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1. Letter to the Chairman of the Board 
I am pleased to present our Sustainability Report 2019. Our intention is to provide transparent 

information on BCP’s management of economic, social and environmental issues and details on 

impacts on stakeholders.  

Although 2019 was marked by episodes of uncertainty and political crisis, both locally and 

internationally, we made noteworthy progress throughout the year. The results attest to the 

strength and commitment or our teams; our clear focus on our clients; and the new capacities 

that we have developed to ensure our growth and leadership in the long-term to continue 

generating value and supporting Peru’s sustainable development.   

Our commitment to education  

At BCP, we are convinced that high-quality education is necessary to set a solid foundation for a 

country’s sustainable development. Along these lines, our social responsibility program “Becas 

BCP” provided scholarships; covered living expenses; and offered personalized accompaniment 

to 300 extraordinary young people between 2012 and 2019. These scholarship recipients study 

at the best universities in the country. We have also launched two new scholarship programs, 

Becas BCP-Carreras Técnicas, for vocational studies, and BCP Becas Maestría, for Master’s 

Degrees, to broaden the benefits we offer and expand the beneficiary base.  

In this way, we seek to support the best students and reward the best educators. In alliance with 

IPAE, we have created Premio Maestro Excelencia, an initiative to select and recognize the best 

teacher in Peru.  

Through our program for financial education, we continue to educate more Peruvians about 

managing personal finance. In 2019, we expanded the scope of the program in Lima and for the 

first time, we extended covered to the provinces in 9 of the country’s regions.   

BCP Volunteers 

We are proud to have one of the largest corporate volunteer programs in the country, which is 

manned by more than 1,200 volunteers nationwide who have dedicated 10,000 hours to 

generating positive social change. This year, our volunteers participated actively in efforts to 

support the Teleton; build warm shelters in Cusco; donate blood to pediatric patients at INEN; 

and roll out Christmas projects for social impact throughout the country. Additionally, in 2019 

we launched the Programa Mujeres Emprendedoras BCP, which allows our employees to train 

and provide advisory services to female entrepreneurs from different parts of the country so 

that they can strengthen their businesses.   

Digital Transformation  

We are convinced that digitalization is a key enabler for our growth and a driver of better client 

experiences. As such, in 2019 we continued to roll out our strategy to optimize client service 

channels based on our clients’ preferences and by encouraging greater use of digital channels. 

At the end of 2019, we had a total of 10,599 client service channels nationwide and growth was 

driven by cost-efficient channels.   

Our Mobile Banking channel handled 43% of the bank’s total transactions in 2019. The number 

of clients that use the mobile application grew 74% in comparison to the figure registered in 

2018. In 2019, our application won, for the sixth consecutive year, the Best Application for 

Banking Transactions Award according to the XVIII Annual Survey of Executives conducted by 

the Lima Chamber of Commerce. It is also important to note the exponential growth in the 

number of users of our Yape payment application, which has hit the two million user mark. 
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Client satisfaction 

We continue to work on multiple initiatives to increase our clients’ satisfaction and achieved an 

average satisfaction level of 67% in 2019. Additionally, our clients’ satisfaction with claims’ 

management rose from 53% in 2018 to 54% in 2019.   

Cybersecurity 

In terms of protecting our clients’ privacy and information, we have been implementing a new 

system to monitor transactional fraud by incorporating new technology to obtain timely and 

efficacious alerts of potential events of cyber fraud. Additionally, we created a Cyber Intelligence 

area this year and hired specialized personnel for the Forensic Computer and Cyber Fraud Unit.   

Our talent 

It is very important to BCP to be considered the workplace of choice by Peru’s top professionals. 

This year, we received an 83% satisfaction rating in our workplace climate survey, which is proof 

that we maintain a workplace environment that inspires, strengthens and dynamizes the 

development of our employees. Additionally, at the end of the year we launched the Gender 

Equity Program, which seeks to offer and guarantee the same opportunities for men and women 

within our organization. 

Impact on the environment  

Finally, to manage and reduce our environmental impacts, we calculated our carbon footprint 

again this year and achieved a 23% reduction with regard to 2018’s level. These results allow us 

to measure the impact of our environmental programs and develop new initiatives for 

ecoefficiency.  

Along these same lines, in 2019 we implemented technological improvements in our 

installations to reduce water and energy consumption.   

I would like to invite you to review the details on the subjects covered in our Sustainability 

Report, which has been developed based on the standards of the Global Reporting Initiative 

(GRI). At this time, we would like to reiterate our commitment to transparency and to making 

the responsibilities that BCP has assumed to benefit society visible to all.   

Thank for the trust you have placed in us.  

 

 

 

Dionisio Romero Paoletti  

Chairman of the Board  
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2.1. Purpose, aspiration and cultural principles 
 

 

 

2.2. Presence in Peru 
( 

 

The Banco de Credito del Peru has been part of the commercial, cultural and economic history 

of the country for the last 130 years. In 1889, a group of Italian-Peruvian merchants decided to 

open a credit and insurance institution, which over time, became a symbol of solvency and 

reliability.   
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Since 1995, BCP has been part of the Credicorp Group, the largest financial holding in Peru. 

Today, BCP is within the reach of all Peruvians and plays a fundamental role in the country’s 

growth and development. The bank’s presence at the national level is depicted in the following 

map, which also includes the BCP Kiosks (virtual platforms), whch are present in the bank’s 

branches nationwide1. 

 BCP’s Service Channels 

 
 

                                                           
1 For more information, please see the Service Channels section in the Annexes 
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2.3. BCP’s focus on reputation and sustainability 

Reputation 
More exposure, more responsibility. The new communications platforms have led to an increase 

in the demand for transparency from both clients and users in virtually every segment. In this 

context, generating trust among stakeholders is fundamental to BCP and reputation is a core 

element in developing fidelity and building long-term strategic relationships with these groups. 

Reputation, without a doubt, constitutes one of the BCP’s most precious assets and as such, it is 

measured periodically.    

BCP has conducted in-depth studies of each stakeholder group —since 2018— through the 

IPSOS reputation pyramid methodology, which models trust based on drivers and specific 

attributes. In the case of the “public opinion” stakeholder group, for example, more than half of 

the trust in BCP that was reported was attributable to its integrity and commitment to society.  

Source: Ipsos, 2017 

As such, social responsibility should be seen as a strategic and fundamental element in efforts 

to build reputation, particularly if this aspect is linked to ethics and integrity. The study in 

question also includes each stakeholder group’s valuations of social responsibility initiatives.  

This has allowed BCP to successfully focus its strategy on strengthening education in the country 

through the Programa Becas BCP, which gives talented low-income students access to quality 

higher education.  

Sustainability 
Listening is the first step to understanding. As such, BCP maintains an open and on-going 

dialogue with its stakeholders. One of the relevant aspects that has come to light through 
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conversations with stakeholder groups is the need to have an integrated strategy for 

sustainability.  

Although BCP has launched multiple initiatives to address the governance, social and 

environmental aspects of sustainability, it is necessary to articulate a plan at the Credicorp 

holding level that can be implemented in its companies, including BCP.   

At the end of 2019, the decision was made to work on this project in 2020. Notwithstanding, 

BCP has made major steps towards sustainable business management, which is reflected in its 

adherence to different international standards.   

Adherence to voluntary initiatives to promote social responsibility 
 

Adherence to the Equator Principles 

In 2013, BCP became the first Peruvian bank to adhere to the Equator Principles. These principles 

are a set of globally recognized guidelines to establish international standards to determine, 

assess and manage the socio-environmental risks associated with investment projects in all 

economic sectors.  The main objective of these standards is to ensure that loans are given only 

to projects whose beneficiaries can demonstrate their capacity to prevent significant impacts on 

the environment and/or negative effects in communities near operations. It is important to note 

that the Equator Principles finance projects for US$ 10 million or above for clients in any 

economic sector.  

As of July 2020, the Equator Principles will contemplate a broader scope given that they with 

adopt the EPIII standard, which includes aspects relative to climate change, protection of human 

rights and efforts to promote biodiversity.   

Carbon Disclosure Project (CDP) 

The CDP is a global non-profit organization that gathers and publishes information on 

companies’ environmental impacts. The objective is to promote dialogue between organizations 

and investors throughout the world to generate responses to environmental problems. 

Currently, this organization constitutes the largest coalition of investors in the world.    

As part of its commitment to environmental conservation, in January 2010, BCP subscribed to 

CDP and sponsored its entry in Peru. Consequently, BCP became the first Peruvian company to 

voluntarily share transparent information on its climate governance and the greenhouse gases 

that it generates.   

Adherence to the UN Global Compact 

In 2009, BCP signed a letter of adherence to the 10 Principles of the Global Compact. BCP joined 

this ethical commitment alongside thousands of companies worldwide to prevent all violations 

of human rights, protect the environment and promote efforts to combat corruption.   

Good Employers’ Association (ABE) 

In 2006, BCP became a founding partner and member of the Good Employers’ Association (ABE). 

This non-profit organization is sponsored by the American Chamber of Commerce of Peru 

(Amcham). As part of this organization, the bank in bound to demonstrate its commitment to 

promoting responsible practices for human resource management within the organization and 

among the companies that are part of the its supply chain.    
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3. Stakeholder relations 

 
Stakeholder relations 
 

BCP considers it an on-going priority to identify its stakeholders and better understand their 

concerns and the trends that mark their behavior. Additionally, as indicated above, the bank 

strives to define actions and mechanisms for differentiated dialogue by engaging in frequent 

contact with commercial and institutional actors.    

How does BCP accomplish this? Through consultation processes, BCP seeks to learn about the 

perceptions and expectations of its groups of interest with regard to the bank’s sustainability 

management. Below, we provide information on the most noteworthy expectations and 

mechanisms for dialogue with each:  

Stakeholder  Expectations of each stakeholder Mechanisms for dialogue  

Shareholders and investors • Promote ethical values 

• Improve communication with shareholders 

• Learn about their opinions 

• General Shareholders’ Meeting 

• Press conferences 

• Specialized publications 

• Sustainability reports 

• Annual Report on Financial 
Statements 

• Annual Report of Emissions under 
the Carbon Disclosure Project 

• Publication of the Progress Report for 
the Global Compact 

Employees • Promote transparency for information on products 
and services and financial education in the country 

• Develop programs to retain and improve incentives 
for employees 

• Develop programs to favor the community and 
preserve the environment 

• Promote efforts to combat corruption throughout 
the organization 

• Develop training programs for all areas of the 
company 

• Combat discrimination inside and outside of the 
organization 

• Committees with employee 
participation 

• Siga Portal 

• Bulletin on corporate performance 

• Informative panels at BCP’s offices 
and branches 

• BCP Internet Portal 

• Social Networks 

• Workplace 

• Institutional messages 

• Breakfast with management 

• Alert channel GenÉtica Credicorp 

• Internal telephone line Somos BCP 

• Annual study of the workplace 
climate 

Clients • Provide more training for employees at branches 

• Promote transparency with regard to products and 
services 

• Improve the client experience 

• Guarantee client security 

• Combat discrimination inside and outside of the 
organization 

• Promote efforts to combat corruption inside of the 
organization 

• Strengthen advisory services and financial 
education through business advisors 

• Interviews with business advisors, 
sales advisors and services 

• Head of client services (JAC) at BCP’s 
branches 

• Telephone banking 

• Internet Banking (Vía BCP, email) 

• Cellular Banking (application for 
smartphones) 

• Claim resolution 

• Written communication 

• Yearly surveys to determine degree 
of satisfaction 

• Breakfast with clients 

• Reputation study 

• Credicorp complaint box 

• Social networks 

Community and environment • Combat discrimination inside and outside the 
organization 

• Protect the privacy of client information 

• Promote transparency with regard to information 
on products and services 

• Provide more training and education for branch 
employees 

• Press releases 

• Advertising in mass media (press, 
radio and television) 

• Quarterly Reputation Report 

• Inbox for social responsibility issues 

• Carbon Footprint report 

• Annual sustainability report 
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Stakeholder  Expectations of each stakeholder Mechanisms for dialogue  
• Generate local employment in the cities in which 

branches are located 

• Guarantee the security of both clients and non-
clients 

• Annual Emissions Report for the 
Carbon Disclosure Project 

• Publication of the Progress Report  
for the Global Compact 

Suppliers and Agentes BCP Suppliers 

• Promote information transparency with regard to  
products and services 

• Promote more involvement in the bank’s social 
responsibility programs 

• Generate local employment 

• Promote efforts to combat corruption throughout 
the organization 

• Promote diversity and equal opportunity for 
employees 

 
Agentes BCP 

• Maximize benefits for their businesses 

• Generate local employment 

• Inform about performance and environmental 
investment 

• Treat employees well 

• Provide clear information on its products and 
services 

• Provide more support and recognize the most 
efficient agentes 

• Service agreements (ANS) 

• Meetings and surveys for feedback 

• Emails from areas that procure 
services 

Opinion leaders and media • Promote bancarization and financial inclusion 
throughout the country 

• Improve communication about the bank’s 
economic performance 

• Reduce paper consumption and migrate to digital 
communication 

• Promote diversity and equal opportunities for men 
and women 

• Combat discrimination inside and outside the 
organization 

• Drive the scholarship program for talented 
students 

• Increase presence in creating public policies 

• Press conference 

• Press releases 

• Interviews 

• Discussion forums 

• On-site events 

Government and regulators • Generate more trust among clients and increase 
transparency 

• Develop campaigns to communicate 
environmental performance 

• Promote diversity and equal opportunities within 
the bank 

• Promote respect for human rights among suppliers 

• Develop programs for social responsibility that 
promote respect for the consumer and financial 
inclusion 

• Provide clients with more advice and 
accompaniment 

• Press releases 

• Interviews 

• Periodic meetings with different 
public entities 
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Value generated and distributed to stakeholders 
The direct economic value that is created and distributed to diverse stakeholders is shown below 

and is proof of the bank’s good management2. 

 

Year 2016  
(in 

thousands 
of soles) 

Year 2017 
(in 

thousands 
of soles) 

Year 2018 
(in 

thousands 
of soles) 

Year 2019 
(in thousands of soles) 

Direct economic value generated (EVG) 

a. Income = net sales + income from financial 
investment and asset sales 

10,906,092 10,961,169 11,646,173 12,619,474 

Economic value distributed (EVD) 

b. Operating costs = general expenses + 
personnel expenses (training courses and 
related expenses) + expense for sub-
contracted personnel + administrative 
expenses + taxes + contributions + other 
operating expenses 

1,569,276 1,634,253 1,770,505 1,898,185 

c. Net provisions for loans, net recoveries 1,454,109 1,287,479 1,078,267 1,389,439 

d. Salaries and employee benefits = 
remuneration + employee profit sharing + 
medical insurance + bonuses + other benefits 
(transportation, breaks, among others) 

1,588,643 1,626,413 1,748,912 1,779,605 

e. Payments to government = income tax 883,812 995,166 1,138,044 1,169,958 

f. Payment to fund providers = shareholder 
dividends (year 20193) + payment of interest 
to fund providers4 

3,656,373 3,736,464 3,751,699 5 

g. Investments in the community = deductible 
and non-deductible donations 

7,815 10,306 9,052 9,173 

Retained economic value (REV) (calculated as 
economic value generated minus economic 
value distributed) = reserves + amortization + 
depreciation 

1,746,064 1,776,003 

 
2,149,694  

6 

                                                           
2 Figures from BCP and branches abroad in Panama and Miami (year-end 2019). 
3 It is important to note that dividends are paid in cash in 2020.  
4 Interest paid to fund providers includes: interest and expenses for deposits, interest and expenses for interbank 
funds, interest and expenses for deposits made by companies in the financial system and by international financial 
entities, interest for debts and obligations, interest and expenses for accounts receivables, interest on securities and 
circulating obligations, fees and other expenses for financial obligations, among other minor items. 
5 At the time of this publication, the financial information required is not available. 
6 At the time of this publication, the financial information required is not available.  
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4. Analysis of materiality 

4.1. About this report 
 

The purpose of this sustainability report is to provide information solely the on the economic, 

social and environmental management of operations at Banco de Crdito del Perú S.A. (BCPu) in 

Peru and regarding management efforts at its 409 branches, 14 offices and 5 other facilities 

around the country. The report does not analyze management at its subsidiaries7 or operations 

outside the country8. 

 

This report has been developed according to the Core Option of the Standards of the Global 

Reporting initiative (GRI). This is BCP’s fifteenth sustainability report and the twelfth report that 

it has developed according to the GRI guidelines9. This document covers the period between 

January 1 and December 31, 2019 and the periodicity of the publication is annual.   

4.2. Material issues that are covered 
 

To select the most relevant issues to include in this report, and to better reflect the interests of 
stakeholders while highlighting the most significant sustainability impacts generated by BCP, 
materiality was updated through a four-stage process.   
 

Stage 1: Review 

First, we identified stationarity issues that are 

relevant to the financial sector by:  

• Benchmarking with the sustainability 

reports of the 4 leading companies in the 

sustainability ranking of the Sustainability 

Yearbook 2019 published by RobecoSam. 

• Reviewing the most relevant standards 

and guides for the sector, including the 

Sustainability Accounting Standards 

Board (SASB), the Dow Jones 

Sustainability Index (DJSI) and the World 

Economic Forum (WEF). 

• Analyzing the Peruvian sustainability 

context using the Social Program Index 

2019 of CENTRUM PUCP. 

• Reviewing internal documentation. 

Stage 2: Identification 

Next, we sought to identify the level of 

importance of the issues identified in Stage 1 

for both BCP and its stakeholders. To 

accomplish this, we conducted interviews 

with the main management divisions at the 

bank and utilized the results’ report 

generated by the Study of Stakeholders’ 

Expectations in 2017. Additionally, we review 

documents such as the yearly report, policies 

and the Code of Conduct.  

                                                           
7 Companies in which BCP has more than 98% of total shares but which have their own company names. 
8 In terms of scope and coverage, there is not signficant change or re-expressions of information with regard to 
Sustainability Report 2018.   
9 The sustainability reports for the years 2013 and 2014 were developed in accordance with Guides G4 of the GRI 
under the Exhaustive Option; the 2015 and 2016 editions were developed in accordance with Guides G4 of the GRI, 
under the Core Option; and the 2017 and 2018 editions were developed in accordance with GRI Standards under 
the Core Option.    
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Stage 3: Prioritization 

The methodology the bank used to determine 

the sustainability issues that were most 

relevant to stakeholders focused on 

prioritizing the expectations that were most 

representative; to determine the issues that 

were most relevant to the company, 

however, a representative risk assessment 

methodology (alignment with strategy and 

benchmarking) was used. The results 

generated by this stage led to the 

identification of the matters that are most 

material for BCP.  

Stage 4: Validation 

The material issues at BCP that were 

identified in stage 3 were validated by the 

Social Responsibility Area at BCP, which is in 

charge of supervising the company’s internal 

and external social responsibility strategies. 

Finally, we defined the indicators and 

management approaches that would be 

covered in Sustainability Report 2019.   

Through this process, 9 material issues were identified, which are outlined in detail in the 

report’s 12 chapters.   
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Coverage of material issues, whether entailing aspects that are relevant within BCP (internal 

impact in the company or on employees) or outside the bank (external impact in BCP outside its 

perimeter of control or external stakeholders) is described below and in each of the report’s 

chapters.  

 

 

MATERIAL ISSUES 

 Material issue Definition Coverage 

1 
Financial education 
and inclusion 

Promoting initiatives to improve access to 
financial services through financial 
education programs and activities with the 
community.   

Internal and 
external coverage 

2 Client experience 

Developing the best experience for clients 
by engaging in initiatives and designing 
solutions to increase satisfaction levels by 
addressing claims and complaints.  

Internal and 
external coverage 

3 
Operating 
ecoefficiency 

Responsible management of environmental 
impacts to contribute to generating 
improvements in the environment to obtain 
better efficiency results. 

Internal coverage 

4 
Human capital 
development 

Developing human resources at BCP by 
rolling out plans for training and 
professional development. Offering 
optimum working conditions and equal 
opportunities.   

Internal coverage  

5 
Organizational 
ethics and 
compliance 

Acting with integrity, respect and 
transparency, promoting a culture of 
managing compliance risks and promoting 
guidelines for ethics.  

Internal Coverage  

6 
Corporate 
governance 

Organic and functional structure of 
Corporate Governance in accordance with 
and regulated by the Code for Good 
Corporate Governance.   

Internal coverage 

7 
Reputation and 
Image 

Managing reputational risk and assessing 
the main risk associated with operating, 
communication and strategic processes.  

Internal and 
external coverage 

8 
Responsible 
financing 

Managing the Environmental Credit Policy; 
conducting socio-environmental 
assessments to finance projects; promoting 
efforts to adopt best standards for 
environmental protection. 

Internal coverage 

9 
Client privacy and 
cybersecurity 

Ensuring the best conditions to protect 
clients’ privacy and personal data; being on 
the cutting-edge of cybersecurity.  

Internal and 
external coverage 
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5. Corporate Governance 

5.1. BCP’s Governance Structure 
 

The Board of Directors at BCP strives to fulfill the largest number of principles possible of the 

Code for Good Corporate Governance for Peruvian Companies, which is disseminated by the 

Superintendence of the Securities Market (SMV) and backed by the Lima Stock Exchange 

(BVL). The 21 principles that comprise this code are aligned with the international practices 

adopted by bodies such as the Development Bank of Latin America (CAF) and the Organization 

for Economic Cooperation and Development (OECD), among others.  Additionally, on April 1, 

2018, the Regulation for Corporate Governance and Comprehensive Risk Management of the 

Superintendency of Banking, Insurance and AFPs (SBS) came into effect. BCP is aligned with 

this standard. 

 

In accordance with BCP’s Statutes, and with the favorable vote of 2/3 of its members, the Board 

can establish special committees to improve management. The Board defines the attributions 

of these committees and sets the compensation that members will be paid. The following special 

committees will be created:  

 

 

 

 

 

 

 

 

 

 

At the Credicorp level, BCP participates in the following corporate committees: 

 

Corporate Auditing Committee at Credicorp 

Monitors the progres that the group’s businesses make 
in implementing the recommendations of the auditing 
division, SBS and external auditors.  This committee is 
authorized by the Superintendency of Banking, 
Insurance and AFPs through SBS N.° 764-2011 to act as 
a corporate committee.  

Remuneration and Compensation 
Committee at Credicorp 

Created to authorize the policy for and levels of total 
compensation of the executives assigned to roles that 
report directly to the Chairman of the Board and 
General Management. This committee is authorized by 
the Superintendency of Banking, Insurance and AFPs 
through Resolution SBS N.° 3195-2018 to act as a 
corporate committee. 

Corporate Governance Committee at 
Credicorp  

Defines the principles and basic guidelines of Good 
Corporate Governance for the holding and its 
subsidiaries.   

Ex
ec

u
ti

ve
 

C
o

m
m

it
te

e Approves the issues
delegated by the Board and
those contemplated in the
Rules that govern the
committee.

R
is

k 
C

o
m

m
it

te
e Manages the different risks

to which the Bank is
exposed and ensures that
transactions reflect the
objectives, policies and
procedures established.
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Nominations Committee at Credicorp 
Its main functions include proposing and/or selecting 
directors based on a previous assessment in 
accordance with the group’s policy.   

Investment Committee 
Its main functions include reviewing and approving 
potential investment projects; non-binding offers; and 
the progress made with each investment opportunity.   

 

The Executive, Corporate Governance and Risk committees are responsible for making decisions 

on economic, social and environmental matters in the Credicorp Group. At BCP, the Executive 

and Risk Committees are responsible for making decisions on these issues. 

5.2.  BCP’s Board 

 

Directors 

The Board is comprised of 13 regular directors and 1 alternate; of the 13 regular directors, 2 are 

women. None of BCP’s directors hold executive positions at the bank. The chart below contains 

the list of directore, the dates they assumed their roles, and their situation of dependence:  

Directors Entrance date DD10 DI11 

1. Roque Eduardo Benavides Ganoza March 2009  ✓  

2. Bárbara Cecilia Bruce Ventura March 2015  ✓  

3. Benedicto Cigüeñas Guevara January 2005  ✓  

4. Fernando Fort Marie March 1990 ✓   

5. Eduardo Hochschild Beeck March 2003  ✓  

6. Patricia Silvia Lizárraga Guthertz March 2017  ✓  

7. Martín Pérez Monteverde (Director 
Suplente) 

March 2014 ✓   

8. Luis Enrique Montero Aramburú March 2015  ✓  

9. Raimundo Morales Dasso March 2009  ✓  

10. Irzio Pietro Bruno Pinasco Menchelli March 2018  ✓  

11. Dionisio Romero Paoletti March 2003 ✓   

12. Luis Enrique Romero Belismelis March 2009 ✓   

13. Pedro Rubio Feijóo March 2018 ✓   

14. Juan Carlos Verme Giannoni March 1990  ✓  

 

 

                                                           
10 Non-independent director 
11 Independent director 
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6. Organizational ethics and compliance 
 

6.1. Ethics and conduct at BCP  

 

BCP have a Program for Compliance with Ethics and Conduct, which is backed by a series of 

norms that strengthen the internal regulatory framework. All of the directors, managers and 

employees at BCP adhere to these norms from the day they begin working at the organization.   

 

In 2019, the following actions were taken to strengthen the Ethics and Conduct Program: 

• The Corporate Policy for Ethics and Conduct and the Code for Corporate Ethics. 

• An analysis of conflicts of interest between suppliers and executive management was 

conducted and presented to the Good Corporate Governance Committee. 

• Suppliers that initiated a commercial relationship with BCP filled out a sworn statement 

to identify potential scenarios of conflict of interest involving Directors or management 

at BCP.  

• The Division of Compliance and Corporate Ethics registered an increase in complaints 

with regard to the number posted in years past. In response, different initiatives were 

launched within the business culture to promote the use of the Alert System GenÉtica 

(System for Complaints at Credicorp). 

• Multi-disciplinary workshops were held with the leaders of different business units and 

other critical units that are subject to compliance risk; awareness was created and 

participants were reminded of the main guidelines for conduct that they are expected 

to follow.   

• Virtual induction courses on the main guidelines for ethics and conduct were rolled out 

for new employees and updates were offered to current employees. 

• Actions were taken to comply with Supreme Decree N° 014-2019-MIMP, which 

approved the Regulation of the Law to Prevent and Sanction Sexual Harassment.  
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Finally, in the framework of the Ethics Program, 3 communications regarding sexual harassment 

and one notification regarding the Alert System GenÉtica in the workplace were disseminated. 

A video was circulated about the Alert System GenÉtica through TV monitors at headquarters 

and a course named “Nuestra Genética Credicorp es No Negociable” was taken by 14,372 

employees. 

 

BCP Complaint System 

All of the companies in the Credicorp Group have an Alerta Genetica System. This external web 

is available 24 hours a day 7 days a week through any internet connection to receive alerts 

regarding any activity or situation that is suspicious or confirmed as violating any standard set 

by Credicorp with regard to ethics and conduct.  This system is confidential and Anonymous. 

Complaints are investigated and, depending on the case, sent to specific areas to verify 

allegations and subsequently take corrective and/or disciplinary actions. 

It is important to note that Credicorp rejects any kind of reprisal against complainants and 

ensures the confidentiality of the process as well as the anonymity and wellbeing of the 

individual who registers the alert.  

If questions arise, BCP’s employees can call extension 45000 for information on the guidelines 

and controls for different compliance programs, including the ethics and conduct initiatives.   

  

Market conduct 

BCP commits to ensuring that clients’ experiences are constantly outstanding. The Rules for 

Market Conduct provide an instrument to solidify quality relations with the public by providing 

information that is always transparent as the bank offers financial products and services that 

help clients achieve their goals.   

BCP also complies with norms relative to market conduct, which regulates the information that 

must be given to clients in the financial system, and with the Code for Good Practices of the 

Consumer Relations System, which is issued by the Association of Banks of Peru (Asbanc). The 

code’s objective is to improve users’ access to information to compare the costs of financial 

products and services from different banks.   

Initiatives are also underway to manage claims in a timely and efficient manner by reducing 

response time; improving quality and integrity; and, most importantly, addressing and reducing 

the causes that originated these claims.   

According to the Annual Plan for Market Conduct at BCP, two training sessions were held for all 

employees that work in commercial activities and have direct contact with the public. The first 

course, Market Conduct was attended by 7,463 participants and the second, Good Practices for 

Market Conduct, is still in the launching phase.   
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6.2. Effort to combat corruption and prevent money laundering 
 

Corruption is a global scourge that generates high economic and social costs. BCP is aware of 

and committed to changing this reality and as such, strictly complies with all local legislation 

regarding anti-corruption and anti-bribery in the countries or markets in which it operates.   For 

this purpose, the bank has a Corporate Policy to Prevent Corruption and Bribery, which is aligned 

with the requirements of foreign regulations (FCPA – USA and UKBA – United Kingdom) and 

Peruvian regulations, such as Law N°30424, which regulates the administrative responsibility of 

companies and sanctions public corruption and D.L. N°1385, which sanctions corruption in the 

private ambit.  

In 2019, the changes required by Peruvian legislation, such as those found in the regulation of 

Law N°30424, which regulates Administrative Responsibilities of Companies, as well as the 

regulation of Law N°28024, which regulates Interest Management in Public Administration, 

were included in our Anti-Corruption Program and in internal policies. 

 

BCP promotes a culture of responsibility and compliance through the Anti-corruption Program, 

which seeks the following primary objectives:  

• Establish guidelines to correctly relate with different stakeholders and as such, reduce 

the risk of corruption and/or bribery and include these guidelines in the mission of the 

division for corporate compliance.   

• Align guidelines to regulate the behavior of different groups of stakeholders in 

accordance with local and foreign anti-corruption laws and with good international 

practices.  

• Align employees with the cultural principles of their respective companies and with the 

objectives of the division of corporate compliance by providing guidelines for behavior. 

• Create awareness among employees of the consequences of actions associated with 

corruption and bribery.   

•  

To achieve these objectives, BCP is subject to the guidelines of the prevention model set forth 

in the regulation of the Peruvian law, which indicates that the following five elements, at the 

very minimum, must be in place: (1) have an individual who is in charge of prevention, (2) 

conduct risk assessments, (3) dissemination and training, (4) follow-up on the system for 

complaints and (5) engage in monitoring and on-going improvements in the program.  Although 

BCP had, prior to 2019, already covered the requirements related to having an individual in 

charge of prevention and implementing a complaint system, the objective in 2019 was to bolster 

the other 3 elements of the prevention model.   
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The main actions taken to strengthen the Anti-Corruption Program were:   

• Assessment of corruption risks at BCP. Through this effort, it was possible to identify 

the processes or areas of the company that are most exposed to corruption risks 

derived from relations with third-parties, whether public or private. Additionally, 

monitoring was conducted of risk processes to verify compliance with the provisions of 

the Corporate Policy to Prevent Corruption and Bribery. Finally, the accounting books, 

employee suitability, due diligence with regard to suppliers, and other aspects were 

investigated and reviewed.  

• Based on the risks at the entity level, efforts focused on treating high and relevant risks 

by using the risk of corruption methodology. Through a decision made by the 

compliance committee, which includes executive management, BCP prioritized 

mitigating risk through 3 processes, evaluating specific risks, identifying current 

controls, and designing as well as implementing new controls. 

• Review and update of the Corporate Policy to Prevent Corruption and Bribery. Thanks 

to this, the bank fine-tuned controls for gifts, relations with public officials with 

decision-making power, and political contributions.   

• Create 4 transactional alerts to identify potential acts of corruption when financial 

transactions involve employees, suppliers, public officials and related parties.   

• Training employees through the Anti-Corruption Program. 

Employee training with regard to the Anti-Corruption program was conducted as follows:   

Employee training with regard to the Anti-Corruption Program 

Virtual Training 
Year 
2017 

Yea 
2018 

Year 
2019 

Induction 2,720 2,355 2,274 

Update 15,045 14,093 14,372 

 

Additionally, the following on-site segmented training sessions were conducted: 

On-site segmented training: 

Areas 
N° of 

participants 

Procurement 27 

Social Responsibility and Corporate Affairs 10 

Branch managers Lima 1 23 

Supervisors Lima Branches1 29 
 

 

The Credicorp Complaint Inbox received 3 cases related to the Anti-Corruption Program, which 

alleged corruption and/or bribery involving employees. All of these cases were closed as false-

negatives due to a lack of evidence.   

It is important to note that the diagnostic of the Anti-Corruption Program, which sought to 

determine compliance with the requirements of ISO 37001: Anti-Bribery Management System, 

was completed and identified gaps that may affect future certification. Efforts have begun to 

close these gaps to make the anti-corruption program more robust.   
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Prevention of Money Laundering and Financing of Terrorism System (SPLAFT) 

In 2019, BCP updated the risk assessment for money laundering for each of its clients, products, 

channels and bank zones and identified the bank’s exposure to money laundering risk. 

Additionally, Credicorp provided on-site training to 1,076 employees at BCP through 53 events. 

On-line training for the prevention of money laundering and financing of terrorism was imparted 

on 2 occasions to a total of 21,993 employees. Training focuses on the processes that are most 

exposed to ML/TF risk and are based on the norms of the Superintendency of Banking, Insurance 

and AFPs (SBS).   

The table below provides historical details on cases involving money laundering that have been 

assessed and reported to the UIF as well as sanctions for personnel due to failure to comply with 

the system for the prevention of money laundering and financing of terrorism (SPLAFT):  

 

 

Statistics for 2019 

 

Indicators Year 
2017 

Year 
2018 

Year 
2019 

Cases assessed 18,491 9,118 9,988 

Cases reported to UIF - 
Peru12 for corruption of 
public officials 

234 266 387 

Sanctions imposed on personnel 

Indicators 
Year 
2017 

Year 
2018 

Year 
2019 

Number of sanctions of 
personnel for failure to 
comply with the 
prevention of money 
laundering and financing 
of terrorism system 
(SPLAFT) 

126 5 0 

 

                                                           
12 Financial Intelligence Unit (UIF) Peru 
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7. Relations with clients  

7.1. Client satisfaction  
Knowing and understanding clients’ needs leads to satisfied clients. As such, the bank conducts 

a number of studies to obtain information on clients in terms of the quality of services received 

and client experiences at critical points of satisfaction.  To monitor client satisfaction at BCP, a 

highly demanding scale of measurement is used to generate alerts to feed plans of action.  

 

Percentage of clients who are very or completely satisfied by banking division  

 

 

Results for client satisfaction were measured throughout 2019 and the percentage reflects the 

accumulated figure for the measurements conducted.  It is important to note that the level of 

client satisfaction with BCP has improved significantly, particularly in the consumer and middle 

market banking segments. In the case of wholesale banking, there was a slight decrease.  

 
Fines and sanctions 

 

In 2019, efforts were made to improve internal processes and alerts to bolster service and incur 

fewer fines from Indecopi for violations of consumer protection regulations.  Accordingly, with 

the exception of ex-oficio procedures before Indecopi regarding consumer protection, BCP has 

reduced the number of UIT 13 paid for fines by 30.3% and reported a 32% drop in the number of 

files subject to fines for procedures before Indecopi relative to consumer protection. BCP 

continued to roll out plans of action to reduce sanctions. The most noteworthy include:    

• Improving service to process complaints and requests for information (quality and 
times).  

•  Conducting exhaustive analysis of the complaints presented to prevent an increase in 
complaints and sanctions.   

• Adopting pertinent measures and/or regularizing if an error is detected in a process or 
operation.  

• Adopting alternative mechanisms to resolve conflicts relative to commercial decisions 
to avoid fines and improve the client experience.  

                                                           
13 UIT: Tax units 1 UIT = S/ 4,200. 
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• Meetings with the Post-Sale Area to clear up any doubts, provide recommendations and 
explain the criteria used by Indecopi.  

• Meetings with external law firms to align criteria and reduce legal risks.  

• Implementing actions to disseminate information in key areas regarding jurisprudence 
from Indecopi with regard to consumer protection.     
 

In 2019, the bank paid fines for violations of norms for consumer projection for 129 cases for a 
total of  394.114 UIT, which is equivalent to S/ 1,596,50515. Additionally, the bank received 1 
sanction for having failed to comply with the regulations of SBS for a total of S/ 352,800.00. 

Complaint management 

A client feels heard when problems are addressed in a timely and efficient manner. As such, the 

bank continued its efforts to transform processes linked to client services, where claims service 

is particularly relevant. The objective is to ensure the continuity of the improvements 

implemented in this process and implement new initiatives to improve the client experience and 

reduce the level of dissatisfaction regarding complaints: (i) improving resolution times, (ii) the 

quality of response (iii) attacking the cause of complaints.  

Consequently, the bank registered an increase in client satisfaction with the complaints process, 

which registered a level of 54% in 2019 versus 53 percent in 2019. The volume of complaints 

associated with the first contact fell from 44% to 37% and overall satisfaction with the 

complaints process held steady at 54% throughout the year.   

 

7.2. Client privacy and cybersecurity  
 

Comprehensive management of fraud and security 

BCP has a System to Manage Fraud and Security risk, which is led by the Area for Corporate 

Security & Cyber Crime. This area is comprised of highly specialized teams and its scope covers 

all of the companies of the Credicorp Group.  

Policies and controls to mitigate risk while generating minimum friction with clients are 

noteworthy aspects of this system. The focus is essentially preventive to accompany on-going 

roll outs of new digital products and services, beginning with the conceptualization stage. 

                                                           
14 Of the 129 files that were sanctioned, only one corresponded to an ex-oficio procedure, for which a total of 110 
UIT was paid.  
15 A percentage of these fines was subject to the 25% discount that Indecopi offers if parties agree not to appeal a 
decision made in the first instance.  



 

33 
 

Nevertheless, if some event of fraud and security is detected, the response plan is immediately 

activated.    

The scope covers all of the companies in the Credicorp Group; contemplates adopting new 

technologies; and manages talent by rolling out new digital products and services that have been 

developed with agile methodologies. Through adequate policies and controls, risk is mitigated 

and less friction with clients is generated.  

At the business association and regional levels, BCP is part of the Comprehensive Program for 

Banking Security of the Association of Banks of Peru (Asbanc) and is a member of the Consulting 

Committee for Banking Security at Felaban for Latin America and the Caribbean (LAC) and the 

Executive Committee for Risks relative to Visa Payment Methods for LAC.  

In 2019, the following activities were implemented: 

i. Investment in infrastructure to prevent cyberattacks.   

This new system to monitor transactional fraud in traditional and digital channels uses new 
technologies such as Machine Learning, artificial intelligence, Big Data and automated 
communication with the client to obtain a timely and efficacious response to potential events 
of cyber fraud. Specialized technological tools are used for computer forensics to identify 
security gaps and implement the necessary plans of action.     

ii. Computer Emergency Response Team (CERT) 

The objective is to explore alternatives to implement CERT at BCP to identify and respond to 
cyber fraud in a timely manner. This involves all of the specialties in the Area of Corporate 
Security & Cyber Crime and closes the cycle by driving plans of action to prevent future events 
with similar vectors.    

iii. Creation of the Cyber Intelligence and Policy Support Area  

Personnel who specialize in Computer Forensics and Cyber Fraud joined the area to conduct 
cyber intelligence. For this purpose, the bank is acquiring the technology needed to strengthen 
internal processes.   

Privacy and client information 
 

The privacy of the information of BCP’s clients is regulated through the Law to Protect Personal 

Information (Peru), which guarantees this fundamental right by demanding adequate treatment 

of information.   

To comply with regulation, the bank has developed and rolled out the following instruments: 

• Corporate Policy to Protect Personal Information 

• Information Security Policy to treat and protect client information in the best way 
possible.  

• Policies to process requests to receive and process any complaint or claim related to 
the rights that have been granted to clients to protect personal data.   

The Compliance Area acts as an advisor for the main lines of the bank to ensure compliance on 

each front through the following actions:   
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• Consent and treatment 

Efforts were rolled out with different teams to adapt the clause to meet new regulatory 

requirements while improving the client experience.   

• Addressing issues with regulators 

Communication and training efforts were launched for the employees who are responsible 
for overseeing the rights of the owners of information (to access, revoke and rectify the 
personal information that the bank has on him or her) in accordance with legal provisions 
regarding access, rectification, cancellation and objection.  
 

• Addressing issues with account holders 

Addressing any request from a client to eliminate or stop using personal information from 
the bank’s databases when said information is no longer necessary under BCP’s contractual 
obligations.   
 

• Security measures 

✓ BCP strengthened its first line of defense by increasing the operating capacity of the 
IT Security Area to ensure that security controls are enforced through the software’s 
life cycle.   

✓ In terms of the second line of defense, Policies for Cybersecurity were rolled out and 
to ensure compliance and the process to create maps and controls continued 
through a strategy to define, identify and control critical data.   

✓ In the third line of defense, the bank developed an assessment framework based on 
the Cybersecurity Framework of NIST, which assesses the effectiveness of controls 
and cybersecurity governance with regard to the first and second line of defense.   

✓ The governance of cybersecurity indicators was strengthened by improving 
processes that keep indicators within acceptable thresholds; a program was also 
rolled out to create awareness to spur changes in employee behavior.   

 

7.3. Financial education and inclusion  

 

Bancarization has proven effective in broadening social inclusion, particularly in countries such 

as Peru. As such, financial and inclusion are strategic issues for BCP given that both provide a 

platform to reach more Peruvians, increasing the number of financial services that can be 

accessed from any location in the country. This helps formalize businesses that are currently 

functioning and also helps ensure that future generations are knowledgeable about 

bancarization.   

Financial Education 

In 2019, BCP focused on strengthening banking penetration in areas with high transactions levels 

and in remote locations where no banks are present. Over a decade ago, BCP launched its 

Financial Education program to contribute to improving the quality of life of thousands of 

Peruvians.   
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The ABC of BCP 

This initiative provides useful advice on personal finances that is applicable to the day-to-day of 

our clients. The objective is to correct bad financial habits while giving millions of Peruvians the 

opportunity to make better decisions about their money and consequently, use the bank’s 

products and channels responsibly. The ABC at BCP has two main objectives:   

 

The main initiatives in this regard in 2019 were as follows:  

• Redesign the web page (www.abcdelbcp.com) to offer a better experience to 

users; facilitate access to issues of interest; and give them a tool to develop their 

own budgets.  

• Launch “WhatsApp del Cuy Mágico,” an interactive and personalized channel 

where people can find answers to their questions and receive advice on personal 

finances through an online platform.  

• Communication of “Cuysejos” in the main digital and media platforms to provide 

relevant, interesting content relative to the day-to-day of any user.  

Talks on ABC 

Spaces have been set aside at the branches to educate clients and non-clients about personal 

finances.  The topics that are covered include budgeting, saving and debt. The number of spaces 

in Lima has grown and for the first time have been extended to the provinces in 9 regions 

(Arequipa, Trujillo, Piura, Cusco, Huancayo, Chiclayo, Iquitos, Puno and Ucayali). Twenty-one 

(21) talks have been held to educate more than 700 Peruvian men and women throughout the 

country. 

Additionally, a strategic alliance was created with the internal area of the bank that manages 

payroll accounts for more than 6,000 companies nationwide. Consequently, training on personal 

finance was included in the value proposition offered to individuals who open accounts with the 

bank to receive their wages. Fifty-three (53) talks were held with more than 30 companies at 

the end of 2019 and more than 2,555 people were trained in Lima, Arequipa and Tacna. 

 

Female Entrepreneurs BCP 

In 2019, the Female Entrepreneurs Program BCP was created so that employees can share their 

knowledge with women entrepreneurs in different parts of the country who are seeking to 

bolster their businesses.   The program consists of two modalities:  

1. “Plaza Emprendedora BCP.” These spaces for training are held in public places to give female 

entrepreneurs the knowledge they need to manage their businesses properly. This training 

lasts two hours and covers marketing, sales, savings and finance.  

That clients have more money in their 
pockets

Objective 
1

Position BCP as a bank that is concerned 
about its clients and as such, provides 
clear and transparent information about 
its products and services

Objective 
2

http://www.abcdelbcp.com/
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2. “Mentoría BCP.” These personalized mentoring services, which last 7 weeks, focus on 

helping female entrepreneurs build upon the knowledge learned through Emprendedora 

BCP. 

In 2019, four “plazas emprendedoras” were held, three in the city of Lima in the districts of 

Independencia, La Victoria a Ventanilla and one in the city of Catacaos, in the department of 

Piura. More than 1,000 female entrepreneurs received training.  

Additionally, 41 female entrepreneurs, 5 of them from Piura, received Mentorías BCP. These 

women received an average of 5 sessions for a total of more than 300 hours of mentoring. The 

program’s results were as follows:   

 

Products and services to promote financial inclusion 

In line with its commitment to bancarize all socio-economic segments, BCP develops and offers 

products and services that meet the needs of sectors that have traditionally lacked access. 

BCP Mobile Wallet 

At the end of 2019, the bank had around 681,000 active wallet users 

with an accumulated transactions volume of around 1,943,521. 

Agentes can conduct cash-in and cash-out transactions. BCP was the 

first issuer to implement cash-in through alternative channels such as 

agentes, HBK16 and Mobile Banking, which has helped inject 

electronic money into the system with greater ease and reliability.   

 

Agentes BCP 

The bank has formed a commercial alliance with retail businesses 

known as Agentes BCP, which provide services to clients and non-

clients in all economic sectors, the majority of whom have less access 

to digital channels. Banking transactions are conducted at locations 

such as mom and pop stores, pharmacies, book stores and internet 

                                                           
16 HBK: Home Banking 
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cafes, among others. At the end of 2019, Agentes BCP reported the following results:  

• 7,187 Agentes BCP throughout Peru with a total of 288,659,006 transactions. 

• Training for 135 partner agentes in Piura and Cuzco regarding operativity at the agent 
level and other issues related to client service, sales, marketing, etc. 

• Set up and e-learning platform for 2,500 partner agentes, which received audiovisual 
and written material to improve the agentes’ skills to manage their core businesses. 

  

Main projects to serve communities in remote areas  

Agente BCP at Lake 
Titicaca  

Operates on one of the main islands of the Uros in a mom and pop store that provides essential 
products to Lake Titicaca; this promotes bancarization, formalization and household savings among 
residents.   

Agente BCP in Vraem  In 2013, BCP installed the first Correspondent Agent for Personal Banking in the district of Ayna San 
Francisco, in the province of La Mar, Ayacucho. Prior to the arrival of this agent, the residents of the 
Ayna district had to travel 5 hours by car to find a bank branch. In 2019, 3 agentes were operating 
in the district of Ayna and another 3 in the area of Vraem that borders with the department of Cuzco. 
This facilitates commercial activities and allows 15,000 people to save money when conducting 
different financial transactions.  

Agente BCP in the 
community of 
Pampa Michi  
 

In 2014, the first Agente BCP began working with the Ashaninka people in the department of Junin, 
Province and District of Chanchamayo, which is 23 km from La Merced, in the community of Pampa 
Michi. This community is home to 80 Ashaninka families, who have built typical homes to sell their 
handicrafts (necklaces, bags, bracelets and clothes). The main economic activity in the area is 
tourism given that the community receives around 7,000 visitors a month. This agent’s goal is to 
bancarize the community and provide financial services to the tourists who arrive on a daily basis.   

 

Yape 

This is a mobile application that was developed at the Center for 

Innovation at BCP to solve a dilemma faced by many clients when 

making transfers: they needed an account number and token for each 

transaction. Yape was created to allow users to make payments quickly 

and intuitively with just a cellular number.  

The application quickly positioned itself as a means of payment. In 

2019, 3 important milestones were hit:  by June, there were 1 million 

“yaperos,” S/ 1.3 million were collected for the Teleton; and more than 

90 thousand businesses acquired a QR Yape nationwide. Yape closed the year with more 1.9 

million Yaperos and topped S/ 1,000 million in transactions.  
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8. Employee relations 

8.1. Figures for employees 

 

Commitment with employees 

BCP’s objective is to become the best option for employment in Peru. Accordingly, one of its 

aspirations is to become the preferred workplace in the country: one that inspires, strengthens 

and dynamizes the best professionals. To achieve this, it rolls out a series of programs focused 

on training personnel to ensure that they have the knowledge needed to meet the business’s 

objectives; utilizing recruiting processes that guarantee that the right profiles are in place; and 

ensuring the security and health of our employees. This strategy’s success is reflected in the 

workplace climate survey for 2019, which was applied to 90% of the employees with a 

favorability rating of 83%.  

Composition of the workforce 

On December 31, 2019, BCP registered a total of 17,189 employees, 16,829 of which were on 

the payroll and 360 who were listed as interns17.  In total, 41.3 % of the workforce are men and 

58.7 %, women.  Additionally, 72.85 % of employees have an indefinite contract while 27.15 % 

have a fixed-term contract18. 

Gender equity project at the Credicorp Group 

The year 2019 was fundamental in terms of gender equality at the Credicorp holding. A 

diagnostic study was conducted to identify aspects that required attention and to determine the 

holding’s appetite and ambition to address the issue. At the end of 2019, the holding formally 

launched the Credicorp Gender Equity Program, which seeks to promote the same opportunities 

for men and women in the organization. For this purpose, 7 KPI have been chosen for 

measurement in the medium term:    

                                                           
17 Taken from BCP’s SAP 
18 For more details on the composition of the workforce can be found in the annex.  
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The 5 work fronts for the Credicorp Gender Equity Program are: transparency, governance, 

actions to prevent sexual harassment, an initiative to select and promote, and job flexibility. To 

give the program a governance structure, the Gender Equity Committee was created and will 

hold meetings every quarter beginning in 2020. This committee will be presided by the CEO of 

Credicorp. The main initiatives for 2020 include employee training, particularly for leaders of the 

organization, to ensure that the people who hold these positions irradiate and promote the 

desired behaviors. Given this project’s importance for the Credicorp Group, an annual public 

report will be developed that focuses exclusively on this issue. This will firmly establish the 

bank’s commitment to the public; work objectives; and achievements.   

 

8.2. Training and development 

 

BCP’s training policy focuses on developing the standards of practice that are needed to reach 

the business’s objectives.  In this framework, the bank seeks to provide (i) training programs for 

the job profile, (ii) specialization courses for mid-level and executive management, (iii) learning 

consultancies for BCP’s strategic and tactical projects, (iv) updating of knowledge of products, 

guidelines and processes, (v) regulatory courses and corporate policies and (vi) training 

programs for leaders. 
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All of these lines of action are disseminated through BCP Business Schools, which increase 

employees’ participation in the business and guide results. In 2019, 16,279 employees received 

training for a total of 872,097 hours from BCP, which represents an average of 50 hours per 

employee19.  

 

 

 

 

 

8.3. Recruiting and talent selection  
 

At BCP, the recruiting and selection processes have 2 fundamental pillars: (i) covering vacancies 

according to job profiles and terms to ensure that candidates are a good fit for the position and 

BCP culture, and (ii) positioning BCP as the best place to work in Peru, by offering a value 

proposition that is aligned with each area.   

In terms of retention, BCP manages 2 types of programs: 

• Program for Salary Autonomies. These entails budget allotments to increase salaries or 

offer one-time bonuses, which are managed by each area and/or division so that 

managers can react immediately if certain employees receive external job offers.  

• Programs for Talent Retention. Currently, there are 3 ways of retaining employees that 

BCP has categorized as talent: 

- Compensation and Incentive Plans: Salaries that are above market averages; 

additional incentives and salary scales with a plus. 

- On the Financial front: Credicorp benefits (preferential rates, Fund for High-Level 

Specialization, among others). 

- On the Professional and Personal Development front: Special programs designed 

by BCP and accompaniment and the career path.  

To fill management positions (executive level), recruiting and selection goes through 3 venues: 

(i) attracting MBA holders from the 50 top universities around the world according to the 

Financial Times rating, (ii) hunting to cover highly specialized positions (iii) identifying employees 

in the current workforce that meet the profile required.  

Turnover rate at BCP 2019  
A = Monthly average of active employees in the year 
2019 

16,492 

D = Number of employees BCP whose contracts were 
terminated in the year 2019 

4,399 

R = Number of employees that resigned from BCP  2,302 

Percentage of involuntary turnover20 26.67 % 

Percentage of voluntary turnover21 13.96 % 

                                                           
19 For more details on actions and training hours, check the Annex.  
20 Employee turnover rate: D/A (the formula has been changed given that this is what BCP uses). 
21 Voluntary turnover rate: R/A.  
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Salary Ratio 

 

BCP ensures that no employee receives a remuneration that is lower than the current minimum 

wage. In the case of outsourced employees, the bank, through its contracts with companies, 

guarantees that the labor conditions required by law are respected.   

 

List of Salaries 

Position  Minimum salary 

Heads/Specialist S/ 4,200 

Clerks/Analysts S/ 2,700 

Technicians/Assistance S/ 1,023 

Promoters S/ 1,043 

Auxiliaries S/ 1,023 

 

8.4. Labor Relations 
 

 

The bank respects Peruvian legal norms regarding non-discrimination, such as the Political 

Constitution of Peru, the recommendations established in the Guide to Good Practices for 

Equality and Non-Discrimination with regard to Access to Employment and Occupations, 

approved my Ministry Ruling N°159-2013-TR of the Ministry of Labor and Job Promotion (MTPE), 

among others. As such, no employee is discriminated against due to his or her origin, race, sex, 

language, religion, opinion, economic condition, physical or mental condition or due to any other 

difference.   

Additionally, the Corporate Internal Policy of Ethics and Conduct and the Internal Work 

Regulations make it very clear that any kind of discrimination is forbidden.   

The internal complaint mechanism for any kind of discrimination is the Alerta GenÉtica Credicorp 

channel. Additionally, the person who is affected can present his or her complaint to the 

National Superintendence of Labor Oversight (Sunafil - MTPE) or can file a suit in the Judicial 

Branch. In this context, it is evident that the bank fulfilled the guidelines that have been 

established given that no cases of discrimination were reported in the bank in the year 2019.   

Occupational Safety and Health 

BCP has implemented an Occupational Safety and Health Program (SST), whose focus is on 

preventing occupational risks to ensure that the bank complies with current legal requirements 

while espousing corporate values and assuring the safety and health of its employees.   

This program is composed of 6 key elements: assessing risks, policies and controls, culture, 

monitoring, investigation, and program assessment.   
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The Fronts of BCP’s Occupational Safety and Health Program 

1. Occupational risk assessment 

This is a basic tool for the Occupational Safety and Health Program given that it helps identify 

the dangers to which employees are exposed; estimates risks; categorizes risks; and prioritizes 

the controls that need to be implemented. This assessment is consolidated in the Iperc matrixes 

(identification of dangers, risk assessment and choice of controls).   

In 2019, the Iperc matrixes were subject to a yearly update on jobs at the national level at 

branches, offices and the HUB. Risk maps, which constitute graphic representations of the risks 

identified through the Iperc, were distributed to and placed at branches throughout the country.   

Occupational Risk Prevention 

This includes all of the actions focused on minimizing the effect of occupational risks to promote 

safe behaviors among employees and generate a culture of self-protection and occupational risk 

prevention.   

On-line courses were developed to prevent occupational safety and health risks and were 

directed at employees. Eighty-nine (89%) of all employees participated in these courses.   

Different issues relative to risk prevention and self-protection to prevent accidents and illnesses 

both inside and outside of the installations were addressed.   

2. Occupational Safety and Health management relative to suppliers  

The Occupational Safety and Health Service and Internal Supplier Management have processes 

to manage occupational risks involving the activities performed by different contractors and/or 

suppliers that work for BCP. These processes are used to develop the respective plans of action.  

In 2019, BCP continued implementing homologation processes for contractors and critical 

providers, who in addition to complying with internal standards, are approved and certified by 

a specialized external company.    

Occupational Oversight 

Occupational oversight includes periodic occupational medical exams for employees that have 

worked with the organization for two or more years identify occupational illnesses in a timely 

manner.   

Undesired events 

Occupational accidents, incidents or illnesses are investigated by the Occupational Safety and 

Health (OSH) service. Once the causes of the undesired event are identified, preventive and/or 

corrective measures are proposed under the responsibility of different units; nevertheless, the 

OSH Service22 is responsible for verifying compliance with these measures.  

The Occupational Safety and Health Service is comprised of a set of companies that specialize in 

OSH, which provide advice and support for the OSH Program at BCP.    

                                                           
22 Third-party service that provides suppor to the OSH Program  
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Continuous Improvement 

In 2019, the guidelines to improve OSH management at the bank were:  

• Occupational Safety and Health for Suppliers: norm set forth to control supplier in terms 

of OSH. This covers the OSH requirements that must be met by third parties when 

engaging in activities.  

• The Internal Rules for OSH were reviewed and updated and contains the obligations and 

rights of workers with regard to OSH.   

Occupational Safety and Health Committee  

 

The bank has an OSH Committee, which has been elected for the period from 2018 to 2020. This 

committee is comprised of 12 full members (6 of whom are elected by employees and 6 by the 

bank), whose role is to assess the development of the OSH Program on a monthly basis, 

investigate accidents, incidents and occupational illnesses, issue OSH guidelines, and make 

decisions with regard to OSH management to maintain safe and adequate workplace conditions 

to safeguard employee’s health.   

This committee meets on a routine basis every month at BCP’s offices.  

Health and wellness initiatives 

- Flexible hours: The benefit consists that an employee can take one day off in a year for 

personal procedures or any requirement he/she needs, this will not be considered 

within his/her vacation days or sick leave. The employees highly value that they can 

choose any day previously with their bosses. Also, there is a flexible schedule in the 

summer that allows employees to leave earlier on Fridays, this allows employees to 

schedule their work days to find a balance between work and personal life. 

- Remote work: Depending on the operating unit and the nature of the work, employees 

can work outside the office, generally from home, offering them more flexibility in their 

work-life balance, reducing travel time. 

-  Maternity room: There is a private breast-feeding room for nursing mothers and they 

can use this room at any time they need it and It is fully equipped so that they have all 

the well-being comforts. 

Union Relations  
 

BCP is a signatory of the Principles of the Global Compact and is, as such, respectful of freedom 

of association and has no policies that impede employees from becoming members of unions or 

signing collective agreements. On November 20, 2019, the Union had 95 members, which 

represents 0.56% of the workforce at BCP. Currently, BCP and the Workers Union of the Banco 

de Crédito del Perú S.A. (SUTBCP) are negotiating a statement of claims that was presented by 

the latter given that the Final Agreement for Collective Bargaining covered the period from 

August 27, 2016 to December 31, 2018.   
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9.  Community Relations 
 

BCP is convinced that its role as a company involves generating value for society. To respond to 

Peru’s significant challenges and contribute to a more cohesive and just society, it is necessary 

to increase education levels, bridge gaps and promote talent development.  

9.1.  BCP Scholarship Program 
The BCP Scholarship Program aims to offer quality higher 

education to talented young people who lack  economic 

resources.  

In 2012, BCP Scholarships worked to provide opportunities 

to young people to study at higher education institutions 

by financing academic costs and accompanying them in 

their personal growth. This initiative includes a program for 

job insertion and professional development.   

Initially, the BCP Scholarship Program was focused 

exclusively on providing scholarships for undergraduate 

studies. Nevertheless, conscious of the country’s distinct 

needs, in mid-2018 2 new scholarship programs were 

launched, BCP Scholarships for Vocational Training and 

BCP Scholarships for Master’s Degrees, which expanded 

the benefits offered and broadened the beneficiary profile.   

To date, BCP has contributed more than S/ 25 million to 

the undergraduate, vocational and master’s degree 

scholarship programs.   

 BCP Scholarships – Undergraduate 

To date, more than 200 talented students have benefitted from the BCP Scholarship Program- 

Undergraduate Studies. This program works in alliance with the Universidad del Pacifico (UP), 

Universidad Peruana de Ciencias Aplicadas (UPC), Universidad de Ingeniera y Tecnología (UTEC) 

and Universidad de Piura (UDEP) to cover 100% of academic costs. The BCP Scholarship Program 

provides recipients with a stipend for living costs (if necessary); personalized accompaniment; 

and other assistance to develop the soft skills required for professional development. Finally, in 

the final cycles of study, students receive support and resources to successfully insert in the job 

market.  

Currently, 54 % of recipients are women and 52% are from the provinces. The fields of study 

that are most frequently followed are Engineering (46 %) and Business Sciences (39 %) at the 

following universities: UP (31 %), PUCP (20 %), UTEC (29 %), UDEP (10 %) y UPC (9 %). Eighty-

four percent (84 %) of students are in the top third, fifth or tenth of their classes. Up to this 

point, 13 young people have graduated from these programs.  
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 BCP Scholarships – Vocational Studies 

In mid-2018, BCP launched the BCP Scholarship Program-Vocational Studies to offer students 

quality vocational study options to develop the capacities of young people who are interested 

in contributing to the country’s growth and close the labor demand gap. This program is open 

to the public in general and 300+ scholarships will be given over the next 3 years to ensure that 

young people who wish to follow a vocational career have the opportunity to study in recognized 

institutes such as Cibertec, Tecsup and Certus.  

This initiative covers 50% of the study costs during the 2 or 3 years that the course of studies 

lasts, depending on the institute selected, and also includes workshops to strengthen soft skills.  

All young people who graduate from high school with good academic standing, and who wish to 

study a vocational career but lack the economic resources to do so, can benefit from this 

program.   

 

 

BCP Scholarships – Master’s Degree 

BCP Scholarships-Master’s Degrees rewards talented young people that seek to follow post-

graduate programs in the United States, in alliance with the Fulbright Commission. Recipients 

have access to the best universities in the USA under this program and can access scholarships 

for up to US$ 35,000.   

Award for Excellence in Teaching 

 

 

 

 

 

 

The Award for Excellence in Teaching is an initiative that was born of the need to improve the 
social valuation of teaching, which plays an essential role in society. In Peru, only 23% of people 
believe that teachers are valued, according to a survey taken by Ipsos in 2018.   
 
As such, it is necessary to work to improve citizens’ perceptions of the role teachers play by 

making educational work more visible as a transcendent vocation given that teachers have to 

power to generate transformation at the societal level while engendering change in their 

students.  
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For this reason, BCP, in a joint initiative with IPAE Asociación Empresarial, create the Award for 

Excellence in Teaching. This competition, which is nationwide, brought together 2,000 teachers 

from public and private institutions from around Peru to select and recognize the best teacher 

in the country.  

After a rigorous assessment process, a jury of recognized professionals and the public, who cast 

100,000 votes, selected a winner from a pool of 5 finalists. Each of these individuals received a 

scholarship valued at S/ 30,000 for post-graduate studies and was recognized by the Ministry of 

Education. The winner received US$ 50,000. 

9.2.  BCP Volunteer Program 
 

This in one of the country’s largest corporate volunteer programs. It provides a platform for 

more than 1,200 people from around the country who donate more than 10,00 hours of their 

time to volunteer work to become agents of social change by sharing their knowledge, resources 

and abilities in a committed and sustainable way.   

The program has three focuses. The first is that employees can contribute to the country’s 

development by providing training on financial matters. The second entails the contributions 

that volunteers make to causes that generate national impact, such as disaster management, 

the fight against freezing conditions in the Andean highlands, or support for the Teleton. Finally, 

the third focus seeks to empower employees to manage their own initiatives for social impact.   

Teleton 

During the Teleton of 2019, BCP kept 61 branches open for extended hours throughout the 
country. Two of these branches, one in Lima and the other in Iquitos, were open for 24 hours 
straight. This was possible thanks to 660+ volunteers who gave of their time to man one of the 
most important donation channels at the bank.   

In addition to manning the branches during extended hours, the volunteers canvassed shopping 
centers in Lima to encourage the public to collaborate with the Teleton. Finally, employees 
donated a total of S/ 190,835 to the Teleton. 

Campaign during the cold wave (friaje) 

Following an intensive communications campaign, donation channels were set up for BCP’s 
clients to make donations to implement 4 technologies to raise temperatures in households in 
the community of Palccoyo in Cuzco. During the campaign, more than S/ 222,000 were collected 
to build 42 warm homes. 62 volunteers from BCP in Cuzco participated alongside the community 
in the construction process.  

 Blood Donations 

Blood donation campaigns were held to contribute to the treatment of pediatric patients from 
the National Institute for Malignant Illnesses (INEN). BCP employees donated 153 units of blood 
to assist 459 pediatric patients.   
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Christmas Campaign 

To promote employee volunteer initiatives, a competition was held called “Volunteer Ideas” to 
select the initiatives that would generate the greatest impact. After the selections process, 8 
Christmas projects were chosen to generate social impact in Lima, Arequipa, Iquitos and 
Huancavelica. Financing was provided for initiatives led by 160 volunteers to benefit 400 
individuals.  

 

 

9.3. Tax deductions for public works 
BCP continued its efforts to successfully culminate projects through the tax deductions for public 

works mechanisms to close the infrastructure gap in the country. In coordination with public 

entities, and with a focus on ensuring the quality of the public work to be delivered; promoting 

transparency at the communications level; and conducting follow-up on the builders, new 

agreements were signed for a total of S/ 60 million. Additionally, 10 works were delivered, which 

represented an investment of S/ 168 million. The education sector accounted for 80% of these 

investments and the remainder was associated mainly with roadwork.   

At the end of the year, 53 agreements were underway with an investment commitment of S/ 

930 million; 16 of these agreements are in the dossier preparation stage or have moved on the 

execution (S/ 323 million in investment commitment) while 37 are in the liquidation process (S/ 

607 million in investment commitment). Disbursements in 2019 for projects in the construction 

phase totaled S/ 175 million for public works in the regions of Piura, Huancavelica, Loreto, 

Arequipa and Cusco. 
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10.  Relations with suppliers 
 

Suppliers play an active role in the development and delivery of BCP’s products and services.  As 

such, they are considered fundamental players in the value chain and must at all times 

demonstrate their ability to fulfill the operating and service standards set forth by the bank. The 

Procurement Area awarded S/ 2,734 MM in contracts to 184 suppliers, 165 of which were 

national (89.7 %) and 19 foreign (10.3 %). 

Procurement process 

To guarantee that the process to enter into contracts with suppliers is transparent, all contracts 

must be assessed through a risk matrix. If the analysis concludes that the process entails 

significant sub-contracting or represents high or very high risk, it must be channeled through the 

Procurement Area. This area is also in charge of awarding contracts for goods and/or services 

that exceed US$ 100,000 including taxes regardless of the result obtained when the risk matrix 

is applied.  

 

 

 

 

 

 

 

 

Process to manage operating risk when negotiating with suppliers  

To manage operating risks when negotiating with suppliers, the Procurement Area utilizes a 

process to filter and select suppliers.   

To be selected, suppliers must demonstrate, in addition to proving their capacity to provide 

services under the conditions set forth, a solid financial condition; exemplary ethics and legal 

behavior; and timely compliance with obligations, whether personal or with financial entities or 

relative to relations with their own suppliers and regulators.   

BCP has a Supplier Homologation Program for critical suppliers that provide services with high 

or very high criticality. Suppliers that provide recurring services with personnel who work on-

site at the bank or whose contract period is for one or more years with annual billing in excess 

of US$ 100,000 are also subject to this program. 

The Supplier Homologation Program contains questions related to compliance with aspects 

relative to formalization, social, labor and occupational security and health. In 2019, 87 suppliers 

were accredited23. 

                                                           
23 Applies to new suppliers in 2019 and renewals with existing suppliers.   
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11.  Commitment with the environment 

11.1. Responsible financing 

 
Environmental Credit Policy 

 

Through its Environmental Credit Policy, BCP oversees its clients’ compliance with current 

normativity (licenses, authorizations and permits related to social and environmental issues) 

while promoting best standards for environmental protection. This policy covers all clients in 

Corporate Banking and Middle Market Banking that have loans in excess of US$ 10 million in the 

economic sectors of mining, oil and gas, electricity and fishing.  

The categorization of lines of credit is conducted during the annual review, where each company 

is asked to fill out an environmental questionnaire by sector.  This information is tabulated by 

the Loan Officer to determine the degree of environmental risk to which the client is exposed.  

 

BCP’s actions with clients that demonstrate environmental risk 

Medium risk • The client is informed of the environmental aspects that represent potential risks.  

 
Higher Risk 

• Request an assessment from an independent environmental expert who will conduct due diligence.   

• Includes specific contractual clauses to prevent, reduce and/or mitigate potential environmental risks.   

• If the bank, after conducting an assessment, believes that the environmental risk is very high, it has the 
right to reduce facilities or deny operations.  

 

At the end of 2019, 83% of the requests for credit that were subjected to assessment under 

bank’s environmental credit policy were rated using the aforementioned scale24.  

Client rating in accordance with the Environmental Credit Policy in 2019 

 

 

 

 

                                                           
24 17 % of the remainder has yet to be categorized. 
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Universe Rated Green Yellow Red 

Number of clients 98 83 75 8 0 

Percentage 100 % 85 % 77 % 8 % 0 % 

Red

•Operations with the potential to generate large-scale environmental
impacts. These impacts are characterized as irreversible given that they
are not limited to a specific geographic area or no historical information is
available to prevent associated risks.

Yellow
•Potential negative environmental impacts that are medium in scale. The

impacts are limited to specific areas, are generally reversible and easily
addressed through mitigation. This means that by taking specific actions or
making certain investments, risks can be prevented or mitigated.

Green
•No risks or negative impacts on the 

environment. 
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Social and Environmental Policy for Project Financing 
 

It is important for the bank to assume responsibility for its own projects as well as those of the 

third parties with which it is associated. Through this policy, BCP seeks to ensure that the 

projects that it partially or fully finances are managed in a socially and environmentally 

responsible manner and fulfill the requirements stipulated in SBS Ruling N°1928-2015 and the 

Guidelines of the Equator Principles25. This policy applies to project financing that exceeds 

US$ 10 million, whether entailing direct or indirect credit, and regardless of the economic sector 

to which said projects belong.   

 To categorize the project, clients are asked to fill out a questionnaire. This information is 

tabulated to determine the degree of social and environmental risk to which the project is 

exposed. The ratings are A, B, or C; the A category corresponds to the highest level of risk on 

this scale.   

Socio-environmental categorization for project financing 

In 

2019, BCP assessed 6 projects with this policy. The projects contemplated the following 

modalities26:  

 

 

 

                                                           
25 The Equator Principles (EP) was launched in 2003 as a framework of reference for financial institutions seeking to 
identify, assess and manage the social and environmental risks of its projects. 
26 No assessment was conducted of financial advisory services within the scope of the Social and Environmental 
Policy for Project Financing.   

Category A 
(high risk)

•Projects where the potential for significantly adverse social
and/or environmental impacts runs high. These impacts are
considered diverse, irreversible and without precedent.

Category B

(medium risk)

•Projects were the potential for adverse social and/or
environmental risk is limited. The impacts are limited and in
general, concentrated in specific areas and in their majority,
are reversible and easily addressed through mitigation
measures.
Category C 

(low risk) 

•Projects with minimum or
inexistent social and/or
environmental impacts.

 Category A Category B Category C 

Project Financing 

Sector  

Building 0 0 1 

Mining 0 0 1 

Linear Infrastructure 0 0 1 

Energy 0 0 1 

Transformation Industry 0 0 1 

TOTAL   0 0 5 

Corporate Loans 

Sector  

Linear Infrastructure 0 0 1 

TOTAL  0 0 1 

Bridge Loans 

Sector  

 0 0 0 

TOTAL  0 0 0 
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Training  

In 2019, 174 officers from the Credit Department, Corporate Banking, Middle Market Banking, 

Institutional Banking, Credicorp Capital, Risk Management and Social Responsibility Division 

were trained. The objective was to update officers so that they can adequately apply the 

Environmental Credit Policy and the Social and Environmental Policy for Project Financing.   

Training focused on the following subjects: (i) Social and Environmental Risk and their 

Implications, (ii) the Evolution of Social and Environmental Risk Management at BCP, (iii) the 

Equator Principles, (iv) SBS Regulations (v) BCP Policies to Assess Social and Environmental Risks, 

(vi) the Environmental Credit Policy, and (vii) the Social and Environmental Policy for Project 

Financing. 

Encore Pilot (NFCA) 

BCP works to integrate risk in loss calculations, and in line with the Policy to Manage Social and 

Environmental Risk, rolled out the Encore Pilot Project with Natural Capital Finance Alliance 

(NFCA). This pilot was used to assess and follow-up on projects with higher exposure to natural 

capital risks and analyzes three variables (i) natural capital dependencies and (ii) the magnitude 

of credit exposure. The sectors that were identified as entailing the highest exposure to natural 

capital risk were: energy, mining, oil and gas. The sectors that were found to be the least exposed 

were construction and fishing.   

 

Steps for the methodology applied in different sectors  

 

After sharing information with the client regarding the natural capital dependencies that have 
been identified for its business, Encore’s methodology and tools are integrated in the risk and 
business management processes. The most noteworthy results of this integration are: 

• Credit rating 

• Autonomy, exceptions, in-depth analysis among others 

• Estimate of the risk parameters (PD and LGD) 

• Solvency: provisions and capital 

• Pricing 
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11.2. Operating efficiency 
BCP applies environmental management to its operations by calculating its Carbon Footprint, 

which allows different areas of the bank to measure the results of their efficiency projects and 

identify potential projects for the future.  

Greenhouse Gas Emissions (GHG) 

The environmental problems that the world is currently facing are truly critical and constitute 
an enormous challenge for companies and social actors. In this context, BCP has joined 
international initiatives to manage and reduce environmental impacts. Accordingly, the bank 
chose to conduct a GHG Inventory for 2019 (Carbon Footprint or CF) by calculating emissions at 
14 offices, 402 branches and 5 other facilities at the national level.   
 
The GHG inventory was conducted in accordance with ISO 14064-1. The effort also followed the 
guidelines provided by the Greenhouse Gas Protocol developed by the World Resources 
Institute (WRI) and the World Business Council for Sustainable Development (WBCSD). 
According to the aforementioned methodologies, 3 scopes are used to calculate the CF: 
 

• Scope 1: Direct energy emissions: Covers the GHG controlled by BCP.  

• Scope 2: Indirect energy emissions: Includes the issuances generated by electricity that 
is acquired and consumed by the bank.  

• Scope 3: Other indirect emissions: Calculates remaining indirect emissions. 
 
The GHG inventory for 2019, including both direct and indirect emissions associated with 
electricity consumption, totaled 12,062.48 tCO2eq. As is evident in the table below, scope 1 
represents 13.30 % pf the CF A1+A2 at BCP while scope 2 represents 86.70 %. 
 

GHG inventory at BCP in 2019 (in tCO2 equivalents and percentages) 

 

Concept 
Quantity 
(tCO2e) 

Percentage 

Scope 1: Direct emissions 1,604.89 13.30 % 

Air conditioning 955.44 7.92 % 

Electric Generators 266.61 2.21 % 

Transportation in own vehicles 197.69 1.64 % 

Kitchen 174.03 1.44 % 

Extinguishers 6.63 0.05 % 

Fertilizers 4.49 0.04 % 

Scope 2: Emissions for electricity consumption 10,457.59 86.70 % 

Electricity consumption 10,457.59 86.70 % 

Total Carbon Footprint (A1+A2) 12,062.48 100.00 % 

Per Capital Carbon Footprint 0.72  

Carbon Footprint by m2 0.03  

 

 

Additionally, BCP has calculated indirect GHG emissions (scope 3), which totaled 18,681.78 
tCO2eq.  
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Inventory of indirect emissions at BCP in 2019 (in tCO2 equivalents and percentages) 

Concept 
Quantity 
(tCO2e) 

Percentage 

Scope 3: Indirect Emissions 18,681.78 100.00 % 

Personnel traveling to work 9,501.31 50.86 % 

Air travel 2,222.73 11.90 % 

Waste generation 1,829.25 9.79 % 

Paper and cardboard consumption 1,728.61 9.25 % 

Losses associated with transportation 
and electricity distribution 

1,582.75 8.47 % 

Lodging 559.04 2.99 % 

Water consumption 270.74 1.45 % 

Message services 257.49 1.38 % 

Transportation of personnel by bus or 
cars hired by the company 

166.41 0.89 % 

Electricity consumed by third parties 132.33 0.71 % 

Transportation of cash 120.38 0.64 % 

Charges paid by cards 109.47 0.59 % 

Waste transportation 83.49 0.45 % 

Road trips in national territory 66.93 0.36 % 

Trips by tax (Lima and provinces) 50.83 0.27 % 

Outsourced transportation (delivery of 
bank cards) 

0.02 0.00 % 

Total indirect emissions 18,681.78 100.00 % 

 

Within total GHG emissions from indirect sources, the main sources of emissions were, in order 
of magnitude, transportation of personnel, air travel and waste generation. Combined, these 
sources represented 72.55 % of the indirect emissions generated by BCP in 2019.  
 
It is important to note that despite the fact that ISO 14064-I measures only the 7 GHG 
contemplated in the Kyoto Protocol, BCP has, additionally and complementarily, calculated non-
Kyoto emissions for biomass burning. Together, this contributed an additional 2,168.08 tCO2eq 
to the CF, as shown in the table below. 
 

Other GHG emissions (in tons of CO2 equivalent) 

Concept 
Quantity 
(tCO2eq) 

Percentage of 
Total 

Non-Kyoto GHG emissions: gas R-22 1,148.58 52.98 % 

Non-Kyoto GHG emissions: halotron gas 11.83 0.55 % 

Direct CO2 emissions for biomass burning 27.93 1.29 % 

Indirect CO2 emissions for biomass burning 979.75 45.19 % 

Total GHG emissions 2,168.08 100.00 % 
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Energy Consumption 

 

BCP consumes direct energy from non-renewable sources (gasoline, diesel and LPG) to ensure 
that the company’s electric generators, stoves and cars work properly. BCP also consumes 
indirect energy (electricity) from renewable and non-renewable sources in the National 
Interconnected Electric System.  

Direct energy consumer relative to fossil fuel use in machinery in 2019 totaled 6,529.55 GJ, 
which were distributed as follows: 

Resource 

Quantity 

In gallons (gal) In gigajoules (GJ) 

Diesel for electric generators 27,468.20 3,774.01 

Fuels for LGP stoves 29,120.66 2,755.54 

 

BCP also consumes direct energy from the use of fossil fuels to supply the car pool. In 2019, BCP 
owned 61 vans and 17 cars, which were used to transport directors or managers to meetings 
with clients or with other companies.  Fuel consumption of BCP’s car pool in 2019 totaled 
2,340.93 GJ. 
 

Resource Vehicle type 
Number of 

vehicles 

Amount 

In gallons (gal) In gigajoules (GJ) 

Diesel B5 Van 25 3,203.24 440.11 

Gasoline 
Car 17 4,446.54 540.25 

Van 36 11,198.22 1,360.57 

 

As indicated above, BCP consumes energy from renewable and non-renewable sources from the 

National Interconnected Electricity System.  In 2019, indirect energy consumption was solely 

composed of electric energy used at BCP’s facilities or Agentes BCP, as shown in the table below:  

 
 

 

 

 

 

 

Resource 

Quantity 

In megawatts-hour 
(MWh) 

In gigajoules (GJ) 

Electric energy consumed in Lima 44,209.35 159,153.65 

Electric energy consumed in the provinces 15,558.76 56,011.52 

Electric energy consumed by ATMs outside of 
the BCP Branch Network 

2,073.56 7,464.83 

Electric energy consumed by Agentes BCP 782.56 2817.21 

Electric energy consumed by BCP in 
the last 3 years 

 2017 Year 
  2018 
Year 

2019 Year 

In megawatts-hour (MWh) 76,604.36 65,976.99 62,624.23 

In gigajoules (GJ) 275,775.69 237,517.18 225,447.22 

Energy consumption per capita in 
megawatts-hour (MWh) 

4.67 4.01 3.72 



 

59 
 

Water consumption 

BCP is conscious of the problems associated with water scarcity and as such, is committed to 
efficiently managing consumption by improving its installations with modern technologies to 
regularize water consumption in its restrooms and prevent waste. This year, the system to 
register water consumption in the provinces was improved to reduce uncertainty when 
calculating total consumption. 
 

 

 

 

Consumption of materials 

In 2019, BCP used 872.47 tons of office paper; 22.51 tons of paper for marketing; 14.29 tons of 
carboard; and 229.58 tons of toilet paper and hand towels. Overall paper consumption has fallen 
general 12.52%, which reflects the results of the paperless campaign that the bank began rolling 
out in 2018.   
 

 

 

Waste Management 

Two (2) phases of waste management take place at the bank’s headquarters. The first entails 

segregating waste at the source through stations27 that are located on all floors (where 

employees deposit articles). In the second phase, an EPS-RS (solid waste collections company) 

picks up the waste and segregates articles from the waste segregation stations and from some 

personal containers. Next, wastes are weighed and registered. Finally, the segregated wastes 

are removed by the waste collections company and sent for final disposal or recycling.  

 

 

 

 

 

 

                                                           
27 Segregation stations cover: paper, plastic bottles, recyclable containers and common waste.  

Water consumption 2017 Year  2018 Year 2019 Year 

Water consumption in Lima and 
the provinces (in cubic meters) 

550,965 550,780 589,429.52 

Water consumer by employee 
(cubic meters per person) 

33.62 33.46 35.02 

 2016 Year 2017 Year 2018 Year  2019 Year 

Paper consumption (tons) 1,234.73 1,226.82 1,302.11 1,138.85 

Waste generated at offices (in kilograms) 

Common wastes  71,026  

Segregation stations 29,325 

 TOTAL  100,351 

Details on recycled 
materials  

Plastic 
Bottles 

White 
paper 

Newspaper Cardboard Glass TOTAL 

Recycled wastes (in 
kilograms) 

3,507.77 6,532.49 4,091.58 3,291.48 2,266.35 19,689.67 

Percentage of 
recycled wastes 

18 % 33 % 21 % 17 % 12 % 100 % 
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12.  Annexes 
 

Service Channels  

Service Channels 

Department Branches Agentes ATMs Kiosk 

Amazonas 3 26 8 6 

Ancash 8 133 34 17 

Apurimac 2 46 6 4 

Arequipa 18 586 115 39 

Ayacucho 2 78 11 4 

Cajamarca 5 156 26 10 

Callao 16 269 110 25 

Cuzco 11 137 53 17 

Huancavelica 1 31 3 2 

Huanuco 3 76 13 5 

Ica 9 213 54 21 

Junín 14 272 47 26 

La Libertad 15 447 94 31 

Lambayeque 8 343 46 15 

Lima 251 3,467 1,486 407 

Loreto 3 37 14 6 

Madre de Dios 1 8 5 2 

Moquegua 5 47 13 6 

Pasco 3 29 8 6 

Piura 13 404 71 25 

Puno 4 99 18 7 

San Martín 6 86 20 12 

Tacna 4 96 16 7 

Tumbes 1 31 7 2 

Ucayali 3 70 16 7 

Total at the end of 
2019 

409 7,187 2,294 709 

 

Service channels that closed and opened 

 

 

 

 

 

                                                           
28 The Asia branch opens in the month of December and closes in April to cover the summer season. 

 
Closed Opened 

BCP Branches28 21 4 

ATMs 134 151 

Agentes BCP 1,044 1,381 

Kiosk 28 7 
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Wholesale Banking Results 

Wholesale Banking Loans  

 Evolution of Wholesale Banking Year 2017 
 (in millions of 
soles) 

Year 2018  
 (in millions of 
soles)  

Year 2019 
(in millions of 
soles) 

Direct loans Short-term  16,909.31  19,704.56 19,973.03 

Medium or long-term  24,054.43  25,075.59 25,940.27 

Total direct loans  40,963.74  44,780.15 45,913.30 

Total contingents 15,961.24 17,140.61 17,425.23 

Total financed amounts  56,849.63  61,887.33 63,338.53 

 

Wholesale Banking Income 

 

 

 

 

 

 

 

 
 

Distribution of the client portfolio 

 

 

 

 

 

 

 

 

 

 

City, volume and percentage composition in the 2019 (Middle Market Banking) 

City Debt volume (In Millions of 
Soles) 

Percentage 

North 1,682.667 100 % 

Trujillo 920.892 55 % 

Chiclayo 318.399 19 % 

Chimbote 183.087 11 % 

Piura 260.290 15 % 

South 1,314.396 100 % 

Arequipa 492.516 37 % 

Chincha 320.726 24 % 

                                                           
29 Active margin + passive margin.  
30 The total includes the net interest margin, fee income and income from foreign exchange transactions.  

  Year 2017  
(In Millions of Soles)  

Year 2018  
(In Millions of 
Soles)  

Year 2019 
(In Millions of 
Soles) 

Net interest margin29 1,112.62 1,117.18 1,060.71 

Active margin 794.37 751.14 658.49 

Passive margin 318.24 366.04 402.22 

Service income 627.19 647.29 606.14 

Income for foreign 
exchange transactions 

277.84 324.28 275.83 

Total income30 2,017.65 2,088.75 1,942.68 

Corporate 
Banking 

Year 2018 Year 2019 

Lima and 
Callao  

100 % 100 % 

Provinces 0 % 0 % 

Middle 
Market 
Banking 

Year 2018 Year 2019 

Lima 85 % 85 % 
Provinces  15 % 15 % 

East 0 % 0 % 
North 54 % 56 % 
Center 0 % 0 % 
South 46 % 44 % 
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Ica 259.958 20 % 

Tacna 241.197 18 % 

 

Distribution for Corporate Banking and Middle Market Banking by economic sector nationwide in the 

year 2019 

 

Results of Retail Banking 

Main results of Retail Banking 

 

Year 2017 (in 

millions of soles) 

Year 2018 (in 

millions of soles) 

Year 2019 (in 

millions of soles) 

Loans 36,822 40,966 45,606 

Financing for consumption: credit cards, personal 

loans and car loans 
10,334 11,973 13,747 

Mortgage loans 12,270 14,067 15,915 

SME-Pyme loans 7,682 8,407 9,232 

Commercial loans 4,842 5,176 5,277 

Contingents 1,695 1,343 1,435 

Deposits 44,780 49,952 54,846 

Savings 23,182 26,789 28,870 

CTS 6,856 7,243 7,463 

Time (current account) 10,476 10,986 12,727 

Fixed-term deposits 4,266 4,934 5,787 

 
 

 

 

 

 

 

Sector 
  

Clients Debt 

Manufacturing industries 25.28 % 28.64 % 

Commerce 26.78 % 16.49 % 

Business real estate activities and rentals 13.96 % 12.73 % 

Electricity, gas and water supply 1.10 % 7.51 % 

Transportation, storage and communication 7.53 % 7.26 % 

Exploitation of mines and quarries 2.77 % 6.74 % 

Other activities for community, social and personnel services 4.55 % 5.39 % 

Financial intermediation 1.57 % 4.56 % 

Agriculture, livestock, hunting and forestry 6.51 % 4.30 % 

Construction 5.22 % 2.90 % 

Hotels and restaurants 1.57 % 1.49 % 

Teaching 0.65 % 0.94 % 

Fishing 1.07 % 0.70 % 

Social and health services 1.11 % 0.33 % 

Public administration and defense, social security plans with obligatory affiliation 0.07 % 0.00 % 
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Distribution of the Retail Banking client portfolio by Region 

 

 

 

 

 

 

 

 

 

 

 

 

 
Distribution of the client portfolio (SME-Pyme) by economic sector  

SME-Pyme Year 2018  Year 2019 

Sector Clients Debt Clients  Debt 

Manufacturing industries 15 % 15 % 11 % 13 % 

Commerce 48 % 47 % 33 % 40 % 

Business real estate activities and rentals 8 % 7 % 9 % 8 % 

Construction 2 % 2 % 2 % 2 % 

Hotels and restaurants 7 % 8 % 4 % 6 % 

Transportation, storage and communications 8 % 7 % 8 % 7 % 

Other activities relative to community 
services 

5 % 4 % 17 % 13 % 

Others 8 % 10 % 16 % 12 % 

 

Distribution of the client portfolio (SME Business) by economic sector  

SME Business Year 2018 Year 2019 

Sector Clients Debt Clients Debt 

Business real estate activities 
and rentals 

6 % 9 % 15 % 13 % 

Agriculture, livestock, hunting 
and forestry 

0.10 % 0.10 % 2 % 2 % 

Wholesale and retail 
commerce; repairs of cars, 
motorcycles, personal effect 
and household goods 

64 % 49 % 32 % 36 % 

Construction 5 % 1 % 8 % 9 % 

Teaching 1 % 1 % 1 % 1 % 

Exploitation of mines and 
quarries 

1 % 1 % 1 % 1 % 

Hotels and restaurants 2 % 3 % 2 % 2 % 

Manufacturing industries 12 % 21 % 13 % 17 % 

                                                           
31 Includes: Amazonas, Loreto, Madre de Dios, San Martin and Ucayali. 
32 Includes: La Libertad, Lambayeque, Piura and Tumbes. 
33 Includes: Ancash, Ayacucho, Cajamarca, Cerro de Pasco, Huancavelica, Huanuco and Junin. 
34 Includes: Apurímac, Arequipa, Cusco, Ica, Moquegua, Puno and Tacna. 

SME-Pyme Year 2018  Year 2019 

Lima a d Callao  45 % 48 % 

Provinces 55 % 52 % 

Oriente31 6 % 5 % 

Norte32 23 % 21 % 

Centro33 4 % 4 % 

Sur34 21 % 21 % 

SME Business Year 2018  Year 2019 

Lima and Callao  70 % 69 % 

Provinces 30 % 31 % 

Eas 4 % 5 % 

North 12 % 12 % 

Center  5 % 5 % 

South 9 % 9 % 
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Others activities relative to 
community, social and 
personal services 

1 % 1 % 12 % 8 % 

Fishing 0.10 % 0.30 % 1 % 0 % 

Social and health services 1 % 2 % 1 % 1 % 

Electricity, gas and water 
supplies 

3 % 4 % 0.3 % 0.1 % 

Transportation, storage and 
communications 

6 % 8 % 9 % 9 % 

Others 0 % 0 % 3 % 1 % 

 

Results of Private Banking 

Segmentation of clients and products 

 Clients Products No. of clients 
(2019) 

Private 
Banking 

Clients with more than 
US$1,000,000 available to 
invest. 

Access to all the products in Exclusive 
Banking and to advisory services for 
investment, financial and wealth 
planning, structured investment 
products and flexible loans 
guaranteed with financial instruments. 

2,017 

 

Main results of Private Banking 
 

Year 2017 (in 
millions of soles) 

Year 2018 (in 
millions of soles) 

Year 2019 (in 
millions of soles) 

Loans (current portfolio) 588 586 553 

Consumer financing: credit cards, personal loans and 
car loans 

416 424 345 

Mortgage loan 140 105 96 

SME-Pyme loans - - - 

Commercial loans 8 31 84 

Contingents 24 27 28 

Assets under management (deposits and mutual 
funds) 

5,418 6,001 6,006 

Savings 1,473 1,356 1,296 

CTS 113 120 123 

Time (current account 430 426 360 

Mutual funds 1,977 2,120 3,259 

Fixed-term deposits 1,425 1,981 968 
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Suppliers 

Procurement process 

Stage Unit Description 

1. Planning and 
defining 
requirements 

Request-
ing Unit 

The requesting unit (US) specifies the good and/or service required, levels of 
service expected, the projected demand and dates of reception for the good 
and/or service. This includes identifying historic volumes, risks and the criticality 
of the service. The requesting unit also coordinates a formal risk assessment with 
a risk manager. 

Negotiat-
ing Unit 

The negotiating unit (UN) identifies potential suppliers with the requesting unit 
(US), determines scenarios for seeking quotes to predicate supplier proposals 
and negotiate the form of payment, which must include local taxes. Additionally, 
this unit establishes the scheme of penalties and if necessary, requests a letter 
of guarantee.   
For services whose criticality is “high,” “very high” or which constitutes 
“significant sub-contracting,” the negotiating unit request assistance from the 
Deputy Management Area for Insurance to determine which policies the supplier 
needs. When procurement involves services whose criticality is “medium” or 
“low,” the area fills out the format “matrix of insurance policies” and requests 
necessary policies from suppliers.   
In the case of goods, coordination will take place with the Logistics Area to ensure 
that that volumes are adequately defined based on policies for storage and 
supply.   
Finally, the negotiating unit develops a preliminary strategy and generates a 
negotiating schedule and will determine the contract to be used based on 
segmentation and the negotiated amount. Additionally, it sends the RHP to 
suppliers.  

2. Analyisis of 
proposals 

Request-
ing Unit 

The requesting unit answers suppliers’ questions; conducts a preliminary 
assessment of the proposals; closes and scores the assessment criteria.  

Negotiat-
ing Unit 

The negotiating unit aligns the proposals to make them comparable based on the 
scope requested and conducts a financial assessment.  Additionally, the unit 
evaluates the contract to ensure that the commercial terms and conditions are 
aligned with the RHP. Finally, the unit assesses the reputations of the potential 
suppliers to ensure that the suppliers have the integrity required by Norm 
4147.010.5 Formalizing Contracts with Suppliers.  

3. Execution of 
the final 
negotiation 
strategy 

Agree- 
ment 

between 
the 

Request-
ing Unit 

and 
Negotiati
-ng Unit  

1 of the following 3 strategies are followed to award contracts: 
 
* Direct negotiation: Implies directly negotiating with the supplier due to exit 
barriers or the fact that there is no other viable alternative. 
 
* Competition based on price: Implies assessing the best economic proposal from 
suppliers, whose service conditions have been standardized, valued and closed.  
 
* Negotiating table: Entails discussing the most important service/commercial 
aspects of the proposals with suppliers. The participation of the requesting unit 
is key.   

4. Approval to 
use the 
budget 

Request-
ing Unit 

The requesting unit puts together a presentation to justify using the budget, 
which must include: justification of needs, historical behavior (if applicable), 
projections of consumption and results of the negotiation.   
 
The unit also backs up its request before the corresponding committee: Technical 
Committee for Productivity, IT Governance Committee and/or the Marketing 
Committee. 

Negotiat-
ing Unit 

The negotiating unit provides support to explain economic results and the 
commercial conditions that have been negotiated.  

5. Award 
Negotiat-
ing Unit 

The negotiating unit validates the minutes of the committee to approve the 
budget allotment, requests the conformity of the sponsor-user with regard to 
the results of the award process, the commercial terms and conditions and other 
contract details. Next, the unit notifies each of the bidders about the result of 
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the tender.  
 
The email from the Deputy Division of Powers and Signatures of the Legal 
Division for Lima, which contains information on conformity with the powers 
provided by the supplier’s signatories, is attached to the file. If the suppliers are 
abroad, it is necessary to coordinate issues of conformity with the Area for Legal 
Advisory (GAL). GAL will request the aforementioned documents, which must be 
duly apostilled for contracts that exceed US$ 100.000 (including taxes).  
 
Lastly, the unit verifies that BCP’s signatories have the respective powers. Next, 
the unit digitalizes and sends the contracts and/or addenda (only contracts that 
have the conformity of the Legal division will be received) that have been duly 
signed.   

Request-
ing Unit 

The requesting unit gives its conformity for the contract clauses and services and 
requests that suppliers that have no prior relationship with the bank register with 
the SIGA system. Next, contracts are signed. 

Legal 
Advisory 

The Area for Legal Advisory communicates the requests for advice regarding 
contracting processes must indicate the following: 
 
a) The criticality of the service and whether the same constitutes significant sub-
contracting. 
b) If the service provided requires the supplier’s personal to travel to BCP’s 
facilities 
c) If personal information will be transferred 
d) If data will be processed abroad  
 
If BCP’s Contract Models are used without amendments to the clauses, it will not 
be necessary to validate the process with the Area for Legal Advisory. If BCP’s 
Model Contracts are not used or the contracts are amended, the Area for Legal 
Advisory must give its conformity. This conformity does not give conformity to 
the commercial or service aspects of the contract.   
 
Additionally, when the contract is subject to foreign law and criticality is medium, 
high, very high or qualifies as significant sub-contracting, a law firm from the 
jurisdiction that governs the contract must participate in the negotiation process.   
 
Additionally, if the contract is subject to legislation other than Peruvian law, the 
Area of Legal Advisory will not sign off on the contracts. To give the 
aforementioned conformity, the Area of Legal Advisory will determine the legal 
risks associated with new clauses, or with amendments to pre-established 
clauses, and will request conformity from the individuals in charge of the user 
area or negotiating unit prior to assuming the risk that has been identified.   
 
The Area of Legal Advisory does not review proforma information or other 
documents that are not related to the contract.  

6. Post-sale 
services 

Request-
ing Unit 

The requesting unit must manage suppliers, which entails the following 
activities: 
 
i. Consumption management 
ii. Follow-up on performance 
iii. Billing and payment management 
iv. Follow-up on contract expiration 
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Negotiat-
ing Unit 

On an annual basis, the negotiating unit coordinates the process to approve 
suppliers by requesting insurance policies in accordance with the 
recommendations made by the Deputy Management Area for Insurance or 
aligned with the Matrix for Insurance Policies.  Additionally, it is responsible for 
policies that are in effect during the service period and in accordance with the 
terms that have been negotiated. The documents that must be presented to 
the supplier are:     
 
i. Complete policy, which should contain the general, specific and special 
conditions, guarantee clauses and exclusions. 
ii. If D & S insurance is necessary, the requesting unit must request and follow-
up on the statements in effect for personnel at the supplier.   
 
Additionally, it charges the supplier for penalties incurred due to failure to 
comply with levels of service; coordinates if conflicts arise regarding contracts; 
and follows up on contract expiration.   

 

 

Employee Results 

Breakdown of employees by sex 

 

 

Breakdown of employees by work contract, shift and sex (BCP Payroll)  

Contract t 
Year 2018 Year 2019 

Women Men Total Women  Men Total 

Indefinite term35 7,125 5,108 12,233 7093 5167 12261 

Full time 5,340 4,451 9,791 5399 4557 9957 

Part time 1,785 657 2,442 1694 610 2304 

Fixed term 2,527 1,692 4,219 2858 1711 4569 

Full time 1,862 1,344 3,206 2136 1370 3506 

Part time 665 348 1,013 722 341 1063 

Total  9,652 6,800 16,452 9951 6878 16829 

 
Location of employees (BCP Payroll0 

Department Men Women Number of 
Employees 

Percentage 

Lima and Callao 5364 7203 12567 74.68 % 

Provinces 1514 2748 4262 25.32 % 

Total  6878 9951 16829 100 % 

 

                                                           
35 Does not include employees on furlough.  

Total number of 
employees 

Year 
2017 

Percentage 
Year 
2018 

Percentage 
Year 
2019 

Percentage 

 BCP Payroll Men 7,006 41.73 % 6,800 41.33 % 6878 40.87 % 

Women 9,782 58.27 % 9,652 58.67 % 9951 59.13 % 

Interns Men 181 55.02 % 210 60.17 % 216 60 % 

Women 148 44.98 % 139 39.83 % 144 40 % 

Total Men 7,187 41.99 % 7,010 41.72 % 7094 41.27 % 

Women  9,930 58.01 % 9,791 58.28 % 10095 58.73 % 
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Breakdown of employees by location and work contract type (BCP payroll) 

Department 
Indefinite 
Contract 

Fixed-term Total Percentage 

Amazonas 27 7 34 0.20 % 

Ancash 136 53 189 1.12 % 

Apurimac 25 15 40 0.24 % 

Arequipa 425 184 609 3.62 % 

Ayacucho 35 19 54 0.32 % 

Cajamarca 142 24 166 0.99 % 

Cuzco 162 91 253 1.50 % 

Huancavelica 12 3 15 0.09 % 

Huanuco 65 21 86 0.51 % 

Ica 186 96 282 1.68 % 

Junin 196 90 286 1.70 % 

La Libertad 426 376 802 4.77 % 

Lambayeque 227 42 269 1.60 % 

Lima 9,286 3,193 12,479 74.15 % 

Loreto 58 20 78 0.46 % 

Madre de Dios 12 18 30 0.18 % 

Moquegua 56 16 72 0.43 % 

Pasco 26 7 33 0.20 % 

Piura 272 55 327 1.94 % 

Prov. C. Callao 151 116 267 1.59 % 

Puno 68 40 108 0.64 % 

San Martín 80 31 111 0.66 % 

Tacna 94 18 112 0.67 % 

Tumbes 38 9 47 0.28 % 

Ucayali 55 25 80 0.48 % 

Total  12,260 4,569 16,829 100.00 % 

 

Work absenteeism 

Absenteeism rate 2019 

% of total scheduled days 1.24 

Percentage of Employees 38.59  
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Employee Diversity 

 

Diversity (BCP Board of Directors) 

 

Distribution of Women 

Diversity indicator Percentage 

Female share of total workforce 59% 

 
Females in all management positions 

48% 

Females in junior management positions 51% 

Females in top management positions 12% 

Females in management positions in revenue-generating 
functions as a % of all such managers. 

54% 

 

 

 

Total Employees 

 

 

 

 

 

 

 

 

 

Total of employees 
Under the 
age of 30 

Between 30 
and 50 years 

of age 

Above the 
age of 50 

Total Percentage 

BCP Payroll 
Men 0 0 12 12 85.71 % 

Women 0 0 2 2 14.29 % 

Total 
Total 0 0 14 14 100 % 

Percentage 0 % 0 % 100 % 100 %  

Total number of employees 
Under the age 

of 30 
Between 30 and 
50 years of age 

Over the age of 
50 

Total Percentage 

BCP Payroll 
Men 3,336 3,292 250 6,878 40.87 % 

Women 5,403 4,380 168 9,951 59.13 % 

Total 
Total 8,739 7,672 418 16,829 100 % 

Percentage 51.93 % 45.59 % 2.48 % 100 %  
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Employee Training 

Learning actions taken in 2019 

Type Description 

Learning projects Drive performance to achieve the business’s strategic objectives. 

Formative Programs Reduce learning cycle times of new employees. 

Updating programs Cover the needs for knowledge and skills to improve services, products and processes. 

Transversal Projects Contribute to maintaining learning processes throughout BCP. 

Systems Projects Ensure the operating stability of the business, using technological innovation. 

Leadership Programs 
Comprised of the BCP Leaders’ Program and the PDL programs with the Talent Group. 
These programs are for all managers at the bank.   

External courses 
Courses for in-depth specialization offered by companies and institutions in Peru and 
other countries. 

Fund for in-depth 
specialization 

Finance post-graduate studies in Peru or in abroad. Directed at executive-level 
employees. 

International 
Certification 

Covers application fees for BCP employees to international certifications that add 
value.  

 

Breakdown of training indicators 36 
 

Number of employees trained and average number of training hours 

Category Sex 
Training 

hours by sex 

Total 

training 

hours 

Total of 

employees 

trained by sex 

Total of 

employees 

trained 

Total number 

of employees 

by sex 

Total number 

of employees 

Average 

number of 

training 

hours by sex 

Average 

number of 

training 

hours by 

category 

Percentage 

of 

employees 

trained by 

category 

Managers 

Women 8,554 

20,720 

182 

429 

206 

492 

47 

48.3 87.20 % 

Men 12,166 247 286 49 

Professionals 

Women 91,907 

155,747 

3,146 

6186 

3,292 

6,466 

29 

25.2 95.67 % 

Men 63,840 3,040 3,174 21 

Non-

professionals 

Women 391,964 

706,112 

6,322 

9664 

6,511 

9,987 

62 

73.1 96.77 % 

Men 314,148 3,342 3,476 94 

Total 

Women 444,588 

807,538 

9,650 

16279 

10,009 

16,945 

46 

50 96.07 % 

Men 362,949 6,629 6,936 55 

 

New hires in 2019 

 

Location/sex 

Under 

the age 

of 26 

Between 

26 and 30  

Between 

31 and 35  

Between 36 

and 40 

Between 41 

and 45 

Between 46 

and 50  

Between 51 

and 55  

Over 55  

Total  

Lima and Callao 
3,252 1,141 227 58 19 11 3 1 4,712 

Women 
2,082 647 96 17 5 5 1  2,853 

Men  
1,170 494 131 41 14 6 2 1 1,859 

Provinces 
95 40 8 1 1    145 

                                                           
36 Does not include coaching hours with direct supervisors   
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Location/sex 

Under 

the age 

of 26 

Between 

26 and 30  

Between 

31 and 35  

Between 36 

and 40 

Between 41 

and 45 

Between 46 

and 50  

Between 51 

and 55  

Over 55  

Total  

Women 
48 17 5      70 

Men 
47 23 3 1 1    75 

Total 
3,347 1,181 235 59 20 11 3 1 4,857 

Women 
2,130 664 101 17 5 5 1 0 2,923 

Men 
1,217 517 134 42 15 6 2 1 1,934 

 

Employees who left BCP in 2019 

Location/sex 
Under the 

age of 26  

Between 26 

and 30 

Between 31 

and 35  

Between 36 

and 40  

Between 41 

and 45  

Between 46 

and 50  

Between 51 

and 55  
Over 55  Total 

Lima and 

Callao 1,446 936 399 191 79 36 21 34 3,142 

Women 889 503 222 88 40 13 9 16 1,780 

Men  557 433 177 103 39 23 12 18 1,362 

Provinces 487 467 185 61 24 12 12 9 1,257 

Women 344 297 105 35 7 5 2 2 797 

Men  143 170 80 26 17 7 10 7 460 

Total 1,933 1,403 584 252 103 48 33 43 4,399 

Women 1,233 800 327 123 47 18 11 18 2,577 

Men  700 603 257 129 56 30 22 25 1,822 

 

Customer Satisfaction Results 

Description 2018  2019  Goal 2019 

% of satisfied customers of the 
total number of customers who 
answered the survey 

63.3 67.1 68.2 

% customers surveyed 100 100  
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Awards and Recognition 

 
.  
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Main products and services 

Wholesale Banking37  
 
The Central Division for Wholesale Banking designs and manages services for corporate clients 

and large companies. The products that Wholesale Banking offers are designed to cover the 

needs of more than 10,000 clients in Lima and the provinces38. Product offerings include 

commercial loans, contingent loans, foreign trade products, foreign exchange products and 

financial derivatives as well as liability and transactional products. This unit is comprised of two 

banking segments:    

Banking types 

 

Products and services provided by Wholesale 

Banking 

In 2019, Wholesale Banking registered an increase in direct and indirect loans compared to last 

year’s figure. Income rose throughout the year to situate at S/ 1,942.68 million39. 

Retail Banking  
 

Retain Banking offers products and services for individuals and small and medium-sized 
businesses whose annual sales as less than S/ 32 million or which maintain debt levels below 
S/ 10 million. At the end of 2019, Retail Banking had 8.6 million clients, which it served through 
different channels: branches, ATMs, internet banking, telephone banking, mobile banking, Yape 
and Agentes BCP. 

Segmentation of clients and products offered by Retail Banking 

 Clients Products  

BCP Enalta Clients who earn a minimum of S/ 20,000 or have at 
least US$ 200,000 available to invest. 

Access to all the products offered by Banca 
Exclusiva and have access to investment 
advisory services, financial planning, 
structured investment products and flexible 
credit guaranteed with financial 
instruments.  

Banca Exclusiva Clients with minimum monthly income of S/ 5,000 at 
least S/ 150,000 available for investment. 

Credit and debit cards, personal loans, car 
and mortgage loans, current and savings 

                                                           
37 To be updated (Figures to November 2019) 
38 Main areas: Arequipa, Trujillo, Chiclayo, Santa, Piura, Chincha, Ica and Tacna. 
39 For more information, see the tables in the annexes 

Corporate 
Banking

Designed for 
clients with 
annual sales 
equal to or 

greater than 
US$ 100 
million.

Middle 
Market 
Banking

Middle Market Banking: For 
clients whos annual sales 
fluctuate between US$ 10 

million and US$ 100 million.

Institutional Banking: For 
non-profit organizations, 

public and private, to provide 
specialized services.

•Manages lease financing 
and credit lines with the 

world's main financial 
institutions.

International 
Business and 

Leasing

•Develops and 
commercializes 

transactional services for 
business and 

institutional clients. 

Services for 
companies
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 Clients Products  

Consumer Banking Clients whose salaries are below S/ 5,000. accounts, mutual funds, time deposits, 
severance deposits, insurance and 
investments. 

Small Business 
Banking 

Companies with annual sales that are below S/ 5.6 
million or whose debts total less than S/ 1.2 million. 

Loans for working capital, real estate 
financing, leasing, current and savings 
accounts, transactional products and foreign 
exchange transactions. 

SME business Companies with annual sales between S/ 5.6 million 
and S/ 32 million or whose total debt is between S/ 1.2 
million and S/ 10 million 

Commercial loans, contingents, leasing, 
foreign trade, transactional services, liability 
products and foreign exchange transactions.  

 

Private Banking 
 

BCP Private Banking seeks to be its clients’ main ally to manage investments and grow family 

wealth by providing services through a multi-disciplinary team; offering tailor-made products; 

and conducting business through an international platform.   

In 2019, assets under management (AuMs) grew 0.08 % to situate at S/ 6,006 million at year-

end. Additionally, mutual funds registered an increase in their share of the total portfolio after 

reporting growth of 54 % (54 % of the portfolio vs. 35 % in 2018), which went hand-in-hand with 

the business’s objectives. Consequently, private banking reported income of S/79 million in 

2019, which represented an increase of 7% with regard to the figure posted in 201840. 

Service Channels 
 

 BCP 

Branches 
 

 

At year-end in 2019, the bank had 409 branches, which represented a decrease of 4% with 

regard to 2018. This reduction is attributable to the strategy to optimize channels to match 

clients’ preferences; an increase in the use of digital channels; and the creation of Banca Bex 

Digital. These initiatives helped bolster productivity and balances while improving retail 

banking’s efficiency ratio.   

Additionally, work continued on multiple initiatives to increase client satisfaction. In this context, 

BCP achieved a Top to Box (t2B) of 75% for client satisfaction with our tellers and sales advisors 

at the branch level in 2019. Through a new commercial technology, the bank increased the 

productivity of is sales advisors by 14%.  

This year, the bank also worked on developing and rolling out new service formats while 

promoting new roles at the branch level. In 2019, the hub & spoke format was implemented in 

24 branches (this brought the total number of branches with this format to 59).  

                                                           
40 For more information regarding Private Banking’s results, see the Annexes 
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Contact Center 

 

In 2019, BCP began implementing the new technological platform for the Contact Center, which 

will drive digital transformation in this channel. This project will allow the bank to manage this 

channel more efficiently; provide a better experience by simplifying navigation for consultation 

purposes; and significantly reduce call cut-off.   

Bots are being developed to automate internal service processes and chatbot development is 

underway to answer clients’ questions through Whatsapp. The chatbox is in a trial period and 

will be launched for client use at the beginning of 2020. An Online Consultation channel has 

been created and is manned by expert advisors, who handle all questions regarding digital 

channels. The bank has consolidated the traditional roles or a multi-skill advisor, who is capable 

of answering all inquiries without deriving calls to other lines. In Telemarketing, we continued 

to use outsourcing and per capita productivity for card sales, which represent 315 of BCP’s credit 

card sales, hit a record high.  

This channel’s level of client satisfaction leads the market for banking contact centers in Peru 

with a T2B of 78 % at the end of the last quarter of 2019.  

Digital Platform  

We are committed to providing fast and timely service to all client segments and as such, 369 of 

the bank’s branches have one or more digital platforms that offer service 24 hours a day. These 

platforms allow users to consult their balances and movements; view rates and fees; open 

savings accounts; and collect and replace debit cards.  

At the end of 2019, BCP possessed 709 digital platforms, which channel a total of 22.5 million 

transactions. In terms of impact, these channels allowed 3.9 million Peruvians to open accounts 

and/or collect their debit cards at a self-service digital platform and received, on average, 900 

thousand visits a month.   

Finally, BCP began the process to renew technological software for the complete pool of digital 

platforms. With the help of this hardware, the bank expects to improve the client experience in 

all segments. By the end of the year, 170 digital platforms had been renewed.   

 

ATMs 

 

 

At the end of 2019, the bank had 2,294 ATMs. To continue to provide clients with facilities and 

to support migration to self-serve channels, BCP has expanded its network with multi-functional 

ATMs. The bank now has 461 of these units and 186 are cash-recycling ATMs.  

Monetary transactions in 2019 increased 8% with regard to 2018’s level while total transactions 

registered annual growth of 5%.   
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Mobile 

Banking  

 

 

Mobile banking is the bank’s main transactional channel and in 2019, accounted for 43% of total 

transactions (monetary and non-monetary). This application is used by 2.4 million clients every 

month (figure that reflects growth of 74% with regard to 2018). To date, 2 million mobile banking 

clients use a Digital Token, which was largely responsible for growth in transactional activity in 

this channel. 

Since October 2019, clients have been able to activate and deactivate purchases abroad through 

the Mobile Banking application. By year-end, this had improved the card control experience for 

80 mil clients, who tallied 110 thousand interactions. 

In 2019, this application won, for the sixth year in a row, an award for the Best Application for 

Banking Transactions in the XVIII Annual Survey conducted by the Chamber of Commerce of 

Lima (CCL). 

Internet banking 

 

 

In 2019, BCP renewed the user experience by launching a new web page. This has increased 

clients’ interactions with the channel and total annual transactions rose from 208 million in 2018 

to 218 million in 2019. The platform is used by 885 thousand clients a month for annual 

transactions totaling S/ 33,064 million. 

Agentes BCP 

 

 

In line with its commitment to bancarize all socio-economic segments, BCP has developed and 

offers products and services to meet the needs of sectors that have traditionally been unserved. 

The bank has formed commercial alliances with retail businesses known as Agentes BCP, who 

serve clients and non-clients in all economic sectors.  a 

BCP Chatbox Arturito 

 

 

In 2019, more than 250 thousand users initiated conversations with BCP Arturito through 

Facebook Messenger and close to 2 million transactions were logged by year-end. In 2020, BCP’s 

chatbox will be relaunched with a completely new look.  

Service channel in the social 

networks 

 

 

In 2019, the Social Network Team continued to moderate BCP’s official accounts (Facebook and 

Twitter) but also took on the challenge of moderating the Yape account (both in Facebook and 

Instagram) and directing a small pilot of the Payment Solutions team. To roll out all of these 

efforts, it was necessary to increase the team’s size, which currently stands at 13 community 
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managers. The new challenge that has been assumed will position this team as the best 

communications alternative for all digital clients and for those that live abroad in particular. 

BCP’s account attends to the needs of 27 thousand clients a month by providing support, from 

start to finish, to answer questions as well as resolve complaints or claims at the point of contact. 

The Yape application served more than 3 thousand clients a month and the Yape family 

continues to growth in the Social Networks. Finally, client satisfaction reflected a T2B of 95%.  

 

 

 

 

 

 

 

 

 
 
 
 
 

 
Banco de Crédito del Perú S.A.  
Headquarters 
Calle Centenario N° 156, La Molina, Lima, Perú.  
 
Any communication regarding the Sustainability Report 2018 should be sent to the Social 
Responsibility Unit of the Banco de Credito del Peru.  
E-mail: responsabilidadsocial@bcp.com.pe 
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