasition) over the relevance of sustainabidiny for the
organizaticniand s strategy. 2
1.2 Description of the main impacks, risks and opportunities in relation
o St ainabiliny. ; ; £ g
2. Drganization 2.1 Marne of the organization 4
Profike 2.4 Main crands, products and for sanvices. BO - 64, 53
2.3 Dperationial structure of The ocrganization, included its main divisions, dperating entities,
subisidiaries andjoint ventiies: : o 14
2.4 Location of the srganization’s headquarters. 4

2.5 Number of countries where the organizaticn has operations and names of the countries where
it gevalops significant activities or hose relevant specifically In relation to the sustainability

aspects treated in the repart. M
2.5 Mature of tha property and legal form, 4
2.3 Maskets served Unciding it geographic details sectors suppled and type of

tustamers beneficianies), 5% 60

2.8 Dimensaons of the informant organization includirg:

= Number of employess.

= Het sales (for private sactor osganizations) or net incema

{len pablic sectororganm zationsy

= Toral capimalizatian detatled in teems of debt and net assers

{for private secton organizdtions)

= Amount of the products o services proviced 93160
2.8 Significant Changes during the period considered By this repart on the size structuge and
propety of the organization, induding:

. Lodationiof the activizies o changes produced, openings,
closures and éxpansion of fackities; and
- CHanges on sTUCTUrs on the capitel stock dand ather tvpes
of capital makntenance of thesa capitalt and operations To modity The capital
stack [for private sector orgarizations) 4 2L 1976081
2.10 Awarcs and accolaces recerved during the reportec pericd. 75
3. Parameters of the
Report 3.1 Persad covared by the mionmationin this report (for examgte, fiscal year,
talendar year) 103
3.2 Dateof the previous repont (IF avaitabie). 102
3.3 Lyche of regorts presentation (annual bienmal, e1c), 103
3.4 Comtatt paint for giestions related to-the report andits content 103

SCOPE AND COVERAGE OF THE REPORT

3.5 Process to defing the report content. including:
= Determination of materaity
= Priority of the aspécts inchuded inthe repost
» |dentification of the‘stakeho'ders that the organization expects

o use the report. 104
36 Coverage of the repart (for sxample, countries divisions subsidiaries, leaced facilities jaint

ventures, supgliers) 144
3.7 Indicate theexistence of scope or coverage limitations of the repart 104

3.8 The base to inziude in the case of joint ventures, subsidiaries, leased facilities, sub-contract

attivities antd obher-entities that could have s significant ingact onthe compasability bebween

periods and /o orgarizations. 104 « 105
3.8 Techniguies fo data measutement and bases o make cakulations, inchiding ypothess and

underlying techniques 1o the estinrations appiead to the coliections of indicators and other

information of the report. 105
3.10 Bescription of the effact that could have the reformulation of the iformation

Belonging to prevhous teparts, along with-the reasons fof this reformulation

(for example, mergers and acquisitions, Change of the Infarmation periads, nature-of the business

arvaluation methods). 1)
3,11 Signiflcant changes related to previous cenicds Interms of the scoDe, coverage or vaiuation

methods applled in the report. (25
3.12 Table indicating the tocation of the basic conténts of the report. 109 -111

3.13 Current policy and practice for extemal verfication of the report. it the verfication statemant
in the sustainability repart does not include it, i will be necessary 1o explain the scope and base of
any othar extérnal veriication existent. Likewise; it should be clarified the rétation between the

informant ceganization and the sugplier or supplers.ot the vertication. 105

Banesco
Banco Universal



Profile, strategy and organization

mnmitmtm_s and
stakcholders
participation

G NT

4.1 The structure of the arganization’s government. including the committees of the hghest
governmant body res ponsible of tasks suchas the definition 6F the Strategy o sUpervision of thi
DRaniZaton

4.2 Indicate If the president of the highest government body als0 0rolpias an SxecuTive position

[f =0, indicate his function within the girection of the organization and the reasons justifying that

position) )

A.3 For thase arganizations with an unitary steering structure, it shall be indicated the numbef of
mamsers of 1he highest gevamment body who are independant of non-eeeciithie,

4.4 Mechaniems of the stockholders and empigyess 1o communicate recommeandations of
indecations o the Fighest govérnmen: body, ' )

4.5 Link between the retribution of the member of the kighest government body, top directons
and execitivies (including the agreements of positian abandon) and the pedfonmance of the
ofganization (inchuding its social and eswironmerntal performance)

4.6 Procedires implanted 1o avoid interest conflicts at the highest

,ED".'E"I'I'I'I'PT"I :Il.'li'.ﬂ

4.7 Procedure 16 determing the caproty and experience eligiblefor the members of the highest
government bedy 1o guide the arganization’s strategy en the social, environmental and economic
aspects. : i

4.8 Declarations of mission and valies developed internally, codes of conduct

and relevant prindples for econiomic; environmentat and social performance

ard their implesmmantation state.

F.9 Procedures of the highest government body To suporvise the idonttfication

ard management by The arganization, the econcmic, $a<ial and envisonmental

pertarmance; including Telated risks and opportinitios, a5 well a8 the adhierence or fufilment
of the standards agree upon at international krstances, codes of conduct and principles.

4.10 Procedyres toevaluate the performsnce of the highest government body, particulary (ts
ervironmental, ecoromic and sacial performance.

COMMITMENT TO EXTERMAL INTTIATI
411 Deszription of how theorganization has adopted & precautionary
plan or prindiole
413 Social environmentd and econombc printipies o progiams extemnally developsd,
a5 weell & any other indtiative subsceibed or approved by the organization.
4.13 Main association woowhich the organization is alfiliated
Isuch as sectanial associations) and/ar national and international entities supported
by the organization and:
= | it i3 present in government bodias,
= If IE-particinatesin projects of committees
« |F it provides significant funds exteeding the obligations of the partners
= Ifithas strategic considerations

STAKEHOLDERS PARTICIPATION

4.14 Relation of stakehoiders inchrded by The organizaten

15 Base 1o identlty and select the stakeholdars with which the srganization

i5 cammitTed,

Ale Approachesadopted for the Inclusion of stakenalders, Induting the freqienty

of thelr participation per stakeholder type and category,

4.17 Main concerris 2nd interest aspects that have emerged thiough thessiakeholders
participation and the way haw the onganizatien has responded 1o those concerns and inlerests in
the preparation'of this feponn

{1F This repert does not include retormulations of intopmaton of signehoant dnan@es in reaton 1o previcus repois.
L2 Sackhuddders 20- 21 f Human Capital 2241 ¢ Soclad Partners 44 = 45 f Commuonity 48 = 55 84 Customess 7, 59, 72 [ Supples 34, OF f Authcrities 102
{3} Hamran Capital 40 - 41/ Socl Partners 44 - 45/ Customens 5- 68,83 - 85

11- 15

11712

15,20

£3]

3]
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Crowe Horwath.

Report on Applying Agreed-Upon Procedures for the Verification of
the Social Responsibility Report Performance Indicators included in
Banesco Banco Universal, C.A. 2012 Corporate Social Responsibility Report

To the Board of Directors and Stockholders of
Banesco Banco Universal, C.A.

Scope of our work

We have applied the procedures agreed-upon with you and described in the following paragraph
for the review of Performance Indicators provided by the Bank for the year ended December 31,
2012, identified as Appendix | attached hereto, and supported by the report named “Banesco
Banco Universal, C.A. 2012 Corporate Social Responsibility Report” issued by the Bank.
The Management of the Bank is the sole responsible for the preparation of the “Banesco
Banco Universal, C.A. 2012 Corporate Social Responsibility Report”, as well as its design,
implernentation and preparation processes and the presentation criteria. Qur responsibility is to
issue an independent report on Performance Indicators based on the processes applied to our
limited review.

The scope of a limited review is substantially reduced compared to an audit or work of
reasonable assurance. Therefore, we do not give an audit opinion on the “Banesce Banco
Universal, C.A. 2012 Corporate Social Responsibility Report”.

Verification Standards and Processes

Cur work was conducted in accordance with the generally accepted audit standards on reports
on agreed-upon procedures, the Sustainability Reporting Guidelines and Financial Services
Sector Supplement issued by “Global Reporting Initiative (GRI) RG version 3.0/ FSSS Final
Version, and the review standards issued by the International Federation of Accountants for
works of reviewing ISAE 3000 (International Standard on Assurance Engagements 3000) on
regards to limited assurance on non-financial information.

Our review consisted on making guestions to the Management and the different departments of
Banesco Banco Universal, C A. that participated in the preparation of the “Report on Corporate
Social Responsibility 2012” and making some analysis and sampling test reviews described
below:

Banesco
Banco Universal



Crowe Horwath.

* Meetings with Banesco Banco Universal C. A.'s staff involved in the process of compiling the
information contained in the report named "Banesco Banco Universal, C.A. 2012
Corporate Social Responsibility Report’, and in the preparation of the indicators subject
to our review with the purpose to know the principles, systems and action approaches
applied and obtaining the necessary support documentation for its verification.

* Analysis of the processes performed by the Bank to obtain and validate the information
contained in the “Banesco Banco Universal, C.A. 2012 Corporate Social Responsibility
Report”

= Review all steps taken to identify and consider the interest groups throughout the period by
analyzing available internal information and third-party reports.

« [ake sure the information contained in the “Banesco Banco Universal, C.A. 2012
Corporate Social Responsibility Report” does not conflict with any other relevant
information submitted by Banesce Banco Universal, C.A.

« Analyze and confirm that the indicators provided by Banesco Banco Universal, C.A. include
the aspects suggested by (GRI) in the Sustainability Reporting Guidelines and Financial
Services Sector Supplement RG version 3.0/ FS5S Final Version, and therefore assure the
relevance of the information provided regarding the situation of the Bank.

« Analyze the scope, relevance, and completeness of the information contained in the
“Banesco Banco Universal, C.A. 2012 Corporate Social Responsibility Report” based
on Banesco Banco Universal, C.A. understanding of the interest groups' regquirements
regarding material aspects described in section "The External Aspect of Qur Social
Responsibility Program”.

» \Verify by means of sampling test reviews the calculation of quantitative and qualitative
information contained in the “Banesco Banco Universal, C.A. 2012 Corporate Social
Responsibility Report” of the year ended December 31, 202, and proper collection thereof
from information provided by Bank's information sources.

= Review by means of analysis of internal information provided the performance of the parties
invoived throughout the period regarding the identification, collection of information and
relationships.

Conclusions

Based on the results obtained from above *Verification Standards and Processes"”, which
were agreed upon with the Management of the Bank to verify the Performance Indicators 2012
provided by you for review, included in the *Banesco Banco Universal, C.A. 2012 Corporate
Social Responsibility Report”, we found no deviation or significant omissions in the reviewed
information and no aspects other than those reported in Appendix | and Il hereto have been
identified that make us believe the “Banesco Banco Universal, C.A. 2012 Corporate Social
Responsibility Report” has not been prepared, in all its material aspects, in accordance with
the Sustainability Reporting Guidelines and Financial Services Sector Supplement RG version
3.0/ FSSS Final version, prepared by the Global Reporting Initiative. Consequently, we give the
rating Level A +.

II
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Recommendations

In addition, we have presented the Vice Presidency of Communications and Corporate Social
Responsibility of Banesco Banco Universal, C.A. our recommendations on areas to improve in
order to consolidate processes, programs and systems related to the Social Responsibility of the
Bank. The most significant recommendation is:

s Improve the reporting system of the information to be included in the Social Responsibility
Report, particularly the Environmental Performance Indicators, in order to define global
specific objectives that can be measured on a regular basis.

MARQUEZ, PERDOMO & ASOCIADOS
(MEMBER OF fROWE HORWATH INTERNATIONAL)

v

i_*:!ﬂérquez T.

'S.amuell
Public untant
C.P.C N*21.318

S.1.B. N° CP-569
C.N.V. N*92-2003

October 28, 2013
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Performance indicators

Appendix |

Indicatar Verification

ECONOMIC PERFORMANCE
GR1 Indizator Yersion 3.0

Aspect: Economic Performance

ECL Direct peonomiz value gengrated and distripuned il're:lul:li‘g revenuas, ooerating
okl employes compensation, dorations and other commiunity investments, retaimned

earnings. and payments o capatal providers snd governments. | Principal Verifled 7-8
EL2 Financial imalications.and other risks and opoorTunites for the orgamzation's :
Jctivizies due o climate change. : Principal Veritied [ 86
ECR Coverage of the organi zation's defined benefit f
planobligations. )  Principal Verifled 39-41
ECA Significant financial assistance recenssd from 2overnments. | Principal {1) :

Aspect: Market Presence

ECS Rargeof ratics of standard entry level wage compared to local minknum wage &t

significant docations of operation Aditional Verified : 28
ECe Policy, practices, and proportion ot spending on focally-hased suppliers 2t | i
significant focations of operation Principal Veritied : 94 - 98
ECT Piocedines for fooal Wiy and proportion of senjor management ! :
hired from the lotal community at locations of significant :
operation:  Principal Verified 2527

Aspract: Incirect Economic Impacts
ECA Development ard impact of infrastrecture imvestrents and services
provided primarily-for pub®e Benefit threogh commercial inckind-or probond

engagement Principal Yeritied 45 - 47
EcsUnderstznding and dascription of significant indirect economic impacts. including. | i

the exten: of imparts Aditional ‘eritied 46 - 47

H Indrcator Version 2.0

EN1 Materials used by weight or volume Principal Partial verified (2} | 88, 92- 93

ENZ Fercentage of materials used that are recyclad nput matenaks. Principal Partial varified [3) | BE, 92 -93
ENZ Drect energy consumption by primary energy source, Princijral erified BR
ExdIndirect anarey corsumption by primany solrce: : Principal Verified : B8
ENG Eneigy saved dup {0 contervation ahd effkienty imorovements. | Aditional Verifled i 86 - 87
EN6 Initiathves 1o provide energy-afficient or renewable energy based i :

products and secvioes, and redwsctioms in energy tequitements s 4 result of theswe Aditional Verified : B6 - 87
inftiatives. ; ; ;

ENT Initiatives to reduce ingirect energy cansumption and reductions !

achieved Aditional Verified : &
ENE Total water withdrawal oy source  Principal Veritied ‘ o8
ENS-Water sources significantly affected by withdrawal of water. Aditional Verified I ft:3
ENID Percentage and fotal wlume of water recycled and retised CAditional Verified i B8

Aspettod Blodiversidad

EM11 Location and size of land awned. leased, managed in, or adjacent ta, !
protecied areas and arees of higgh biodiversity valis outside giotected arsas. : )

Indicate the location and size of land owned, leased, managed and arezs of high

blodivérsity value. { Principal Verified ] 88
EM12 Deseription of Signiticant imgacts of activities,
produces, and sarvices on blodlversty in protecmed areas
andd dreds of high biodiversity value outsice

priotected areds. Principal Verified : &8
EM13 Habitats protectad of restosed, | Adicional Verified ! 88
ENIA Strateghes, curment atiions, and future plans for managing Impacts :

on biodversisy Aditional erified ) ::3

ENIS Humber of IUCN Red List species and national
conservation list species with habitats in areas affectad :
by operations, by levelof estinction risk. | Aditional Verified i
i E3
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Performance indicators

Indicator Verification

Aspect: Emissions, Effluents and Waste

EM16 Totad direct and indirect gréenhouse gas emissions by wemght. ‘ Principal “Verified - it
ENIT Other relevant indisect greenhoise gas emissions by weight. i Frincipal Werified . &3
ENLE Instiatives 1o reduce greenhouse gas emissions and reductions : i :

achieved. +Aditlonal Verifled v 87,90,91
EN19 Emissions of ozone-depleting substances by weight. ‘Principal +Werified - &7
ENZ0 N0 50 and other significant air emissions by typeand weight. : Princlpal i Verified H B7
ENZ1 Total water discharge by quality and destination Principal Verified 88 - 89
EN2Z2: Total welght of waste by tvpe and disposal method. 1 Principal L Partial Verified (2] BB
ENZ3 Total number and volume of significant spills - Principal <Veriflad 87

ENZ4 Walght of transported, imported, exported, of treated waste desrmed hazardous

under the terms of the Basel Comvention Anmex | 1, 0L aod VI, sod percentage of | [

transported waste shipped internationally. " Aditional Werified i 90
EM25 Identity, size, protected status, and biodiversity value of water bodies and related 5 i

habitais significantly affected by the reparting organization’s discharges of waterand . & :

runaff. - Aditienal Merified : 83

ispect: Productsand Ser

EN26 Instiatives to mitigate environmental impacts of products and services, and

extentof Impact mitigation, _:Pﬂnclpal EFmial Verified (4] ¢ 85-92
EN27 Percentage of products sold‘and their packaging materials that are reclaimed by X [
category ;Prlnrlpal :"u'erlfled 92-93

Aspect: Compliance
ENZE Monstany vabse of significant firsi and total number of nign=monetknesanctions. i ;
for non-complance with environmental laws and regulations - Principal Verified A 91

Aspect: Transprortation

EN28 Slgnificant environmental impacts of transporting products and other geods-and

materials used for the crganization’s operations; and Transporting members of the ' ;

wWarkfare, © Aditianal Verified : a0

Aspect General

EN30 Tota! emvironmental protection expenditures and investments by type, L Aditlenal WVerlfled ! BE

LABOR PRACTICES AND DECENT WORK FERFORMANCE INDICATORS
GRI Indicater Version 3.0

Aspect: Employment
LAL Total workforce by emplovment type, employrment contract,

and regian *Principal Werified 23-25
LAZ Tetal number and rate of employes turnover by age group, gender, : i ;

and region, i Principal Werified 26-27
LAZ Benefits provided 1o full-time employees that are not provided o temporary ; 3 [

or part-time emplovees; By major operations. +Aditional Nerified 39-41
Rspect: Labor/Management Relations

LA Percentage of employees covered by collective bargaining agreements. «Printipal Meritied : 36
LAS Minimum notice period{s] regarding operational chianges. including whether it s x . .

specified in collective agreements, < Pringipal Verified 26

1 0l K

Aspect: Decupational Health and Safety
Lk Percentage of total workforce represented in formal faint management-workes
health and safety committees that help monitor and advise on occupational health and

sataly programs. +Aditional erifiad 5
LAT Rates of injury, cccupational diseases, lost days, and absentesism, and ausmber of '
work-refated fatalities by region, Pringipal Verified : 35

LAS Education, training counseling, prevention and risk-controf programs in place to

assist workforoe members, thelr families, o community members reganding serious i i :
diseases. - Principal Verified 29-36

LAS Health and'zafery tapics cavered in formal agresments with trade unions. » Aditienal Werified : 36

Aspect; Training and Education
LALD Average hours of training per year per employes by employes

categony. ‘Principal Werifled : 31-32
LALL Programs for skilis management and lifelong learning that suppor : ] .
the continued employability of employees and assist them in managing ; : '
career endings -Aditional Verified 29-33
LAL? Percentage of employess recelving regudar performance and career dévelopment. | Aditional Merified A 26
TEVIEWS, . '
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Indicator Verification
Aspect: Diversity and Equal Dpportunity
L&a13 Cormposition of governante bodies and breakdowm of empioyees per category I |
aceording to gender, age, minority graup membershin; and other indicstors of diversity, i Principal iWerified 11,13, 23-25
LALd Ratio of basic salary of men to women by emploves ) ;
CelEEony. i Principal Merified 38

GRI Indicator Version 3.0

Aspect: Investment and Procurement Practice
HR1 Parcentage and toral numberof signHicant investment agresments

that include human rghts clauses or that have endergone human ;

fights screening. | Principal s

HR2 Percentage of significant supphiess and conzractors that have undergone [ i

soreamdng on humah rights-and actiops taken, }F‘rinﬁpm  Partial Verified {5) 17,94

HR3 Total hours of emiploves tainmg on pobices 300 preoedures conceming

aspects of human rizhts that are relevant ta cperations, including the pefcentage ; ]

of employees Trainad s Aditional Werified 33
Aspect: Non-discrimination

HR4 Total numberof incidents of discimination and actions taken, ‘Principal Werified : 38
Aspect: Freedom of Association and Caollecthve Bargalning

HRS Dperations identified in which the right te exercise freedom of aszociation and [ )

coliective Eargsining may ba 2t simificant risk; and sctions 12Ken 1o 5eppolt these :

rights. : Principal Werified 38

Azpect: Child Labor

HEte Dperations rdentified as having significant risk-for inddents of chird fabor, and - A
measures taken to contribute to the eimination of child labes i Principal | Werified 38

Aspect: Forced and Compulsony Laboe

HR7 Dperations identiflied as having significant risk for incidents of forced or

compilsory labor, and measures 1o contribute To the elimination of torced or i :

compulsory labar; . Principal Werified : 38
Aspect: Security Practices

HRE Percentage of security personnel trained inthe organization’s policies i '

of procedures coneerning sspects of hurman rights that e releiant ; i

TG operations. E.ﬁ.ditiu:ﬂl i\"wiﬁed 33
Azpect: Indigenous Rights

HRB Total number of incidents of viokations invohing nghts of indigenous peapie and : :

actions taken. s Aditional 'Verified 38
SOCIETY

Gl indicator Version 3.0 v i

BDI. Hature, SCOPR, and E‘ﬂe Cihveness of al'l‘:ln FI:'GS-'HIT.'; and p:'al.".ll:e's tmat asses
and manage the Enpacts of operations on communities, including sntering. operating, s
and exiting. | Principal | Verified a6 - 47

Aspect: Corruption

502 Percentage ang total number of business units anahy2ed for rsks: :
redated to conrugtion, ' Principal Werified 15
503 Porcentage of employess talned i arganization's anTkoommiption poliies . h
and precedures. i Principal Werified 31-32
S04 Actiore Taken In response to mcdents of corrupion. ' Principal Werified ! 37

505 Publi policy aositions and partickaation in public polioy develapment

and laBhying. i Principal {Verified 17
506 Total value of finandial ard in-kind contributions 1o political parties. politicians; and | !
related institugions by countiy. i Aditional i (&)

Aspect: Anti-Competltive Betavio
507 Total number of lagal actions tor anticompetitive behavior, anti-trust, and ' :
manopoby practices.and thelf outromes Laditional ‘Werified 102
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Indicator Verification

Aspect; Compliande
508 Meonetany value of significant fires and to1al number of non-maneatany sanctions |
for nan-con-pEance with laws and regulations. i Principal iWerified i 102

PRODULCT RESPONSIBILITY

GRi Indicator Version 3.0

Aspect: Customer Health and Safety
PRL Life cydle stages inwhich health-and safety Impatts of products : !
and services are assessed for improvement, snd percentage
of significant producits andservices categories sabject ; ; ;
te s h procedures. | Principal 1 Partial Verified (7) a6 - 5%, TE
PR2 Tofal numberof incidents of non-compfiance with regilations :

and volurtany codes concerning health and safety Impacts of products ; |
“and services daring their lfe cpcle, ;

by tyoe of outcomes. " Aditional verified B85, T
Azpect: Product and Servize Labeling

PRI Type of prodict and service information tequired by procedures, ] I

and perceritage of significant products and services subject . .

1o sach information requirements, ‘Principal 1 Partial Veritied (8) 75-78, 80

PRA Total numbers of incidents of non-cempliarce with regulatices
and valuntary codes concerning product and senice infermation and labeling,

by type of autcomes : Aditinnal Werified 72-73,75-76
PRS Practices related to customer satisfaction, inchuding résults of sunveys measuring
custamer satistaction. s hditional ‘Verified 72-73.84,98

Aspect: Marketing Communications

PRE Piogianms for adnerente to laws, standards, and voluntary
codes related to marketing communications, including advertising,

promotion, and sponsorship. E Frincipal Verified i 75 - BO
PRY Toial number of incidents of non-compliance with regulaticns and voluntary codes i
concerning marketing comme nications, Including sdvertising, promotion, and : . :
sponsorship by type of cutcomss saditional (Werified 76,102

Aspect: CusTomer FT:'-.'HF','

PRE Total number of substantiated complaints regarding breaches of custormer privacy.  © ]
and losses of customer cata + Aditional iVerified &85, 102

Aspect: Compliance

PRS Monetary value of shgnificant Tines for non-compliance with iaws and regulations ¢ . :
conceening the provislon and use of products and services, : Principal \Werified : 102

Page: acation af the Indizatar in Banesso Barco Urivena’, CA, Corparane Seciad Respenadiity Report 2017,

{1} During the cycle covered by thiz répart, we did not récard any financisd sid [T} We take intd tormideration our cutomess’ security and pravacy in-all our products
recedved from 1he gavemment. and services. However, we do ot count on a systematized procedure alowing 1o

[2) Wie have nat irstalled a syStematic procedune 1o caleulate the weight o wolume coliecting 1he data, as it i explained by 1his indicaior

of all the matedlak used by the Bank (&) We saricthy comely with the rubes and proceduresin force 1o design all our

{2} The organdzation does not use recidimed material. The organization has inplace 8 products and services. but we have not in place a procedune 1hat allows to indicate 3
donatien program for furniture, computers and toner cartridges to be reused. percentage, & i1 s explained inhis indlcator,

{4) Wa have ndl determinad the extent of the eavironmental impact reduction as a (9} The Bank hat not in place thes lnnd of service.

censequance of mitigation sctiors adopted. (10} The Bank's assets are not currently submitted to this kind of contral.

{5} The Bank has notinchuded Human Rights clauses in its investments agreements {11} The Bank will work on the procedures 1o identify the departmends that interact
and IT does ot analyTes these agreements in Terms of Human Righrs: with the rompanies toaddeess environmental and soclal topkes

(&) The Qrganization deet not grant this kind of tontritutions

Verlfied: Quantitaide and Quaiative data verfication of the information given by 1he VP of Commuriraticns and Socia Matters, as well a5 from the different areas of the
Eank That nave bedn reddnied in this Banesod Banco Unhaeesal, CA Corporate Sacial Rtpensibdny 20127,

Partially Verfied:; It was not podsiie 1o venty 3 the infarmation reporied in the present Banesco Bango Universal CA. Corporate Sodial Responsfifty 2002, related to the

indicators astabisned In the Guéds for the Making of Sustainabillty and Financial Services Seccor SUpplament reports kswed by the Global Reporting Inftiative [GRI) Version
3.0/F555 FHnal Version,
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Appendix 11
Indicator Verification Pages

FINANCIAL SERVICE SECTOR SPECIFIC
PERFORMANCE INDICATORS

T

Aspect: Products Portialio

FE& Percentage cf the portfolio for business lines by specific region, sizeleg. 50-61 B1
micro/SMElarge) and by sestor, Principal Verified ] 83 101
F57 Monetary value of products and services designed to deliver a specific social :

berefit for each business line broken down by purpese. Principal Verified i B0 -B1, 83 101

FEE Monetany vaiue of products and services desigred
to deliver a specific environmental benefit for each business line broken
down by purpose, Principal (10}

Aspect: Audit

Fs8 Coverage and frequandy of audits 1o assass implementation of emvironmental and
sorial poicies and risk assessment procedires Principal 11}

Axpect: Active Dwmership

F510 Percentage and number of companies hafd in the institution's portholic with

which the reporting organization has interacted onenvironmental o socialissues! Principal (12)
F511 Percentage of assets subject to positive and nezative environmental ar social

streEning. Principal (11)

F312 Yoting policles appled to enviroamental or sotlal issues for shares }
over which the reporting organizaton holds the right 1o Vote shares or advises '
an voTing. Principal Verifted ‘ 17

FIMAMCIAL SERVICE SECTOR SPECIFIC OM SOCIETY
PERFORMAMNCE INDICATORS

spect: Community
F513 Access pointsin fow-populsted or economically disacvantaged areas by type.
Principal Verified 25 59,81
F514 Initiatives to improve sccess 1o finandal services for disadvantaged people :
- Principal Verified 81-85

SPECIFIC PRODUCTS RESPONSIBILITY
PERFORMAMNCE INDICATORS

Aspect: Product and 5
F516 Initiatives 1o enhance financial literacy by type :
of beneficiary, Principal Verified ‘ 82, 8%

Page: location of The Indicaton in Banesco Banco Universal, CA. Covporate Socal Responsitility Report 2012.

Vesified: Quanttative and Cualitative cata vesification of the infarmation ghven by the VP of Communcations and Sodal Matters, a5 well a5 from the different areas of the
Bamk that hinee Been reported in this Benesco Banco Universal, CA Corporate Social Respons bty 2012"

Partially Verifled: It weas not pessible to vandy at the information reported in the present Banesco Banco Unnversal, C AL Corporate Soclal Respansibilivg 2012, related to the

indicatars established in the Guide for the Making of fustainability and Firancial Sarvices Sactor Supplement reports isswed by the Skooal Repoeting initiative {GHE) Viersion
3 QOFFSSS Final Verdian
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Initiative™

Statement
GRI Application Level Check

GRI hereby states that BANESCO BANCO UNIVERSAL, C.A has presented its report "CORPORATE S0OCIAL

RESPONSABILITY 2012" to GRI's Report Services which have concluded that the report fulfills the
requirement of Application Level A+.

GRI Application Levels communicate the extent to which the content of the G3 Guidelines has been
used in the submitted sustainability reporting. The Check confirms that the required set and number of
disclosures for that Application Level have been addressed in the reporting and that the GRI

Content Index demonstrates a valid representation of the required disclosures, as described in the

GRI G3 Guidelines. For methodology, see www.globalreporting.org/SiteCollectionDocuments/ALC-
Methodology.pdf

Application Levels do not provide an opinion on the sustainability performance of the reporter nor the
guality of the information in the report.

Amsterdam, 14 November 2013

GRI CHECKED

Nelmara Arbex
Deputy Chief Executive
Global Reporting Initiative

The “+" has been added to this Application Level because BANESCO BANCO UNIVERSAL, C.A has
submitted (part of) this report for external assurance. GRI accepts the reporter’s own criteria for
choosing the relevant assurance

The Globa! Reporting Infdative (GRI) is @ network-based organizotion thot hos pioneered the development of the world's most widely used
susraingbility reporting framework and is committed to irs continuous imprevement gnd application worldwide. The GRI Guidelines ser put
the principles and indicators that orgonizations can use te megsure and report thelr economic, emdronmental, ond soclal performance.
www.globolreporting.org

Disclaimer: Where the relevant sustoinebility reporting includes external finks, including to oudio wsue! moteriol, this statement only
cencerns material submitted to GRI at the fime of the Check on 6 November 2013. GRI explicitly excludes the siotement belng opplied 1o
ony tater changes to such materiol,

@
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