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1. Introduction

This non-financial information statement was issued as required
by Spanish Non-Financial Information and Diversity Law 11/2018,
of December 28", amending the Spanish Commercial Code, the
Consolidated Spanish Limited Liability Companies Law approved
by Legislative Royal Decree 1/2010, of July 2", and Spanish Audit
Law 22/2015, of July 20,

WIZink

This document refers to the business activities of WIZINK BANK,
S.A.U. and companies comprising the Group [“WiZink" or “the
Company”). Global Reporting Initiative’s (GRI] sustainability
reporting guidelines, were used as the reporting standard for
the preparation of this non-financial information statement,
following the principles and content defined in their latest
version, the GRI Standards.
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Board committees

Risk Committee

The Risk Committee [‘RC") submits the risk management
policies for approval by the Board, assisting the Board to
ensure that the strategy, goals, principles, policies and
resources are consistent with the risk appetite of WiZink,
regulatory requirements and industry best practices.
The RC, together with the Board of Directors, also
oversees and reviews the formal provisions with respect
to internal risk and the control environment. The RC is
currently composed of four members of the Board who
do not discharge executive functions at the bank. The
RC is chaired by an independent director.

Appointments and Remuneration Committee

The Appointments and Remuneration Committee
("ARC"]) is responsible for assisting and advising the
Board on matters relating to the appointment of the
Board members and the remuneration of the Board
and senior executives, with the aim of motivating and
retaining executives and ensuring that the Company
attracts the best talent in the market, thereby maximising
its shareholder value. Remuneration of directors and
senior executives must be defined in accordance with
market benchmarks. The ARC is currently composed
of 3 members of the Board who do not discharge
executive functions at the bank. The ARC is chaired by
an independent director.

WIZink

Audit Committee

The Audit Committee [‘AC"] is responsible for
overseeing the preparation of the Financial Statements
together with the external auditors. Furthermore, the
AC is responsible for overseeing the effectiveness of
the Bank’s internal control and risk environment, the
audit and risk management systems and processes
and, when deemed appropriate, it may submit
recommendations or proposals to the Board of
Directors. The AC is currently composed of three
members of the Board who do not discharge
executive functions at the bank. The AC is chaired by an
independent director.

15
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3.3. Objectives and strategy

WiZink, leader in credit card financing in Iberia, has decided to
expand its range of financing products to become a diversified
digital consumer lending entity. This evolution is articulated
through 3 pillars:

e Continue evolving our credit card management model
through the development of a segmented offering that
includes additional cards, new agreements with third
parties (e.g., in 2021 WiZink has finalized agreements with
Benfica and Cepsa in Portugal); the digitalization of all
our sales, management and service processes and the
reinforcement of our risk management capabilities

e Accelerate the growth and value generation of our point-
of-sale financing business [Aplazame], converting it in
point-of-sale financing for retailers and customers.

e Grow by offering additional digital financing solutions,
developing additional products such as personal loans or
auto financing.

The successful implementation of our strategic priorities also
requires active management in parallel of the main structural
challenges facing the consumer finance sector: managing the
impacts of the pandemic Covid-19 and adapting and complying
to new requlatory standards on transparency, responsible
lending and usury.

WIZink

The strategy will allow WiZink to be more present in people’s
day to day lives and help them to better manage their finances,
the strategy will be developed based on the company's
strengths:

e Experience in managing the complete credit lifecycle.

e Stable base of more than 1.9 million customers with an
average length of service of more than 5 years.

e Modular and modern technological architecture.,

e Digital bank brand attributes.

e Proven experience of the Board of Directors managing
entities in all phases of the economic cycle.

60,00
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We are leveraging on our assets...

...leaning on our strategic priorities...

...to reach our ambition

Credit cycle experience

D)

12345678 9012 3456

NAME SURNAME

SHOP ONLINE
Becoming
a “leading
diversified |
Loyal retail customer base digital | \
consumer .
JRANSIORM. ACCELERATE GROW closer Lender” :
credit card business growth and value to our strengths (
(B2C and Partnerships] of our PoS business (lending diversification)
Modular and modern
IT architecture RESHAPE
credit cards’ GROW LAUNCH
go-to-market model our PoS personal loans digital solution

solution market reach

both in Spain and Portugal
STRENGTHEN
NeoBank brand attrib our credit card
eoBank brand attributes i iliti e
risk capabilities With the
BOOST GROW optionally to
INVEST our PoS business our digital car become a
in digitizing value & profitability lending solution fully fledged
the customer journeys digital | \
bank 1 o
Experienced management team ‘.
e Active management of COVID-19 potential impacts,

macroeconomic scenarios, new regulation and usury

WIZink
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3.4. Business environment, trends and regulation
Consumer Finance/revolving credit market

After a positive growth economic cycle since 2010, consumer
finance market in Spain presented a credit balance of €91,8BN
at the end of 2020, continuing its decreasing tendency

since 2019 [€94,3BN). The reduction of balances during

2020 is a consequence of the impact of the health crisis on
consumption which, on the demand side, is translated into
lower consumption. On the supply side, financial institutions
have adapted their risk policies to the worse macroeconomic
environment, reducing their risk appetite and associated
funding. Ata segment level, credit card balances decreased
by 6% over the year (€13.8BN as of December 2019 compared
to €12.9BN in December 2020], while the other segments
combined decreased by 2% [€78.8BN as of December 2020
compared to €80.5BN in 2019]. Therefore, there has been a
progressive decrease in the relative weight of the credit card
business compared to other consumer finance products,
which reinforces the strategic relevance of diversification for
WiZink, which is already competing in all market segments
(credit cards, personal loans, auto loans and point-of-sale
financing].

Despite balance reduction, new consumer finance origination
begins to show positive signs (9% increase in average monthly
origination in Q2 and Q3 2021 compared to Q1 2021]. In this
regard, we observe that the increased consumption seems

to have reversed the downward trend in balances, as Q3
presented a growth in balances up to 2% (compared to Q1 2021
to a total of €91.6BN] derived from the higher consumption
observed once mobility restrictions initiated by the Coved-19
pandemic crisis have been reduced.

In addition to volumes reduction, the structural profitability of
credit card business has been affected by the reduction in
prices of credit products. Thus, following the Supreme Court
ruling on March 4th 149/2020, and the legal uncertainty that has
resulted from it, we observe a general price reduction towards
the reference financing interest rate determined by the Supreme
Court. As a result, average market nominal interest rate has
decreased from 22.9% at the end of 2019 to 21.5% at the end of
Q3 2020, although it is not possible to determine the average
market annual effective interest rate (APR].

In Portugal, consumer finance market has also decreased
to €25.2BN at the end of 2020 compared to €26.6BN at the
end of 2019. However, consumer finance market has started
its recovery, increasing the total balance to €25.4BN, up 1%
compared to year-end 2020,

In addition to the consumer finance market, in other markets
related to WiZink group’s businesses, we observe different
trends in Spain:

e Credit card payments: credit card payments and cash
withdrawals started to recover pre-Covid-19 levels in Q2
2021 [€27Bn in Q2 2021 compared to €22Bn in Q1 2020],
driven by both the easing of pandemic-related restrictions
and the reduction in the weight of cash payments in favour
of card payments.

e Autoloans financing market: car sales grew by 16% in Q2
2021; however, they are still below 2020 levels, which had
a Worse macroeconomic situation. Potentially, this is due
to the global shortage of raw materials such as chips and
steel, a situation that is expected to continue in the coming
months.

! Source: Euromonitor data

WIZink
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e E-Commerce: e-commerce purchases grew by 5% in
2020 (€51.1Bn in 2020 compared to €48.8Bn in 2019].
In 2021, growth tendency continues (24% increase to
€14.1BN in Q2 2021 compared to Q2 2020 with €11.4BN],
although e-commerce purchases are losing relative weight
compared to physical commerce purchases which,
due to the pandemic situation where reduced, are now
recovering fast (45% increase to €44.1BN in Q2 compared
to the same period in 2020 with €30.5BN).

In essence, WiZink competes in a market that has been strongly
affected by the healthcare crisis but presenting positive

outlook in a context of economic recovery as foreseen by

main international organizations (potential GDP growth above
the historical average in both 2021 and 2022). These forecasts,
however, will continue to be monitored by the company, since
any deterioration caused by a worsening of the situation due to
the healthcare crisis may reduce the expected future growth of
the market.

Summarizing, this strategy allows WiZink to compete across the
entire scope of consumer finance in lberia, which will enable
WiZink to offer any financing product to lberian customer,
increasing growth opportunities to the company.

Market regulation

NATIONAL REGULATION

The year of 2021 was abundant in terms of regulatory directives
and regulation, the majority related to the worldwide
pandemic (Covid-19].

All this regulatory development required an important effort

to be compliant, especially regarding to costs assumption and
adaptations needed to be compliant by financial institutions

WIZink

— consequently to WiZink, which commercializes consumer
products for individuals.

We have observed, in 2021, a considerable normative
regulation with social and consumer protection content.
Generally, the Coivd-19 measures had as the objective to
protect and support vulnerable families, companies, and for the
collective as consequence. For financial companies, in special,
there was a debt moratorium linked to the sanitary crisis with a
maximum period of 9 months. During 2021, we have sent and
reported all the moratorium detail” information required by
the Bank of Spain and Portugal. Additionally, there were also
moratorium’ sectorial initiatives such as ASNEF [Spanish Credit
and Financial Association], which jointly with the European
Bank’s Authority had recommended to extend it, also followed
by WiZink.

As indicated above, in 2021 there has been extensive regulatory
and legislative normative to protect the most disadvantaged
parts of society due to the sanitary crisis and allowing major
protection to the consumers in what regards to transparency
bank operations, highlighting the following within Spain:

e Royal Decree-Law n.° 3/2021, adopting measures to
the reduction gender gap and other matters in terms of
economic and social security, which gave place to credit
suspensions and moratorium extension.

e Royal Decree-Law n.° 5/2021, March 12, extraordinary
measures for corporate solvency answering to Covid-19
pandemic.

e Royal Decree-Law n.° 1/2021, February 19, consumer
protection users in financial and social vulnerability situation
(creation of a special and reinforced protection for the
vulnerable and needy consumers’ people].

22
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¢ Law Project to face social and economic urgent
vulnerable situations related to home property and
transportations (proceeding from the Royal Decree-Law n.°
37/2020, December 22).

e Royal Decree-Law n.° 7/2021, April 27, European
Union transposing Directives related to competition,
preventing and combating money laundering, credit
entities, telecommunication, tax measures, prevention
and remedying of environmental damage, employees
displacement in international services and consumers’
defense.

¢ Preliminary Law draft which changes the text of the
General Consumer Law and its complementary laws,
approved by the Royal Legislative Decree n.° 1/2007,
November 16, concretization and control of unfair clauses.

¢ Royal Decree-Law n.° 27/2021, November 23, extension
of certain economic measures to support the economic
recovery. Extension until the 30th of June of 2022 of the
insolvency moratorium [previewed at the article 6 of the Law
n.° 3/2020 — exemption of the right of insolvency declaration],
the initial due date was the 31th of December of 2021.

¢ Preliminary Law draft for Consumers’ Customer Service/
Care

e Royal Decree-Law n.° 1041/2021, November 23, changes
the Royal Decree-law n.© 2606/1996, December 20, related
to credit institutions deposit guarantee fund, as well as the
Royal Decree-Law n.°© 1012/2015, November 6, developed
by the Law n.° 11/2015, June 18, recovery and resolution
plans for credit institutions and investment services
companies, changing the Royal Decree-Law n.° 2606/1996,
December 20 (credit institutions deposit guarantee fund).

WIZink

e Royal Decree-Law n.° 970/2021, November 8, changing
the Royal Decree-Law n.° 1644/1997, October 3],
administrative authorization and solvency requirements
of the counter guarantees, the Royal Decree-Law n.°
2660/1998, December 14, foreign exchange currency for
open public credit institutions establishments and the Royal
Decree-Law n.© 84/2015, February 13, which develops
the Law n.°2 10/2014, June 26 (planning, supervision and
solvency of credit institutions).

Also in 2021, the first summonses to the Financial Sandbox,
object of the Law n.© 7/2020 (digital transformation of the
financial system], as well as more than 15 projects approved
by the Bank of Spain, CNVM, General Insurance Direction
and Pensions Funds resulting from big companies, Banks and
Insurance Companies.

On the 2n of February of 2021, entered into force the
Ministerial Order related to the revolving credit, changing

the Order ECO/697/2004, March 11, which regulated the Risk
Central Information, the Order EHA/1718/2010, June 11, regulating
and controlling the banking service and product publicity,

as well as the Order EHA/2899/2011, October 28, related to

the transparency and Customers' protection, establishing

the solvency additional evaluation obligations and the
commercialization information related to consumers’ credits
and its undefined duration.

In what relates to transparency, ASNEF had developed a protocol
for the contract and commercialization of revolving credit, which
WiZink adhered.

In 2021 the Capital Companies Law was modified, by the Law n.°

5/2021, April 12, in what regards to the promotion of large term
priced shareholders’ companies.

23
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Also due to the volcanic natural disaster in Palma’s Island, it was
published the Royal Decree-Law n.° 20/2021, October 5, where

were adopted urgent support measures for the reparation of
the damage caused by the volcanic eruptions, as well as for

the economic and social reconstruction of Palma’s Island. For
this reason and during the 3 months after September 19 2021,
the right of withdrawal was suspended by a Consumers’ Law
and its complementary regulation, as well as all the due dates

related to the Consumers’ additional exercise rights contractually

established.

In Portugal:

March 2, June 6 and 21 October of 2021, GAFI up-dated

the list of countries which present strategical deficiencies
in terms of prevention of Money Laundering and Terrorist
Financing, as well as the list of high risk jurisdictions [severe

lacks in terms of AML&FT).

e In March 2021, it has been published today Law n.° 11/2021
extending the validity of Collective Labor agreements for

24 months.

e Decree-Law n.° 22-A/2021 (march 17 of 2021) - Documents

validity extended until December 31, 2021 as well as
another exceptional measures.

e Law n.°13-B/2021 [April 5 of 2021) - End of the
suspension of the diligences and deadlines for the

performance of procedural acts that were suspended,
including procedural and administrative procedures that
must be practiced within the scope of processes and

procedures being held in judicial, administrative, tax,

constitutional, auditors, courts and other jurisdictional

bodies, arbitrations, public prosecution, Justices of
Peace, alternative dispute resolution entities and tax

WIZink

enforcement. It is also established the end of the
prescription periods for all processes and procedures
identified above that were also suspended.

Law n.° 32/2021, define the new rules for General Contractual
Clauses, preventing them of being considered abusive.
Portuguese T&Cs should comply with the new rules.

Council of Ministers Resolution n.° RCM 70-B/2021 [June
4 of 2021) - remote working update as well as distance
rules to be applied.

Decree-Law n.° 59/2021 (July 14 of 2021) - regime to be
applied to phone lines communication for Consumers’
contact [call center], it is settled as obligatory to publish
and previously inform the process and costs associated
to the contact telephone numbers made available to the
Consumers. It is also published the category of numbers
that could be used for Consumers’ contact.

Decree-Law n.° 70-B/2021 - PARI & PERSI, which establishes
the new measures & for the protection of weak financial
situation of the Bank Customers, specially to the ones
object of a bank moratorium. These Customers should
benefit of a special protection under PARI & PERSI Regime.

Decree-Law n.° 65/2021 - regulates the Law n.° 46/2018,
which establishes Cybersecurity Legal Framework,
transposing the EU Directive 2016/1148 [measures to
guarantee a common high level security of the Union
networking and information) as well as the execution into
the national legal system of the obligations resulting from
the EU Regulation 2019/881 [implementation of the national
cybersecurity certification).

Law n.° 88/2021, published on the 3rd of November,
which proceeds to the 4th change of the Law n.© 37/2014

24
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and establishes the alternative & voluntary system of
citizen authentication — “Chave Movel Digital” — within the
internet portal & websites (CMD). This Law implements
the automatisms & requirements for the citizens to access
and benefit of the CMD. The Law updates some points

in relation to precedent norm, having as an objective
facilitate and agile the CMD acquisition.

Law n.° 75/2021 [November 18 of 2021, reinforces the
access to credit and insurance contracts by people with
previous health risk situations or deficiencies, forbidding
discriminative practices and allowing the right of oblivion.

Law n.° 78/2021 (November 18 of 2021], prevention
and combat against unauthorized financial activity and
Costumers' protection.

Law n.° 79/2021 [November 18 of 2021], transposes the EU
Directive n.° 2019/713 in order to combat the Cybercrime,

Fraud and Counterfeiting of non-cash means of payment

[settle a new number of crimes and its proceedings).

Law n. 83/2021 ([December 6 of 2021, regulates the
remote work, as well as labor accidents and professional
illnesses.

Decree-Law n.° 109-B/2021, settle the value of the
minimum wage for 2022.

EUROPEAN COMMISSION, EBA GUIDELINES AND COMMUNITY

DIRECTIVES

From a point of view of the Community initiatives we can
highlight the following:

EBA GL 2021/02 - guidelines on customer due diligence

WIZink

as well as the credit and financial risk factors that should be
considered when assessing the AML and FT risk associated
to individual business relationships and occasional
transactions under article 17 and 18.4 of Community Directive
2015/849.

June 10th of 2021, EBA publishes the reporting guidelines
under PSDII, in what relates to major incidents [severe ones).

EU Regulation 2021/557 — European Parliament and
Council, March 31 of 2021, changes the Regulation (UE]
2017/2402 on the specific framework for simple, transparent,
and standardized securitization to help the recovery from
the COVID-19 crisis.

EU Regulation 2021/1230 — European Parliament and Council,
July 14 of 2021, which establishes the rules on cross-

border payments aiming alignment of commissions within
EEA, particularly regarding the transparency of currency
conversion fees within the EU.

On the July 20 of 2021, the European Commission has
published the proposal for a Directive of the European
Parliament and of the Council on the mechanisms to be
put in place by the Member States for the prevention of
the use of the financial system for the purposes of money
laundering or terrorist financing and repealing Directive (EU)
2015/849.

Also, on the July 20 of 2021, it is published a Proposal for

a Directive in what regards to the access of competent
authorities to centralized bank account registries through a
single access point.

On November 24 of 2021, Directive (EU) 2021/2167 of the
European Parliament and of the Council of 24 November

25
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Risk
Management

The Board of Directors, Executive Committee and executive
team establish and actively promote the risk culture and values,
which cascade through the entire Group, and continuously
oversee the integration of the risk culture throughout the
organisation. Also, WiZink fosters this culture at all levels of

the company with the goal of ensuring that all employees
understand the fundamental values of the culture of risk and
Compliance.

The Board has also implemented corporate risk policies that
define the minimum requirements to ensure compliance

with approved risk appetite. It is the responsibility of the
management to ensure that the staff is informed of the strategy
and policies that apply and that they comply with them,
providing the required training and informative sessions.

WiZink's risk management strategy is based on ensuring that
all relevant risks are identified, measured, monitored and
controlled, with the appropriate human resources, tools and
information systems to ensure a sensible and consistent risk
profile is kept within the established risk appetite and a tight
control over all identified risks.

Once WiZink has identified its risks and has evaluated them
based on their materiality and the effectiveness of the control
environment, tools have been designed and implemented to
enable their mitigation:

WIZink

Risk Appetite Framework (RAF] and Risk Appetite
Statement (RAS]): comprehensive tool approved by the
Board of Directors to determine the types and thresholds
of risk that they are willing to accept in order to achieve
the strategic objectives of the Group with relation to

the identified risks. The RAS is the link between the

global strategy of the Group and the risk management
framework. Metrics have been defined for each type of
risk in order to follow up on the appetite, with quantitative
limits and an escalation process in case these are

breached.

Risk and Control Assessment (RCAJ: risk self-assessment
exercise performed to evaluate the mitigation level

for significant risks of the Group in order to stablish risk
mitigation strategies and/or accept risk if required.

Manager's Control Assessment [MCA] Programme:
diagnostic tool that helps all Group areas to self-assess
the effectiveness of their control environment on a

continuous basis.
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5. Fighting corruption and
bribery

WiZink works continuously towards maintaining a solid
compliance culture by promoting responsible finance
principles. The Company has available various tools and
policies to enable it to fight against corruption, bribery and
money laundering.

In addition to having a policy for the prevention and detection
of criminal risks, the bank also promotes its policy that
irregularities should be reported. The bank also keeps the
Code of Conduct, the Internal Whistleblowing Channel, the
Conflicts of Interest Policy and the Gifts and Invitations Policy
up to date, all of them fully adapted to WiZink’s structure

and organisation with the aim of strengthening the Group s
commitment to ethics and transparency.

In addition, it has a Delegations Manual where a decision-
making process is defined, and the corresponding degree of
responsibility is attributed to each decision-making body and
directors within the Group.

The main tasks of the Compliance function are to ensure that
all customers are treated justly and to identify, assess, report
and manage compliance and reputational risks affecting

all business lines, employees, products and legal vehicles.

In addition to having other control areas and functions, the
Compliance function establishes the compliance standards and
applies an approach based on overall risk. It is also charged
with effectively overseeing and monitoring the regulatory
environment affecting WiZink's activity; it supervises and
monitors observance of the Code of Conduct, and is

WIZink

responsible for promoting a culture of compliance, in particular
with respect to the regulations governing penalties and terrorist
financing, money laundering, corruption and bribery, potential
conflicts of interest and, in general, any criminal activity that
could be perpetrated at WiZink.

Policy for the detection and prevention of criminal risks

WiZink has a policy to detect and prevent criminal risks,
which is owned by the Compliance manager. This policy is
communicated to all WiZink's executives and employees,
thus demonstrating a commitment to permanently
supervise behaviour and sanction any fraudulent acts

and conduct. At the same time, this is an effective means
of communication and raising awareness among all
stakeholders by promoting an ethical and honest business
policy.

During 2021 WiZink has made contributions to foundations and
nonprofit entities amounting to 561.943,03€.

40
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The Ethics Channel or Internal Whistleblowing Channel
allows information relating to violations of the Code of
Conduct, irregularities detected regarding the prevention of
money laundering or terrorist financing, any breach of the
law or WiZink's internal regulations and any discriminatory
or threatening action to be reported, with the possibility of
making anonymous complaints. This channel makes it possible
to detect any criminal conduct and provides an opportunity
for any suspicious conduct to be identified at the earliest
possible stage, with the utmost guarantee of impartiality and
confidentiality.

This channel is clearly visible on the bank’s intranet and is
managed by a third party, thus guaranteeing the confidentiality
of any complaints, since under no circumstances does WiZink
have access to the identity of the whistle-blower. This supplier
monitors the functioning of the channel and issues six-monthly
reports on the number of complaints reported, handled and in
progress. At least once a year the Compliance function carries
out an assessment of the internal whistleblowing channel and
issues a report.

For some matters this Channel acts as an additional channel or
alternative to other existing tools, such as direct communication
with the HR Department, trade unions, or the Health & Safety
Committee to initiate a prevention protocol in the event of
harassment, etc.

The cases reported by WiZink employees (including directors
and senior management] through the internal whistleblowing
channel are included in a report prepared every year. In 2021,
no relevant incidents relating to discrimination, harassment,
human rights or corruption were registered. Three anonymous
complaints have been received through the whistleblowing

WIZink

channel, one potentially for discrimination, which after

being evaluated and investigated was closed without risk or
necessary action, another for a potential violation of health
regulations, which was also evaluated and investigated, and
was closed without risk or necessary actions and a third for
claims about the behavior of the manager's complainant. On
the latter, a preliminary report was issued with the conclusion
of the investigation and an additional evaluation is still ongoing.

5.3. Other policies in support of the Code of Conduct

The Company has a Conflicts of Interest Standard as

development of the Code of Conduct; its purpose is to identify,

assess, manage and mitigate or prevent actual or potential
conflicts of interest that might arise in the performance of
WiZink's activities.

Also, WiZink has a Gifts and Invitations Standard, as
development of the Code of Conduct. Although the exchange
of gifts and invitations is part of business in the domestic and
international sphere, in the area where WiZink carries on its
activity, inappropriate or excessive gifts and invitations are
occasionally made for the purpose of exercising inappropriate
influence and give the appearance of bribery or corruption.

In this connection, in order to minimize any type of related

risk, the policy forbids employees from accepting any kind

of income or commissions from transactions performed by
WiZink, and employees are not allowed to take advantage of a
position held to their own benefit.
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6. Social and employee-related
issues

WiZink's employees are a key component of the Company's
strateqy. Therefore, the bank aims to ensure that all employees
are committed to WiZink's principles, which are based on
transparency, integrity, respect and honesty, collaboration,
personal fulfilment and commitment. Likewise, through several
internal policies and control bodies, compliance with current
legislation that apply in each labour field [equality, diversity,
conciliation, prevention of occupational hazards, etc.) are
guaranteed.

6.1. Employment

As of December 31, 2021, WiZink had 1,280 professionals.

Of these, 806 are women (63%] and 474 men (37%]), similar
distribution as the previous year. In addition, WiZink provides
94% permanent contracts, and 80% of the workforce is
between 30 and 50 years old. Below are the main quantitative
data related to the WiZink workforce:

Zink

Social and
employee-
related
issues

Total number and distribution of employees by gender, age, country and professional category

Age Group Professional category
Country | Employees

Managers and Employees in Clerical staff

senior executives  other categories

30-50 >50
W M w M w M
Spain 938 156 16 22 254 227 480 191
Portugal 90 1 86 3 4 - 52 34 - -

Total number and distribution of employment contracts by type

Permanent contracts Temporary contracts
Age group

Full-time Part-time Full-time Part-time

Under 30 years old 30 13 9 2

Women 30-50 years old 452 152 24 14
Over 50 years old 77 31 2 -

Under 30 years old 28 6 4 5

Men 30-50 years old 330 37 9 6
Over 50 years old 42 7 - -
TOTAL 959 246 48 27
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Annual average and distribution of employment contracts by type

Full-time
Women 552
Men 383
TOTAL 935

Age group

Full-time
Under 30 years old 51
30-50 years old 762
Over 50 years old 122
TOTAL 935

Professional category

Full-time
Managers and senior executives 43
Employees in other categories 542
Clerical staff 351
TOTAL 935
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Part-time
210

56
266

Part-time
22
201
44
266

Part-time

265
266

Full-time

37
18
54

Full-time

16
36
2
54

Full-time

53
54
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Permanent contracts Temporary contracts

Part-time
59

28
87

Permanent contracts Temporary contracts

Part-time

27
52
18
87

Permanent contracts Temporary contracts

Part-time

87
87

/
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Number of dismissals

Throughout 2021 there have been 62 dismissals in all WiZink legal
entities. Leaves are broken down below by gender, age and
professional category:

Age group

Under 30 years old -

Women 30-50 years old -
Over 50 years old -

Under 30 years old -

Men 30-50 years old 3
Over 50 years old -

L.
Zink

Professional category

Managers and senior executives Managers and senior executives
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6.2. Remuneration

The WiZink Remuneration Policy, whose last review was carried

out in 2021, refers to the corporate salary compensation criteria.

In WiZink, salary compensation is adjusted to the market and
the provisions of the collective agreement that is applicable
in each legal entity are respected in all cases, therefore
exceeding the minimum interprofessional salary in all cases.
Below are the average remunerations by gender, age and
professional category:

Professional category | Age group

Women

Under 30 years old -
Managers and senior 5, 5\ s /g 184.958 €
executives

Over 50 years old 151580 €

Under 30 years old 45304 €
Employeesin other 5 o5, s olg 47180 €
categories

Over 50 years old 59544 €

Under 30 years old 15472 €
Clerical staff 30-50 years old 18.038 €

Over 50 years old 17547 €

Social and
employee-
related
issues

The salary gap in WiZink at a consolidated level is 13.11%, mainly
due to a greater presence of women in the positions identified
for the purposes of the report with the category of “Clerical
staff”, and which are positions with usually lower remuneration.
Specifically, 71.5% of the employees identified as “Clerical staff”
are women, which largely determines this deviation. On the
contrary, there is a great balance between the employees
identified as “Managers and senior executives” who are women
(47.6%), and between those identified as “Employees in other
categories” [54%).

Includes annual base and variable salary (annual bonuses and incentives) paid in 2019, 2020 and 2021.

Zink

Women Women

99.764 € - - - -

170.906 € 152.066 € 144.222 € 182.482 € 165.725 €
172.225 € 141583 € 139556 € 168106 € 217114 €
45446 € 34500 € 42652 € 32837€ 45249 €
54257 € 446N € 50302 € 50.607 € 56.067 €
61630 € 49528 € 60.829 € 58354 € 69.100 €
20622 € 17003 € 20626 € 17136 € 17948 €
21402 € 19192 € 23108 € 19164 € 20.381 €
23425 € 19670 € 21466 € 20369 € 19.961 €
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To calculate the salary gap, the median of men and women
has been calculated, weighting the number of employees of
the different subsidiaries of the Company.

With regard to the average remuneration of directors and
managers, on July 2021 the Entity’'s annual general meeting,
approved the remuneration policy for the members of the
Board of Directors. It should be noted that only the services
provided by the members of the Board of Directors who are
considered independent and executive are remunerated.

The independent directors are entitled to a fixed remuneration
established on an annual basis at the annual shareholders
general meeting, and to the reimbursement of the expenses
incurred during the performance of their duties. This
remuneration is paid in twelve monthly payments and must
be paid on a pro-rata basis if the director performs his/her
functions for less than twelve months of the year.

Information on the average remuneration of the directors and
executives can be found in section 7. - Remuneration of the
Directors and Senior Executives according to the Consolidated
Financial Statements as 31 December 2021.
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6.3. Organization of work

Due to the pandemic, teleworking was implemented at WiZink
as an occupational risk prevention measure. To do this, a large

investment in time and material resources was made by WiZink.

Currently, the workforce is gradually returning to the
workplace. However, the health crisis situation has not ended,
SO preventive measures continue to be implemented in

the workplace, such as the separation of workstations and,
therefore, the limitation of their use.

As a consequence of the above, we currently find that the
WiZink teams take turns going to the office depending on their
needs. In this way, employees are currently providing services
under a hybrid work model, which combines the virtues of
face-to-face work with the benefits of working from home
some days of the week.

Additionally, the internal flexibility measures implemented

prior to the pandemic situation are maintained at WiZink,

such as the one related to the flexible work program, whose
main advantages are offering employees mobility to work in
unconventional spaces and flexibility to do it at different times.
Flextime is a solution designed so that employees have the
opportunity to work their hours before or after the working
day, and reduced hours allow employees to work fewer hours
than the established ones, with the corresponding proportional
reduction in salary.

So that employees can provide services from their homes, in

those jobs whose functions require the use of the following
work tools, WiZink guarantees the provision of:

WIZink
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e Laptop and company mobile phone, which allow them
to access e-mail remotely.

e Microsoft Teams is installed on laptops, which can be
used to send and receive messages, to make 1x1 or group
calls or video calls and to participate/organize meetings.

e Office 365 Cloud, which allows access to files, folders and
SharePoint, at any time and from anywhere.

In compliance with Spanish regulations on the matter, WiZink
implemented in WiZink Bank S.A.U. and WiZink Gestion S.L.,

in June 2020, the working day registration tool, as well as

the digital disconnection protocol. Both documents were
consulted with the workers’ representatives, making the
companies the decision to implement them as an agreement
with the social part was not possible. In relation to both
protocols:

e The working hours registration tool, as well as its
organization and documentation, complies with the
provisions of both the Workers' Statute, as well as the
sectoral agreements applicable to WiZink entities that have
been published to date, as occurs with the agreement
on the registration of working hours in the Banking sector.
Furthermore, in some cases WiZink's internal policy
improves what is established in the current regulation,
establishing additional obligations for the company, such
as the delivery to the legal representation of the workers of
the working hours records on a monthly basis, the delivery
of these reports in telematic support, etc.

e Regarding the digital disconnection protocol, it was also
implemented unilaterally in the entities and its purpose
is to make employees aware that they can make use
of the discretionary right to digital disconnection at
all times, and this circumstance cannot have negative
consequences - for example, in terms of promotion or
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remuneration - for them. This protocol is also applicable
in Aplazame.

All the documentation related to the working hours registration and
the digital disconnection - including the protocals, training videos,
user guide to the use of the working hours registration tool and
frequently asked questions - is available to employees on a specific
site created in the Intranet.

Both protocols have been equally implemented in Iberalbion.

Additionally, we must indicate that, in the case of the employees

of the group from Aplazame, another series of measures are
adopted that favor conciliation, such as the fact that, in the labour
calendar itself that is published every year , reference is made to the
establishment of flexible hours and the intensive schedule during
summer and every Friday of the year, as well as days with reduced
hours (5 hours are worked on December 24 and 31).

6.4. Health and safety

WiZink is committed to improving its employees’ working
conditions, health and well-being and that of all the

company’s associates. Therefore, the bank’s long-standing and
fundamental objective is to continuously improve its health and
safety policy.

Also, the bank has rolled out various initiatives with the
following three objectives:

e Involve employees and make them aware of the
importance of preventing the specific risks of each
campaign.

e Encourage healthy lifestyles and promote the proposed
health measures.

WIZink
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e Prevent absenteeism caused by cardiovascular diseases.

Annually, WiZink carries out the following Health Promotion
activities

March 2021:

Cardiovascular Risk Prevention Week.

Wizink promotes actions to raise awareness about our

ability to influence the main risk factors involved in most
cardiovascular diseases, such as smoking, high cholesterol
levels, hypertension, uncontrolled diabetes, obesity and
sedentary lifestyle. During this week, Wizink proposed a
calendar of activities to promote awareness and health at work
within the company, with various actions still conditioned to
the situation caused by COVID-19 [WEBINAR on the prevention
of CARDIOVASCULAR diseases; GO RED FOR WOMEN; Healthy
Recipes Contest; Measurements of Cardiovascular Risk
Indicators).

October 2021:

European Week for Safety and Health at Work

In the month of October, WiZink participated in the European
week of Safety and Health at Work, this year being dedicated
to raising awareness, through a playful environment, in the
creation of healthy habits and, with it, promoting the health
of employees trying to directly influence the reduction of
absenteeism rates:

e Ergonomics (postural habits]
e Emotional well-being
e Nutrition

During this week WiZink proposed a calendar of activities

with various actions: Measurements to assess cardiovascular
risk; Healthy Recipe Contest; Improve your postural hygiene
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6.5. Labour Relations
Dialogue, consultations and commitment with employees

WiZink is the result of the inclusion of employees from various
companies with very different cultures, which has helped

develop and strengthen a corporate culture with well-defined
values, generating a feeling of involvement and commitment.

An open dialogue with workers' representatives is guaranteed
in those entities that have them, based on transparency and
mutual trust. Formal and informal meetings with unions are
held regularly, whenever requested by one of the parties.
Likewise, agreements which both parties consider benefitting
the interests of the employees are reached, improving what is
established in the current regulation. As an example of this, we
could mention the Collective Agreement on Homogenization
of Working Time at WiZink Bank S.A.U. of March 20, 2018,
which is renewed annually and whose purpose is to provide
an intensive schedule working day on some days that are

of special interest to employees [i.e. days prior to holidays,
non-school days but working days, in which the children are at
home, etc.].

In all matters related to employees, WiZink acts with full
responsibility and in compliance with all national and
international employment standards (European Union law and
International Labour Organisation conventions signed by Spain
and Portugal].

WIZink
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WiZink’s internal communication

WiZink has an internal communication policy covering
the values and principles underlying WiZink's internal
communications, in order to disseminate a participative,
open and transparent culture in the organisation. Also,
the behaviour expected from employees, managers and
senior executives is defined to ensure effective internal
communication at WiZink.

As part of the culture modification project, and in line
with WiZink's values, several dialogue and internal
communication initiatives are under way, which are
published on WiZink's intranet, the bank’s main internal
communication channel. There is one internal Company
website for Spain and another for Portugal.

Additionally, WiZink carries out surveys to find out the
opinion of all professionals of the bank and act thereon.
The aim of these surveys is to gather suggestions, request
opinions and assess initiatives.
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Assessment of collective agreements

All employees in Spain and Portugal are covered by collective
bargaining agreements. The Banking Collective Agreement, the
Office Collective Agreement of the Autonomous Community
of Madrid, the Collective Agreement for Credit Finance
Establishments and the Contact Centre Collective Agreement
are applied in Spain. In Portugal, all employees are covered

by the Banking Agreement, except for one employee whose
employment relationship is governed by General Law.

Specific measures regarding health and safety at work are
included in the different collective agreements applicable

to WiZink. In this regard, the Occupational Risk Prevention
Department ensures compliance with the various provisions on
this matter. In addition to this, this department actively works to
promote numerous health promotion actions (See section 6.4.
Health and Safety]. In Spain there is representation of workers
in health and safety committees.

6.6. Training

WiZink's Learning and Development Model emphasizes the
responsibility of each employee for their own professional
career and development and is based on 3 fundamental pillars:
learning on the job, learning through relationships and formal
learning.

Derived from this model, WiZink has launched the 2021 Training
Plan, aligned with both business objectives and the needs
arising from remote work.

Itis organized into 3 large blocks: Regulatory Training, specific

technical training and project management training and training
in behaviors, skills and leadership.

WIZink
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Through the leadership program for Managers launched

this year, we have offered team managers a different and
collaborative way to learn, to get to know each other better
and to share the best leadership tools and practices, which are
essential for fostering the Organization and people.
Iberalbion’s training actions have focused on the one hand, on
providing team managers with tools for the management and
leadership of their teams and, on the other, on the preparation
of new hires and reinforcement training and new procedures
for existing workers in Call Center services, Collections,
Negotiation Unit, SCCU and Operations area.

On the other hand, the training plan for the group of
employees from Aplazame is based on a flexible and ad hoc
model for the employees, where they themselves, advised
by their Manager, decide their development to establish

the guidelines for their growth in the company. This plan

is included within Aplazame’s Talent and Development
Framework. Complementing this technical training, regular
regulatory training actions are also carried out for all these
employees.

During 2021, the following hours of training have been given by

professional category. The total number of hours includes the

training hours of the legal vehicles WiZink Bank, WiZink Gestion,

WiZink Sucursal en Portugal and Iberalbion.
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Professional category Number of hours

Managers and senior executives 798
Employees in other categories 3.870
Clerical staff 27695
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6.7. Universal accessibility

WiZink has 12 people with disabilities among its employees
and offers a completely accessible environment free of
discrimination. Also, the Company has entered into agreements
with special employment centres and actively works with them
to provide a number of services and products such as the
preparation of Christmas hampers or the intermediation service
to organize the business trips for WiZink employees. The
Company is currently in the process of acquiring the certificate
of exemption to enable it to adopt alternative measures, which
had been previously granted. In Iberalbion there is a certificate
of exceptionality granted in September 2019.

All WiZink work centers are accessible and have workstations
adapted to people with special needs. In addition, the specific
needs of people with disabilities are taken into account,
providing them with areas with lockers and designated parking
spaces. WiZink also has a procedure by which, when an
employee requires an adapted workstation, Occupational Risk
Prevention/HR validates the need and indicates the necessary
requirements [headrest, height-adjustable desk...].

In 2017, WiZink participated in the first accessibility diagnosis of

the Autonomous Community of Madrid and was granted the
aforementioned certification.

WIZink
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6.8. Equality

WiZink is fully committed to equal treatment of and opportunities
for men and women, encouraging and promoting policies that
favour real gender equality, both in selection processes and at
salary and executive level. Also, it is intended to continue with
the current trend to promote and improve women's access and
retention in employment, and increase their level of training and
adaptability to the requirements of the labour market, with the
aim of maintaining a balance between men and women in the
organisation.

WiZink considers diversity to be one of the Company’s

core values, and as a means for creation of value. The bank
therefore promotes diversity in all its teams. This encapsulates all
dimensions such as age, nationality, experience and knowledge.

One of the most outstanding aspects of the bank is the balanced
representation on its Board of Directors and management team:
more than a third of the Board of Directors, and half of the
members of the Executive Committee are women. In addition,
the company promotes equality and equitable remuneration
between men and women. The salary differences that appear in
the list of salaries for men and women are due to the diversity of
populations and functions in WiZink, since the most operational
functions [customer service, collections and operations), which
have a lower remuneration, are occupied in a high percentage
by women.
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WiZink has equality plans, some of which come from the entities
to which the employees belonged in the past and which it
intends to update in the near future. Others, such as the one
applicable to Iberalbion, were recently negotiated with the legal
representation of the workers and have been in force since
February 11, 2019. Both the WiZink Bank and WiZink Gestion's
equality plans are in process. of negotiation within the respective
Equality Commissions of these entities and it is expected that
consolidated documents will soon be available. In any case,
there are, at all levels, different measures that favor flexibility and
balance between personal and family life, with special attention
to situations arising from maternity/paternity leave.

At WiZink we have a specific procedure against harassment

for all of its employees. This enables the adoption of necessary
measures, as part of its responsibilities, to guarantee a working
environment free from harassment in psychosocial terms, where
this type of conduct is not allowed or accepted. In the case

of Iberalbion employees, they have a procedure specifically
negotiated for them, and in force since February 11, 2019, having
been incorporated as part of the Equality Plan.

The objective of the procedure against harassment is to establish
a framework for alternative action at the Company, in addition

to the whistleblowing channel for reporting irregularities in

the Ethics Channel available to all employees who detect or

are themselves affected by any type of harassment (in any of
the forms or aspects defined in the protocol). In this way, the
necessary steps can be followed in a swift and efficient manner,
to resolve, with the upmost confidentiality and discretion,

all circumstances that may arise, through the adoption of
appropriate measures.
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7. Commitment to society

7.1. Sustainable development commitments of the Company

WiZink activated its strategy in 2021 by supporting two
company investment projects that started in 2019 and focused
on improving the lives and integration of disadvantaged
groups, thanks to innovative social initiatives linked to the
restaurant sector. These projects are the result of alliances with
the A LA PAR Foundation, which focuses in Spain on the rights
and full participation of people with intellectual disabilities in
the society, and with the Crescer Association, an organisation
founded more than 18 years ago in Portugal that promotes the
inclusion of vulnerable groups in the community.

In addition, it is especially relevant that both projects are
developed near the WiZink offices in Madrid and Lisbon, and
therefore they are aligned with the commitment to being close
and focus on everyday life and gestures that change people’s
lives:

¢ ‘The Rodilla de Arturo Soria’ in Madrid. .
The A LA PAR Foundation franchised a Rodilla restaurant,
and it became the first restaurant in Spain managed and
looked after by staff with intellectual disabilities. WiZink
supports this project by facilitating the training of the
people who work there, and in 2021 WiZink contributed
through a financial donation (€ 10,000] destinated to
support the training and launch of the new Rodilla
catering service, scheduled for 2022, which aims to
increase the employability of 6 people with intellectual
disabilities. Personalized training will be carried out, adjust
to the needs of each participant that will allow them to
learn the different professional profiles that are carried out

WIZink

Commitment
to society

in a Rodilla restaurant, providing them with the necessary
professional skills to obtain a competitive performance in
the current job market as catering assistants.

e ‘E um Restaurante’ in Lisbon.
WiZink is one of the entities which finance the Crescer
Association project. It is a restaurant that aims to offer
training and create job opportunities in the catering
sector for homeless people or people who have lived
on the street. Thanks to this project, the people who
work in the restaurant are able to improve their quality of
life, get an opportunity to enter the labour market and,
therefore, their inclusion in society is strengthened. The
restaurant, which has closed to the public during the
pandemic, has rethought its activity during this period
in order to prepare meals delivered on the streets of
Lisbon, to homeless people. The project already has a

total of 40 people integrated into the £ UM RESTAURANTE ——

training, 60,000 meals produced and distributed, and 15
people integrated into the labor market after completing
the training. In 2021 WiZink has supported the project
through a financial donation (€10,400], which will allow
the restaurant to reopen, with a renovated and more
welcoming space.

Every year at WiZink it is a tradition to organize a Christmas
market for employees, made with the corporate gifts received,
where the Company collects money that it allocates to local
non-profit associations. In these two years of pandemic,
characterized by remote work and with a reduced presence

in the Madrid and Lisbon offices, it has been decided to
donate the qifts directly to the NGOs Asociacion Talisman and
Asociacion CRESCER, who will use them in their own markets,
at Christmas parties, or as gifts to people in need who are
supported by their projects.
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Lastly, the sponsorship of the WiZink Center in Madrid also
has a significant impact on the promotion of sport and culture.
The financing received by venue from WiZink contributes

to the improvement of the venue in terms of security and
conditioning so that a multitude of relevant cultural events can
be held there, which indirectly contribute to job creation and
the local economy.

This year, and since April, WiZink Center has become a mass
vaccination point, chosen by the Community as a resource to
expand vaccination capacity towards immunization.

In 2022, WiZink will also contribute with its investment in
projects related to minimizing the Center's impact on the
environment.

7.2. Subcontractors and suppliers

WiZink has a purchasing and supplier management policy
in place called Supplier Selection and Management Policy,
updated in September 2021. It establishes the guidelines
for selecting and managing external suppliers, in order to
guarantee that there are adequate controls for protect the
assets, reputation and interests of WiZink and its customers.

In the case of a bank, the management of suppliers is
especially important when any of the critical functions of the
company are outsourced, so the policy was developed to
facilitate the following objectives:

e Optimisation of suppliers to maximise economic leverage
and risk supervision capacity.

e Standardise supplier selection and management criteria.

e Document the requirements for the selection and
management of suppliers.

WIZink
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e Have a standard and consistent contract that meets the
applicable legal and regulatory requirements.

e (Gather accurate and relevant supplier information that
can be shared across the company.

e Comply with the WiZink's Code of Conduct and
applicable policies, as well as the legal and regulatory
requirements applicable in all jurisdictions.

e Actin accordance with the socially responsible practices
of the sector.

Effective supplier selection strategies and management

of supplier-related risks are critical for WiZink to meet its
operational objectives and mitigate key risks, including legal
and compliance risk, operational risk, financial risk, strategic
risk, technological risk and reputational risk. For this reason, in
all cases a due diligence is carried out prior to hiring, and an
annual review of critical suppliers is carried out. Additionally,
the bank has successfully passed the Internal Audit Review on
outsourcing essential business functions or services to external
providers 2021.

Suppliers are divided into four categories according to the
Company's risk exposure. Due diligence and supplier auditing
processes are subject to their segmentation, so that the more
critical the supplier, the more robust the control applied to it.
The most critical suppliers are monitored to identify possible
incidents, despite the fact that there are no suppliers with
relevant risks related to the environment, society, or equality.
Each supplier has an assigned service owner who, as
established by the policy, carries out the relationship with
suppliers, including performance management and an annual
risk assessment and review. These activities include daily
dealings with vendors regarding support and service delivery.
In 2021, 341 suppliers were evaluated.
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Due to the activity of the company, its suppliers provide mainly
auxiliary services for the development of financial activity

such as advice or technological services. Although some of
the contracts already included “sustainability” clauses focused
on health, safety, and the environment, in 2020 a clause was
included in the standard contract template which includes
social and/or environmental criteria for general management
of suppliers.

Lastly, WiZink contributes to the development of employability
and local development by counting on local suppliers which
represent 88%.

7.3. Customers
Complaints management

WiZink has a Customer Service [hereinafter CS] department
that reports to the Secretary of the Board of Directors and the
Head of Legal Services and Regulatory Compliance area of the
bank, and is the direct intermediary with the Customer Service
Department of the various regulators in relation to customer
complaints and claims (in Spain: Bank of Spain and the General
Directorate of Insurance and Pension Funds. In Portugal:

Banco do Portugal [Bank of Portugal] and the Autoridade de
Supervisdo de Seguros e Fundos de Pensdes (Insurance and
Pension Funds Supervisory Authority].

In general, the most common methods used by customers to
file their claims are:

e In Spain, through email and postal mail (both ordinary and
certified] sent directly to WiZink or through complaints
filed with the Bank of Spain. The client, after WiZink's
response, or if they have not received a response, can go
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to second instance to claim through the Spanish banking
regulator.

e In Portugal, customers can either file complaints at WiZink
or with the Bank of Portugal, i.e. there is no pre-requisite
to submit a complaint to the bank prior to complaining to
the regulator.

Detail of complaints received is shown in the following table:

Key data

Total number of customer complaints received

Number of complaints settled in favour of the customer
Number of complaints settled in favour of the bank
Number of complaints pending resolution

Number of complaints not admitted
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Spain
29.756
2257
27924
2.019
11.007

Portugal
3.329
315
2.788
171
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WiZink has teams specialised in the management of claims and
complaints, who process them by means of a systematised
treatment of registration, management, analysis and control of
claims and complaints received, and classify them according
to the different types. All this makes it possible to identify the
causes of customer dissatisfaction, the problems and, as a final
result, the appropriate solutions for each case.

WiZink understands claims and formal complaints as those
made by clients, non-clients, and local regulatory bodies, and
addressed to CS. With the aim of guaranteeing the protection
of clients’ rights, and according to the transparency and clarity
that govern the company’s activity, ensuring diligence and
good banking practices, the criteria applied in all resolutions
are based on confirmation of:

e The correct application of policies and internal
procedures.

e The proper fulfilment of WiZink's contractual obligations
to customers.

e Compliance with applicable regulations and good
practices issued by the Bank of Spain and the Bank of
Portugal.

CS adopts decisions autonomously and independently,
informing the different business units of those actions that
require a review or adaptation to the regulations.

The principles, criteria and procedures that govern decision-
making in the resolution of complaints in the area of WiZink
Customer Service department are:

e |dentify errors or omissions on the part of the bank and

evaluate the impact they have had on the client, both
financially and non-financially.

WIZink
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e Putting oneself in the “customer’s shoes” and
understanding their perspective, always putting
customers at the centre of decision-making.

e Adopt a historical approach in the analysis of each
complaint, taking into account all the points of complaint
raised by the client, the facts of the case and all the
available evidence. This allows for a complete picture of
the customer’s circumstances, as well as their complaint
as a whole.

e The resolutions are complete, objective, fair and based
on the facts.

e |dentify the needs of customers, considering all the facts
that have motivated the complaint.

Some of the claims filed by clients lead to legal claims. The
nature and impact of these claims on the bank’s financial
position and results of operations are described in more detall
in Note 21 and 42 of the Consolidated Financial Statements.

Customer safety measures

Help clients in managing their finances

In the day-to-day life of customers, WiZink keeps customers
informed about their products, use and expenses through clear
and accessible contractual terms and conditions, provides

an up-to-date information via the App and sends customers

a detailed monthly statement, and alerts so customers can
monitor their spending level and identify fraudulent use.

In addition, customers are offered the optionality of adapting
their products and services to their needs, choosing and
flexibly changing their payment method, selecting their
preferred service channels, being informed at all times of the
costs associated with the financing of purchases.
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The summary and coverage of the free WiZink card insurance
can be consulted on WiZink's public websites at: www.wizink.
es/segurosprogramas and www.wizink.pt/public/vantagens-

wizink/seguros

Mobile Payments

In Spain, WiZink makes available mobile payment wallets to its
credit card customers:

e WiZink Pay integrated in the Wizink App with NFC
technology.

e Samsung Pay and Apple Pay: allow you to register the
WiZink card in these applications.

e (Google Pay: From September 2021 payments can be
made through this platform, compatible with all WiZink
cards.

In Portugal, customers can associate their Wizink cards
to MBWay, the MULTIBANCO solution that allows making

purchases online and in physical stores, generate virtual cards,

send, request, and withdraw money at ATMs, through their
smartphones.

For payments through Contactless technology, within national
territory and in other EEA countries, the maximum amount per
payment transaction without a PIN is €50 and the global value

of successive contactless transactions is €150. Outside the EEA,

low value contactless transactions are limited to a maximum
number of 2 successive transactions per 24 hour period, with
the maximum amount per transaction depending on the
country in question.

WIZink

Commitment
to society

Helping our customers through the pandemic

The pandemic brought great changes to our reality and
the lives of our clients, threatening their health, and forcing
everyone to change their individual, social, professional and

financial habits for protection or as a consequence of Covid-19.

WiZink has quickly adapted to evolve its ways of working and
support emerging customer needs to adapt to the new reality,
focusing on:

Ensuring Service continuity

We have ensured a rapid evolution to remote work, with
the appropriate tools to continue offering a quality and safe
service. All our customer service centres have remained fully
operational.

Helping customers bank remotely and accelerate digital
change

Covid-19 has made it even more important for people to

be able to bank remotely, prompting WiZink to accelerate

its digital capabilities, offering remote access and extended
services, while maintaining control and security of its
customers. We promote the use of our online banking

among customers through the Web or the App. The cap for
contactless payments was increased to €50, mobile payment
tools are offered [Apple Pay, Samsung Pay, Wallet] and MBWay
was launched in Portugal, expanding the range of remote
payment and money management solutions.
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Supporting customers through the pandemic crisis

Following the publication of the new guidelines published
by the EBA on the moratorium that allowed the deadline to
be extended until March 31, in accordance with a series of
requirements, WiZink made available to its clients during the
first quarter of 2021, the private moratorium designed in May
2020:

3 or 6 months Moratorium, to be chosen by the client,
in which, a small monthly payment corresponding to
0.5% of the outstanding balance is required (excluding

instalment products, if any). At the end of the moratorium,

the customer returns pay their bills again, increased by
the amount corresponding to the sum of the minimum
bills not paid during the moratorium, deferred in
instalments at 0% interest and within the term chosen by
the customer, between 12 to 36 months

La Palma Volcano Moratorium: 6 months moratorium on
the payment of the receipt, without generating interest.
From November 21 to March 2022.

WIZink

Commitment
to society

7.4. Tax information

Consolidated Group information:

Profit before tax (thousands of euros)

WIZINK GROUP

100.048

Portugal

| (263.085)

Taxes paid (thousands of euros)

WIZINK GROUP

In 2021 WiZink has not received any Government grant.
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9. Environmental matters

WiZink's commitment to the environment is reflected in the
design of its offices, where sustainability is a reference value. The
buildings in Madrid, Zaragoza and Lisbon have highly efficient
energy facilities, and as a tenant, WiZink has contributed in
obtaining the LEED [GOLD)] certification in its Ulises building in
Madrid, a voluntary certification that underlines the building’s
solid commitment to a more sustainable construction, which has
economic, environmental and social benefits. In addition, WiZink
has a preventive maintenance plan for all facilities, as well as an
annual property budget (2021 Plan] for each building.

At the Zaragoza facilities, as a result of the energy efficiency

audit carried out in 2020, the power contracted in 2021 has been
reduced by 38%, and LED-type lighting has been included in

the changes made. Likewise, preventive maintenance of the
refrigeration equipment has been carried out and work has begun
to change the general UPS, for two less polluting ones, with a
minimum volume of batteries. Likewise, four electric chargers for
hybrid/electric vehicles have been installed in the parking of the
Zaragoza building.

Regarding company vehicles, all the new contracted vehicles
have been Hybrid, ECO or 0 emission. Likewise, during 2021 the
installation of new fast charging stations for the Bank’s fleet has
been promoted in the Ulises building in Madrid.

In line with the Company’s strategy, work is also being done to
promote environmental awareness through daily actions such as
the dissemination by Human Resources of internal information
and ideas to improve daily behaviour with the environment that
surrounds us.

WIZink

Environmental
matters

The Code of Conduct also defines the guidelines

that employees must follow, within the scope of their
competencies, to reduce or avoid as far as possible any
environmental impact caused by their activity.

Due to the digital activity and the WiZink sector, the current

and foreseeable effects of the company with respect to the
environment and climate change present a low risk, so no specific
measures have been taken in relation to this.

9.1. Sustainable use of resources

The main consumption made by WiZink is that of electricity
generated from the operation of its offices, where a sustainable
use is guaranteed through:

e The closing of the doors and the lights off as of 7:00 p.m.
on weekdays and during holidays and weekends.

e The installation of light and climate sensors.

e Planning of follow-up and improvement actions for all
buildings.

The total electricity consumption of WiZink in 2021 was
2.886.387 kWh, 20% less than in 2020.
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9.2. Circular economy

In relation to prevention measures, recycling and reuse, WiZink
has placed recycling points for packaging, glass and organic
and paper waste on all floors. In addition, in reception, and

in other places around the office, there are units for recycling
batteries, various office consumable items, light bulbs and
cardboard.

Also, WiZink performs internal communications and
recommendations through the Intranet on recycling and
general care for the environment, such as the Earth Hour
campaign, day-to-day actions to reduce consumption of water
and electricity, care for the environment, etc.

Furthermore, the Lisbon office has removed single use plastics
and replaced this material with paper. Moreover, all employees
in Lisbon have a reusable bottle and the plastic bottles have
been removed in the meeting rooms in Spain and Portugal.

In 2021, the Madrid and Lisbon offices sent 212,6 tonnes of
paper and cardboard respectively to be recycled through an
authorized waste manager.

WiZink is equally concerned about the waste generated by
the cards used by customers. Our card provider complies
with Royal Decree 110/2015 on waste electrical and electronic
equipment known as WEEE (WEEE], and is registered in the
Comprehensive Industrial Registry with reference 6893, within
the special section for EEE producers (RII -AEE], where it
updates the data on a quarterly basis.

Additionally, we include the manufacturer's name on all cards
and to provide information to our customers that helps to avoid
further harmful effects on the environment, the following is
indicated in the card’s shipping letter:

WIZink

Environmental
matters

c € E Para evitar los efectos nocivos en el medioambiente  [a Salud debidos a Ia presencia de sustancias dafinas en o AEE (articulos eléctricos y electrdnicos), por favor no tires tu tarjeta caducada al contenedor de basura comdn y depositala separadamente

para su reciclaje, de acuerdo al RD 10/2015. Informacid sobre e fabricante del pldstico en wwwidemia.com.

Translation: To avoid harmful effects on the environment and health due to the presence of harmful substances in EEE [electrical and electronic items), please do not throw
your expired card in the garbage container and deposit it separately for recycling, according to RD110 / 2015. Information on the plastic manufacturer at www.idemia.com
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Appendix

c s

Content of Law 11/2018 on non-financial information Standard used

Information on the Company

The Company’s commitment to sustainable Impact of the Company'’s activity on employment and local development.
development B ) 4 GRI 204-1 58-59
Impact of the Company'’s activity on local populations and on the territory.
Relationships with local communities. GRI'103-2 58-59
Association or sponsorship activities. GRI'102-12 58-59
Outsourcing and suppliers Inclusion of ESG matters in the purchasing policy.
Se?a?é?]iﬁé?n of social and environmental responsibilities in supplier and subcontractor GRI 1029, 103-2 59-60
Supervisory systems, audits and their findings.
Consumers Consumer health and safety measures. GRI'103-2, 416-2 61-64
Complaints and grievances management system. GRI'102-17,103-2 60-61
Tax information Profit/loss by country. GRI 201-1
Income tax paid. 64
Government subsidies received. GRI 201-4
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