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. Scope of this report

Scope of this report

This Integrated Annual Report presents the legal, economic and
financial information of the Company, combined with social,
environmental and corporate governance issues, with the aim of
providing a more comprehensive view of VidaCaixa’s ability to create
value for its stakeholders.

This report corresponds to VidaCaixa, which includes AgenCaixa in its
consolidation, as well as the following companies that were absorbed
by VidaCaixa: Banca Civica Vida y Pensiones, CajaSol Vida y Pensiones,

Caja Canarias Vida y Pensiones. For any incomplete information,
footnotes are provided where applicable.

All the data and actions contained in this report refer to VidaCaixa. The
economic and financial information is based on the 2013 consolidated
financial statements of VidaCaixa. These financial statements and the
consolidated management report, together with the audit report dated
315t March 2014, which provides a favourable opinion, are available on
the VidaCaixa corporate website: www.vidacaixa.es

For more information on the cover and scope, dialogue with
stakeholders and the nature of this report, click here

To consult the contents and GRI indicators and the Global Compact,
click here
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Letter from the Chairman

2013 was characterised, once again, by the good results VidaCaixa
achieved. The fact that over 3.6 million customers placed their trust in
VidaCaixa was key to the growth experienced by the company, both
in the volume of funds managed, 50,000 million euros, 14% more
than in the previous year, and in the contributions made to pension
plans and life insurance premiums, 6,116 million euros, up 9.9%.
Also noteworthy was the significant contribution by VidaCaixa to the
welfare of the people, paying out almost 27% of private pensions
in our country, which in 2013 amounted to 1,600 million euros,
corresponding to 688,500 pensions paid out as income. Additionally,
55,063 pensions were paid out as capital, which amounted to 1,051
million euros.

The good behaviour of the business was achieved through the
accomplishment of the strategic objectives, which continue to prioritise
the advice given to our clients to meet their needs for long-term
revenue as well as their needs in the event of a contingency. Within
the framework of initiatives in this programme is fu[tu]ro, whose aim
is to accompany customers in planning for retirement. This orientation
towards the needs of our customers is also shown by a vision focused
on innovation in products and services as well as providing agile and
proximate services, with the highest standards of quality, by a dynamic
and competent team of professionals, all of whom are aligned with
the company strategy.

In VidaCaixa we are fully aware of our leadership as a result of our
responsible management and our desire to provide solutions for the
needs we detect among our stakeholders: customers, shareholder,
employees, the environment and society. All of this is based upon our

Juan Marfa Nin Génova, , Chairman VidaCaixa
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Letter from the
Chairman

values of trust, quality and dynamism, as well as our ability to create
economic and social value. We continue to promote the development
of socially responsible investment in our country, and we have
confirmed our commitment to the Principles of the Global Compact
and the United Nations Principles of Socially Responsible Investment,
as well as our presence in Spainsif. With respect to our employees,
we continue with the ambition to create the best conditions for their
professional and personal development, renewing our commitment
as a Family Responsible Enterprise. Within our advisory field, we have
created a postgraduate degree in welfare, which will be taken by more
than 600 employees from VidaCaixa and CaixaBank in its first year.

In this Integrated Annual Report, which [ invite you to read, you
will also get to know in more detail how we create value by sharing
responsibility, by integrating economic, social, environmental and
good governance issues in our strategy and decision-taking, and
thereby clearly showing our determination.

I would not like to end this letter without remembering very specially
our late President, Ricard Fornesa, who died on March 1, 2014, to
whom we dedicate this report. Ricard Fornesa, apart from being
President of “la Caixa”, was President of our insurance group for 26
years. His great leadership and commitment decisively contributed to
the development of VidaCaixa as a reference enterprise in our country.
It is indeed an honour, which | accept with enthusiasm, to take over
from a presidency that has left the company in its best moment. That
is why we will continue working to advance the initiatives that are
already under way, that are giving us such good results and that today,
more than ever, are so necessary for our customers and society.
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. T Catr [ 212 Financial highlights
Market share (%)

Individual business

BT EETEE BTN

Life-savings insurance (managed funds) 17.9 20.3 2.4 p.p.

Life-risk insurance (premiums) 10.1 13.3 3.2 p.p.

Pension plans (managed funds) 16.9 18.7 1.8 p.p.
Group and company business

Savings (managed funds) 22.2 23.2 1 p.p.

Risk (premiums) 18.4 19.1 0.7 p.p.

Pension plans (managed funds) 20.9 22.2 1.3 p.p.

Main business figures 2012 2013

Premiums and contributions (millions of euros) 6,030 6,649 10.3%
Savings managed (millions of euros) 43,852 50,029 14.1%
Consolidated net result without extraordinaries (millions of euros)* 339 328 -3.1%
Excess of solvency above minimum legally required (%) 207 250 43 p.p.
Private pensions paid out as income (millions of euros) - 1,600

* Attributed recurrent result / average equity (percentage).
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idaCaixa | commerdat sty | 2012 | 2013 |
. VidaCaixa in 2013 ariation

Customers 3,143,015 3,586,801 14.1%
Degree of global satisfaction (%)

Group and Company risk and savings insurance 95.0 95.8 0.8 p.p.

Group and Company pension plans 96.9 98.4 1.5 p.p.

Employees* 656 630 -4%
Women over total staff (%) 65 63 -2 p.p.
Women on managing team (%) 31 39 8 p.p.

Sustainability 2012 2013

Investment portfolio managed pursuant to ESG criteria (%) 100 100 -

Paper consumption per employee (kg) 36.0 35.5 -0.01%

* The staff information does not include, in either year, the data on the transfer of personnel from VidaCaixa to SegurCaixa Adeslas.
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. VidaCaixa in 2013

What VidaCaixa is

VidaCaixa is the leading enterprise in the complementary social welfare
business in Spain with more than 3.6 million customers.

VidaCaixa is 100% integrated in CaixaBank. The Company offers a
wide range of solutions in the life insurance and pension plan business
to its individual, SME, self-employed and large enterprise customers as
well as to CaixaBank’s personal and private banking customers.

VidaCaixa establishes relationships with its customers through the
CaixaBank branch office network and other face to face channels,
AgenCaixa, professional brokers and consultants, mediators, and also
through direct communication channels like telephone and the Internet.

In line with the principles and strategy of CaixaBank, VidaCaixa takes
upon itself the commitment to people and the environment with its
values of trust, quality and dynamism, with the aim of creating shared
value for the entity and its stakeholders: shareholder, customers, society
and the environment.

VidaCaixa's values

fast response and
capacity to adjust
to the needs of
customers and the
main channels of
distribution

security,
solvency, honest
and respectful
treatment

A
$° Customers
& Employees
Shareholder
Society

The
environment

QuapLitY

efficiency, customer service
and professionalism

To consult contact data of the Company, click here
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Celebration of the CaiFor, VidaCaixa's  Acquisition of Swiss Acquisition of Acquisition of the
first name, was Life. Santander Prevision.  shares Fortis held in

set up as fruit of Integration of the Insurance Group.
the shareholder Santander Prevision
agreement with and Génesis.

Fortis.

R RIS RIS BT

Founding of the Launch of the
Caja de Pensiones first Pension book  first homage to old

para la Vejez. in Spain. age.

The operational

Integration of Morgan Change of CaiFor's Integration of the Agreement between The 3.1 million customer
Stanley’s equity name to SegurCaixa Sequros Adeslas “la Caixa” and Mutua mark was reached. integration of the
business. Holding, adhesion to the  Company and change Madrilefa to acquire August saw the merger savings banks from
United Nations Global of name of SegurCaixa 50% of SegurCaixa of the insurance business ~ Banca Civica finalised
Compact. Holding to VidaCaixa Adeslas, the non-life of Banca Civica and in and Banco de Valencia
Grupo. insurance company. November the ceding was incorporated, so

of the individual life-risk  the insurance businesses

First life insurance
In December, CaixaVida  portfolio to reinsurance. from these entities

Company and
nationwide pension
plans manager to
assume the United
Nations Principles of

Responsible investment,

PRI, and obtained the
recognition of Family

Responsible Enterprise,

EFR (acronym in
Spanish).

Integration of the
insurance business
of Caixa Girona and
Bankpime.

was also integrated.

became part of the
CaixaBank insurance
business.

If you wish to know the history of the Company, click here
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. VidaCaixa in 2013

Shareholder structure

VidaCaixa started its activity in 1992, inheriting its insurance and
welfare business from “la Caixa”, which had managed it for over
100 years.

The Company develops its life insurance business, owns 100% of
AgenCaixa and participates as a major shareholder, with 49.9% of
the capital, in SegurCaixa Adeslas, whose activity is focussed on the
non-life insurance market.

In mid-2013 VidaCaixa absorbed VidaCaixa Group. This operation
was part of the restructuring process that took place in 2012 to
simplify the corporate structure of the CaixaBank insurance business,
which also integrated the insurance business of Banca Civica.

:K CaixaBank

100%

|
79X VidaCaixa

100% 49,9%™

| € SegurCaixa Adeslas |

K AgenCaixar

(1) There is a minority shareholding of 0.08%.
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: - Business model
VidaCaixa in 2013 VidaCaixa offers its individual customers, SMEs and the self-employed,

large enterprises and the personal and private banking customers of
CaixaBank a wide range of specialised solutions in life insurance and
pension plans.

An efficient and strict Investments based
management of risk on sustainable
and solvency. criteria.

Development Innovation in

and Ieader;hip of - savings and welfare

professionals. Key elements of products.
the VidaCaixa

business model

_ Multiple marketing
Excellence in technology, channels*.

automation and efficiency

Commitment to

quality and service.
*Bancassurance channel, branch offices of CaixaBank, channels with a physical

presence, AgenCaixa advisors, professional mediators and consultants, and direct
channels, telephone and the Internet.
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. VidaCaixa in 2013

VidaCaixa

For individual customers VidaCaixa markets life-risk insurance, whether
it is linked or not to bank loans. Likewise, the Company has a wide
range of products to create complementary savings that are made up
of different models of life insurance and an extensive array of pension
plans. Among life insurance the following stand out: insurance for
life-long or temporary annuities, individual systematic savings plans
(PIAS as per acronym in Spanish), deferred capitals or guaranteed
pension plans (PPA as per acronym in Spanish).

For SME and self-employed customers, VidaCaixa provides a specific
offer of life insurance products and pension plans specially designed
to meet their insurance and welfare needs.

Finally, in the area of large enterprises and groups, VidaCaixa operates
under the brand VidaCaixa Previsién Social, offering a wide range of
made-to-measure solutions in life-risk and life-savings Insurance and
pension plans depending on the particular conditions of each group
and company.

AgenCaixa

AgenCaixa is the company in the Group that is made up of commercial
advisors who work through their own branch office network, advising
customers and marketing products and services for the self-employed
segment, micro-companies and SMEs.

The management of the business model is based on four pillars:

e A product offer in tune with the activity.

e Assessment to understand and help the customer to manage his
risks.

e Trust that comes from a solvent brand.
e Convenience of service.
SegurCaixa Adeslas

SegurCaixa Adeslas is the leading company in healthcare insurance
in Spain and the second in the non-life insurance ranking. In 2013,
premiums in the company rose to 2,566 million euros, having a better
behaviour than the market in all insurance branches. Net profits rose
to 139.1 million euros.

Mutua Madrilefia is the controlling shareholder with 50% of the
capital. 49.92% is held by CaixaBank through VidaCaixa.

For more information
Integrated Annual Report of SegurCaixa Adeslas



http://www.segurcaixaadeslas.es/cas/info_corporativa/memoria_anual.html
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. VidaCaixa in 2013

Main Achievements in 2013
Integration process of Banca Civica and Banco de Valencia

Three important events stood out in 2013: the end of the operational
integration of the savings Banks that made up Banca Civica, the
incorporation of the integration process of Banco de Valencia and
the agreements with Caser to transfer their whole portfolio and with
ASEVAL to transfer their pension plan portfolio.

In 2012 CaixaBank absorbed Banca Civica, the financial group that
was made up of four Spanish savings banks: Caja de Burgos, Caja
Canarias, Caja Navarra (CAN) and Cajasol, which in turn included
Caja Guadalajara. As a result, the life-risk, life-savings and pension
plan portfolios, as well as other types of non-life insurance products,
became part of the insurance business of CaixaBank.

In 2013 CaixaBank finalised the operational integration of the entities
that made up Banca Civica and merged their life insurance portfolios
(life-risk, life-savings insurances and pension plans) with VidaCaixa.
Agreements were also reached in 2013 with SegurCaixa Adeslas to
integrate the respective non-life insurances.

Specifically, in 2013, CaixaBank finalised the operational integration of
the savings banks acquired from Banca Civica and also incorporated
Banco de Valencia. As a result the insurance business stemming from
those entities went to form part of the insurance business of CaixaBank.

In the last quarter of 2013, VidaCaixa culminated the operational and
mercantile integration of the entities that managed the life insurance
and pension plan business by merging Banca Civica Vida y Pensiones,
Cajasol Vida y Pensiones and CajaCanarias Vida y Pensiones with
VidaCaixa.

Restructuring of the insurance and pension plan businesses of the entities absorbed by CaixaBank

AEGON CASER

2 Joint-ventures, one of life

1 Joint-venture of life and another of non-life

(& J N J

AEGON
2 Joint-ventures, one of life
and another of health

ZURICH
1 Joint-venture of general
insurance

CASER

1 Joint-venture of life and
an exclusive distribution
agreement in non-life
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. - The technological migration of the savings and life-risk portfolio of

VidaCaixa in 2013 Banca Civica Vida y Pensiones was completed in 2013 and the rest
will finish in the first quarter of 2014.

In the fourth quarter of 2013, VidaCaixa reached an agreement

with ASEVAL to transfer the pension plan portfolio of the Banco de

Valencia customers, which will be carried out during the first quarter Presen tes en tu

of 2014.

fu[ '"]'lo Launching of fu[Tu]jro
Towards the end of 2013 the fu[Tujro concept came into being. This
initiative came from the wish to advise Company customers and society

in general on many of the questions that arise before retirement. In
order to lend support to the advice provided, a new web was created:
www.presentesentufuturo.es along with a Retirement Guide called
“Guia de la jubilacion”, which contributes valuable information on the
whole process of planning for retirement.

Te ayudamos a elaborar
un plan para tu jubilacion

A single team

VidaCaixa and SegurCaixa Adeslas became independent companies
in 2013, which meant that, on the one hand there was a reassignment
of staff, and on the other a project was started in VidaCaixa with the
aim of creating a single culture, sharing and aligned with the values P i e e S R
of trust, quality and dynamism.
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. A CaixaBank, shareholder of reference
CaixaBank, the sole shareholder of VidaCaixa, is a financial group CaixaBank is the leader of retail banking in Spain, a leadership that

integrating insurance activity, investments in international banks and was consolidated in 2013 after completing the integrations of Banca
stakes in leading companies in the services sector. Civica and Banco de Valencia.
:K CaixaBank
Financial and insurance \ International x Industrial \
business banking stakes stakes

REFFOL
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e

CaixaBank is the reference
for one out of every five
banking customers in Spain.

Huge commercial capacity of CaixaBank

27 out of every 100 Spaniards are customers of CaixaBank: the Company
provides services for almost 14 million customers and maintains its
leadership in market share of the main products and services.

Its focus on the customer and excellence in service are the foundation
of its business. CaixaBank is committed to a banking model of proximity
to people and territories and strives for excellence in all areas of
management, in order to achieve maximum satisfaction for customers,
employees, shareholders and other stakeholders.

Commercial leadership in retail banking

4T12 4713

Share of individual customers 26.1% 27.4%
Customers (millions)
Total assets (MM€) 348,174

340,190

Volume of business (MM<) 513,977

Market shares*

Loans SPR 14.8%

Deposits 15.0%

Savings a
Insurance 21:1%

Pension plans 15.8%

Domiciled

pensions Ll

Domiciled
salaries

*Own studies. Source: Bank of Spain.

4T12-4T13

+59 ppbb
+88 ppbb
+85 ppbb
+116 ppbb
+38 ppbb

+160 ppbb
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BAI-FINACLE

GLOBAL BANKING

INNOVATION
AWARDS™ 2013

Most Innovative Bank
in the World 2013

Best Product and
Service Innovation 2013

TheBanker

Bank of the Year 2013

Bank of the Year
2013 in Spain
,00 @ oo
EUROMONEY]
e @
Areelr @
X ) °

Best Bank in Spain
2012 and 2013

Best Retail Bank for
Technology Innovation 2013

To adapt to the different profiles and needs of its customers, CaixaBank
structures its offer in six areas of business, with a personalised value
proposal for each one, thanks to a specific catalogue of financial and
non-financial solutions and a team of specialised professionals.

This specialised business model is complemented by a leading
multi-channel distribution system, the result of a culture rooted in
innovation and a constant commitment to technology investment.

Private
Wealth

Corporate
Banking

A specialised 200
network

Specialised SME | Personal
managers Banking | Banking

Retail Banking

(the mainstay)

Companies
(range of turnover, MM€)

Individuals
(range of managed funds, MM€)

In 2013, CaixaBank was recognised, for the second consecutive year,
as “The Best Bank in Spain,” according to the Euromoney magazine
and “Bank of the Year in Spain,” according to The Banker.

Similarly, its commitment to constant innovation earned it the award
"World’s Most Innovative Bank” in the Global Banking Innovation
Awards, sponsored by the Bank Administration Institute (BAl) and
Finacle.

The most The largest
extensive network of Online Mobile
network in Automatic Banking Banking
Spain Teller Machines

9.2

Millions of
customers

3.8

Millions of
customers

5,730

Branches

-
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Financial strengths of CaixaBank

In 2013 capital optimisation was a priority; Core Capital BIS Il reached
12.9%. Strong capital generation stood out, which in the year
represented an increase of 193 basis points of Core Capital and the early
achievement of the Basel Ill objectives: Common Equity Tier 1 (CET1)
BIS Il “fully loaded” 11.7% and CET1 and BIS lll “phase in” 11.2%.

CaixaBank maintained an excellent liquidity position, which reached
60,762 million euros (7,670 more in the year), all of which is
immediately available (17.9% of total assets), and improved its
financing structure with a reduction in the commercial gap.

Also, in a year of difficult access to wholesale markets, CaixaBank
successfully placed emissions of 5,344 million euros for institutional
investors.

At 31st December, 2013, CaixaBank maintained a solid level of cover
of the loan portfolio as a result of the effort undertaken in making
higher provisions and write-downs and applying conservative risk
cover policies (61% cover ratio).

laCaixa’
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Results of CaixaBank

In 2013 CaixaBank obtained an attributable net profit of 503 million
euros, 118.9% more than the previous year.

The evolution of the result is marked by the increase in recurring
revenues in the banking business (with a 2.1% increase in net interest
income and 3.5% in commissions), the reduction of recurrent expenses
within a homogeneous perimeter* after achieving high synergies (436
million euros), due to the intense process of optimising the structure
of the Group, and recording the extraordinary costs derived from the
restructuring process. The operating profit reached 1,846 million euros,
2,685 millions excluding extraordinary costs.

The major effort made in provisions and write-downs also stood out.
These enabled the increase in provisions in the loan portfolio and
repossessed properties, and register extraordinary results for corporate
transactions.

*Proforma incorporating Banca Civica and Banco de Valencia from 1st January 2012.
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Corporate culture and commitment to people and society

The culture of the organisation is based on its corporate values,
leadership, trust and social commitment, which, along with innovation
and the development of talent and the differential management model
employed, are all characterised by foresight and prudence as the basis
for the long-term sustainability of the bank.

CaixaBank shares its commitment to the socio-economic development
of the country with its shareholder, Caja de Ahorros y Pensiones de
Barcelona, "la Caixa".

That is why CaixaBank works closely with the “la Caixa” Obra Social,
which, with a budget of 500 million euros for the sixth consecutive
year, strives to contribute to sustainable social transformation and the
creation of opportunities for people. CaixaBank, from its branch office
network and through its staff, collaborates in the dissemination and
implementation of its programmes with the aim of encouraging the
participation of the people.

% Obra Social "laCaixa"

2013 Budget of the “la Caixa” Obra Social
500 MM €

(in millions of euros)

334

Education
Culture and
Research

Science
and the

Environment
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Corporate
Governance

Governing and managing bodies
Commitment to responsible management
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VidaCaixa assumes, within its own management, the framework
guidelines set out in the good governance of “la Caixa” Group as well
as the recommendations of the Unified Code of Good Governance,
thus ensuring transparency, independence and the good governance
of the Company in its relationships with stakeholders: shareholder,
employees, customers, society and the environment.

Relevant information on the share structure and
governance of VidaCaixa

The data and contents of this Report correspond to VidaCaixa. In June
2013 VidaCaixa Grupo was absorbed by VidaCaixa. This operation is
within the framework of the restructuring process that took place in
2012. Its aim was to integrate Banca Civica and simplify the shareholder
structure of the insurance business of CaixaBank. Similarly, on 16th
May 2013 the Board of VidaCaixa accepted the voluntary resignation
of its Managing Director, Mario Berenguer Albiac, as the Managing
Director of the company and the appointment of Antonio Trueba de
Sinéty as the new Managing Director of VidaCaixa was proposed and
unanimously approved.

At the same time, the Board of Directors expressed its appreciation to
Mario Berenguer for his excellent work of leadership in the insurance
group, as well as thanking him for his loyalty and dedication throughout
his entire career, both on a professional and personal level.

e LK

Antonio Trueba and Tomas Muniesa during the presentation of the 2013 results.

For more information
VidaCaixa Corporate Governance Report

Press release: Antonio Trueba, new Managing Director of
VidaCaixa



http://www.vidacaixa.es/es/sala-de-prensa/notas-de-prensa/archivo/2013/antonio-trueba-nuevo-director-general-de-vidacaixa-grupo
http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa
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. Corporate Governance

In 2013 a total of
14 VidaCaixa Board Meetings
were held

Governing and management bodies

The control and management of the Company is divided among
the Board of Directors, the Audit Committee and the Appointments
Committee; the latter was set up in July 2013.

The Board of Directors

The mission of the Board of Directors is to guide, manage and
represent the Company. As far as its operation is concerned, the
Board of Directors is deemed valid when half plus one of its members
are present. Agreements are taken by absolute majority of the Board
Members present or represented, except where the law foresees a
different procedure.

After the Board Meeting on 27th March 2014, Mr. Juan Maria
Nin Génova was appointed new Chairman of VidaCaixa.

VidaCaixa Board of Directors

Chairman

Executive Vice-Chairman
And Chief Executive Officer

Vice-Chairman

Board Members

Ricardo Fornesa Ribo

Tomas Muniesa Arantegui

Jorge Mercader Mir¢

Juan Maria Nin Génova
José Vilarasau Sala
Javier Godd Muntafola
Miquel Valls Masseda
Miquel Noguer Planas
Francesc Homs Ferret
Jaime Gil Aluja

José Antonio Sarria Terrén
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. Corporate Governance

Audit Committee

The Audit Committee is empowered to carry out the following
responsibilities:

Report to the Annual General Meeting on matters under its
responsibility brought up at that meeting by shareholders.

Supervise the efficiency of the internal controls of the company,
the internal audit and the systems of risk management, as well as
discussing, with the accounts auditors or auditing companies, the
major weaknesses of the internal control system detected in the
course of the audit.

Supervise the process of drawing up and presenting the regulated
financial information.

Propose the appointment of external account auditors to the Board
of Directors for submission to the Annual General Meeting in
accordance with the regulation applicable to the company.

Establish the appropriate relationship with the account auditors
in order to receive information on matters that could put their
Independence at risk.

Annually issue a report, prior to the issuance of the account
auditors’ report that expresses an opinion on the Independence of
the auditors or auditing companies.

The agreements of the Committee are adopted by the majority of
the attending members, either present or represented. 4 Committee
meeting were held in 2013.

VidaCaixa Audit Committee

Mr. Miquel Valls Masseda

Mr. Jaime Gil Aluja

Mr. Miquel Noguer Planas

Chairman

Member

Member
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Appointments Committee Management team
Corporate Governance VidaCaixa, through its Appointments Committee, a delegated body of The day to day management of the Company is headed by the Managing

the Board of directors, carries out the following functions: Committee and the managers of each of the operating areas.

e Submits to the Board of Directors the proposals for appointing
Members so that it can so designate them or take it upon itself to
submit them to the AGM for decision and generally report on the . . .

Executive Vice-Chairman

appointments of the Board Members. and CEO Tomas Muniesa Arantegui

e Reports on the appointments and dismissals of Senior Executives.

Management Committee

e Considers the suggestions made by the Chairman, the Members of Managing Director Antonio Trueba
the Board, the managers or the shareholder of the company.

Appointments Committee Jordi Arepillgs '
Assistant Managing (Economic-financial)
Directors
Mr. Tomas Muniesa Arantegui Chairman Ernesto Moreno

(Investments)

Mr. Javier Godé Muntanola Member Jesus Maria Garcia
(Organisation and Human Resources)

Mr. Juan Maria Nin Génova Member José Antonio Iglesias

Managers (Marketing and segment development)

Carlos Lorenzo
(Sales)

Josep Montafnés
(Product offer and operations)
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. Corporate Governance

Commitment to responsible
management

The behaviour of the whole organisation is aligned with the values of
VidaCaixa (trust, quality and dynamism) that embody the principles
of all actions as set out in the code of ethics and internal rules of
conduct of the Company.

VidaCaixa has two codes of conduct, one as an insurance company
and the other as a pension plan manager. Both were approved by the
Board of Directors and are applied to all the employees who carry out
activities related to investments.

In 2013 the Communications Committee and Corporate Social
Responsibility, both led by the Managing Director, were resumed. Three
meetings were held in which a lot of work was done so that VidaCaixa
would continue to be a benchmark in responsible management.
Consequently, several matters were addressed including VidaCaixa's
performance in economic, social, environmental and governance
issues as well as company relationships with stakeholders and the
Integrated Annual Report.
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Management of risk
and solvency

VidaCaixa has an ambitious
IT plan for the control and
follow-up of risk.

Risk control and solvency are at the heart of VidaCaixa's business
model.

Its management is one of the basic pillars on which the financial
strength of the Company is sustained, generating long-term results
and the ability to provide shared value for its stakeholders.

VidaCaixa's Board of Directors determines the risk policy and the
levels of solvency of the Company in line with what is carried out by
CaixaBank and, at the same time, adopting all the directives of national
and European institutions within the framework rules of Solvency II.

Since 2011 VidaCaixa has been making major investments to adjust
to the new Solvency Il environment. This resulted in an ambitious
plan for systems control tools and risk follow-up, new management
requirements were developed and employees were trained.

Risk control

The management of the main risks associated with our insurance ac-
tivity (loan, market and technical risks) is the starting point that Vi-
daCaixa takes into consideration in order to optimise the risk-return
relationship in all its business operations.

Principal
risks managed
by VidaCaixa

Technical or
subscription
risk

For more information on the principal managed risks, click here
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Main advances in risk management in VidaCaixa in 2013
In 2013 VidaCaixa continued to advance in the improvement of its risk management:

e The risk map that enables the identification and assessment of all risks assumed in all the processes in VidaCaixa was updated as happens every
year. The follow-up and control process is carried out at least once a year and, in addition, any time significant changes take place.

¢ The push for the implementation of the management risk tool, which started back in 2012, was maintained. This tool provides the documentation
as well as safe and efficient accessibility to the identified risks and the mechanisms required to control them.

¢ VidaCaixa continued collaborating in the applications for information undertaken by the European Insurance and Occupational Pensions Authority
(EIOPA), the independent assessment body of the European Parliament and the European Union Council. In 2013 the most outstanding issue of
that collaboration was the undertaking of high impact quantitative studies like the Long Term Guarantees Assessment, which culminated the
development process and the approval of the Omnibus Il Directive.
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Management of risk
and solvency

Solvency

In the social welfare sector, solvent business management is one of
the key elements in gaining trust among customers

VidaCaixa's leadership is also reflected in the high levels of solvency
achieved by the Company, much beyond the legal requirements and
placing the Company in an ideal position before the entry into force
of the Solvency Il legislation in January 2016.

For VidaCaixa, the improvement in the management of risk is achieved
through the implementation of Solvency Il, for which the Company
has been making a significant effort, since 2011, in the development
of new management requirements, training of its personnel and
active participation in initiatives that promote solvency in the sector:

e The progress in the process of pre-validation of the internal model
of risk management by the Directorate General of Insurance and
Pension Plans. Work continues on the framework to improve the
design and quality of the internal risk management model.

e Work groups from UNESPA, the insurance sector confederation,
and the Directorate General of Insurance and Pension Plans
participated to develop the Solvency Il Project. Here the active
involvement in the work groups to develop improvements and
solutions to treat savings products in the long term is noticeable.
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Management of
investments

VidaCaixa starts from the principle of managing its investments not
only from the economic return standpoint but taking into account
the environmental, social and corporate governance issues (ESG)
associated with them.

VidaCaixa adheres and subscribes to the Principles of Responsible
Investment of the United Nations (PRI), and is a member of Spainsif,
the main Spanish SRI Forum (Socially Responsible Investment Forum),

Principles of Responsible Investment (PRI)

Principle 1: Incorporate environmental, social
and corporate governance matters into the
analysis and decision-taking processes in
investments.

Principle 6: Report on
activities and progress in the
application of the PRI.

-—

Principle 5: Collaborate to
improve efficiency in the
application of the PRI.

from which it contributes to the promotion of socially responsible
investment in our country.

This commitment is applied to all investments channelled through the
Company and extends to all VidaCaixa's stakeholders through the
active promotion of PRI among VidaCaixa's customers, suppliers and
investment managers.

Principle 2: Incorporate environmental,
social and corporate governance matters
into its practices and policies as owners of
assets.

Principle 3: Request the entities that receive
investments to publish appropriate information
on environmental, social and corporate
governance issues.

Principle 4: Promote the acceptance and
application of the PRI in the global investment
community.
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Management of
investments

The evaluation surveys of the
ESG criteria of investment
funds were highly valued by
the PRI and were accepted as
a mechanism of engagement

The integration of sustainable
management in investments

VidaCaixa puts all the means at its disposal to ensure that all its
investments are analysed from an ESG (environmental, social
and corporate governance) perspective. For this it has its own
methodology based on a process of analysis of all investments
undertaken, whether direct or channelled through investment funds

Investment funds

131 49

Total surveys done New surveys
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Management of
investments

Application of ESG criteria in the management process of
VidaCaixa’s investment funds (IF)

In investments made through investment funds, VidaCaixa undertakes
a follow-up process and control applied through the following steps:

1) The evaluation survey is sent to the investment fund management
teams to check the ESG criteria.

2) There is a six-monthly control to verify the degree of compliance
to the ESG criteria by the companies VidaCaixa invests in through
investment funds.

3) If any company is identified that does not comply with said criteria,
a period of dialogue with the fund manager is started in which he
is asked to report on the measures he proposes to adopt. Through
the dialogue process a solution is hopefully found that enables
the situation to be reversed. If VidaCaixa is not satisfied with the
explanations given, it can even sell off the investment fund.
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Management of
investments

In fixed income the following
were revised every six
months: 294 issuers, 192

for VidaCaixa and 102 for
pension funds. 13 first issuers
were analised

Application of ESG criteria in the direct management process
of VidaCaixa’s investment in fixed income (Fl)

For direct fixed income investments, the follow-up and control process
pursues these steps:

1) Before undertaking any investment in the primary or secondary
market, an analysis is made to find out whether the issuer is
included in any sustainability list.

Asset procedure of Fixed Income

FI ASSETS

Exclusion by nature of product:

e Agencies and supranational bodies

e Debt issued and guaranteed by Governments
e Deed and mortgage-backed securities

14t filter

1.1) If affirmative, the company is deemed to comply with the PRI criteria.

1.2) If negative, VidaCaixa studies the internal information it has on
that company in matters of its sustainability policies, which are reflected
in its Annual Report.

2) The process is repeated every six months on the existing portfolio,
with the exclusion, due to the nature of the assets, of Public Debt,
Deeds and Mortgage-backed securities, as well as Agencies and
Supranational Bodies.

Compliance with ESG criteria

ASSETS TO BE ANALYSED
Principal indexes of
sustainability

Do not pass 2" filter

Do not pass 1+ filter

2 filter

Analysis of company information
(Annual Report, Corporate Web ...)

Compliance with ESG criteria

Analysis/Specific
follow-up/Sale
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Principal advances in the integration of sustainable
management in VidaCaixa’s investments in 2013, in
accordance with the PRI

The principal advances with reference to the PRI principles 1, 2, 3
and 5 in 2013 were as follows:

e We continued to work to identify companies whose business acti-
vity shows a low profile in environmental and social management,
human rights and good governance.

e As a result of the six-monthly portfolio evaluation process, and
according to the process of dialogue established by VidaCaixa, an
inquiry was opened on a company.

e The methodology of investment valuation continued to improve
in accordance with the PRI criteria, for which we had the services
of a referenced supplier in socially responsible investment issues,
which allowed us to make a more profound ESG analysis of our
portfolios.
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Management of
investments

The active promotion of the ESG
issues among customers, suppliers
and investment managers

VidaCaixa takes it upon itself, as a personal commitment, to promote
the PRI principles among its customers, suppliers and investment
managers, for which it sets up different forms of relationship
with these stakeholders: from control committees to processes of
dialogue. The successes obtained, as well as the new targets set, are
reported annually, always keeping in mind the end goal of improving
investment management in accordance with the PRI criteria of the
United Nations.

Principal advances in the promotion of sustainable
management of VidaCaixa's investments in 2013, in
accordance with the PRI

The principal advances with reference to the PRI principles 4 and 6 in
2013 were as follows:

¢ Dialogue with customers was strengthened through collaboration
in drafting mandates and presentations to control committees of
several employment funds.

¢ VidaCaixa collaborated in the organization of PRI training and
dissemination sessions to the whole sector of social welfare, such as
6th Annual Forum of Control Committees, the course given to the
CCOO Union and the course held during the PRI week organised by
the UNED and Spainsif.

e VidaCaixa collaborated with “la Caixa” to draw up the annual
survey of Eurosif, and with Novaster in the follow-up survey of the
SRIindustry

¢ VidaCaixa has been a member on the supervisory committee of
Spainsif, the management group, since 2013.
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. Awards for investment management

Throughout 2013, and in line with the brilliant trajectory started in
2008, VidaCaixa continued to receive support and recognition for its
excellent management and the results it obtained. This took the form
of awards presented by some well-known prestigious companies. The
winning products and the awards received by VidaCaixa in 2013 are:

e Pensions Caixa 30 was awarded the best pension Spanish fund for
the third consecutive year at 13" IPE Awards.

e PlanCaixa Seleccion won the Salmén prize, awarded by Allfunds
Bank Investment Research, as the best variable income pension
fund in Europe.

e PlanCaixa Privada Activo Variable won the best global variable
income pension plan in 2012, awarded by Morningstar.

Investment fund committee, composed of representatives from CaixaBank and
VidaCaixa, with the award.

For more information
Press release: VidaCaixa receives the award for the best global variable income pension fund in 2012

Press release: VidaCaixa receives the award for the best variable income pension fund in Europe. PlanCaixa Seleccion won the
Salmon prize.

Press release: Pensions Caixa 30, managed by VidaCaixa, awarded, for the third consecutive year, the best Spanish pension fund.



http://www.vidacaixa.es/es/sala-de-prensa/notas-de-prensa/vidacaixa-recibe-el-premio-al-mejor-plan-de-pensiones-de-renta-variable-global-en-2012
http://www.vidacaixa.es/es/sala-de-prensa/notas-de-prensa/vidacaixa-recibe-el-premio-al-mejor-fondo-de-pensiones-de-renta-variable-de-europa
http://www.vidacaixa.es/es/sala-de-prensa/notas-de-prensa/pensions-caixa-30-gestionado-por-vidacaixa-galardonado-por-tercer-ano-consecutivo-como-mejor-fondo-de-pensiones-espanol

€ VidaCaixa

Management of Awards and Prizes
Investments

€D € C €D €

Pensions Caixa 30, best Spanish
pension fund.
Revista IPE

Best fixed and mixed income pension
fund manager. Expansién and Interactive

Data, the financial consultancy

Pensions Caixa 30, best Spanish
pension fund.
Revista IPE

Pensions Caixa 30, best Spanish
pension fund.
Revista IPE

Pensions Caixa 30, best Spanish
pension fund.
Revista IPE

PlanCaixa Ambicién and
PlanCaixa 10 Seguridad.

Expansion

PlanCaixa Ambicion, awarded the best
fixed income pension plan in 2010.
Morningstar and El Economista

PlanCaixa Privada Activo Variable,
best global variable income pension
plan in 2012. Morningstar

PlanCaixa Seleccion, best variable income pension
fund in Europe. Allfunds Bank Investment
Research




€ VidaCaixa

Adapting to
a complex
environment

Economic environment
Legal environment
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Adapting to a complex
environment

Economic environment

2013 was characterised by a progressive recuperation of the main
advanced economies, led by the United States.

The behaviour of the euro zone showed an improvement in key
economic indicators and a positive evolution on major exchanges,
with the exception of Greece, Portugal and Italy.

In the case of Spain, there was a slight improvement in the
economy at the end of the year, although the labour market and

]

-

the deficit continued to be the major unresolved problems. In 2013
the deleveraging of households and businesses was intense, which
reduced the resources available for household consumption and
investment.

Despite the troubled economy, VidaCaixa was able to adapt to the
environment and managed, for yet another year, to consolidate its
market position and continue to grow.
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. Adapting to a complex Macroeconomic environment of Spain

environment Unemplovment Social Security Savings
(in thgus)a,nds) Contributors Private consumption Housing loans (%/available gross
(in thousands) income)

0.8% 10.9% 10.4%

1.0%

-45% 4.1%

-1.2%

M 2013

Source: “laCaixa” Research. . Forecast 2014
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Adapting to a complex
environment

In 2014 all citizens over 50
will be informed about the
estimated pension they will
receive on retirement

Legal environment

The Spanish government introduced a series of reforms with the aim
of favouring the continuity of the working life of older workers and
guarantee the future sustainability of the pension system. Among
the main changes introduced were:

The gradual rise in the retirement age from 63 to 65, if it is voluntary,
and from 61 to 63 when it is forced. The minimum contribution
period to receive the maximum pension rose to 35 and 33 years,
respectively.

Penalties to discourage early retirement were increased.

Partial retirement is possible two years before retirement age, but
has been limited to a 50% maximum reduction in working hours,
although a maximum reduction to 75% will be allowed when
the worker replacing him is younger, with a full time permanent
contract.

Extending working life opens the possibility of working, earning
50% of the pension, for people who have passed retirement age,
restoring full pension payments after the period of activity ends.

Drawing and reviewing a pension is decoupled from the CPI and
it will take into account such issues as increased life expectancy of
future pensioners and the evolution of the revenue performance
and expenditure of the system.
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Adapting to a complex
environment

Evolution of the insurance and
pension plan sector in Spain

In 2013 the life insurance business, if we look at it from the point of
view of premiums, continued to fall at a year-on year rate of -3%,
with a total managed fund of 25,505 million euros.

Evolution compared to the market - Life insurance
Premiums

60.6%

-4.7% -3.0%
-9.0%

—e— Market —— Grupo Caixa

Managed funds

0,
19.4% 18.4%
17.2% 17.2%

9.6%

22% 3.2% 27% 3.5%

Note: Includes the impact of the integration of insurance companies within Banca Civica

Source: ICEA. Data on year on year growth
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In 2013 pension plan
contributions grew after 7
years of declines

Managed funds grew by 3.5% for the market, reaching 161,610 million.

The evolution of all life insurance is explained by its different
components:

Individual life-risk insurance

With a total of 3,346 million euros in managed premiums, the
individual life-risk market fell by an overall 4.6% for the sector.

Individual life-savings insurance

In 2013 the market continued its fall with a decrease of 0.8% and
total premiums managed came to 19,639 million euros. As for
provisions, the figure stood at 116,371 million euros, 5.6% year on
year variation.

Group and Company life insurance

The life-savings and life-risk business for groups and companies
managed a total of 3,423 million euros in premiums, 12.9% less than
the previous year.

Managed funds in the life-savings business for groups and companies
reached 39,984 million euros, representing a decrease of 1.4%
compared to the same quarter in 2012.

Increase in contributions to pension plans

In 2013 pension plans were marked by the upturn in this market: it
was the first year since the beginning of the crisis that contributions
increased. 2013 was a good year to make long-term investments
and savings, which resulted in the first upswing in the market in
seven years.

Evolution of Complementary Social Welfare

The welfare-savings market in Spain peaked at 254,023 million
euros in managed funds in 2013, which resulted in a year on year
growth of 4.6%.

Despite the decline of the different savings and social welfare
businesses, VidaCaixa managed to grow in 2013, once again
increasing its market share with respect to its competitors, thanks
to its ability to anticipate market and customer needs, offering
a personalized advice service combined with a wide range of
innovative products.
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Adapting to a complex
environment

Demographic change

The aging of the population is a demographic phenomenon affecting
most of the developed economies, especially in Europe, where it is
estimated that the population over 60 will double in the next four
decades. For the first time, the number of elderly people in 2050 will
be greater than the number of children between 0 and 14.

In 2050 the dependency ratio in Europe (number of persons over 65
in relation to the number of people aged 20-64 years) will be 50.3%,
a much higher level than in the rest of the world, with the exception

Proportion of the elderly over the whole population (%)

BTN TR

Source: Ageing Report 2012, European Commission. Statistics of the United Nations.

of Japan, which is expected to reach 69.6%. This means that the
European Union will go from having 4 people of working age for
every retiree in 2010 to having just 2 in 2060.

This phenomenon, common in most developed countries, is a reality
that especially affects Spain, with a population that is and will be one
of the most aged in Europe. In Spain it is expected that by 2050 some
31.6% of the population will be over 65. In the European Union this
percentage will be below 28.7%.

People of working age for each retiree in the EU (%)

4 2

People of working
age for each

People of working
age for each
retiree in retiree in

Source: Ageing Report 2012, European Commission. Statistics of the United Nations.
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Adapting to a complex
environment

Demographic change will exert great pressure on the sustainability of
the public pension system. In response, governments are evaluating
their models and carrying out pension reforms. In many cases these
reforms will lead to a decrease in the ratio between the public retirement
pension system and the last salary received (replacement rate).

To address this new scenario it is crucial for citizens to have quality
information in advance so they can plan their future and generate the
savings needed to maintain their quality of life in retirement.
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Strategy: present and

future

VidaCaixa is attentive to the changing economic, social and
legislative environment, and to meet the challenges of the present
and future it plans its strategy with the aim of creating long-term
shared value.

The strategic map: people,
processes, customers and results

To adapt to the changing environment and in order to seize the
opportunities the market offers, VidaCaixa applies responsible and
sustainable management to achieve its goals, and for this it integrated
this type of management into its 2012-2014 strategic map, which
is embodied in four dimensions: people, processes, customers, and
results.

The implementation of the strategy is carried out through the
balanced scorecard (BSC), which communicates to and aligns all the
members of the organisation with the objectives of the Company,
thereby generating shared value for all of its stakeholders: shareholder,
customers, employees, society and the environment.

The first dimension, i.e. people, is the key on which VidaCaixa’s
strategic map is based. The Company is convinced that attracting
and retaining the best talent is critical to providing excellent service
for customers and achieving positive results. To do this, VidaCaixa
strives to create the best conditions for the professional and personal
development of its employees.

Objectives and indicators of the VidaCaixa BSC

Strategic objectives

General objectives

Specific objectives

General indicators

indicators
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The second dimension, i.e. processes, is a hub of activity in which
VidaCaixa works to innovate and constantly improve its technological
tools and management, with the aim of providing excellent customer
service, improving efficiency and effectively managing risk.

In the third dimension, i.e. clients, the priority is to understand and
anticipate customer needs by offering suitable products and services
of the highest quality, with the goal of achieving their preference and
loyalty.

The fourth dimension, i.e. financial results, is the result of applying
responsible and sustainable management in the area of employees,
processes and customers. Fruit of this is VidaCaixa’s ability to generate
shared long-term value year after year.
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Strategy: present and

future

VidaCaixa’s Strategic Map 2012-2014

Financial:
Long-term
shared value

Customers:
Quality,
innovation,
responsibility

Processes:
3Es:
effectiveness,
efficiency and
excellence

People:
Talent

Improve returns

Retain and make them
loyal

Efficiency and
excellence of
customers, products
and processes

Maximum

organisational
capabilities

Maximise value and
recurrent profits

Excellent service quality

Innovate Life and
Pensions processes and
products

Increase the uptake
of new business and
managed funds

Attract new customers
with value

Be excellent in Affluent
and Retirement
segments

VidaCaixa,

Our Project

Lead market position

Promote cross-selling

Corporate Social
Responsibility

VidaCaixa, excellent

place to work
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A team aligned
with the project

Our project: alignment with values and
strategy

Maximum organisational capabilities
Excellent place to work

Results: motivated professionals with talent
and ties to the company
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A team aligned with
the project

This chapter fulfils
Principles 1-6

The main source of value creation in VidaCaixa resides in its 630
employees.

They are a dynamic team of professionals, with great potential
talent, who are aligned with the strategy of the organisation.
VidaCaixa is committed to motivating them, creating an excellent
work environment while strengthening their skills, competencies and
leadership.

Our project: alignment with values
and strategy

VidaCaixa strives to create the necessary conditions for all the
employees of the Company so that they can share the same vision
and goals.

To achieve this, VidaCaixa has been using the balanced scorecard
(BSC) over the last 14 years. Through the BSC the Company
transmits its strategy to every member of the organisation and
evaluates the results of the Company down to the departmental
level. It also employs the personal balanced scorecard (PBSC),
which evaluates the results and alignment at an individual level.

In 2013 work begun on the “[Un] proyecto comun” programme in
order to strengthen the commitment of the staff to the VidaCaixa
project, transmit the values of the Company, promote internal
cohesion and encourage participation in transversal projects.

The four pillars of the common project

COMMITMENT

OUR VALUES

PARTICIPATION IN TRANSVERSAL PROJECTS
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A team aligned with
the project

In 2013 VidaCaixa launched
its new Corporate Intranet

VidaCaixa has internal communications tools to transmit to and share
the strategy with all employees. Among them are:

Corporate Intranet

The launch of the new corporate Intranet in 2013 allowed access to all
relevant or interesting information for all those working in VidaCaixa.

One of the key objectives of the new internal communications
channel is to structure the information so as to avoid duplication and
improve efficiency.

The Intranet was designed as an internal tool to simplify work, access
all information and management applications more quickly and
directly as well as learn about different issues and relevant news.

Some of its features include the possibility of setting up dialogue
groups among VidaCaixa employees, thus allowing them to check on
the everyday life of the Company.

Finally, the Intranet is an efficient tool for everyday use, with a clear
vocation of growth through the indispensable participation of all
VidaCaixa employees.
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Actual Personas

The format of the old Newsletter was modified and was renamed
Actual Personas; its format was modernised and adapted to the
VidaCaixa Intranet.

The aim of this publication is to focus on the more personal aspects of
the team of professionals that make up VidaCaixa.

In this sense, “Actual Personas"” covers four topics:

1. Protagonists: presentation of a department and/or area of the
Company (interview format).

2. Unique talents: space that gathers information about any employee
and his/her interests, hobbies, talent, etc.

3. New employees: a section that welcomes new members of the
staff, including a brief description of their career and indicating
their new position in the Company.

4. Special days: this is where information is gathered about special
events to be carried out in VidaCaixa throughout the year.

Annual Convention of Managers and presentation to all
employees

Finally it should be noted that, like every year, the Annual Convention
of Managers was attended by everyone from senior management
down to department heads. The purpose of this meeting was to
explain the profits in 2013 and communicate the main goals and
challenges for 2014.

Similarly, at the end of 2013 a meeting was also held with all
VidaCaixa employees to present the results, explain the evolution of
the Company and communicate the objectives for 2014.

Meeting with VidaCaixa employees.
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A team aligned with
the project

Maximum organisational capabilities

In spite of a still unfavourable economic situation in 2013, VidaCaixa
continued to create stable and quality employment providing
conditions for the guaranteed development of the skills and abilities
of the team.

Improvement in the selection process

In 2013 the Company used the policy and selection process based on
tools 2.0, which was launched in 2012 with the support of external
partners. The management by competences model implemented in
2012 proved to be efficient, which specifically enabled the processes
of talent acquisition and performance evaluation to be improved. This,
in turn, facilitated the identification of needs in training plans and the
future development of VidaCaixa professionals.

Training itinerary for new employees

Virtual Data
Corporate Protection

training

welcoming
plan

Money Basic
laundering
law prevention

Welcoming new professionals

Every new professional who joins the organisation receives basic
information about the Company, either through individual face to
face meetings, group meetings or through online training. Every
new employee can avail of a set of information tools, including the
Integrated Annual Report and VidaCaixa's Code of Ethics. This process
is complemented with a specific welcoming plan, which involves
going through different areas of the organisation while having the
support of a tutor throughout the entire training period.

SME life
products

Individual life

Insuran
ance products

concepts
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545 employees received
training in 2013

Training and professional development of all employees

VidaCaixa invests in the competence and skills training of its
employees, with the aim of promoting their professional development
and the continuous improvement of the organisation. In 2013
investment in training amounted to 446,414.4 euros and involved a
total of 14,464 hours.

VidaCaixa works with a model of competence management (MGC
as per its Spanish acronym), which affects such areas as selection,
training, development, evaluation and retribution.

To develop skills, we continued in 2013 to implement the training
and development plan for mid-level managers, which was introduced
in 2012 in order to meet the training needs of the organisation.

The training took place on a face-to-face level, online through
Aulaforum and a mixed format consisting of face-to-face activity with
support from Aulaforum.
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A team aIigned with First university postgraduate degree on welfare and long-term savings
the project VidaCaixa went a step further and, in 2013, in collaboration with the Universitat Pompeu Fabra (UPF), launched a pioneering university postgraduate

course to train experts in the field of social welfare and long-term savings.

This initiative responds to the vocation of VidaCaixa, as the leader in welfare of our country, to promote awareness about the management of savings
for retirement.

The main objectives of this postgraduate course, directed at employees of CaixaBank and VidaCaixa, is to improve knowledge skills on management
and retirement planning, as well as stress the professional ethical commitment in the relationship with customers.

The course lasts one year and it is split into 750 hours of training, with 30 ECTS credits (European Credit Transfer System).

The course methodology is structured around 11 modules, which are
broken down into economics and finance, money market and bond
and equity markets, social welfare, tax planning, wealth management
and retirement planning, personal and business skills as well as several
case studies.

To make attendance easier and conciliation possible, participation is
divided between 20% in classrooms and 80% online.

The quality of the professionals who make up the VidaCaixa team
allows them to be part of the faculty of the programme, which is
enriched by their vast knowledge and professional experience.

The attendees will receive a University Diploma as “Expert in Savings

In 2013 VidaCaixa, in
and Welfare”, which is granted by the UPF.

collaboration with the
Universitat Pompeu

Fabra, launched the first
postgraduate course in our
country on welfare and
savings

For more information

Press release: First university postgraduate course on
planning for retirement



http://www.vidacaixa.es/es/sala-de-prensa/notas-de-prensa/archivo/2013/primer-postgrado-universitario-sobre-planificacion-de-la-jubilacion

€ VidaCaixa

A team aligned with
the project

An excellent place to work

VidaCaixa attaches great importance to their goal of ensuring the
greatest physical, social and psychological wellbeing for their employees
in the workplace.

As evidence of this sensitivity, VidaCaixa develops multiple projects and
activities in such areas as reconciling work and family life, diversity and
equal opportunities, remuneration and the involvement of its employees
in favour of society and the environment.

Distribution of staff by professional category
(percentage)
Mid-level
managers

11%

Rest of the staff 87 %

Managers 2 %

Support for the employee and his/her family life

In 2013 VidaCaixa obtained its renewal certificate as a Family
Responsible Company (efr as per Spanish acronym), which ratifies
that the Company promotes conciliation between company, work
and family. VidaCaixa holds the erf certificate, which has been
granted by the Fundacion Mas Familia since 2009.

At present, VidaCaixa has 39 measures of conciliation, distributed
between family support policies, temporary and spatial flexibility
policies and quality of employment, policies related with health and
wellbeing, as well as initiatives linked to training and development of
professional teams, together with other social benefits for being an
employee of the Company.

Some of the relevant aspects for obtaining the renewal of the
certification stress that VidaCaixa continued to drive the efr
commitment, through job creation and maintenance of the efr
measures, despite the economic climate.

To find out more detailed information about the staff, click here
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A team aligned with
the project

Equality of opportunity and integration of people with
different capacities

VidaCaixa ensures a work environment in which equal opportunities
are met and integration of people with disabilities is provided.

The percentage of women in positions of responsibility (senior and
mid-level management) varied from 31% in 2012 to 38.6% in 2013.
This was mostly due to internal promotions throughout the year, of
which 26 were women and 11 were men.

Distribution of the staff by gender

All staff

Senior and mid-level Rest of staff
managers
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A team aligned with
the project

39% of senior and mid-level
management are women,
8 points more than in 2012

VidaCaixa’s Equality Plan

VidaCaixa's commitment to equal opportunities and integration of people with disabilities is reflected in VidaCaixa's Equality Plan, which was
signed by institutional representatives and employees of the Company in December 2013.

The Plan sets out, as a general goal, the commitment of the undersigned to continue the business model, with special support for the behavioural
patterns of diversity from the perspective of gender, non-discrimination, equal opportunities and conciliation.

General Goals of VidaCaixa’s Equality Plan

1. Equal treatment

Promote equal treatment in the workplace among the people in VidaCaixa, ensuring the same professional opportunities and gradually
reaching a balanced composition of gender in work teams.

2. Absence of discrimination

Guarantee all staff, regardless of their position in the Company, the absence of discrimination on grounds of gender in circumstances
arising from maternity, paternity and assuming family responsibilities, as well as in any other area.

3. Equal opportunity
Promote, through awareness-raising and training, equal opportunities in the workplace at all organisational levels, paying special
attention to those who manage teams.

4. Conciliation
Promote the reconciliation of personal and family life with work, reinforcing the knowledge of the measures available to all
employees.

5. Prevention of harassment
Prevent labour, sexual and gender harassment, implementing a protocol to protect all employees in this area.
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A team aligned with Support for the integration of people with disabilities

the project VidaCaixa's compliance of the legal obligation of hiring people with o
disabilities is met by adopting alternative measures such as contracting el el
services with specialised employment centres.

of families of
employees

Within the integration measures, VidaCaixa set up the “Plan Familia”
in 2009 with which it actively promoted the social and labour
integration of disabled people, relatives of people who work in our Economic -

Company, through different educational, training and therapeutic donations Sports activities
actions to favour social-labour integration.

Involvement of employees in favour of society and the
environment: Retorn Programme

Retorn is the initiative of a team of employee volunteers, which is
responsible for promoting and managing projects related to social
responsibility and sustainability focused on three areas: society, the
environment and employees. The voluntary nature of the initiative
guarantees that the volunteers can choose and directly manage the Collection of
activities. In 2013 a sum of 30,000 euros was allocated to a set of food and toys
activities related to each of the three areas, where the contributions
and collaborations with nine non-profit organizations were most visible.

83% of the staff at _ _
VidaCaixa is between 30 and To find out exactly what actions were undertaken in the Retorn

50 years old programme, click here
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Compensation and social benefits mechanisms

VidaCaixa has a remunerations policy for all staff based on a system
of fixed and variable remuneration and the application of internal and
external principles of equality, which ensures and grants objectivity to
achieving goals on a group and individual basis.

Moreover, for some time VidaCaixa has had a system of advantages
and social benefits that complement the value offer to the employee
that help to attract and retain talent. These benefits affect all
employees regardless of the work they do.

Principal social benefits for employees

e Enlargement and improvement of healthcare cover for employees
and a larger capital over the amount of the Collective Agreement
in life insurance.

e Possibility of joining the pension plan with employees contributing
1% and a matching contribution by VidaCaixa with contributions
of up to 3% of the annual base salary.

e Annual holidays of 29 days and an intensive working day in the
summer period.

e Access to loans from the company with a maximum capital of
20,000 euros.

e Assistance for children from birth to the age of 21.
® Plan Familia: helping families with disabled relatives.
e Lunch compensation (for employees who work full time).

e Subsidies for university and language studies.

To know more about the activities of Human Resources, click here
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A team aligned with
the project

2 health and safety
committees

121 hours of training given
on work risk prevention

Health and safety in the workplace

VidaCaixa provides the necessary training in workplace safety for all
the professionals in the Company, for which it has the support of the
safety and health committees and the risk prevention delegates.

With the aim of helping the communications of the employees in this
area, the “Prevention is better” e-mail box continued to work so that
suggestions and proposals could be made to improve risk prevention.

Fulfilment of collective rights

All the employees of VidaCaixa are covered by the state-wide collective
agreement for insurance companies and have union representation.
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A team aligned with
the project

Results: motivated professionals
with talent, who have ties to the
company

VidaCaixa seeks to transmit value to its employees.

This transmission of value rests on seven pillars that, in turn, are
levers to attract and retain talent, which enables VidaCaixa to have a
competent staff, with ties to the project and capable of taking on the
challenges of the future.

The value offer to employees rests on seven pillars:
1. Vision: Project of the Company

. Team: A sense of Belonging and being Valued

. Communication: Information and Participation

. Opportunity: Prospect of Professional Development

. Impact: Value of Work Undertaken

. Experience: Tools and Means

~N o o AN

. Incentives: Fair Compensation

Absenteeism and Ties to the Company

2 % Absenteeism:
Rate of absenteeism

due to illness’

089, Ties to the Company:

Rate of retention of
talent?

"Does not include data from Banca Civica Vida y Pensiones, CajaSol Vida y Pensiones,
Caja Canarias Vida y Pensiones.

2 Total number of employees hired in the last 2 years less the number of people hired
in the last 2 years who have voluntarily left the Company over the total number of
employees over the last 2 years. The data from the Grupo Asegurador, VidaCaixa and
AgenCaixa are included.
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9 Operational
excellence
Innovation

Reduction of environmental impact




€ VidaCaixa

. Operational excellence

This chapter fulfils
Principles: 1-5, 7-9

Innovation

For VidaCaixa, innovation means turning ideas into value for
customers. The innovative approach, which for years has been
promoted among all employees in the organisation and the territorial
branch office network of CaixaBank and which is channelled towards
improving management processes, is focused on providing an
excellent customer service with the highest possible efficiency.

UINOUA y

A

.
A communicated
+ Department of organisational development and quality
Assigned to Administration
Ideas received expert and monitoring f;edback on
managers of ideas Ideas

N

Global vision of all ideas .
monitored
¢ ¢ e Plan study
e Planned
PRI ITENE R ¢ Bank of ideas

e Finalised

e Discarded put into practice

administered or discarded

evaluated




€ VidaCaixa

. Operational excellence

In 2013 some 403 ideas were
received, 22.4% more than
in 2012

Innovation in VidaCaixa's DNA

In 2013 Innova resumed its energising actions to obtain contributions
of new ideas, with the launch of a specific section for innovation on
the VidaCaixa intranet.

Similarly, a new graphic line of communication was defined that
characterises Innova +, and it is used in all the news, actions and
communications that are made from Innova.

On the intranet the following information can be found:

Innopill: They are small pieces of news or pill-size training bits
whose aim is to activate the thought process and the imagination
to create innovative ideas related to VidaCaixa's business.

Innowaw: They are gems or interesting or curious pieces of news
related to the world of innovation, even though they are outside
the sector, that employees from VidaCaixa send or are created by
the Innova Team.

Innogym: They are campaigns or debates in which the generation
of ideas is promoted at a specific time on a specific subject.

Innoidea: Provides access to the application so the ideas can be
sentin.
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. Ideas as sources of innovation and continuous improvement
. Among the main contributions sent by employees the following are of note:
e New products.
e Improvements in existing products.
* Boosting contacts with customers.

e Improvements in the intranet.
e |Improvements in insurance applications.

Ideas received from employees in 2013

Total number of ideas received 403

Headquarters CaixaBank branch offices

48 344

AgenCaixa 1 1
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. Operational excellence

In 2013 the use of mobile
technology in customer
relationships significantly
increased.

Commitment to technology

Technology plays an important role in better knowing the needs of our
customers. VidaCaixa has always bet on technology as a springboard
for the relationship and communications with customers. It is indeed
a competitive advantage in terms of generating economic and
commercial results.

Especially important was the bet, made in 2013, on the use of mobile
technology in our relationship with customers. In this regard, it is worth
mentioning the possibility, with the incorporation of Linea Abierta
Movil, of registering the acceptance of ready-to-buy orders and the
enhancement of the application functionality, expanding channels of
acceptance and the signing of documents.
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Technology to better know and speed up the relationship with the customer

VidaCaixa's direct channels enable a more agile relationship with customers, thanks to the addition of new features, among which the following
stood out in 2013:

e The pension plan participants receive monthly updates and detailed investment policy information the management carried out and the evolution
of profitability, among other relevant aspects.

e Improvements were made to visualising queries of some products in the direct channel, such as income plan, employment plans and control
committees. Simulators were corrected to adapt to new taxation laws and an overall technological improvement was made to processes.
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. Operational excellence

Reduction in the environmental
impact

One of the objectives of VidaCaixa is to minimise the environmental
impact and work hard towards improving the efficiency of the work
processes as set out in the VidaCaixa Code of Ethics and principles
7, 8, and 9 of the United Nations Global Compact. Similarly, and in
accordance with the commitments assumed in the PRI, VidaCaixa
includes the ESG questions in the analysis processes and the decision
taking in questions of investments.

Actions carried out for the protection of the
environment

VidaCaixa continued to carry out actions, initiated in previous years, to reduce

the environmental impact of its activity. Among these the following stand out:

Improve the
efficiency in the
consumption of
natural resources
and reduce the
consumption of
Co,.
e Gradual
substitution of the
IT and printing
equipment.

® Promotion of
videoconferences
to avoid travelling.

Reinforce the
communications and
the environmental
awareness on an
internal level.

e Environmental
education for the staff:
proper use of office
material and a rational
consumption of energy
and water.

e Installation of double
flush buttons on toilets
and sensors to detect
presence.

e Publication on the
intranet of catalogues
of good practices with
the use of energy,
water and printing of
documents.

Reduce the
generation

of waste and
promote the
segregation of
waste to favour
its recycling and
reuse.

® Space was
made available
on all floors at
Headquarters for
the collection of
such materials as
batteries, plastic
containers and
toner cartridges.
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. Internal consumption of paper
Operational excellence . . .
The consumption of paper is one of the heaviest resources the

VidaCaixa activity has. Being aware of that, total paper consumption
was reduced by 1%. The total amount of paper consumed is
certified on an environmental level and a full 29% of paper used is
recycled paper.

Paper consumed
(both traditional and 22 .4

recycled) (t)
Paper consumed per
employee (kg) . 3 5 . 5

Variation in the
consumption of paper —O . 6 O/o

(percentage)

Total consumption
of new fibre paper 2 2 4

(processes ECF, TCF...) (t)

Note: Due to the fact that VidaCaixa and SegurCaixa share office space, an
estimation of consumption and emissions was made based on the number of jobs
that each company has.
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. Operational excellence

Internal consumption of electric energy

VidaCaixa is firmly committed to the maximum reduction of energy
consumption and the level of the associated greenhouse gas
emissions. The total electric energy consumed was reduced by 1%,
although this decline was not reflected in the total energy consumed
per employee. VidaCaixa takes the challenge to carry out greater
efforts to raise awareness of the workforce through the dissemination
of good practices, as a key factor in controlling energy consumption.

Total electric energy consumed (GJ) . 3 , ] 9 6 il

. 11.2

Total electric energy consumed per
employee (GJ)

Electric energy certified as coming
from renewable sources or
cogeneration (GJ)

Electric energy certified as coming
from renewable sources or
cogeneration (GJ)

. 26.8

Note: The information refers to Headquarters in Barcelona.

Cover of the annual demand®
(percentage)

Cogenerationand 1) Combined
the rest? cycIe

9.6%

Thermic to
renewable
o)
2 AJ Coal
14.6%
Wind
turbine ———
21%
Sol " \ Nuclear
olar
photovoltalc ~ 21%
0
A) Solar
thermoelectric
2% Hydro-electric

14%

"Does not include pumping generation.
2Includes fuel-gas and non-renewable thermic.
Source: Red Eléctrica. December 2013.

Note: The information refers to Headquarters in Barcelona.
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. Operational excellence

Internal consumption of water

The consumption of water in the corporate centres and buildings
comes from the municipal mains network. The consumption of water
per employee was reduced by 6% with respect to the previous year.

Total water consumed (m?3) . 3,31 73

P oso

Total water consumed per
employee (1)

Variation in the consumption
of water (percentage)

Note: The information refers to Headquarters in Barcelona.

CO, Emissions

VidaCaixa continued its commitment to to carry out actions to
decrease the impact on the environment. Therefore work continued
to reduce the emissions of CO, associated with travelling. With
respect to emissions derived from travelling, it is worth noting the
10% reduction of emissions due to air transport.

Total derived from
paper consumption 40 . 6

(tCo,)

Total derived from

electric consumption 3 06 . 9
(tCO,)

Total derived from
transport (t CO,)

Total derived from
plane trips (t CO,)

Total derived from
train trips (t CO,)

Note: The information refers to Headquarters in Barcelona. The data presented
were calculated using the GHG Protocol methodology.
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Collection and treatment of waste

VidaCaixa makes waste collection points available to its employees,
where they can leave their personal waste and the waste created in
the workplace.

Total paper (kg) . 11 ,596
Total plastic (kg) . 1 ,9055

Total batteries (kg)

Total toner
cartridges (units) . 6 1 7 . 3

Note: Due to the fact that VidaCaixa and SegurCaixa share office space, an
estimation of consumption and emissions was made based on the number of jobs
in each company.
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Loyal
customers

Solutions for the Future

Multi-channel and accessibility

Transparent and protected information
Excellent quality of service to customers and

channels

Adaption to new channels of communication

Contribution to a culture of savings and
welfare

Payment of services
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. Loyal customers

In this chapter we fulfil
Principles: 1, 2, 8, 9

VidaCaixa has more than 3.6 million customers, 12.5% more than in
2012, which shows the trust they have in the Company.

Customer orientation and the response to their needs is at the heart
of the strategic focus of the Company, as embodied in personal
assessment, a broad portfolio of insurance and welfare products
suitable for every need and age, and a service with the highest levels
of quality.

Solutions for the future

Preparing oneself fully for the time of retirement is an important task
in which VidaCaixa acts responsibly, focusing on customers and their
planning needs, so that they can address their future or “fu[Tujro”
with peace of mind and security. To meet the new demographic
challenges and changes in the public pension system, VidaCaixa
launched “fu[Tujro”, an initiative designed to assist customers and
society on the many issues raised before retirement, helping them
plan and prepare for this critical time in their lives in accordance
with their needs, expectations and level of expected life. Likewise,
“fu[TuJro" also helps individuals who are already retired to manage
their savings and enjoy the financial benefits, health and leisure the
"“Club Ahora” of “la Caixa"” offers them.

The “fu[Tujro” concept is implemented through two main elements
of communication: the “fu[TuJro” web and the Guide or “Presentes
en tu fulTujro”.

Pillars of the fu[Tujro strategy

Creating a positive awareness
among customers about the
importance of planning savings
for retirement.

Offering personalised
assessment, based
on a continuous
relationship with
customers that
responds to

their concerns at
retirement.

Training the employees of
the CaixaBank branch office
network so as to improve
their knowledge and
capabilities in the customer
assessment process
concerning retirement

so that the most suitable
decisions can be taken.
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. Loyal customers

fulTuiro

“fu[Tu]ro” was created as
a new concept to advise on
retirement

New fu[TuJro web

The new web www.presentesentufuturo.es was created with the aim
of helping to plan, build and manage retirement, with an overall view
of the customer, his needs and resources.

The site is aimed at providing easy and quick access to useful and
interesting content, in addition to multiple calculation tools to
prepare a scenario of retirement in advance. These tools include a
pension plan simulator, through which the product can be found that
best fits the characteristics of each customer and thus make up an
action plan to achieve the desired level of income in retirement.

P ————
L+11- TN 19

—mErn ey

Similarly, the pension plan advisor can be consulted so that, in just
under a minute and answering four questions, it can guide the user
to the plan that best fits his profile. In all cases, the customer can save
documents in the simulations as well as their subsequent revisions.

“Guia Presentes en tu fu[TuJro”

Apart from the fu[TuJro web, VidaCaixa drew up the Guide “Guia
Presentes en tu fu[TuJro”, which provides valuable information on the
whole retirement planning process with all the products and services,
fiscal advantages and so on.

The guide is available in both PDF format in the “fu[TuJro” web and in
printed form at all the CaixaBank branch offices.

Presentes en tu fu[Tulro



http://www.presentesentufuturo.es/es/
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. Loyal customers

Individual customers

The product portfolio is renewed each year in order to offer the best

VidaCaixa adapted its savings and welfare products to respond to the
solutions from a fiscal, liquidity, profitability and risk point of view.

needs of customers, identifying four customer profiles depending on
their ages:

Have a plan for When retirement

- Enjoy retiremen
the future is near Joy retirement

Start to plan

Anticipate the future Think about the Invest in the future Get the most out of
while enjoying the future with peace of you want. your life savings.

present. mind.




€ VidaCaixa

. Loyal customers

Plan Futuro Flexible PIAS

This is an individual systematic savings plan allowing one to
generate capital for retirement in an easy systematic way,
which also enjoys an interesting financial-fiscal return.

It provides the possibility of saving in different portfolios while
using a combination of assets depending on the risk profile
and investment needs of each customer.

Moreover, it allows for complete or partial surrender at any
time, and the cash value of the linked investment can be
recovered at the moment of surrender.

PlanCaixa Doble Tranquilidad

For the second consecutive year, PlanCaixa Doble Tranquilidad
is still the only product on the market that responds to the
needs of customers near retirement age, who seek the peace
of mind of having their savings guaranteed by a trustworthy
company like VidaCaixa. These issues guarantee an attractive
life-long return both during the capitalisation period and the
monthly annuity income paid out on retiring.
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. Loyal customers

4 new products were sold
in 2013

Issue of “planes Objetivo”

This is an innovative solution that allows a person to plan the
future at leisure as it helps to create a capital for retirement
knowing the profitability goal beforehand. The investment of
the plan pursues a return in a fixed term.

Issue of “Renta Vitalicia a interés fijo"

With an initial contribution, the “Renta Vitalicia” or Annuity
lets the customer diversify his estate, obtaining a life-long
monthly income. Depending on the model subscribed, it
guarantees the capital for beneficiaries in the case of death of
the title holder.

To find out more about the main campaigns for individuals in
2013, click here
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. Loyal customers

Personal Banking and Private Banking

Explicitly thinking about the needs of Personal and Private Banking
customers, certain actions were undertaken within the framework
of the “fu[Tujro” initiative with the aim of specifically guiding the
preparation and management of retirement.

Among these actions the development of the financial simulator
stands out. It enables customers to estimate their end capital and the
corresponding fiscal savings. Moreover, these simulations are included
in the welcome pack “Presentes en tu fu[TuJro”, which also includes
a guide.

In addition, in the Personal Banking customer market, VidaCaixa set
up a professional team that gives support to the network of managers
in any matters related with retirement planning.

Life-risk insurance for individual customers

In 2013 VidaCaixa boosted the sale of life-risk products not associated
with loans, such as the traditional life insurance. As in previous years,
the life-risk products associated with loans were affected by the
stagnation of the property market.

Seviam for microcredits

Together with MicroBank, VidaCaixa offers insurance products
like Seviam Abierto to promote economic development

and financial inclusion. With them, there is a commitment

to respond to the needs of entrepreneurs and micro-
entrepreneurs and individuals and guarantee amortisation

in case of death and optionally in case of absolute and
permanent disability.
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. Loyal customers

e-Gestion

VidaCaixa

This is the online
management tool for both
clients and group mediators

726 multi-national
companies, 28 IBEX 35
companies and more than
339 public bodies all place
their trust in

VidaCaixa Prevision Social

VidaCaixa Prevision Social

VidaCaixa Prevision Social is the brand through which VidaCaixa
offers its welfare and savings solutions for the segments of
groups and companies, SMEs and the self-employed, focussing on
personalised products.

Groups and companies

VidaCaixa Prevision Social has a team of specialised professionals
devoted to the sale, design, management and administration of
pension plans and life insurance, who ensure the best service and
customer attention. The personalised management of each group
enabled VidaCaixa Previsidn Social remain leader, for yet another
year, in complementary social welfare for companies. Apart from
the specialist teams, VidaCaixa Prevision Social collaborates with a
large number of mediators and consultants.

One of the main events organised by VidaCaixa Prevision Social
in 2013 was 25th anniversary of mediators and consultants with
acts in Barcelona and Madrid. The two events were designed to
commemorate the 25 years this meeting has been held. These
encounters recognise all the collaboration and work that strengthens
the relationship between mediators, consultants and VidaCaixa
Prevision Social.

In 2013 several marketing actions were carried out to drive the
development of the Social Welfare Plan for Companies and operational
improvements were made in the Life Cycle Pension Plans.

An e-Management service (old Online Platform) was also launched
with a new approach and support materials so that mediators and

customers could directly do all their business through this self-
service platform.

Plan de Prevision
Social Empresarial

Linea Abierta
Planes de Pensiones de Empleo %)
\

Servicio on-line para
Comisiones de Control y Participes

In this line, work was also carried out on the development of support
material to explain the Linea Abierta service to the Control Committee
and Shareholder and to make access easy for them. Likewise, within
the programme of organised activities in 2013, the following stood
out: two training sessions for the Control Committee, as well as
the organisation of a day-long conference aimed at HR managers
under the title “Creative Efficiency: Managing people in an adverse
environment “.

With all this, VidaCaixa Prevision Social maintained its leadership in
the complementary social welfare market for companies with a total
of 907,000 company clients, 11.9% more than in 2012.
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SMEs and the self-employed

The SME and self-employed sector is strategic for VidaCaixa and
the effort made by the Company has been rewarded in the last few
years as we achieved a huge increase in our customer base thanks
to our risk products for entrepreneurs and employees and the most
complete offer of pension plans and EPSV for this sector.

Main products for SMEs and the self-employed

VidaCaixa Proteccion Autéonomo Vida

This is a group life insurance that can be subscribed to by both
companies and the self-employed, and which protects the
entrepreneur and his family or collaborators without a working
relationship in the face of death or disability for any reason. It
is directed at working partners in their companies and self-
employed individual entrepreneurs. It also allows for additional
cover in the case of temporary disability.

This good behaviour continued in 2013 as the VidaCaixa Prevision
Social products allowed companies and entrepreneurs to cover both
the scope of their business and employees and meet the pension
obligations of their employees arising from sectorial and voluntary
labour agreements. Thus, the number of SME and self-employed
customers stood at 174,000, 67% more than the previous year.

VidaCaixa Convenios: Seguro innominado

This insurance lets companies comply with their legal
obligations derived from the sectorial collective agreements
when these contemplate compensations in case of death,
permanent disability or large disability. It guarantees payment of
an amount to a beneficiary in the case that any of the foreseen
contingencies in the sectorial collective agreement take place.
VidaCaixa offers an automatic updating service of capitals and
guarantees stemming from the customer’s sectorial agreement.
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. Loyal customers

VidaCaixa Vida Pymes

This is a nominated group life insurance through which a
Company protects its workers, partners, administrators and
collaborators in the case of death or disability for any reason.
The capitals and guarantees are modular. In the pension
commitment module, it allows employees to be insured and in
the non-pension commitment model it allows administrators
and partners to be insured.

Planes de Pensiones y EPSV de Empleo

VidaCaixa offers its customers a diversified range of Joint
Employment Pension Plans. The PlanCaixa Pyme provides
groups with three models of investment: Fixed Income -
PlanCaixa Pyme RF, Mixed Fixed Income - PlanCaixa Pyme
20 RV and Mixed Variable Income - PlanCaixa Pyme 50

RV. It also offers its customers integrated Pension Plans in
GeroCaixa Pyme EPSV, in which there are 5 different models
of investment. Moreover, VidaCaixa also manages PlanCaixa
Corporaciones Locales, a Joint Employment Pension Plan
specifically for state and semi-state companies.

VidaCaixa Escolarizacion

This is a group life insurance, directed at children who attend
school, which guarantees continuity of education in the case
of the death of one of the parents or legal tutors. Optionally,
it lets schoolchildren be incorporated into the accidents and
healthcare insurance.

Planes de Pensiones del Sistema Asociado

VidaCaixa manages two Joint Employment Pension Plans:
PlanCaixa Colegios Profesionales and Plan de Pensiones del
Sector Agrario. Moreover, it manages associated pension plans
promoted by other associations and professional colleges.

Planes sectoriales

In 2013 VidaCaixa managed three pension plans that came
about during the collective agreement sectorial negotiations:
pension plan of the flower and plant trade workers; pension
plan of the garden centre workers; and pension plan of the
bingo organising companies.

For further information on the 2013 main campaigns for SMEs
and the self-employed, click here
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. Loyal customers

Multi-channel and Accessibility

The many commercial channels that VidaCaixa has are a powerful
tool in the commercial relationship with customers. Access to
information and subscription to their products is made easy through
these channels.

In order to guarantee maximum accessibility, VidaCaixa avails of
the branch office network of CaixaBank, the largest in the Spanish
financial sector, and professional attention of the consultants and
mediators with whom it collaborates. In addition, the Company
invested in the development of digital channels, web, mobile phones
and ATMs, which increase the efficiency of operations and its proximity
to customers. Thus, improvements to the performance of the Linea
Abierta service continued, such as ready-to-buy (the customer
manager sends an order to be signed through Linea Abierta), which
makes subscribing to welfare and savings products more efficient.

Direct
Telephone and
Internet

Bancassurance
5,730 branch
offices of
CaixaBank

AgenCaixa

Mediators and
consultants
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Direct Channels

Individual customers can consult their products through the Linea
Abierta of “la Caixa”. On the web, they have an integrated reduced
consultation on the customer’s global position and a broader
consultation where detailed information of all individual private
insurance, pension, welfare, associated and employment plans can
be obtained.

Also noteworthy is the adaption of products of the different migrations
so that customers of the integrated companies can avail of online
consultations through Linea Abierta.

Customers can subscribe to those products that, by their nature, are
best suited to the Linea Abierta online, such as pension plans and
guaranteed pension plans and life-savings and life-risk insurances. It
is also possible to perform extraordinary contributions to individual
pension, employment and associated plans.

Moreover, customers can subscribe to a SEVIAM linked to immediately
available loans through ATMs and Linea Abierta Movil.

Likewise, VidaCaixa committed itself to the mobile channel. In this
sense, from 2013 it is possible to subscribe to and make extraordinary
contributions to pension plans through the Linea Abierta Mdvil.

Lastly, with the aim of perfecting the information of those who have
pension plans, the detailed information in the records was improved.
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Linea Abierta enables
VidaCaixa customers to

consult their products online

Products available through the CaixaBank Linea
Abierta in 2013 and the main actions that can be
performed

Life-risk

Life-savings

Pension
Plans and
Guaranteed
Pension Plans
(PPA)

(Contributable
from Linea
Abierta "la
Caixa” and

Linea Abierta

Movil)

Vida Familiar

Seviam Abierto

Collective agreement
insurance

Libreta Futuro
Asegurado

Plan Ahorro
Asegqurado (PIAS)

PPA

Joint promotion
pension plans

Associated plans

Employment pension
plans

Renunciation (first 30 days)
No renovation on maturity

Duplication of documentation

Modify number of policyholders

Make extraordinary contributions
Renunciation (first 30 days)

Application for complete
surrender

Make contributions
Internal transfers between plans

External transfers to other
entities

Access to fiscal simulator for
contributions

Online advisor
Catalogue of plans

Contributions and subscriptions
through ready-to-buy

Apart from all the above,
Special consultation for Control
Committees
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Bancassurance channel

The network of 5,730 CaixaBank branch offices is VidaCaixa’s main
marketing channel, through which most savings and pension plan
products are distributed. To support the branch offices, VidaCaixa
defined its new commercial structure in 2013, which has 5 Marketing
Areas covering all the Territorial Areas of CaixaBank. In turn, the
figure of Life Marketing Manager (JCV as per acronym in Spanish)
was created, more specifically, covering one or more Delegations,
whose main function is to stimulate and support the Life Insurance
and Pension Plans business, while coordinating at all times with the
branch office network of CaixaBank.

For the SME and self-employed and company segments, VidaCaixa
has 200 AgenCaixa professionals. These professionals, who work in
coordination with CaixaBank, advise clients on products and services
that best fit their needs. They are highly trained to help customers
identify and understand the risks of their business and protect
themselves from them.

Also, with the aim of boosting sales in the Private Banking centres
of CaixaBank, 2013 witnessed the incorporation of a Private
Welfare Advisor for each Marketing Area, a new leading figure in
the marketing of products specific to Social Welfare for the Private
Banking segment of CaixaBank.
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In 2013 there were no
sanctions or claims relating
to a breach of the Data
Protection Act (LOPD as per
Spanish acronym)

Transparent and protected
information

Providing clear and accurate business information is essential to
building confidence in customers; therefore VidaCaixa continued to
improve the information and communication processes, beyond the
provisions of the regulations.

In this regard, the Company took on voluntary commitments,
such as the INVERCO general code of conduct in advertising, and
its advertising is jointly reviewed by CaixaBank and Autocontrol,
an agency to which CaixaBank is voluntarily associated with and
which ensures that advertising is truthful, legal, honest and loyal.
VidaCaixa also notifies its customers and channels about the
voluntary adhesions to the United Nations Principles for Responsible
Investment and Spainsif.

In order to build customer confidence it is important that the
information gathered about them is protected with the utmost rigor.
That is why VidaCaixa has a security policy, internal regulations and
procedures governing internal processes and which are mandatory
for all those who have access to technology and information in the
Company. In all workplaces and offices of VidaCaixa, technical and
organisational measures are applied that guarantee the integrity and
confidentiality of the data.
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Excellent quality of service to
customers and channels

The pursuit of excellence in customer service has always been a
priority for VidaCaixa. This commitment, based on providing the
highest quality through advice from its professionals, its broad range
of products and services focussed on meeting customer needs,
enabled VidaCaixa to strengthen its relationship with customers and
achieve excellent results.

The management and measuring of quality

The management and measuring of quality enables VidaCaixa to
identify new opportunities, which are turned into innovations and
continuous improvements for customers. VidaCaixa has a system of
quality management based on the I1SO 9001 standard, validated by an
external certification authority, and whose scope is: “the management
of funds and employment pension plans.” In 2013 this system of
management was recertified.

How VidaCaixa measures and evaluates the quality of service
provided to customers
Internal measurements:

¢ In group and company business customer surveys are conducted
with customers, control committees, mediators and consultants.

External measurements:
e ADECOSE survey among mediators.
e Willis Quality Index (WQ).
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Evaluation of the branch office network of CaixaBank Index of Quality of the Branch office Network of
. The branch office network of CaixaBank is VidaCaixa's main marketing CaixaBank

channel, and therefore it is monitored permanently. The degree of (Evaluation scale: 0 — 148)

satisfaction of the branch network of CaixaBank in relation to the

services offered by VidaCaixa increased once again, reaching a high

level. To measure the degree of satisfaction of the branch network,

CaixaBank conducts surveys to assess the overall quality of services
based on the following:

1. The perceived quality through satisfaction surveys to the branch
offices of the commercial network.

2. The objective quality, which assesses aspects of the creation and
implementation of products and services offered to offices.

3. The assessment of the Call Center service.

129 out of 148 is the overall
evaluation of quality by the Overall Perceived EYSiuason
branch office network of evaluation quality

CaixaBank

Objective

of the Call

Center FLENT
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953 surveys carried out on
group and company clients
and business professionals

Evaluation of the group and company segment: surveys
to customers

As in previous years, VidaCaixa continued to centre its attention on
knowing the concerns of customers belonging to the group and
company business.

The data from the satisfaction surveys on risk and savings products
show the perception of the quality of service continuing high. From
95% in 2012 it went up to 95.8% in 2013.

With respect to the evaluation of satisfaction among Control
Committees of pension plans, this also rose, going from 96.9% in
2012 10 98.4% in 2013.

In this sense, it must be said that 96.1% of customers and 95.6%
of Control Committees would recommend subscribing VidaCaixa
products to third parties.

To find out how many surveys VidaCaixa Prevision Social
conducted, click here
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Evaluations of the group and company segment: surveys to
channels

VidaCaixa also annually evaluates the satisfaction of mediators and
consultants who distribute the portfolio of products in this segment.
The degrees of satisfaction remain very high: 98.9% from consultants,
up from 97.2% in 2012, and 91.5% from mediators, down from
94.3% in 2012.

Results of the surveys on group and Company business

91.5

95.0

Bothmediatorsand consultantsshowahigh degree of recommendation
of VidaCaixa products. The level of recommendation in the case of
mediators selling group and company insurance reached 94.7% and
98% in the case of consultants.

97.2

B 2012 B 2013
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VidaCaixa is the most valued
Company according to the
insurance brokers who took
part in the ADECOSE study
and the Willis Quality Index

External measurements

The high levels of perceived satisfaction are endorsed by the good
results obtained in two external studies of quality, Barometer ADECOSE
2013 and the Willis Quality Index 2013, in which VidaCaixa was
evaluated along with other companies in the sector. The Barometer
ADECOSE 2013, the Spanish Association of Insurance Brokers, shows
that VidaCaixa Prevision Social is the company, with headquarters in
Spain, most valued by insurance brokers.

In the Willis study, VidaCaixa still stands at the head of the sector in
Spain in all the processes and aspects evaluated in the Willis Quality
Index and achieved the same 4-star rating as in 2012, exceeding
the average of the companies analysed in every aspect: product
subscription, administration policy and customer service.

Evaluation of the quality of suppliers

The suppliers who do the quality surveys of individual customers are
audited independently, based on a procedure defined by VidaCaixa,
in which an evaluation is carried out for both competences and
processes. Depending on the results obtained in the audits, the
supplier is presented with the identification of the corresponding
improvement actions to be carried out.
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Closer to the customer

In addition to the satisfaction indicators, VidaCaixa places the
following attention channels at the disposal of customers in the
branch offices of CaixaBank:

1. Letters and phone calls to the Manager.
2. VidaCaixa's Call Center.

3. Customer attention forms on the Internet pages of CaixaBank,
VidaCaixa and VidaCaixa Prevision Social.

4. The insurance and pension plan section on the Linea Abierta
webpage of “la Caixa”.

5. Telephone of the customer service attention of VidaCaixa Prevision
Social.

With regards to the letters to the Manager, a total of 88 were received
in 2013, 41% less than in 2012.

The Call Center managed a total of 756,748 interactions, which came
mostly from CaixaBank branch offices. Of them, 16,063 were calls
from VidaCaixa Prevision Social customers. Similarly, a total of 1,317
e-mails were responded to via the Corporate web of VidaCaixa. Among
the main reason for contacting the center were those related to the
conditions of liquidity and rescue of pension plans and guaranteed
pension plans, as well as how the amounts would be paid out.
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Customer Ombudsman

VidaCaixa customers have at their disposal, and can make their
claims to, the Customer Ombudsman from the Catalan Saving
Banks. His decisions are binding for the companies but not so for
the policyholders. Regarding the Ombudsman of the Catalan Savings
Banks, a total of 88 claims were handled. On the other hand, another
48 claims were handled by the Directorate General of Insurance and
Pension Funds.

For more details on the distribution of calls received per product
by the Call Center, click here

For more details on the distribution of letters to the Manager
and claims, click here

For more details on the resolution of the claims handled by the
Ombudsman of the Catalan Savings Banks and those handled

by the Directorate General of Insurance and Pension Funds,
click here
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VidaCaixa launched a new
corporate website and 2.0
channels

Adapting to new channels of
communication

VidaCaixa makes multiple communication channels available to its
stakeholders. These greatly help relationships and marketing. In 2013
the Company made a clear commitment to digital channels and the
2.0 environment.

A new corporate website with a functional design was developed.
The corporate content of VidaCaixa and SegurCaixa Adeslas were
segregated while renewing the look & feel of the site in order to make
it more attractive and intuitive for users.

In addition, enhancements to its navigation and usability were
introduced, making the search for content and access to corporate
and commercial information easier.

New corporate website

NEW DESIGN = Attractive and functional

USABILITY

Compatibility

The launch of the VidaCaixa website also includes, as a new feature,
the integration of the VidaCaixa Prevision Social portal. This integration
will help increase traffic and improve efficiency in terms of continuous
content updates.

The web is completed by a corporate blog, which continuously informs
about the activities of the Company and the website for the fu[Tujro
programme .

The new web also shares the presence of VidaCaixa on social networks:
Twitter, LinkedIn, SlideShare, YouTube and Google+, which sets up a
permanent two-way communication with its stakeholders.

Web Responsive Design (mobile, tablet, PC)

m  Accessibility (= webs Grupo Caixa)
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VidaCaixa websites and social networks
Loyal customers
MO mrmmm EE e EEA DELL TEE oy
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o Twitter ¢ YouTube

¢ fu[Tu]ro website
e SlideShare

e Corporate website
¢ Linkedin e Google+

For more information
* Blog



http://www.vidacaixa.es/en/
http://www.vidacaixa.es/blog
http://www.presentesentufuturo.es
http://www.linkedin.com/company/vidacaixa
https://twitter.com/VidaCaixa
https://plus.google.com/118131255059343899842/about
http://www.youtube.com/user/segurcaixaholding
http://es.slideshare.net/vidacaixa
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Contribution to a culture in favour
of savings and welfare

VidaCaixa's responsible leadership in the life market sector and
complementary social security in Spain is not only put into practice
by offering innovative products suited to the needs of its customers,
but also by promoting a culture in favour of planning and provisioning
savings for retirement in Spain . This is why VidaCaixa has such an
active role in initiatives in the insurance and social welfare sector.

Furthermore, VidaCaixa has other diffusion channels to promote this
necessary provision of savings:

e Its executives and managers actively participate in events,
conferences and sectorial publications.

"

e |t develops and collaborates in other publications of “la Caixa
to spread the culture of welfare, such as the periodic newsletter
VidaCaixa Prevision Social, Info CaixaEmpresa and the Newsletter
360° from Private Banking.

e In 2013 it issued 14 press releases with news about the Company
and VidaCaixa initiatives to add value to society.

UNESPA
(Spanish Union
of Insurance
and Reinsurance
Companies)

APD
Association for
the Advancement
of Management
in the
Mediterranean

Area Active
collaboration
with
9% VidaCaixa

ICEA

(Cooperative
Research of

Edad & Vida Insurance

Companies and
Pension Funds)

Geneva
Association
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COMISIONES
DE CONTROL

%, VidaCaiza

During the ceremony the
speakers pointed out that it
was everyone's responsibility
to construct a model that
guaranteed a suitable income
for retirement

6t Control Committee Forum

The sixth edition of the Control Committee Forum, promoted by the la Caixa” Employee Pension Plan and sponsored by VidaCaixa Prevision Social,
was attended by over 350 people, members of Control and Pension Plan Committees, representatives of companies, employer organisations and
the unions.

This year's Forum was structured around two debate panels: “The present state of pension reform” and “Future challenges and the international
vision of pension funds”. They stressed the need to provide public pension information to citizens, as well as the need to improve financial training
and education to be able to plan for retirement.

Similarly, during the closing ceremony the speakers pointed out that it was everyone’s responsibility to construct a model that guaranteed a
suitable income for retirement.

The Control Committee Forum is a platform intended for leading the reflections of experts on corporate social welfare in Spain. The aim of the
Forum is to offer, society in general and the financial and corporate sector in particular, a channel of communication and dialogue on pension and
employment plans and corporate social welfare in Spain.

Widal aixa Widah ava

Luis Rojas Marcos, a psychiatrist and member of the Academy of Medicine of New Tomas Burgos, Secretary of State for Social Security, closed the 6th Control
York, at the opening ceremony Committee Forum
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VidaCaixa is responsible for
paying almost 27% of private
pensions in Spain

688,500 pensions paid to its
customers for an amount of
almost 1,600 million euros

Payment of services

In 2013 VidaCaixa paid 688,500 pensions in the form of income,
amounting to almost 1,600 million euros. Additionally, 55,063
services were paid in the form of capital, which amounted to 1,051
million euros.

This implies that VidaCaixa is responsible for paying about 27% of
private pensions in Spain.

Pensions paid out

688,500

Pensions paid

Total amount of income

1,600

million euros

1,051

million euros

paid in capital

Data: ICEA 3Q 2013 and own studies
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11 Creating
value

Excellent results
Leadership and increased market share
3.6 million customers trust VidaCaixa

Excellent evolution of ordinary business,
profitable and sustainable growth
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. Excellent results

In 2013 VidaCaixa's consolidated recurring net profit was 328.3 million
euros, due to the excellent performance of all businesses in which it
operated, which offset the effect of the reinsurance transaction of the
life-risk portfolio that took place in the last quarter of 2012. This result
almost equals the ordinary profit of the previous year.

These results are the work of the efficient commercial management
of the Company, which resulted in an increase of 14.1% in the
VidaCaixa customer base, or 3.6 million customers, and leadership
in all businesses for individual customers with a market share in
individual life-savings of 20.3%, 18.7% in individual pension plans,
including the guaranteed pension plans, and 13.3% in individual life- '
risk insurance. y B o ViCaa K VileCaia

Wl vina 3 Vi aina 4, Wllal s

3, Vilal aina

Also, in 2013 VidaCaixa exceeded 50,000 million euros in managed ' #4 Valdaina
funds, a figure that represents a 14.1% increase on the previous year.

A aina o W

Of this amount, 16,678.5 million euros correspond to pension plans
and EPSV, an increase of 12.8% compared to an evolution of 6.8%
for the market, according to data from Inverco. The rest, 33,350.7
million euros, correspond to life insurance, an increase of 14.7% over
the same period the previous year, while the sector grew by 3.2%,
according to data from ICEA.

Especially of note is the increase in VidaCaixa's market share with Presentation of results for 2013,

To see the presentation of the 2013 results, click here



http://www.youtube.com/watch?v=6m_KJHN3sq0&feature=youtu.be
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_ respect to total life insurance premiums, which rose from 19.5% in
Creatlng value December 2012 to 20.9% in the same month in 2013. This share
reflects the strong leadership of the Company in the sector.

The Company’s solvency margin increased again over the previous
year and stood at 3,833.9 million euros, representing a solvency ratio
of 2.5 times above the legally required level compared to 2.1 times
in 2012.

Results (millions of euros)

B 2013 Var. 13/12

Subtotal Risk (Individual + Company) 465.5 532.8 14.5%
Life-risk insurance 4,561.6 4,753.8 4.2%
Pension plans 1,002.6 1,362.1 35.9%
Subtotal Savings (Individual + Company) 5,564.2 6,116.0 9.9%

Premiums and
Contributions

Total Risk and Savings (Individual + Company)
Life insurance 29,70.6 33,350.7 14.7%

Pension plans and EPSV 14,781.7 16,678.5 12.8%
Total Cust. Funds Managed (Indiv. + Company) 43,852.3 50,029.2
Individual Customers 3,143,015 3,586,801

Consolidated net profit VidaCaixa

Recurring net profit VidaCaixa 789.5

The financial information of the document is reported in accordance with International Financial reporting Standards.
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. VidaCaixa’s contribution to the Social Work (Obra Social) of “la Caixa”

The contribution VidaCaixa makes to the profit of its controlling shareholder, CaixaBank enabled VidaCaixa to work indirectly through dividends and
commissions with the work carried out by the Obra Social (Social Work) of “la Caixa”, through the development of social programmes, environmen-
tal and science programmes, and cultural, educational and research programmes. In 2013, the budget of the Obra Social “la Caixa” remained at 500
million euros, despite the economic downturn.
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Leadership and increased market
shares

In 2013 VidaCaixa maintained its leadership position in the sector,
achieving the following percentage increases relative to 2012"
life-savings insurance, 4.2%; pension plans, 35.9%, and life-risk
insurance, 14.5%.

Also, VidaCaixa's volume of premiums and contributions increased
by 10.3% over the previous year thanks to sales of 6,648.8 million
euros.

Premiums and contributions Managed funds

6,030 | 6,649 M 43,852]50,029

B 2012 B 2013

' Data refer to the figures of premiums and contributions
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3.6 million customers trust
VidaCaixa

This positive evolution of the business of the Company was possible
in part through the increase, once again, in the number of customers,
which rose to 3.6 million policyholders and participants, representing
14.1% more than in 2012, an increase that was repeated in all
segments.

2.7 million individual customers

907,000 group and company customers

726 multi-nationals, 28 companies from the IBEX 35y 339 public bodies

174,000 sMmE and self-employed
customers

In the individual business, the company grew by 13.2% to 2.7
million customers. The SME and the self-employed business stood
at 174,000 customers, up 67%. As for groups and companies, 726
multinational companies, along with 28 IBEX 35 companies and more
than 339 public bodies, formed part of the VidaCaixa customer base,
which represented a growth of 11.9% over the previous year, with
the number of customers reaching 907,000.

3,6 million

policyholders and participants

+14.1%

+13.2%

Figures net of duplicities.
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Evolution of individual customers The keys to success are the analysis and anticipation of demographic

. _ B _ S change, counselling prior to retirement and the forecast of the
Knowing the specific needs of different segments of individual expected evolution of pensions, all enabled VidaCaixa to anticipate the
customers, combined with personalised advice, allowed VidaCaixa to needs of the people and respond to them. To this one must add the
focus their response on a wide range of savings and pension products strengthening of the commercial activity. Thus, VidaCaixa managed,
for the individual customer segment. once again, to increase its market share in individual business.

Leadership in the individual business

ranking ranking ranking
1 St individual 1 St individual pension 1 St individual

life-savings plans and PPA life-risk

20.3% 18.7% 13.3%

market share market share market share
2013 2013 2013

Source: ICEA and INVERCO
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Life-risk insurance and pension plans for individual
customers

With regards to individual life-savings insurance premiums,
VidaCaixa sold 33.1% more in 2013, the total volume amounted
to 2,576 million euros. Similarly, the net contributions of internal
movements to individual pension plans* showed a growth of 15.1%
to top at 1,851.5 million euros. This increase, with respect to the
same period last year, is particularly noteworthy, since the savings
business is being heavily influenced by the economic environment,
with a fall in the rate of household savings and a reduction in the
gross disposable income.

In addition, the life-savings individual insurance segment managed
a total of 17,737 million euros in 2013, 9.2% more than in 2012.

*Includes PPA.

Among the main factors that contributed to the good performance of
life-savings insurance the following are of note: the excellent marketing
of annuities, the successful management by segment, with a boost
of the offer to the personal and private banking segments, and a
broadening of the range and ample acceptance of the PIAS (individual
systematic savings plans), a product designed for channelling long-
term savings with a new model with managed investment.

For their part, the key elements of the good performance of the pension
plan segment for individual customers were: the expansion and
consolidation of the range of non-guaranteed products; the increase
in the average contribution and the recurrence of the contributions
of portfolio customers; and the large number of deposits obtained
thanks to the PlanCaixa Ambicién product.
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Life-risk insurance for individual customers

As for the life-risk premium business, volume of premiums rose to
532.8 million euros, 14.5% more. Of this figure, 331.3 million euros
corresponded to the individual life-risk business and 201.5 million
euros to the group and company business.

This improvement comes from the successful marketing of life-risk
products not associated with loans.

Despite the economic situation, VidaCaixa experienced a growth
of 29% in the individual life-risk business. The keys to success
were threefold: the favourable evolution of the Insurance Pack, the
successful marketing of insurance linked to portfolio assets and the
marketing strategy, with segmentation and flexible rates, aimed at
high-value customers.
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VidaCaixa Prevision Social

VidaCaixa Previsidon Social, the market leader in the complementary
social welfare business in our country, is the brand under which
VidaCaixa operates in the group and company business. In this
segment, VidaCaixa Prevision Social strengthens its leadership
position through a differentiated offering that combines profitability,
liquidity and flexibility.

VidaCaixa Prevision Social strengthens its leadership position
ranking ranking

1 St Group and 1 St Group and
Company risk Company savings

Market share in premiums Market share in managed funds

+1.0%
+0.7%

Source: ICEA and INVERCO

ranking
z nd Group and Company
pension plans

Market share in managed funds

+1.3%
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These positions in the ranking were achieved with percentage
increases in market share in all three businesses with respect to 2012;
0.7 percentage points in group and company risk; 1 percentage point
in group and company savings; 1.3 percentage points in group and
company pension plans, which is certainly an excellent result in a
market in sharp decline because of the absence of new commitments,
a fall in the restructuring plans and the legislative changes.

The top class advice VidaCaixa offers its customers, along with the
wide range of products, allowed VidaCaixa Prevision Social to capture
up to 38 pension plans in the last six years, while maintaining the
trust of its corporate clients.

It is noteworthy that the net weighted return of VidaCaixa's group
and company pension plans remains above the market average.

Thus, in 2013 the group and company pension plans accumulated
7,669.4 million euros in managed savings, 9.9% more than in 2012.
Prominent among them is undoubtedly Pensions Caixa 30, number
1 in Spain in terms of resources, with more than 5,200 million
euros, and currently has 36,907 participants. In group and company
savings insurance, the amount managed was 9,534.8 million euros,
which represented an increase of 4%. Adding the three branches of
Previsién Social, VidaCaixa continues as market leader.

Net weighted return of group and company pension

plans
5.6%

Source: Return calculated in accordance with INVERCO data and weighted
depending on the amount of each fund.

B vidaCaixa
B Market




€ VidaCaixa

Excellent performance of ordinary
business, profitable and sustainable
growth

In 2013 the ordinary business evolved very positively, with significant
increases in profitability, which enabled profits of 328 million euros.
Growth in 2013 is explained by the integration of the insurance
business of Banca Civica and Banco de Valencia, while the negative
variation with respect to 2012, with profit after tax falling from
789.5 to 420,1 million euros, reflecting the impact of the transfer
of the life-risk individual business to Berkshire Hathaway reinsurance
in that year.

VidaCaixa remained true to the traits that characterise it, with a
wide commercial range, strict risk management and a performance
aligned with its values: trust, quality and dynamism.
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Commitments and
future challenges

The challenges, classified by stakeholders, show VidaCaixa's
commitment to the needs of its customers, employees, society and
the environment.

Challenges 2013 Degree of Response /

Challenges for 2014

accomplishment actions 2013

CUSTOMERS 7 Leadership in sustainable management of investments, solvency and risk control

Advance in the control and P The process of development and
management of risk, comply with approval of the text of the Omnibus Il
the new regulations (Solvency Il) and Directive came to an end, especially
participate in impact studies and with the inclusion of the valuation
voluntary sectorial initiatives. methodology of the long-term

savings guarantees, which means
the completion of the regulatory
development of “level 1" of Solvency
I, which will come into force on 1st
January 2016.

At a European level, the regulatory
development of “level 2" of Solvency |l
or Regulation should finish in 2014,
which is particularly relevant given that
it will be directly applied without the
need of approval.

At a national level, and in accordance
with the provisions set out by the
DGSFP, in the light of the guidelines
drawn up by EIOPA, the European
supervisor, will mean the design and
start of the development of all the
necessary measures of “preparation”
for the coming into force of Solvency
Ilin 2016, after the next two years of
“transition”. Among those measures the
adaption based on four fundamental
elements must be considered: System
of Government, Approval of internal
models, Evaluation of Risk and Solvency,
and Reporting to supervisor.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

Challenges 2013

Attend and participate in Spainsif to
generate and disseminate knowledge
about Socially Responsible Investment
(SRI).

Degree of
accomplishment

Response /
actions 2013

All the programmed sessions were
actively participated in and we
collaborated in Spainsif's SRI week by
offering a training session.

Challenges for 2014

Participation in forums and seminars so
that SRI can be disseminated and the
methodology applied by VidaCaixa.

Progress and advance in the analysis to
detect investments in companies that
do not respond to SRI criteria.

The services of a well-known ESG
supplier were hired that enabled a
more profound study of SRI.

PRI Reporting on activity in 2013.

CUSTOMERS 7 Innovative and sustainable insurance and welfare products

Adapt processes to build a suitable a Implement improvements project. Adapt the subscription processes to the
value proposal for SMEs and the . segment.
self-employed. Adapt the fee for high value
customers.
Take advantage of the commercial d Commercial actions were undertaken Disseminate the offer for SMEs and the

synergies with “la Caixa” customers to
develop a financial-insurance offer for
SMEs and the self-employed.

to link asset operations with
companies with life insurance.

self-employed in the bancassurance
channel to meet the needs of this
segment.

Offer new welfare and savings
products for retirement.

() 1. Challenge not started 4 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage

Improvements were developed in
the offer of products to better fit the
needs of individuals.

Continue to improve the characteristics
and services of the present product
offer.

@ 5. Challenge accomplished
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Commitments and
future challenges

*This challenge also responds to the
integration of the Banca Civica life
insurance portfolio management, which
also appears in the Integrated Annual
Report 2012.

Challenges 2013

Develop structured products in Unit
Linked format.

Degree of
accomplishment

,

Response /
actions 2013

Much of this project has been
developed and it will be finished in the
first quarter of 2014.

Challenges for 2014

Create recurring offer of structured
product and highly specialised products
for Private Banking segment.

Develop telemarketing oriented
products.

,

The proposal for planned product
telemarketing campaigns was
implemented.

Continue to develop telemarketing
products targeted at new customer
segments.

Design alternative savings products for
income and capital adapted to capital
consumption, and analyse new cover for
individual risk products.

Integration and management of
insurance products and pension plans
from entities merged by CaixaBank. *

Migration of pension plans portfolio
from Cajasol and CajaCanarias.

Consolidation of the integration process
of the insurance from this portfolio

in the management processes of
VidaCaixa.

Integration and management of
products from Seguros Cajasol Vida

y Pensiones and CajaCanarias Vida y
Pensiones. Analysis and definition of
required functionality in VidaCaixa
applications. Migration of this portfolio
to VidaCaixa applications.

() 1. Challenge not started 4 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

Challenges 2013

Degree of

accomplishment

Response /
actions 2013

Challenges for 2014

Integration of these portfolios into
the VidaCaixa insurance management
processes.

Facilitate the process of document
transaction through platform created
with the companies, suppliers and
mediators.

CUSTOMERS 7/ security and transparency in relationships with customers

Finish the revision of the outstanding
services contracts.

All the contracts with VidaCaixa were
revised making sure they complied
with article 12 of the LOPD (Data
protection Law) and Royal Decree
1720/2007.

Adapt VidaCaixa contracts to CaixaBank
Group requirements.

Improve the control processes of
subscription via data transmission:
telephone and Linea Abierta, as well
as finishing outstanding contracts.

Not developed in 2013.

Development of systems for subscription
through telematic channels.

Analyse the online processes that have
the greatest number of withdrawals.

() 1. Challenge not started 4 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage

@)

Not developed in 2013.

Not applicable.

@ 5. Challenge accomplished
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Commitments and
future challenges

*This challenge also responds to the
alignment of the group and company
insurance service with the current
services provided for employment
pension plans and individual products.

Challenges 2013

Degree of
accomplishment

Response /
actions 2013

CUSTOMERS ¢ Accessibility to products and services

Continue to improve product
operations.

Through experience in contacts
with customers and branch office
employees, 118 suggestions were
managed in the operations /
procedures.

Challenges for 2014

Subscription to life insurance through
Linea Abierta by electronically
completing a health questionnaire.

Analysis of the viability of projects aimed
at improving operational efficiency

and quality of products and, where
appropriate, defined and developed
within the pension plan and insurance
environment.

Improve the Call Centre service for
managers and channels based on their
needs.

,

Development of a Contact Specialist
in 2013.

Provide more resources for employees
via the Call Center.

Advance in the ongoing project
that aims to make the access to
the technology of the Linea Abierta
web of “la Caixa” available to
policyholders of VidaCaixa Prevision
Social. *

() 1. Challenge not started 4 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage

In 2013 the project advanced
internally and was defined and will be
included in the 2014 plan for its full
development.

Progress of Project according to
schedule.

@ 5. Challenge accomplished
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Commitments and
future challenges

Degree of Response /
IiEllipE 200 accomplishment actions 2013
Develop a commercial action plan . Completion of the plan pursuant to
with the goal of doubling users on the objectives set.

the platforms for brokers and group
policyholders.

Challenges for 2014

Greater use of the e-Management
platform (e-Gestion in Spanish).

Use telemarketing tools as a sales , Increase in capital in Vida Familiar
channel. customers.

Open the action to non-VidaCaixa
customers.

Open the subscription of life insurance
on Linea Abierta via the electronic
completion of a health questionnaire.

CUSTOMERS / customer satisfaction

Maintain and extend the present . The same surveys were maintained Maintain and extend the present system
system of surveys and improve the in 2013 as they were considered of surveys and improve the perception
perception of quality. appropriate. of quality.

Maintain or improve the position in ‘ A higher valuation was obtained in Maintain or improve the position in the
the rankings of external studies. ADECOSE survey while the Willis rankings of external studies.

survey remained the same.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

*This challenge responds to the
consolidation of the competency
management model and the retention of
talent, a goal that appears in the 2012
Integrated Annual Report.

Challenges 2013

EMPLOYEES / Training and personal development

Definition of the Training Plan based
on the new scope of action of the
Company.

Degree of
accomplishment

Response /
actions 2013

Online employee training was boosted
with the fu[Tujro initiative and
customer assessment.

Challenges for 2014

Bring training into the strategic
objectives of the Company.

Consolidate the Management Model
through attitudinal competences.*

The goal was achieved through the
implementation and monitoring of the
model.

Continue to implement and monitor the
competency model as a mechanism to
improve employee performance.

EMPLOYEES / pialogue, participation and communication

Launch the Internet for the scope
of VidaCaixa and AgenCaixa, as

a new channel of communication
that guarantees an optimum and
effective level of information of the
communication process.

The new intranet was launched
as the main means of internal
communication.

Strengthen the internal use of the
intranet.

Maintain and adapt the BSC/PSC

to the new organisational structure
as a tool of communication of the
strategy and alignment of the effort
and dedication of the people to the
objectives of the Company.

() 1. Challenge not started 4 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage

BSC/PSC were strengthened as a
management and communications
strategy to employees.

Continue using the BSC/PSC in
communications of the strategy
and alignment of employees with
organisational goals.

@ 5. Challenge accomplished
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Commitments and Challenges 2013 Lepee e SO Challenges for 2014
future challenges accomplishment actions 2013

EMPLOYEES 7 compensation mechanisms, advantages and social benefits

Maintain the system of total . The system of compensation has been  Keep the present system as a value offer
compensation that includes fixed and in force for years. for employees.
variable salary and social benefits.

EMPLOYEES 7 commitment to quality employment

Identify and retain the talent and . Define the VidaCaixa project and Continue with and strengthen the
resources needed to guarantee the strengthen the value offer to attract strategy to attract and retain talent.
VidaCaixa Project. and retain talent based on seven pillars.

In the present economic crisis, ‘ The challenge was met both in the Keep this objective in the future.

maintain the challenge of parallel and development of the business and in the
compensated development of the stability and consolidation of the staff.
business and the staff.

EMPLOYEES 7 commitment to labour rights

Maintain the gradual application of . The labour agreement was fully No new challenges were proposed for
the labour agreement. applied. 2014 because it is considered closed.
Carry out Prevention of Labour Risks . The planned activities to ensure the Continue with the application of the
activities in accordance with what is safety and welfare in the workplace measures set out in the plan to prevent
set out by law. took place. occupational hazards.

Implement the Equality Plan. . Approval and communication of the Ensure compliance of Equality plan.

Equality Plan to all staff.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

Degree of Response /
accomplishment actions 2013

Challenges 2013

Challenges for 2014

EMPLOYEES 7/ culture in favour of Innovation

Monitor the implementation of the Code , A new Code of Ethics and complaints Implementation of Code of Ethics and

of Ethics and the complaints channel.

channel were designed.

complaints channel.

Strengthen the intranet as a space for
innovation and participation.

Innova+ was improved through
dynamic mechanisms to have more
employee participation.

Continue working like last year with
regard to dynamism with the publication
of Innopill, Innowaw and also with the

Ideas campaigns were undertaken design of Debates and Challenges.

for both VidaCaixa and CaixaBank
employees.

The efficiency model in the Company Enlarge the efficiency model to link
was consolidated and the first general  business indicators.

analysis of the TOP 10, with respect to  yndertake projects to seek out pockets
costs, was undertaken and the results  of efficiency.

obtained.

Use the Efficiency Model as a lever .
in the search and analysis of those

activities that are likely to optimise and

obtain a better efficiency ratio.

Incorporate a particular indicator
into the BSC that is specific to all
the organisational units and that is
representative of the efficiency unit.

EMPLOYEES / selection, welcome, retention and satisfaction of the employees

Maintain the EFR certification. . Recertification of the EFR model is Maintain the EFR certification.
under way.
Consolidate the work model of the Best a Maintain the lines set up by the Best Conduct a survey at the end of 2014.

Place to Work within the framework of Place to Work model.

“Nuestro Proyecto VidaCaixa".

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

Degree of
accomplishment

Response /
actions 2013

Challenges 2013

Challenges for 2014

THE ENVIRONMENT / strategy and management of environmental impact

Start the definition of an
environmental policy approved by the
management and transmitted to all
the staff.

o

The policy defined by VidaCaixa is
maintained.

Update is discarded in 2014.

Implement Corporate Social
Responsibility when hiring suppliers.

o

The actions for 2014 were defined.

Revise contract clauses in relation with
ESG criteria.

Push forward the actions for accessible
communication on an internal level in
order to spread good environmental
practices and provide information on
consumption.

The awareness plan for 2014 was
defined.

Develop content for internal diffusion.

Carry out activities or events related to
environmental awareness.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and
future challenges

Challenges 2013

Degree of

accomplishment

Response /
actions 2013

SOCIETY / The social function of insurance and welfare activity

Continue researching, with important
university organisations, into themes
related to welfare and insurance.

Start the collaboration with different
organisations.

Challenges for 2014

Conclusions of the research.

Continue with the organisation of the
Control Committee forums and other
training events.

6" Forum was organised and
two training sessions for Control
Committees were carried out.

Organise 7% Forum and a training
Programme for Control Committees
with four sessions.

Communicate the fu[Tujro strategy
to policyholders and groups and
companies.

Several communications initiatives
were carried out.

Through new initiatives such as creating
a welcome pack.

Maintain leadership in social welfare.

Many initiatives were developed to
position VidaCaixa as a reference in
the complementary social welfare
market.

Improvement in the management and
communications processes with group
and company customers continued.

Related actions were undertaken, such
as the Control Committees Forum,
pension and restructuring plan sessions
and events with mediators.

Improved management of information
to and communications with
policyholders and participants.

Improvements to specific operations in
Linea Abierta of “la Caixa".
Improvements to the management of
channels and brokers and strengthening
of the e-Gestidn tool.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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Commitments and Challenges 2013 Lepee e SO Challenges for 2014
future challenges accomplishment actions 2013

SOCIETY 7 presence of the Company in society

Continue reinforcing Retorn as . The activities of employees in favour Continue committed to Retorn and
an instrument to channel the of society was continued and promoting it as a mechanism of social
participation of employees. reinforced.

action of the employees.

(O 1. Challenge not started # 2. Challenge at initial stage “™® 3. Challenge partially accomplished 4P 4. Challenge at final stage @ 5. Challenge accomplished
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If you wish to send us a comment or ask a question about this report, please send your requests via
this e-mail address: informeanual@vidacaixa.es
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Cover and scope of the integrated
VidaCaixa report

In line with the best international practises in matters regarding annual
reporting standards, principally promoted by the International Integrated
Reporting Council, IIRC (www.theiirc.org), VidaCaixa published its third
Annual Report corresponding to the financial year 2013.

In this report, the legal, economic and financial information of
the Company was presented together with social, environmental
and corporate governance aspects in an effort to offer a more
comprehensive vision of VidaCaixa, its results and response to its
stakeholders.

During the preparation process of this report its scope and cover were
clearly defined, prioritising data considered material and including all
significant events that took place throughout 2013, without omitting
relevant information for the Company’s stakeholders.

The compiled information fundamentally refers to 2012, but also
includes in accordance with its relevance and availability, information
from previous years in order to enable the readers to form a wider opinion
about the evolution of VidaCaixa. In this respect, the report contains
tables and graphs with the aim of providing greater understanding of it.
Furthermore, technical language has not been used wherever possible
to avoid its meaning being misinterpreted by stakeholders.

This report was prepared in accordance with version 3.1 of the Guide
for the Preparation of Reports of Sustainability of the Global Reporting
Initiative (GRI) and its corresponding indicators specific to the financial
sector and was independently verified. VidaCaixa certified itself with
level A+, according to the requirements of said guide. Included in this
appendix is an index of contents and GRI indicators.

Similarly, to determine the material topics that are covered in the
report, regulation AA1000 on Accountability was followed, which is
based on three fundamental principles: inclusivity, relevance and the
capacity to respond to the stakeholders’ expectations.
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Dialogue with stakeholders

The dialogue with stakeholders —shareholder, employees, customers,
suppliers, society and the environment— and their management
is integrated in the strategy of VidaCaixa and, for this reason, the
company makes a variety of communication channels available.

Shareholder

Representation within Governing Bodies.

Collaboration and fluent communication between Corporate Social
Responsibility departments.

Customers

Network of CaixaBank branch offices.
Customer satisfaction surveys by telephone.
Customer Service Office.

Call Centre.

Letters to the Manager.

Corporate web portal.

Meetings with corporate customers.

Employees

Regular customer satisfaction surveys.

Corporate intranet and communications.

Balanced Scorecard (CMI as per Spanish acronym) and Personal
Scorecard (CMP as per Spanish acronym).

Annual Directors’ Convention.

Training for mid-level management.

Face to face meetings with management.
Meetings with bancassurance channels.
Aulaforum, online training platform.
Newsletter.

Suggestion box and Ideas Channel (Innova).

Society and the environment

Retorn.

Participation in institutions in the insurance, social welfare and
Corporate Social Responsibility sector.

Participation in forums and conferences and issuing press releases
and communiques to the media.

Contact with investment managers.

Consultant Subcommittee consisting of independent experts in
CSR.
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Materiality

Materiality is the threshold from which an aspect or indicator could
be considered sufficiently important to be included in the Integrated
Annual Report.

Materiality, according to the Global Reporting Initiative (GRI), refers
to those aspects and indicators that reflect the social, environmental
and economically significant impacts of the company or those
which could exercise a substantial influence on the evaluations and
decisions of the stakeholders.

The impacts may be considered significant when they are sufficiently
important to require a notification or active management on the
part of VidaCaixa. Therefore they have to be integrated in the social
responsibility strategy or sustainability of the organisation.

For this reason, the Integrated Annual Report, as well as offering
information with reference to economic, social and environmental
performance of the company, also gives answers to those relevant
topics that are of interest to the company’s stakeholders.

In order to identify the relevant issues, VidaCaixa undertook a process
of internal and external analysis and consultancy on its stakeholders,
based on AAT000 Accountability methodology, which consisted of
the following:

e Reviewing other national and international annual reports to
extract the relevant material for the insurance sector. Studying
businesses from the financial and social welfare insurance sector,
as well as the main competitors of VidaCaixa. Furthermore, the

reports prepared for the shareholder of the company, Caixabank,
were taken into consideration.

e Consulting stakeholders of VidaCaixa through detailed interviews
(with experts in Corporate Social Responsibility) in relation to the
scope and content of the company’s Integrated Annual Report
2013, where the proposals to improve future reports were
identified.

e Consulting, by way of an online survey of 154 employees
of VidaCaixa (Assistant Managing Director, Managers, Area
Managers and Department Heads).

e The quantitative and qualitative review and analysis of news
concerning the insurance sector in Spain. For this purpose a study
of trends in the sector was carried out through the Google Trends
tool, as well as studying news concerning the sector and VidaCaixa
using analysis of a statistical sample of articles published in 2013.

e Updating the matrix of materiality in the company.

Principal conclusions of the analysis of trends in the
insurance and social welfare sector

The analysis of trends in the insurance and social welfare sector
was undertaken using Google Trends and an analysis of a statistical
representative sample of 370 news articles about the sector and
VidaCaixa (4.99% error with a 95% confidence level).

This analysis lets us compare the presence of VidaCaixa with respect
to its principal relevant competitors and analyse the importance of the
relevant matters with regard to VidaCaixa.
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Appendix. Materiality

Principal news on each relevant topic and for VidaCaixa

Relevant issues

Public / private pensions

VidaCaixa
Prestige

Sector
Prestige

Increased value for the shareholder

Good Governance and transparency

Business model and corporate strategy

Prudent, sustainable and solvent business
management

Customer satisfaction

Quality of products and services

Intensifying dialogue with stakeholders

Actions in the benefit of society (social action)

Wellbeing in the workplace (striking a balance
between professional / family life, fostering
equality and integration...)

Innovation and development of new
technologies

. High Importance ‘ Medium Importance

Relevant issues

Clear and transparent information about
products and services on offer and
engaging in non-misleading advertising
practises

Low Importance

VidaCaixa Sector
Prestige Prestige

Actions to reduce the impact on the
environment

Corporate ethics (senior management and
employees)

Integration of sustainable criteria in
products and services

Improving financial culture in insurance

Accessibility to insurance products

Professional development of employees
(career plan, training)

Procedures for selecting suppliers who are
socially and environmentally responsible
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Particular importance of the following relevant topics:

Public / private pensions: Problem of retirement and public /
private pensions. (New issue identified.)

Increasing value for the shareholder: Economic results, earnings
and stock market forecasts.

Good governance and transparency: Reputation, appointments
and resignations.

Business model and corporate strategy: Strategic and commercial
development, attracting customers, profits, mergers, new
markets, market development and evolution of competition.

Prudent, sustainable and solvent business management:
Investment, risk and solvency. In the context of Spain and Europe.

Customer satisfaction: Assessment and problems associated with
pension payments.

Quality of products and services: Assessment rankings, products
with a positive reputation.

Intensifying dialogue with stakeholders: Participation in and
sponsorship of events, awards and sector-specific organizations.

Actions that benefit society (social actions): Retorn programme
and social initiatives.

Wellbeing in the workplace (striking a balance between
professional / family life, promoting equality, integration...): Best
Place to Work, gender equality.

Innovation and development of new technologies: New App and
website.





€ VidaCaixa

Principal conclusions from consultation with experts in
corporate social responsibility

Participants in consultation with stakeholders

Shareholder: CaixaBank.

Academic institutions: Universitat Pompeu Fabra.

The media: INESE.

Social organizations: FATEC and Fundacion Edad&Vida.
Environmental organisations: Institut Cerda.

Trade Unions: UGT.

Insurance and social welfare sector institutions: ICEA.

Entrepreneurial associations: CECOT.

Principal conclusions of the meeting with experts in corporate
responsibility

From the Integrated Annual Report of 2013 the following aspects
were evaluated (out of 10):

Transmission in a comprehensible and transparent manner of the
responsible performance of VidaCaixa Grupo: 8

The offer of a global and balanced vision of responsible management
through information concerning the principal relevant topics: 8

The design of graphs, reports and style of writing facilitate easier
understanding of information: 8.6

The fact that the economic, social environmental and governmental
information appears in an integrated form in a single report: 8.8

e The level of progress of VidaCaixa Grupo in reporting on relevant

topics to stakeholders: 8.2

e Overall satisfaction with the report: 8.4

As a consequence of the dialogue with stakeholders, some relevant
topics for VidaCaixa with respect to its competitors were highlighted.

e Good governance and transparency

A relevant topic for an insurance company. The experts believe
that customers should be given the tools required to assist them
in understanding it. The experts acknowledge the integrity,
transparent management and good governance of the company.

Business ethics

A relevant topic in order to transmit the values of trust and
responsibility to society. The experts confirm the work carried
out by VidaCaixa and its non-intervention policy in speculative
activities which would be in breach of established regulations.

Business model and corporate strategy

A relevant topic and closely associated with VidaCaixa's current
position as Spanish market leader in the area of social welfare.
The experts state that the company boasts a competitive and
flexible offer placing it ahead of the competition in its sector.

Prudent, sustainable and solvent business management

A relevant topic associated with the company’s solvency. The experts
acknowledge the change in attitude of VidaCaixa when offering its
products to provide better information about the investments (PRI
Principles) and the associated risks that can result therefrom.
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e Customer satisfaction

This is a relevant aspect where VidaCaixa's response is good,
already offering good customer service. They consider that the
company is an insurance provider that designs, manages and
commercialises life insurance and also administers pension plans
adapted to the needs of their customers, and which offer global
cover in corporate social welfare with high quality risk, savings
and health products.

The quality of products

This aspect is relevant to Socially Responsible Investments. The
experts acknowledge the information provided in the Report but
consider that it is important for this information to reach the
customer in the correct manner.

Improvement of the financial culture

This is a relevant topic for the current climate. The experts request
that VidaCaixa demonstrates its position of leadership when it
comes to raising awareness among the general public about the
need to consider saving for the future by way of pension plans as a
necessity of each person in order to ensure dignified living conditions
in retirement, always understanding these insurance products as
voluntary and complementary to the guaranteed public pensions.

Employee wellbeing

This aspect is relevant where good management of labour
relations can be seen, better compared with the rest of the sector.
The experts consider that VidaCaixa is a good place to work.

¢ Intensification of the dialogue with stakeholders

This is a relevant aspect that has been worked on well and
associated with the dialogue process with stakeholders. The experts
acknowledge the degree of progress made in the area of reporting
of its stakeholders and in the improvements introduced resulting
from consultation from previous years.

¢ Professional development of employees

This is a relevant topic and one where the experts consulted
acknowledge positively the efforts made by VidaCaixa, especially in
terms of the number of training hours carried out for the entire staff.

Principal conclusions of consultation with employees

According to the employees consulted, all relevant topics are important,
however those considered to be the most relevant for VidaCaixa were
identified as the following.

¢ Very important topics:
e Customer satisfaction.
e Good governance and transparency.
e Business ethics (senior management, employees).
e Quality of products and services.
e Professional development of employees (training schemes, etc.).
e Prudent, sustainable and solvent business management.

e Employee wellbeing (Striking a balance between professional
and family life, encouraging equality and integration, etc.).
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e (lear and transparent information concerning products and
services offered and non-misleading advertising.

e Business model and corporate strategy.

¢ Innovation and development of new technologies.

¢ Topics considered of high/medium importance:

¢ Initiatives for the benefit of society (social initiatives or job
creation or cooperation with programmes to boost the financial
education of the general public).

e Increase in value for shareholders.

e Accessibility to insurance products.

e Improved financial culture in insurance.

e The introduction of sustainable criteria in products and services.
* Intensification of dialogue with stakeholders.

e Encouraging healthy lifestyles and prevention of disease.

e Initiatives to reduce environmental impact.

e Procedures for the selection of socially and environmentally
responsible suppliers.

The most important potential risks identified by employees are:
e Customer satisfaction.

Employee wellbeing (striking balance between professional and
family life, fostering equality and integration, etc.).

Quality of products and services.
Good governance and transparency.
Prudent, sustainable and solvent business management.

Clear and transparent information about products and services on
offer and non-misleading advertising practises.

Professional training of workforce (career plan, training).

Stakeholders identified to a greater degree are, in order of influence:

Shareholder

Customers

Public administration and regulatory bodies
Organisations from Social Welfare and Insurance sectors
Employees

The Media

Analysts
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Matrix of materiality Relevant topics

Appendix. Materiality Q Customer satisfaction.

Good governance and transparency.
(05

Business ethics (senior management, employees).
06
8

Quality of products and services.

Professional development of employees (Career plan, training)
Prudent, sustainable and solvent business management.
Employee wellbeing (striking balance between professional and

@ 0 03 family life, fostering equality and integration, etc.).
13 Clear and transparent information about products and services
©

15 14

Important

N s wN =

9]

offered and non-misleading advertising.
9 Business model and corporate strategy.
10 Innovation and development of technologies.
Q 11 Initiatives for the benefit of society (social initiatives, job creation and
19 17 0 cooperation in programmes designed to improve financial education
of the general public).
12 Increase in value for shareholders. 1_0
13 Accessibility to insurance products. —
18 14 Improved financial culture in insurance business.
15 Introduction of sustainable criteria in products and services.
16 Intensification of dialogue with stakeholders.
17 Encouraging healthy lifestyles and preventing disease.
18 |Initiatives to reduce environmental impact.
19 Procedures for selecting socially and environmentally responsible
suppliers.

Importance for Stakeholders

Topic related to

[0 Shareholder

I Customers
In consolidation Integrated within strategy [ Employees

Importance for VidaCaixa I The environment & Society

Note. The size of the circles represents the importance of the relevant topics and ) )
the means of communication during 2013. Very Important @ Average importance Q0  Not very important

Growing
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GRI G3.1 Indicator tables and the United Nations Global Compact
the UN Global Compact

1

1.1.

1.2.

STRATEGY AND ANALYSIS

Statement from the most senior decision-maker of the organization

Description of key impacts, risks, and opportunities

2 ORGANIZATIONAL PROFILE

2.1.

2.2.

2.3.

2.4.

2.5.

2.6.

2.7.

Name of the organization
Primary brands, products, and/or services

Operational structure of the organization, including main divisions, operating companies,
subsidiaries, and joint ventures

Location of organization’s headquarters

Number of countries where the organization operates, and names of countries with either
major operations or that are specifically relevant to the sustainability issues covered in the
report

Nature of ownership and legal form

Markets served (including geographic breakdown, sectors served, and types of customers/
beneficiaries)

@ rully Reported (D Partially Reported (O Not Reported

Reported

Reported
[

Page numbers
5-6
29-32, 118-130

Page numbers
1,2,132

12, 80-88

12

Appendix 2.1

10. VidaCaixa carried out its
activity on the Spanish market.

12

8-9. VidaCaixa operates in the

Spanish market obtaining and

() generating practically all its
income and expenses in this

market.
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global Compact
Scale of the reporting organization (employees, transactions, net sales, total

capitalization etc.) o 8-10, 107-117

2.9. Significant changes during the reporting period regarding size, structure, or ownership o 12 15-16
2.10. Awards received in the reporting period ® 40-41
3 REPORT PARAMETERS Reported Page numbers

REPORT PROFILE

3.1. Reporting period (e.g., fiscal/calendar year) for information provided o 2012
3.2. Date of most recent previous report (if any) [ ) Appendix 0.1
3.3. Reporting cycle (annual, biennial, etc.) °® The Integrated Report of

VidaCaixa is made annually.

3.4. Contact point for questions regarding the report or its contents Y 132

REPORT SCOPE AND BOUNDARY

3.5. Process for defining report content (determination of major issues, materiality, priority of Y

issues, identification of stakeholders) Appendix 0.1

@ rully Reported (D Partially Reported (O Not Reported
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global Compact

3.6. Boundary of the report The economic and financial
® information included in
this report is based on the
consolidated Annual Accounts

of VidaCaixa Grupo. In the case
of the stake held in SegurCaixa
Adeslas, VidaCaixa shares the
profits of SegurCaixa Adeslas
through the consolidation of

the dividend based on the
shareholding in the company.
Beyond the sharing in the profits,
this Report does not explain

the activity of this company.

The Annual Accounts and the
Management Report of the fiscal
year 2013 can be consulted by
clicking on this link: http://Awww.
vidacaixa.es/es/informacion-
corporativa/informe-anual-
integrado

3.7. State any specific limitations on the scope or boundary of the report ° There are no limitations to the

cover or scope of this report.

3.8. Basis for reporting on joint ventures, subsidiaries, leased facilities, outsourced operations,
and other entities that can significantly affect comparability from period to period and/or
between organizations

2, 12. The scope of this report is

VidaCaixa. SegurCaixa Adeslas

PY is 49.9% owned by VidaCaixa
and has policies, a management

system and its own integrated

Report.

@ rully Reported (D Partially Reported (O Not Reported



http://www.vidacaixa.es/en/corporate-information/integrated-annual-report
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Appendix. GRI G3.1 and
the UN Global Compact

Reported Page numbers

3.9. Data measurement techniques and the bases of calculations, including assumptions and The content of th_is Report is

techniques underlying estimations applied to the compilation of the Indicators and other based on the GRI guidelines for

information in the report o drawing up Reports, specific

P supplements and technical

protocols.

3.10. Explanation of the effect of any re-statements of information provided in earlier reports, and °® .9
the reasons for such re-statement )

3.11. Significant changes from previous reporting periods in the scope, boundary, or measurement 2-9.In 2013 there were

methods apphed in the report ‘ S|gn|f|cant ChangeS n the scope

of this Report, stemming from
the reorganisation of VidaCaixa.

GRI CONTENT INDEX

3.12. Table identifying the location of the Standard Disclosures in the report ([ ) 3, Appendix 0.2
ASSURANCE

3.13. Policy and current practice with regard to seeking external assurance for the report P Appendix 0.2. Independent

Report review.

4 GOVERNANCE, COMMITMENTS, AND INVOLVEMENT OF STAKEHOLDERS Reported Page numbers
GOVERNANCE

4.1. Governance structure of the organization, including committees under the highest governance ® 12 23-28

body responsible for specific tasks, such as setting strategy or organizational oversight '
4.2. Indicate whether the Chair of the highest governance body is also an executive officer 23-28. Corporate Governance
Y Annual Report: http://www.

vidacaixa.es/es/informacion-
corporativa/informe-corporativo-
vidacaixa

@ rully Reported (D Partially Reported (O Not Reported



http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa
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4.3.

4.4.

4.5.

4.6.

4.7.

4.8.

@ rully Reported

For organizations that have a unitary board structure, state the number and gender of
members of the highest governance body that are independent and/or non-executive
members

Mechanisms for shareholders and employees to provide recommendations or direction to
the highest governance body

Linkage between compensation for members of the highest governance body, senior
managers, and executives (including departure arrangements), and the organization’s
performance (including social and environmental performance)

Processes in place for the highest governance body to ensure conflicts of interest are avoided

Process for determining the composition, qualifications, and expertise of the members of
the highest governance body and its committees, including any consideration of gender and
other indicators of diversity

Internally developed statements of mission or values, codes of conduct, and principles
relevant to economic, environmental, and social performance and the status of their
implementation

O Partially Reported O Not Reported

Reported

Page numbers

23-28. Corporate Governance
Annual Report: http://www.
vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa

23-28. Corporate Governance
Annual Report: http://www.
vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa

23-28. Corporate Governance
Annual Report: http://www.
vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa

23-28. Corporate Governance
Annual Report: http://www.
vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa

23-28. Corporate Governance
Annual Report: http://www.
vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa



http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa

http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa

http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa

http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa

http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global Compact Lo

. Procedures of the highest governance body for overseeing the organization’s identification 23-28. Corporate Governance

and management of economic, environmental, and social performance, including relevant ° Agnua_l Rep(/)rt}_h;[tp://wva.

. " . L . vidacaixa.es/es/informacion-

risks and opportunities, apd 'adherence or compliance with internationally agreed standards, corporativa/informe-corporativo-

codes of conduct, and principles vidacaixa

4.10. Processes for evaluating the highest governance body’s own performance, particularly with 23-28. Corporate Governance
respect to economic, environmental, and social performance Annual Report: http://www.

() vidacaixa.es/es/informacion-

corporativa/informe-corporativo-
vidacaixa

COMMITMENTS TO EXTERNAL INITIATIVES

4.11. Explanation of whether and how the precautionary approach or principle is addressed by

L 29-32
the organization ®
4.12. Externally developed economic, environmental, and social charters, principles, or other ° 5 6 34 61
initiatives to which the organization subscribes or endorses T
4.13. Memberships in associations (such as industry associations) and/or national/international
advocacy organizations in which the organization:
e Has positions in governance bodies
[ 5,6, 34, 103-104

e Participates in projects or committees
e Provides substantive funding beyond routine membership dues; or

¢ VViews membership as strategic

STAKEHOLDER ENGAGEMENT

4.14. List of stakeholder groups engaged by the organization ) Appendix 0.1

@ rully Reported (D Partially Reported (O Not Reported



http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa

http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa
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the UN Global Compact

Reported Page numbers
4.15. Basis for identification and selection of stakeholders with whom to engage )
@ Appendix 0.1
4.16. Approaches to stakeholder engagement, including frequency of engagement by type and )
() Appendix 0.1
by stakeholder group
4.17. Key topics and concerns that have been raised through stakeholder engagement, and how
the organization has responded to those key topics and concerns, including through its ([ ] Appendix 0.1
reporting
DISCLOSURE ON MANAGEMENT APPROACH Reported Page numbers
ECONOMIC DIMENSION
Economic Performance ([ ] 8-9, 107-108
Market presence ([ ) 129-135
Indirect economic impacts [ ) 109

ENVIRONMENTAL DIMENSION

Materials ( ] 75
Energy [ ] 76
Water o 77

@ rully Reported (D Partially Reported (O Not Reported
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global CompaCt Not applicable. VidaCaixa does

Biodiversity O not have any facilities in areas of
high biodiversity.

Emissions, effluents and waste [ ] 77-78
Products and services ( ] 80-88
Compliance (] 29-32
Transport 74, 77. VidaCaixa does not carry

out road freight transportation.

«J This indicator is part of a general
commitment to respect the

environment.

Overall ( ] 74, 118-130

SOCIAL DIMENSION Labor practices and work ethics

Employment 54-63, Appendix 8.1
Labor/management relations 66, Appendix 8.1
Occupational health and safety 66

Training and education 59-60, Appendix 8.1

Diversity and equal opportunity 61-64, Appendix 8.1

@ rully Reported (D Partially Reported (O Not Reported
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global Compact

Equal remuneration for women and men ) 65, Appendix 8.1
SOCIAL DIMENSION Human rights

Investment and procurement practices ) 33-41

Non-discrimination ( ] 62-64

Freedom of association and collective bargaining ([ ] 66

Abolicion of child exploitation Not applicable. The insurance activity

and social welfare carried out by

O VidaCaixa is exclusively centred in
Spain. There have not been any

identified activities or risk operations.

Prevention of forced and compulsory labor Not applicable. The insurance activity

and social welfare carried out by

O VidaCaixa is exclusively centred in
Spain. There have not been any

identified activities or risk operations.

Security practices [ ] 66

The insurance activity and social welfare

carried out by VidaCaixa is exclusively

O centred in Spain. There have not
been any identified activities or risk

operations.

Indigenous rights

@ rully Reported (D Partially Reported (O Not Reported
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Appendix. GRI G3.1 and Reported Page numbers
the UN Global Compact

Assessment [ ) Appendix 8.1

Remediation (] Appendix 8.1

SOCIAL DIMENSION Society

Local communities [ ) 33-41, 103-105
Corruption ([ ] 28-31
Public policy (] 28
Anti-competitive behavior [ ) 34-39
Compliance o 34-39, 93
Customer health and safety ([ ] 28
Product and service labelling () 28
Marketing communications [ ) 28
Customer privacy [ ] 28
Compliance () 34-39

@ rully Reported (D Partially Reported (O Not Reported
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Appendix. GRI G3.1 and
the UN Global Compact

GRI G3.1 INDICATORS & SPECIFIC FINANCIAL SECTOR

ECONOMIC PERFORMANCE INDICATORS

ASPECT: ECONOMIC PERFORMANCE

Reported

Page numbers / Direct Answer

EC1

EC2

EC3

EC4

Direct economic value generated and distributed, including revenues, operating
costs, employee compensation, donations and other community investments,
retained earnings, and payments to capital providers and governments

Financial implications and other risks and opportunities for the organization’s
activities due to climate change

Coverage of the organization’s defined benefit plan obligations

Significant financial assistance received from government

8-9, 64, 107-108. The amount paid
out is not reported: payment to
governments. VidaCaixa carries out
its activities in the Spanish market.
Information not available. The present
systems of the Company do not allow
us to get this information.

33-39

65

In 2012 VidaCaixa did not
receive any aid or subsidies.

ASPECT: MARKET PRESENCE

EC5

EC6

EC7

@ rully Reported

Range of ratios of standard entry level wage by gender compared to local minimum
wage at significant locations of operation

Policy, practices, and proportion of spending on locally-based suppliers at significant
locations of operation

Procedures for local hiring and proportion of senior management hired from the
local community at significant locations of operation

(D Partially Reported (O Not Reported

O

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.

65, Appendix 8.1

Not applicable. The activity of
VidaCaixa is centred in Spain.

Not applicable. The activity of
VidaCaixa is centred in Spain.

—
N
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Appendix- GRI'G3.1 and Reported Page numbers / Direct Answer
the UN Global Compact
ASPECT: INDIRECT ECONOMIC IMPACTS

EC8 Development and impact of infrastructure investments and services provided )
primarily for public benefit through commercial, in-kind, or pro bono engagement P o 64, 109, Appendix 8.2

EC9 Understanding and describing significant indirect economic impacts, including the A o 64, 110
extent of impacts

ENVIRONMENTAL PERFORMANCE INDICATORS

ASPECT: MATERIALS
EN1 Materials used by weight or volume P o 75

EN2 Percentage of materials used that are recycled input materials P o 75

ASPECT: ENERGY

EN3 Direct energy consumption by primary energy source Indicator not applicable to the
% P ye y 9 P O activity of VidaCaixa.

EN4 Indirect energy consumption by primary source P o 76
EN5  Energy saved due to conservation and efficiency improvements 74-77. Due to the important
A () change in the scope of the

VidaCaixa staff, no data was
available for 2013.

EN6 Initiatives to provide energy-efficient or renewable energy based products and

services, and reductions in energy requirements as a result of these initiatives A ® 74

EN7 Initiatives to reduce indirect ti d reducti hieved
nitiatives to reduce indirect energy consumption and reductions achieve A PS 74-77

@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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the UN Global Compact

ASPECT: WATER

Page numbers / Direct Answer

ENS8

ENOS

EN10

Total water withdrawal by source

Water sources significantly affected by withdrawal of water

Percentage and total volume of water recycled and reused

77. All the water used comes
from a single source.

Not applicable. The water used
by VidaCaixa is always supplied
through the municipal water mains.

Not applicable. The water used
by VidaCaixa is always supplied
through the municipal water mains.

ASPECT: BIODIVERSITY

ENT1

EN12

EN13

EN14

EN1T5

Location and size of land owned, leased, managed in, or adjacent to, protected
areas and areas of high biodiversity value outside protected areas. Location and size
of land owned, leased, managed in, or adjacent to, protected areas and areas of
high biodiversity value outside protected areas

Description of significant impacts of activities, products, and services on biodiversity
in protected areas and areas of high biodiversity value outside protected areas

Habitats protected or restored

Strategies, current actions, and future plans for managing impacts on biodiversity

Number of JUCN Red List species and national conservation list species with habitats
in areas affected by operations, by level of extinction risk

@ rully Reported (D Partially Reported (O Not Reported

VidaCaixa does not have any
facilities in protected areas or in
areas of high biodiversity.

VidaCaixa does not have any
facilities in protected areas or in
areas of high biodiversity.

Indicator not applicable to the
activity of VidaCaixa.

Indicator not applicable to the
activity of VidaCaixa.

Indicator not applicable to the
activity of VidaCaixa.

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Type Reported Page numbers / Direct Answer
ASPECT: EMISSIONS, EFFLUENTS AND WASTE
EN16 Total direct and indirect greenhouse gas emissions by weight P o 77
EN17 Other relevant indirect greenhouse gas emissions by weight p 0O Indicator not applicable to the

activity of VidaCaixa.

74. The indicator lists the initiatives

to reduce the emissions of the

A o greenhouse gas effect, but it does not
quantify the reductions achieved.

EN18 Initiatives to reduce greenhouse gas emissions and reductions achieved

Indicator not applicable to the

. i . . p
EN19 Emissions of ozone-depleting substances by weight O activity of VidaCaixa.

O Indicator not applicable to the

EN20 NOx, SOx, and other significant air emissions by type and weight P activity of VidaCaixa.

EN21 Total water discharge by quality and destination ~ Indicator not applicable to the
p P activity of VidaCaixa due to the fact

that the discharge of waste water
comes exclusively from toilet waste.

EN22 Total weight of waste by type and disposal method P o 78

EN23 Total number and volume of significant spills 0O Indicator not applicable to the

activity of VidaCaixa.

EN24 Weight of transported, imported, exported, or treated waste deemed hazardous
under the terms of the Basel Convention Annex I, Il, lll, and VIII, and percentage of A
transported waste shipped internationally

o Indicator not applicable to the
activity of VidaCaixa.

EN25 |dentity, size, protected status, and biodiversity value of water bodies and related

habitats significantly affected by the reporting organization’s discharges of water A O Indicator not &_Jpplicable to _the
and runoff activity of VidaCaixa.

@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Reported Page numbers / Direct Answer
ASPECT: PRODUCTS AND SERVICES
EN26 Initiatives to mitigate environmental impacts of products and services, and extent o 74
of impact mitigation
EN27 Percentage of products sold and their packaging materials that are reclaimed by Indicator not applicable to
category the activity of VidaCaixa. The
0O company only sells savings and
social welfare products and
services and so they are not
susceptible to being returned.
ASPECT: COMPLIANCE
EN28 Monetary value of significant fines and total number of non-monetary sanctions for In 2013 VidaCaixa did not receive
non-compliance with environmental laws and regulations o any fines or legal sanctions related
to compliance with environmental
regulations.
ASPECT: TRANSPORT
EN29 Significant environmental impacts of transporting products and other goods and 74, 77. There is no report on
materials used for the organization’s operations, and transporting members of the the env!ronmental impacts or on
workforce 1 the criteria to determine them.
The transport of the products
and services of VidaCaixa has no
significant impact.
ASPECT: OVERALL
EN30 Total environmental protection expenditures and investments by type Non-material indicator. Information
is not available. VidaCaixa has not
O made any investments nor incurred

@ rully Reported (D Partially Reported (O Not Reported

in any expenses in significant
environmental material.

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Reported

SOCIAL PERFORMANCE Labour practises

Page numbers / Direct Answer

ASPECT: EMPLOYMENT

LA1 Total workforce by employment type, employment contract, and region, broken down

by gender P [ ) 61-62, Appendix 8.1
LA2 Total number and rate of new employee hires and employee turnover by age group, p PY 58, Appendix 8.1
gender, and region
LA3 Benefits provided to full-time employees that are not provided to temporary or part- A Py 65
time employees, by major operations
LA15 Return to work and retention rates after parental leave, by gender Appendix 8.1. All the VidaCaixa
workers who enjoyed maternity
P o or paternity leave return to work
following their leave.
ASPECT: LABOR/MANAGEMENT RELATIONS
LA4  Percentage of employees covered by collective bargaining agreements P () 66
LA5 Minimum notice period(s) regarding significant operational changes, including As far as organisational changes
whether it is specified in collective agreements are concerned, VidaCaixa
follows the procedures as
p P established under the Worker's

@ rully Reported (D Partially Reported (O Not Reported

Statutes. For changes that mean
substantial modifications in
work conditions, the company
meets the 30 day notice set out
in the present law.

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Reported Page numbers / Direct Answer
ASPECT: OCCUPATIONAL HEALTH AND SAFETY
LA6 Percentage of total workforce represented in formal joint management-worker
health and safety committees that help monitor and advise on occupational health [ ) 66
and safety programs
LA7 Rates of injury, occupational diseases, lost days, and absenteeism, and number of .
work-related fatalities by region and by gender ® 67. Appendix 8.1
LA8 Education, training, counseling, prevention, and risk-control programs in place to
assist workforce members, their families, or community members regarding serious (] 66
diseases
LA9 Health and safety topics covered in formal agreements with trade unions PY 66
ASPECT: TRAINING AND EDUCATION
LA10 Average hours of training per year per employee by gender, and by employee .
verag u ning per year p ploy Yy 9 y employ Py 59-60, Appendix 8.1

LA

LA12

category

Programs for skills management and lifelong learning that support the continued
employability of employees and assist them in managing career endings

Percentage of employees receiving regular performance and career development
reviews, by gender

@ rully Reported (D Partially Reported (O Not Reported

There is no report on

continuous training for

employees that are helped

O to manage the end neither
of their professional careers

nor about the offer of early

retirement to employees who

are going to retire.

o 59. The indicator does not report
broken down by gender.

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Ahppendtil. (E)Rll ((5:‘3-1 and Type Reported Page numbers / Direct Answer
the UN Global Compact
b ASPECT: DIVERSITY AND EQUAL OPPORTUNITY

LA13 Composition of governance bodies and breakdown of employees per employee
category according to gender, age group, minority group membership, and other P o 62, Appendix 8.1
indicators of diversity

ASPECT: EQUAL REMUNERATION FOR WOMEN AND MEN

LA14 Ratio of basic salary and remuneration of women to men by employee category, by 63. Ratio of basic salary of men
significant locations of operation p Q to women at VidaCaixa Grupo is

1. The indicator is not reported

broken down by professional

category. VidaCaixa does not make

any distinction between men and

women in salaries for any of the

professional categories.

SOCIAL PERFORMANCE Human rights
ASPECT: INVESTMENT AND PROCUREMENT PRACTICES

HR1 Percentage and total number of significant investment agreements and contracts
that include clauses incorporating human rights concerns, or that have undergone P () 33-39
human rights screening

HR2 Percentage of significant suppliers, contractors and other business partners that Information not available.The present
have undergone human rights screening, and actions taken P O IT systems of the company do not
permit us to obtain that information.

HR3 Total hours of employee training on policies and procedures concerning aspects of 59-60. Only qualitative information
human rights that are relevant to operations, including the percentage of employees is provided. Honesty, respect and
trained P J human rights of the people and

stakeholders are contemplated in
the values and Code of Ethics of
VidaCaixa.

@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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ASPECT: NON-DISCRIMINATION

Page numbers / Direct Answer

HR4 Total number of incidents of discrimination and corrective actions taken

Throughout 2013 no incident
related to discrimination took
place in VidaCaixa.

ASPECT: FREEDOM OF ASSOCIATION AND COLLECTIVE BARGAINING

HR5 Operations and significant suppliers identified in which the right to exercise freedom
of association and collective bargaining may be violated or at significant risk, and
actions taken to support these rights

In 2013 VidaCaixa did not
identify risk situations in this
sense.

ASPECT: CHILD LABOR

HR6 Operations and significant suppliers identified as having significant risk for
incidents of child labor, and measures taken to contribute to the effective abolition
of child labor

Given the nature of the act, no
activities or risk operations were
identified in VidaCaixa.

ASPECT: PREVENTION OF FORCED AND COMPULSORY LABOR

HR7 Operations and significant suppliers identified as having significant risk for incidents
of forced or compulsory labor, and measures to contribute to the elimination of all
forms of forced or compulsory labor

Not reported due to the fact that
given the nature of the act, no
activities nor risk operations were
identified in VidaCaixa.

ASPECT: SECURITY PRACTICES

HR8 Percentage of security personnel trained in the organization’s policies or procedures
concerning aspects of human rights that are relevant to operations

@ rully Reported (D Partially Reported (O Not Reported

All the security staff of VidaCaixa
are hired through a company
that certified that those people
received the corresponding
training.

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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ASPECT: INDIGENOUS RIGHTS

Reported

Page numbers / Direct Answer

HR9 Total number of incidents of violations involving rights of indigenous people and
actions taken

Not applicable. The insurance
and social welfare activity carried
out by VidaCaixa is exclusively
centred in Spain.

ASPECT: ASSESSMENT

HR10 Percentage and total number of operations that have been subject to human rights
reviews and/or impact assessments

Not applicable. The insurance
and social welfare activity carried
out by VidaCaixa is exclusively
centred in Spain.

ASPECT: REMEDIATION

HR11 Number of grievances related to human rights filed, addressed and resolved through
formal grievance mechanisms

SOCIAL PERFORMANCE Society

ASPECT: LOCAL COMMUNITIES

O

Not applicable. The insurance
and social welfare activity carried
out by VidaCaixa is exclusively
centred in Spain.

SO1 Nature, scope, and effectiveness of any programs and practices that assess and
(FSSS) manage the impacts of operations on communities, including entering, operating,
and exiting

SO1 Percentage of operations with implemented local community engagement, impact
(G3.1)  assessments, and development programs

@ rully Reported (D Partially Reported (O Not Reported

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.

29-41

34-39

—
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Type Reported Page numbers / Direct Answer
SO9 Operations with significant potential or actual negative impacts on local communities Not applicable. The insurance
p e and social welfare activity carried
out by VidaCaixa is exclusively
centred in Spain.
SO10 Prevention and mitigation measures implemented in operations with significant licable. The i
potential or actual negative impacts on local communities Not applicable. The insurance
P 0 and social welfare activity carried
out by VidaCaixa is exclusively
centred in Spain.
ASPECT: CORRUPTION
SO2 Percentage and total number of business units analyzed for risks related to corruption
P [ 26, 30-31
SO3 Percentage of employees trained in organization’s anti-corruption policies and p )8
procedures o
SO4  Actions taken in response to incidents of corruption o
P Py In 2013 there were no incidents
related to corruption.
ASPECT: PUBLIC POLICY
SO5  Public policy positions and participation in public policy development and lobbying VidaCaixa does not have a
defined general policy as to the
P o participation in the development

@ rully Reported (D Partially Reported (O Not Reported

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.

of public policies or lobbying
activities.
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SO6 Total value of financial and in-kind contributions to political parties, politicians, and In 2013 VidaCaixa did not make

related institutions by country A Y any contributions or payments in
kind to political parties or related
institutions.

ASPECT: ANTI-COMPETITIVE BEHAVIOR

SO7 Total number of legal actions for anti-competitive behavior, anti-trust, and monopoly In 2013 there was no type of

practices and their outcomes action for reasons related to
A [ monopolistic practices or against
free competition in VidaCaixa.

ASPECT: COMPLIANCE

SO8 Monetary value of significant fines and total number of non-monetary sanctions for p PS In 2013 there were no sanctions
non-compliance with laws and regulations or fines in this respect.

SOCIAL DIMENSION: Responsibility for products
ASPECT: HEALTH AND SAFETY OF CUSTOMERS

PR1 Life cycle stages in which health and safety impacts of products and services are The impact on safety and health
assessed for improvement, and percentage of significant products and services of the products and services is not
categories subject to such procedures P o evaluated by VidaCaixa due to the

fact that the company does not
carry out this type of action/service.

PR2  Total number of incidents of non-compliance with regulations and voluntary codes
concerning health and safety impacts of products and services during their life cycle, A o
by type of outcomes

In 2013 VidaCaixa did not incur
in any incidents in this respect.

@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.
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Type Reported Page numbers / Direct Answer
ASPECT: PRODUCT AND SERVICE LABELLING

PR3 Type of product and service information required by procedures, and percentage of 93. Only qualitative information
significant products and services subject to such information requirements is provided. There is no report on
the percentage of products and
o services that fulfil information
P and labelling requirements.
VidaCaixa has not categorised
the products that have
requirements for information.
PR4  Total number of incidents of non-compliance with regulations and voluntary codes In 2013 there were no sanctions,
concerning product and service information and labeling, by type of outcomes fines or any resolution against
PY the company or warnings of
A non-compliance of any legal
regulations or voluntary codes in
questions of publicity for product
information.

PR5 Practices related to customer satisfaction, including results of surveys measuring
customer satisfaction A ® 94-99

ASPECT: MARKETING COMMUNICATIONS

PR6  Programs for adherence to laws, standards, and voluntary codes related to marketing
communications, including advertising, promotion, and sponsorship P o 93
PR7 Total number of incidents of non-compliance with regulations and voluntary codes In 2013 VidaCaixa did not receive
concerning marketing communications, including advertising, promotion, and A P any sanctions for non-compliance
sponsorship by type of outcomes in questions of publicity or product
information.

@ rully Reported (D Partially Reported (O Not Reported

P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.





€ VidaCaixa

Appendix. GRI G3.1 and
the UN Global Compact

Reported

ASPECT: CUSTOMER PRIVACY

Page numbers / Direct Answer

PR8 Total number of substantiated complaints regarding breaches of customer privacy and
losses of customer data

In 2013 VidaCaixa did not
receive any claims with regards

A o to the regulations related to
respect for privacy and leakage
of personal data of customers.

ASPECT: COMPLIANCE
PR9 Monetary value of significant fines for non-compliance with laws and regulations In 2013 VidaCaixa did not
concerning the provision and use of products and services receive any sanctions for

p Py noncompliance of the regulation

PRODUCT AND SERVICE IMPACT

with respect to the supply or use
of products and services of the
organisation.

FINANCIAL SERVICES SECTOR SPECIFIC DISCLOSURE ON MANAGEMENT APPROACH

FS1  Policies with specific environmental and social components applied to business lines P

FS2  Procedures for assessing and screening environmental and social risks in business p
lines

FS3  Processes for monitoring clients’ implementation of and compliance with p PS
environmental and social requirements included in agreements or transactions

FS4  Process(es) for improving staff competency to implement the environmental and p PS

social policies and procedures as applied to business lines

@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.

33-39

33-39

33-39

33-39
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FS5

Interactions with clients/investees/business partners regarding environmental and
social risks and opportunities

Reported Page numbers / Direct Answer

o 33-39, 103-104, Appendix 0.1

PRODUCT PORTFOLIO MANAGEMENT INDICATORS

FS6 Percentage of the portfolio for business lines by specific region, size (e.g. micro/SME/ The insurance and social welfare
large) and by sector [ ] activity carried out by VidaCaixa
is exclusively centred in Spain.
FS7 Monetary value of products and services designed to deliver a specific social benefit 34-39
for each business line broken down by purpose )
FS8 Monetary value of products and services designed to deliver a specific environmental 3439
benefit for each business line broken down by purpose )
AUDIT PROCEDURE MANAGEMENT INDICATORS
FS9 Coverage and frequency of audits to assess implementation of environmental and
TS . [ 30-31, 34-39
social policies and risk assessment procedures
FS10  Percentage and number of companies held in the institution’s portfolio with which the PS 34-39
reporting organization has interacted on environmental or social issues )
FS11  Percentage of assets subject to positive and negative environmental or social screening () 34-39
FS12  Voting polic(ies) applied to environmental or social issues for shares over which the Corporate Governance Annual
reporting organization holds the right to vote shares or advises on voting ® Report: http://www.vidacaixa.es/
es/informacion-corporativa/infor-
me-corporativo-vidacaixa
FS13  Access points in low-populated or economically disadvantaged areas by type 89-92. The activity of VidaCaixa
) Grupo is present throughout Spain
making no distinction between low
or heavily populated areas.
@ rully Reported (D Partially Reported (O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.



http://www.vidacaixa.es/es/informacion-corporativa/informe-corporativo-vidacaixa
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FS14 Initiatives to improve access to financial services for disadvantaged people

P [ ) 89-92
FS15  Policies for the fair design and sale of financial products and services p P 78
FS16 Initiatives to enhance financial literacy by type of beneficiary

P [ 103
@ Fully Reported (D Partially Reported O Not Reported P Indicator GRI G3.1 Principal. | A Indicator GRI G3.1 Additional.

UNITED NATIONS GLOBAL COMPACT INDICATORS Chapter GRI INDICATORS 27

UNITED NATIONS GLOBAL COMPACT

HUMAN RIGHTS

Companies must support and respect the protection of international human rights, within their scope 54-105 HR1, HR2, HR3,
of influence } HR4, HR8, HR10, HR11
Companies must assure they are not involved in or party to any human rights violations ) HRT, HR2, HR3,
P y pary y 9 >4-105 HR4, HR8, HR10, HR11
LABOUR
Companies must defend freedom of association and collective bargaining 54.78 HR5, HR6, HR7,
HR9, HR10, HR11, LA (1 to 15)
Companies must prevent forced and compulsory labour 54-78 HRS, HR6, HR/,

HR9, HR10, HR11, LA (1 to 15)





€ VidaCaixa

Appendix. GRI G3.1 and
the UN Global Compact

Apartados informe

INDICADORES GRI

Companies must work towards the abolition of child labour 54-78 HR9, HR10, HRI1—|1R,5I'_:?16:LE$;5
Companies must promote non-discrimination regarding work and employment 54.67 HRO, HR10, HRI1_|1R,5I'_:|(R16:cc|>_”1RZS
ENVIRONMENTAL

Companies must support a policy of precaution regarding environmental challenges 54-78 HRI, HR10, HRI1_|1R,5I'_:?16'HI>—|TES
Companies must undertake initiatives to promote environmental responsibility 68-105 EN (1 to 30)
Companies must advance the development and promotion of environmentally friendly technologies 68105 EN (1 o 30)
ANTI-CORRUPTION

Companies must fight all forms of corruption, including blackmail and bribery 23-28 SO (210 8)
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Global
Reporting
Initiative™

Statement
GRI Application Level Check

GRI hereby states that VidaCaixa has presented its report “Integrated Annual Report 2013" to GRI's
Report Services which have concluded that the report fulfills the requirement of Application Level A+,

GRI Application Levels communicate the extent to which the content of the G3.1 Guidelines has been
used in the submitted sustainability reporting. The Check confirms that the required set and number of
disclosures for that Application Level have been addressed in the reporting and that the GRI

Content Index d a valid rep of the required disclosures, as described in the
GRI G3.1 Guideli For methodol see www.global org/SiteCollectionDoc fALC-
Methodology.pdf

Application Levels do not provide an apinion on the sustainability performance of the reporter nor the
quality of the information in the report.

Amsterdam, 15 April 2014

o e

i GRI REPORT
oo GRI CHECKED

Global Reporting Initiative

The “+" has been added to this Application Level because VidaCaixa has submitted (part of) this report
for external assurance. GRI accepts the reporter’s own criteria for choosing the relevant assurance
provider.

The Giobal " 1GRI} i & netwark: the of the wonkds sl

i 3 i & ondt i itted to irs continuous i i The GRI out
the i use port their economic, ond
www.globalreporting. org

where g ik, t0 oudlo visual material, this statement anky
concerms materiol submithed to GRY at the time of the Check an 2 April 2014, GRI explicitly excludes the statement being sppted to ony
liater ehanges 1o such materio.

29
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e Spaniah + ntierviews it the personnel of VideCaixa (i ascertain the prooesdunes, systoms amd masagrsent
l“n‘::]*_ with pegards fo the cumideration of, sed complisnce with, the AAioAPS Recommendutions
INDEFENDENT ASSURANCE REPORT ON THE 2013 *  Anabysis of the processes for gatberisg, and validating the Cosporate Respousi infiormation Additlonally, s 3 reult of sur i oot forwani certain shservations and
INTEGRATELD ANNUAL REPORT prrscrned in the 013 LAR. T g recmmerdations pegarding Imw-wrmn iy wwm-dnwpkyhdmw, materisliey
+ Ansbysis of ”mu the 200 woey 4 by Wt O a1 Ol mad sl e e ach & i this
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ane 0 o .
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Ha
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Appendix. Campaigns Objetivo Pension Plans

for individual customers

. . Planifica tu futuro
Issue of Objetivo Pension Plans y obtén beneficios

desde el primer dia
Different issues throughout the year.

 [ssue of Objetivo Pension Plans, an innovative solution that enables
you to plan for your future in peace.

e The investment in the plan aims to obtain profitability over a S O Y

determined perlod Of time. Atractiva rentabilidad | EN “la Caixa” sabemos lo importante que  Ventajas desde el primer dia
es para nuestros clientes poder mirar al
futuro con tranquilidad. = Te beneficiaras también de ventajas en

. . . el presente, ya que con las aportaciones
Por ello, ponemos a tu disposicion soluciones

—— que realices obtendras hasta un 56%
Ventajas fiscales con innovadoras para planificar tu futuro y poder CheEre e anE (e el
tus aportaciones obtener beneficios desde el primer dia.

renta del proximo ario.
Con el PlanCaixa Futuro 124 podids .y § movilizas tu plan desde otra
generar un capital para la_jubilacion entidad al PlanCaixa Futuro 124
Consigue un 2% del conadenda de antemano la rentabilidad antes del 1-11-2013, obtendras
importe movilizado® objetivo del plan. un 2% de abono en efectivo del
importe movilizado®

Atractiva rental ad objetivo

La inversion de este plan de pensiones ~ Dispones de otras
persigue obtener, a 12-3-2020, el 100% de  alternativas de inversion

la aportacién y un 24% de revalorizacion' Y para que tus preferencias de inversion estén

i se obtuviera esta rentabilidad objetivo, la  Cubiertas en cada momento, dispones de una

TAE sorfa amplia gama de planes que invierten en:

= TAE minima del 3,36% (cilculorealizado ~ ® Renta variable: invierte el 100% en renta
i la aportacion y/o traspaso se realiza el variable de distintos mercados geograficos.
9-92013). = Renta fija a medio o largo plazo.

= TAE maxima del 3,44% (calculo = Inversién mixta: combina la renta fija y
realizado si la aportacion y/o traspaso las expectativas de la renta variable.

se realiza el 31-10-2013).
También puedes ahorrar comodamente a
través de aportaciones mensuales que, de
forma flexible, te permitiran generar un
capital para tu jubilacién.

Periodo de contratacion del PlanCaixa Futuro 124: del 9-9-2013 al 31-10-2013 o hasta agotar la emision
(20 millones de euros).
1. Rentabilidad no garantizada. La cartera del fondo se constituye principalmente con una emision de deuda de la Comunidad
de Madrid emitida o avalada por la Comunidad de Madrid, con vencimiento el 12-3-2020, por lo que la rentabilidad objetivo al
[ ] vencimiento e n dato conocido
2. Sequn la legislacion v\geme en septiembre del 2013 y si se cumplen los requisitos exigidos por la nolmauva fiscal. Los tipos.
impositivos varian en n de la escala autonémica. En Catalufia y Andalucia el tipo marginal méximo de la escala general de
Para més informacicn, Grbiamen es el 56%, En Aturias 5 dol 35.50%. En Cantabra y Exemacura e el 3% En Caniarias e 6l 33,08%. £ Murciay
i’ fiosis Velnds e o 534 € g s Seaes,Cotl1a Vanch, ol Lo, Galc.Navr, ety el e 525, £0
consulta www.laCaixa.es La Riojay Machid es el 51,90%. En Gipuzkoa s del 49% y en Arsba y Bizkaia s de has
3. Promocien vlda del 9:9-2013 al 31-10-2013. Obsequio o(remdo por VidaCaia, S de Segumyxeasegum en s condicones
! dela cart de ooseauo, | PlnCaina Futuro 126

NRI757-2013009681

VidaCaia, SA Sl o015 dsane
se realizara en la cuenta vinculada al plan de pénsmnes mdwwdual con fecha valor del 1-11-2013. Sila movvhzamtm externa es efectiva
entre el 1-11-2013 y el 31-12-2013 el abono se reaizaré con Ie(ha valo el 11-2014. Los espaso procedentes de plnes ce
g nes semon e rorsion o ledon
o o enla pmmoubn A las cantidades que se abonen se les aplicard la S Fcaidad vigente en la fecha de pago. Para tener derecho al
it £ Gbseqio, & condcion necesaria aut I operacian esé vigénte y S mantenga hasta el 1-1-2017.
Planes de pensiones indvidusles “PlanCaixa”, de [os que VidaCaika, 5.A.de Sequros y Reaseguros e entidad gestora y promotora;
Canabank. 5.4, entidad comercalzacra, y CECABANK, 5.A., enidad deposiaria
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Appendix. Campaigns PlanCaixa Doble Tranqu///dad

for individual customers

Doble
tranquilidad
para su futuro

Issue of PlanCaixa Doble Tranquilidad
Different issues throughout the year.

e These issues of the guaranteed welfare plan ensure a technical
interest rate throughout the entire life of the plan. In other words,
this interest rate guarantee is offered both during the capitalisation
period as well as monthly lifetime retirement income.

. . . . . . . Renta mensual En “la Caixa” grabaja_mos para poder Ventajas fiscales y mas
° italici. ofrecerle soluciones financieras adaptadas seguridad
This is an innovative and unique product in the market which ofecenesolscioncs frarcieres adep guric _
d ‘t ‘th .t. f t h | ‘t Por ello, le presentarnos el nuevo El PlanCaixa Doble Tranquilidad le permite
T — . btener en la pro» declaracion de la renta
respon S 0 € necessites 0O customers wno are close o Interés técnico’ del :Iancaixa Doble Tr:nquilida?, un‘p\an :es"n:ru" 452; ::;n:ta u:rss:% de :hrorro
: : : e prevision asegurado especialmente iscalb i
retirement age and who are looking for the peace of mind that 3,75% disenado para aquelaspersonas présimas oo o001 %0 POrones felzags
. . . . L ala jubilacion que buscan més tranquilidad ~Adems, incluye un seguro de fallecimiento
comes with having their savings guaranteed within a trusted e pasufutuo que garentiza al benefcirio el valor
ven i n
lentajas fiscales col acumulad'o del p\ag m‘as ug zorcentaje qge
1 1 sus aportaciones . varia en funcion de la edad, en caso de
organisation. Doble beneficio asegurado que el fallecimiento se produzca antes del
- Conestenuevo plan de prevision asegurado,  inicio del periodo de cobertura de la renta
¥ consiga un si lo contrata entre el 15 de abril y el 31 mensual vitalicia
% o b de mayo de 2013, podra: Si es posterior, sera el valor acumulado en
o Efem,v;a ono: = Beneficiarse de un capital para su el momento del inicio de la renta vitalicia,
jubilacion que podra difrutar en forma  incrementado en un 3% (este incremento
de renta mensual de por vida, como no podra superar los 600 euros).
complemento a su jubilacion.
= Conseguir un interés técnico' del ~ Consiga un 2% de abono, en

3,75% para sus ahorros durante toda la efectivo

vida de este plan, por tanto: Y si moviliza un plan desde otra entidad al

Durante el periodo de capitalizacion de PlanCaixa Doble Tranquilidad antes del 31
las aportaciones. de mayo de 2013, conseguird un abono
en efectivo’ de un 2% del importe

Y durante el periodo de cobertura de la
renta vitalicia de jubilacion, que empezara
en el momento que usted decida entre el
1 de junio de 2014 y antes de cumplir los
70 anos de edad.

Feriodo de contratacién del PlanCaixa Doble Tanquiidad: del 15-4-2013 af 31-5-2013 o hasta agotar a emisién (100 millones de euros).
° o aixa Doble 55 Ios 67 afos.
1

en el contrato de sequro
2. Promocion uilida del 15-4-2013 al 31-5-2013. Obsequio offecido por VidaCaika, S.A.de Sequros y Reasequros, en las condicones de la carta de

traspasado.

NRI: 641201379681

Para més informacion, N S s 41 o b
contacte con su Gestor el 1-5:2013 152013yl

gty a0
Personal et

es condicion necesara que I operacion esté vigente y se mantenga hasa el 1-1-2017,
ol

1a normatia fical. Los tpos mp en funcien de la
Enc: 0%. En Cantabriay
En Canarias e el 53,08%. En 54%. En sl Bl Casila y Leon, Galic,

Navarra, Ce

formacnsota s ones e ol flrCas Dot Tanqudd n d v et e o A de Seowo y e

Caiabark, 5 A.. opera ‘en ol Registro de
s i 2535 con o codige Coo11AGREE3815
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for individual customers

Plan Flexible Futuro PIAS

An excellent saving formula for retirement, offering
flexibility and liquidity

Different issues throughout the year.

e Life-savings insurance which allows the customer to generate
capital for retirement in a comfortable and systematic manner,
which can enable you to obtain important profitability of a
financial and fiscal nature.

e Offering the possibility to recoup the entire amount or part
thereof at any time.

e Includes receipt of payment of capital for the beneficiaries in the
event of the insured party’s death.

e The Plan Futuro Flexible PIAS offers customers the possibility of
saving in several different portfolios, thereby enabling the saver to
combine assets depending on their risk profile and the investment
requirements of each individual customer.

Plan Futuro Flexible PIAS

Invierte en
tranquilidad
para tu futuro

Flexibilidad total y
liquidez

Atractivas
ventajas fiscales

En “la Caixa” queremos que disfrutes de una
jubilacion tranquila. Por eso, te ofrecemos
el Plan Futuro Flexible PIAS, un seguro de
ahorro que te permite generar un ahorro
para el futuro, de forma cémoda y flexible,
y con el que, ademés, podrés beneficiarte de
ventajas fiscales.

Ahorro para la jubilacion

El Plan Futuro Flexible PIAS es una buena
opcién para complementar las aportaciones
a planes de pensiones/prevision asegurados,
0 para clientes que no pueden beneficiarse
de las ventajas fiscales que ofrecen estos
productos y quieren realizar un ahorro para
la jubilacion.
= Principales ventajas
» Flexibilidad
Permite efectuar aportaciones periodi-
cas o unicas. Ademas, las aportaciones
periddicas se pueden incrementar,
disminuir o incluso suspender en cual-
quier momento.
« Liquidez
Puede rescatarse total o parcial-
mente. En este caso, lo que se recupera
es el valor liquidativo de la inversion
vinculada en el momento en que se
produce el rescate.

+ Ventajas fiscales
Tiene un interesante tratamiento
fiscal, especialmente en el cobro de la
renta vitalicia.

+ Seguro en caso de fallecimiento
Incorpora el cobro de un capital adi-
cional para los beneficiarios, en caso
de fallecimiento del asegurado.

= Tratamiento fiscal

= Mientras no se rescate, los rendimientos
generados no estan sujetos a tribu-
tacion en el IRPF.

« Si se decide cobrar en forma de renta
vitalicia, no tributaran los rendi-
mientos generados hasta el inicio de
la renta, si se cumplen las siguientes
condiciones:

- Que hayan transcurrido mas de 10
anos desde la primera aportacion
vigente a un PIAS.

Que no se haya aportado anualmente
mas de 8.000 euros al total de PIAS
contratados.

* Que no se tenga un total de aportaciones
acumuladas superior a 240.000 €.

Ademas, podras beneficiarte del
ventajoso tratamiento fiscal que
se aplica al cobro de las rentas
vitalicias.
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Vida Familiar

Appendix. Campaigns

for individual customers

Campaign encouraging customers to subscribe for the Vida
Familiar insurance product or to make an insured capital
increase of 90,000 euros or more by way of an e-book

2" January — 15" February.

e Offers customers and their families economic support when faced
with unforeseen contingencies, as in the event of the death or
permanent and total disability of the policy holder, which ensures
receiving payment of a capital.

e Includes additional services such as medical assistance via
telephone, which enables the insured party to speak to a medical
team specializing in general medicine and family medicine, to
resolve any doubts or concerns of a medical nature that they may
have, from the comfort of their home 24 hours a day, 365 days a
year. Or a second medical opinion, which in the case of a serious
illness, makes it possible to request a medical appraisal report from
prestigious international specialists thereby enabling customers to
contrast the diagnosis.

Tu familia y
tu, siempre
protegidos

Seguridad para ti
y los tuyos

Vive tranquilo

Contratalo antes del
15-2-2013 y llévate un
e-book de regalo*

Fal

Para mas informacién,
consulta www.laCaixa.es

it

Seguros que se adaptan

a tus necesidades

Saber que, pase lo que pase, tu familia
estara siempre protegida te da seguridad
atiyseladaaellos. Por eso, ponemos a

del Vida Familiar Completo, te cubre en

caso de:

= Apoplejia.

= Afeccion crénica de las arterias car-
dlacas (by-pass).

tu disposicién varias de se-
qguros de vida, para que puedas sentirte
siempre tranquilo.

Vida Familiar

El Vida Familiar anual renovable es un se-
guro que cubre, en caso de fallecimiento o
invalidez absoluta y permanente del ti-
tular, el cobro de un capital asegurado para
que tus familiares puedan hacer frente a si-
tuaciones imprevistas como la disminucion
de ingresos. Ademas, incluye las siguientes
coberturas y servicios complementarios:

= Saldo pendiente de tarjetas hasta 3.000 €.
= Orientacién médica.

= Segunda opinién médica.

Vida Familiar Completo

Este seguro, aparte de incluir las coberturas
y servicios del Vida Familiar, te protege ante
enfermedades como:

= Cancer.

« Infarto agudo de miocardio.

Servicios incluidos: test de habitos saludables.

Vida Familiar Premium

Es el seguro de vida de gama alta que,
ademés de incluir las coberturas y servicios

ia renal.

= Enfermedades degenerativas: Alzhei-
mer, Parkinson y esclerosis multiple.

= Trasplante de 6rgano vital.

Servicios incluidos: Premium Care (aten-

cién médica personalizada).

Y a partir de 60.000 € de capital ase-

gurado, podrés disfrutar del Programa

Premium, con servicios exclusivos y per-

sonalizados.

Llévatelo de regalo

Ademas, si contratas tu Vida Familiar
antes del 15 de febrero de 2013 con un
capital asegurado de 90.000 €, te llevaras
este e-book de regalo*.

E-book Papyre 601
Gran calidad de lectura y
contraste sin refejos.
Semanas de lectura sin
recargar la baterta

Uttraligero, ultradelgado,
con'solo 1609y 0,9 cm

“Promocion valda del 2-1-2013 al 15-2-2013 para nuevas contrataciones de los seguros Vida Familiar, Vida Familiar Completo o Vida
Familiar Premium, modalidad anual renovable, con un capital minimo asegurado de i tendran derecho a la promocion los
Nuevos seguros contratados s el tormador ha cancelado, un mes antes del inicio de la promocion o durante la vigencia de la misma,
N0 o varios seguros de vida contratados con VidaCaixa, 5.A. Limitado  un obsequio por NIF, no se permitira el cambio de regalo. El

obsequio se enviars un mes después del cobro de [a primera prima.

La anulacion o cancelacion del sequro antes de 12 meses desde su entrada en vigor implicard el cargo del valor del obsequio en el

depdsito vinculado, segun las condiciones de la carta regalo.

Informacen et 3 las condciones generls, partcares  especiles de cada pla, a5 condicone desusripcion Segurosde
k SA, oper:

o de VidaCala, S de Seguras y Reaseguros, Caabar
nel

le banca-sequros exclusivo de VidaCaixa, S.A. y

Informacion valda hasta el 15-2-2013.

ety
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Fixed interest Renta Vitalicia

Appendix. Campaigns

for individual customers

Issue of a fixed interest life-savings insurance annuity
18" February — 12" April.

e [ssue of fixed interest annuity Renta Vitalicia, which offers a
technical fixed interest of 3.6% for amounts under 100,000 €
and 4% for transactions of a greater amount.

Banca Personal

Diversifique su

patrimonio y

consiga un éptimo

rendimiento

Renta mensual durante

toda la vida

Interesante fiscalidad

En “la Caixa” ponemos a su disposicion la
la posibilidad mediante un seguro de vida
de diversificar su patrimonio y conseguir
un interesante rendimiento a través de una
aportacion inicial.

Se trata de la Renta Vitalicia a interés fijo.
Con ella, usted percibe a partir del dia 1 del
mes siguiente a su constitucion una renta mes
ames.

Ademés, contratando este producto tam-
bién tiene cubierto un capital en caso de
fallecimiento.

Ventajas de la Renta Vitalicia

Si tiene entre 50 y 79 afos, del 18 de
febrero al 12 de abril de 2013 (o hasta que
se agote la emision: 300 millones de euros),
puede contratar este producto y disfrutar
de las siguientes ventajas:
= Seguridad
Transforma los ahorros en una renta
mensual desde la contratacion y
durante toda la vida. Ademas, en
caso de fallecimiento garantiza el
capital a los beneficiarios.
= Fiscalidad
B . -

= Liquidez

Podra obtener liquidez en cualquier
momento, ejerciendo el derecho de
rescate en las condiciones establecidas
en la poliza. El valor del rescate
dependerd del valor liquidativo de la
inversion vinculada, que sera la misma
para todas las edades.

= Flexibilidad

Permite incrementar el importe de la renta
mensual, a cambio de una reduccion del
capital de fallecimiento, si se reconoce al
cliente una situacién de dependencia
severa o gran dependencia.

Interesante promocion

= TAE del producto del 3,60%* para
aportaciones inferiores a 100.000
euros (minimo de 600 euros): equi-
vale a una rentabilidad equivalente a un
deposito de ahorro** de un 4,50% en
una imposicion a plazo fijo para una per-
sona de 70 afos que realiza una aporta-
cién de 50.000 euros.

= TAE del producto del 4%* para

aportaciones iguales o superiores
a 100.000 euros: equivale a una

P
financiero-fiscal. La Renta Vitalicia
solo tributa en un porcentaje, que se
determina en funcion de la edad del
titular en el momento de la contratacion.

a un depésito
de ahorro** de un 4,99% en una
imposicion a plazo fijo para una persona
de 70 aos que realiza una aportacién
de 100.000 euros,

#Tipo de interés no aplicable a las operaciones que o formen parte de la campana de Renta Vitaica a interés fijo. TAE calculada
mes

para operaciones coniratadas el dia 1 del
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Appendix. Campaigns Multi-insurance

for individual customers
Multi-insurance campaign to disseminate the wide range of Te ayudamos

security products available from “la Caixa” a proteger todo
lo que te importa

25" February — 31t May.

e Customers were encouraged to subscribe individual insurance by
way of a Gift Card of up to 1,000 €.

e The amount of the Gift Card customers were given depended
on the number of insurance plans contracted, on whether the
customer belonged to the programmes or segments of “la Caixa”
included in the promotion. In addition, if the customer already was
a policy holder of a multi-insurance package, the amount on the
Gift Card was increased by 25%.

Note: The products in this campaign were from VidaCaixa and SegurCaixa Adeslas.
VidaCaixa insurance products included: Vida Familiar (all product types modules except the single Premium VF Temporal, Vida Entera and VF Reembolso).

SegurCaixa Adeslas insurance products included: Adeslas Bésico, Adeslas Dental Activa, SC Decesos (all modules except single premium), SC Auto, SC Auto Negocio, SC
Auto Premium, SC Moto, SC Hogar Completo, SC Hogar Premium, SC Accidentes Completo, SC Accidentes Premium, Adeslas Plena, Adeslas Premium.
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Appendix. Campaigns
for individual customers

Multi-insurance Pack

Commercialising the new multi-insurance Pack, allowing
customers to combine the cost of different insurance pro-
ducts and make monthly payments without applying any
additional charge for payment in instalments

As of 2" April.

e Monthly insurance payments without additional charges for pay-
ment in instalments.

e Single customer care call centre.

e As of the first year of contracting the multi-insurance Pack custo-
mers can enjoy discounts for loyalty.

Pack multiSeguros

Para tu comodidad,
todo en uno
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Appendix. Campaigns

for individual customers

Renta fiscal

To encourage external transfers of pension plans,
guaranteed welfare, PPI/EPSV y PPA

27 May — 315 July.

e Campaign to encourage transfers from other entities of individual
pension plans, EPSV and guaranteed welfare plans (PPA).

e Offers customers a promotional incentive of 2%, 3% or 4% cash
payment, depending on the destination pension plan.

(Qué quieres

Conoce el capit:
para tu jubilacién

Ventajas fiscales
con tus aportaciones

Hasta un 4 %

del importe movilizado?

Fal

Para més informacion
consulta www.I: ¥

G

Mejor Banco
deTipara
i

oo Evcsonin
Elropes

PlanCaixa Futuro Garantiz:

hacer manana?

Te ayudamos a conseguirlo
Tener claro el futuro que deseas es el
primer paso para conseguirlo. El siguiente
paso es confiar en una entidad solida

y con solvencia que te ofrezca garantias
para tus ahorros para la jubilacién, para
poder asi hacer realidad tus expectativas.

Y esa entidad es “la Caixa”.

Porque somos expertos en desarrollar
soluciones innovadoras para la planificacion
del futuro de nuestros clientes.
Tranquilidad, siempre

Con el plan de previsién asegurado
PlanCaixa Futuro Garantizado podras
generar un capital para la jubilacion, ya
que a través de una aportacion nica o
una movilizacién obtendrés un tipo de
interés garantizado para un plazo de
vencimiento de entre 1y 30 afos.

Y beneficios, hoy

Porque también hoy podras empezar a
disfrutar de las ventajas que supone

contratar el PlanCaixa Futuro Garantizado:

= Con tus aportaciones obtendras ventajas
fiscales, desde un 45% hasta un
56% de ahorro fiscal’, en la
declaracion de renta del proximo ao.

=Y si movilizas tu plan desde otra entidad,
obtendras hasta un 4% en efectivo
del importe movilizado’.

.

¢Quieres otras alternativas de
inversion?

Queremos ayudarte a gestionar tu futuro

seguin tus preferencias y segun el ritmo

que quieras marcar para tus ahorros.

Para ello, te ofrecemos una amplia gama

de planes de pensiones para que elijas

el tipo de inversion que mejor se ajuste a

tu perfil:

= Renta variable: invierten hasta el 100%
en renta variable en distintos mercados
geograficos.

= Renta fija a medio o largo plazo.

= Inversién mixta: combinan la inversion
de la renta fija y las expectativas de la
renta variable.

Y también puedes ahorrar cémodamente

a través de aportaciones mensuales que

te ayudaran a generar un capital para el

manana.

Cumplir tus expectativas es algo que
puedes empezar a hacer desde

hoy contratando el PlanCaixa Futuro
Garantizado.

1a normativa fscal. Los tipos impositivos varian en
Asturias

fincion de  escala autongmica. En Catalunay Andalucia

i %. En
es del 55,50%. En Cantabria y Extremadura es de 55%. £n Canarias es del 53,08%. En Murcia y Valenci es del 54%. £n Aragen, Sas
Baleares, Castll-La Mancha, Castla y Lebn, Galcia, Navara, Ceutay Mella e de 529%. En La Rijay Madrid e el 51,90%. En Gipuzkoa e
el 499% y en Araba y Bizkaa es de hasta el 45%. 2. romocén vlida del 3613 al 31.7-13. La promocicn el 4% es excusve para las

por VidaCaa, S.A. de Seguros y Reasequras, en las condiciones de la carta de obsequio, Cnicamente para las moviizaciones externas al

PanCaixa

VidaCaia, S.A. de Sequros y Reaseguros
Benca

fecha valor 1-7-13;

ol plan d do 31813l fecha
valor 1-8-13. A las cantidades que se abonen se les aplicard I fiscalidad vigente en Ia fecha de pago. Para tener derecho al obsequio, es
117 o

3%y hasta el 1-1-1

PlanC.
y Reasequros. Caabank, 5 A., operador

aiva, S.A. de Seguros
ixa Adeslas, S.A.

VidaCaixa, SA.

PlanCaixa”, dv

s que VidaCaixa, 5.A. de Seguros R
entidad depositaria. NRI: 620-2013/504.

aixabank, . CECABANK, SA,
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Appendix. Campaigns

for individual customers

Renta Vitalicia

Campaign of Annuities at lifetime interest
8™ July — 30™ September.

e Offering customers a 2% cash payment if they increased the
balance of their overall liability situation in “la Caixa” and
subscribed to a Renta Vitalicia plan.

e The Renta Vitalicia is a life-savings insurance product which allows
customers to transform their savings into a monthly income which
they can enjoy throughout their lifetime and enables them to
diversify wealth while at the same time they complement their
state pension from the Social Security.

e Offers customers fiscal advantages given that only a portion of the
monthly income depending on the age of the titleholder when
the policy is contracted is subject to withholding tax. Moreover,
depending on the modality contracted, the customer can avail
of liquidity at any time and obtain the net asset value of the
associated investment.

Transforme sus
ahorros en una
renta mensual

Un complemento a su
pensién

Interesantes ventajas
fiscales

K

En Banca Personal de “la Caixa” queremos
ofrecerle una excelente alternativa para
diversificar su patrimonio y disfrutar de sus
ahorros mes a mes.

Se trata de la Renta Vitalicia. Con ella,
a través de una aportacion inicial, cobrara
una renta mensual para toda la vida,
obteniendo una atractiva rentabilidad y
con interesantes ventajas fiscales.

Conozca sus ventajas

Ademés de transformar sus ahorros en

una renta mensual vitalicia y garantizarle

un complemento a su pension, obtendra

muchas mas ventajas:

= Ventajoso tratamiento fiscal
La Renta Vitalicia le ofrece una optima
rentabilidad financierofiscal, especialmente
si tiene mas de 70 anos, ya que solo un
porcentaje de la renta percibida tributa
en el IRPF como rendimiento de capital
mobiliario. Este porcentaje esta en funcion
de su edad en el momento de contratacion
dela Renta Vitalicia', y es constante durante
todo el periodo de percepcion de la misma,
segun la siguiente escala:

= 28% si tiene entre 50 y 59 afios

= 24% si tiene entre 60 y 65 anos

= 20% si tiene entre 66 y 69 anos

= 8% si tiene 70 afos o mas

Sobre el rendimiento calculado, se aplicara

el tipo de retencion vigente en ese
momento.

= Diversas alternativas de inversion

Puede escoger el producto més adecuado
a sus necesidades, con un interés garanti-
zado de forma temporal o vitalicia:

- Vitalicio: disfrutara del mismo tipo de
interés durante toda la vida.

* Variable: se beneficiara de un interés
técnico basico vitalicio y, temporalmente,
de un interés adicional (3,5 y 10 anos), que
ira renovandose a medida que finalice el
periodo de garantia.

= Liquidez
Podra rescatar la Renta Vitalicia en
cualquier momento, siempre que tenga
contratado un seguro de fallecimiento.
El valor de rescate se calcula sobre la
provision matematica (saldo acumulado)
y esta en funcion del valor de mercado de
la inversion vinculada.
Si lo desea, también puede realizar
rescates parciales.

= Atractiva rentabilidad
La Renta Vitalicia le proporciona una
interesante rentabilidad, al aprovechar la
actual curva de tipos de interés.

= Titulares
Puede contratarse con uno o dos titulares.
En caso de dos titulares, la renta se
abona hasta el fallecimiento del ultimo
asegurado.

Navarra, el porcentaje de renta sujeto a retencion sera el que corresponda segin la edad del beneficiario en el momento de

1
pago de cada uno de los terminos de [a renta (mensualidades).
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Appendix. Campaigns

for individual customers

Campaign to attract external
transfers of PPI/EPSV and PPA

Campaign aimed at attracting transfers from other entities
of individual pension plans, EPSV and guaranteed welfare
plans (PPA)

2" September — 31t October.

e Offering customers a promotional incentive of 2%, 3% or 4%
cash payment, depending on the plan contracted.

Planes para la jubilacion

Descubra un buen plan
para su jubilacion
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Appendix. Campaigns

for individual customers

Vida Familiar

Contracting of new life insurance policies
2" September — 31t December.

e Customers who contracted new life insurance policies during
the campaign and who fulfil the conditions of the promotion,
obtained 2 months’ premium free of charge when the annual
premium was a minimum of 200 € and lower than 600 €.

e [f the annual insurance premium was more than 600 € per year,
customers received a gift of the practical kitchen robot, MyCook
by Taurus.

Seguros de vida

Asegure el bienestar
de su familia
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Appendix. Campaigns

for individual customers

Present in your fu[Tujre

Within the framework of the fu[Tujro project, an individual
pension plan campaign, EPSV and guaranteed welfare plans
(PPA)

2" November — 315t December.

e The central idea of the communication campaign focused
on the message “Present in your fu[Tujre” which, by way of a
combination of services, projection and consultancy tools, offers
customers savings and welfare products which might best adjust
to their needs.

e The new portal and Guide “Present in your fu[Tujre”, whose
objective is to provide a response to customers and society
concerning many of the questions arising from the current context
of demographic change, the pension system and financial habits.

Presentes en tu fu Tu ro

Te ayudamos a
elaborar un plan
para tu jubilacion
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e e ded Professional insurance
SMEs and self-employed

Institutional campaign by “la Caixa” targeting businesses
(Microenterprises and the self-employed)

2" January — 5" May.

e 20% discount in new production of Vida Pymes, Proteccion Auto-
nomo Vida and VidaCaixa Convenios products.

Campana Seguros profesionales

La proteccion que necesita.
Ni mas ni menos

De 2 de enero al 5 de mayo de 2013

Informacion comercial

Obijetivos
Seguros en Camparia y Condiciones promocion
Argumentos y proceso de venta

Elementos de comunicacion

Resumen de la campana

Apoyo a la gestion

Publico objetivo y seguimientos
Folletos digitales

Simulaciones

Competencia

Oficinas procedentes de Banca Civica

Preguntas frecuentes
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Appendix. Campaigns for
SMEs and self-employed

Insurance for SMEs

The principal campaign carried out by “la Caixa” targeting
micro-enterprises and SMEs

6" May — 31t August.

e Payment into customers’ accounts of a progressive percentage
based on the number of VidaCaixa and SegurCaixa product
policies contracted.

e VidaCaixa products in the campaign: Vida Pymes, Proteccion
Auténomo Vida and Convenios.

Seguros para PYMES

En “la Caixa” ofrecemos soluciones
globales de proteccion para la empresa.

Una proteccion de 360°

Vigencia: del 6/05/2013 al 31/08/2013

Informacién comercial Informacién complementaria

B Objetives y reto B Publico objetivo

B seguros en campaia ¥ Elementos de comunicacién

" Promocién ¥ Formacién

B sistematica comercial B Actualizacién producto RC Directivos
B carta regalo

Resumen de la campaia Preguntas frecuentes
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Appendix. Campaigns for Life and health insurance
SMEs and self-employed

Campaign to attract health insurance customers

“Asegure la tranquilidad

2" September — 31t December. de su familia”

e Payment of two months’ free into the account of customers who
contract a new policy of the Vida Pymes or Proteccion Autonomo
Vida variety.

Del 2 de septiembre al 31 de diciembre de 2013

Informacién comercial Informacion complementaria

® Objetivos y reto ® Seleccion de clientes y seguimiento
= Sistematica comercial = Comunicacidn a clientes

= Promocidn " Soparte formativo

= Productos

ST
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Appendix. Excellent Surveys carried out by
service guality VidaCaixa Previsién Social
Number of satisfaction surveys carried out by VidaCaixa Provision Social (annually)

2012 2013

Risk and savings (direct customer) 263 293
Pension plans (control committees) 226 252
Mediators 425 358
Consultants 38 50

*In all the collectives 100% of the people were interviewed.
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Appendix. Excellent
service quality

Letters to the manager

Types of letters to the manager

2012 2013

Claims 88 60
Rejections* 43 25
Information 18 2
Suggestions 1 1

*Rejections for reasons not attributable to VidaCaixa environment

Number of claims

2013

Pension plans 24
Life-risk 11
Life-savings 3
Other professionals* 22

*Aspects of global operations not attributable to branch of business.
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Appendix. Excellent Customer Ombudsman
service quality

Resolution of claims processed by Customer Ombudsman Resolution of the claims processed through the General
of Catalan Savings Banks (number) Director of Insurance and Pension Funds (number)
Solution in favour of the company 53 Solution in favour of the company 28
Solution in favour of the customer either 24 Solution in favour of the customer either 12
totally or partially totally or partially
Not admitted / closed 5 Not admitted/ Inappropriate* 8
Inappropriate 6

*Because of the matter or because it is sub-judice, express pronouncements have
been omitted.
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Appendix. Contact
details for VidaCaixa

VidaCaixa

VidaCaixa, S.A. de Seguros Generales y Reaseguros
NIF A 58333261
www.vidacaixa.es

Network of advisors, specialists in SMEs

AgenCaixa, S.A., Agencia de Seguros
NIF A 78662319

Contact information of Headquarters

Juan Gris, 20-26
08014 Barcelona

Tel. 93 227 87 00
Fax 93 298 90 05

Customer Care Call Center and website

Telephone for consultation and information for customers: 902 10 15 15
Telephone for consultation for branch offices of “la Caixa”: 902 20 11 11
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VidaCaixa — Previously called SegurCaixa Holding and CaiFor — began
its activity in December 1992.

On 11" July 2007, Criteria CaixaCorp, S.A. took possession of
100% of the company. In February 2009, and in response to the
new shareholder structure, CaiFor changed its corporate name to
SegurCaixa Holding.

On 7" June 2010, Criteria CaixaCorp, S.A. acquired, through
SegurCaixa, 99.77% of the capital of the Compafila de Seguros
Adeslas, the leading insurance company in the Spanish health
insurance sector. With this operation, the Group placed itself as the
indisputable reference in the Spanish life and health insurance sector.

At the end of December 2010, SegurCaixa Holding changed its
corporate name to VidaCaixa Grupo, S.A.

InJuly 2011, as a result of the reorganisation of “la Caixa”, CaixaBank
was born, a banking entity through which “la Caixa” carries out
its financial activity, deploying its banking/insurance model and
converted itself into the sole shareholder of VidaCaixa.

Finally, in mid-July 2011, an agreement was closed between
CaixaBank and Mutua Madrilefia for the acquisition on their part
of 50% of SegurCaixa Adeslas, the non-life insurance company of
VidaCaixa, which included the health insurance business of Adeslas.
Following this agreement, Mutua Madrilefia became the controlling
shareholder of SegurCaixa Adeslas with a 50 % stake; VidaCaixa
kept 49.92% and the remaining 0.08% was in the hands of minority
shareholders.
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Principal risks identified by VidaCaixa
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Description of the principal risks
managed

The first step involved in developing an effective and suitable internal
control system for the Company consists of identifying, classifying
and assessing the risks involved. In this respect, VidaCaixa focuses its
management efforts on the following principal areas of risk:

Credit risk: this is controlled systematically, the risk that the coun-
terparts fail to meet their payment obligations, and the possible
decrease in value due to variations in their credit quality.

Technical or subscription risk: technical-actuarial risks are con-
trolled exhaustively given that technical reserves represent the
most important entry within liabilities.

Market risk: the risk of incurring losses derived from variations in
interest rates, exchange rates or price.

Credit risk

Maintaining the treasury and the equivalent liquid assets, of a gene-
ral character, with financial entities with a high level of credit, espe-
cially with “CaixaBank"”. With reference to the balances maintained
to receive payments from insurance policyholders, there is no signifi-
cant concentration of credit risk with third parties.

Similarly, in relation to credit risks associated with financial instru-

ments, the established policy was based on two fundamental princi-

ples:

e Prudence: Defined by rating scales and investment deadlines.

e Diversification: A high level of diversification in sectors and is-
suers, with maximum limits of risk for the issuer.

Technical and subscription risk

e Drawing up and monitoring of a technical scorecard to keep the

synthetic vision of the technical evolution of the products up to
date.

e Definition and monitoring of the subscription policy, tariff setting

and reinsurance.

Market risk

e Periodically carrying out different analyses on the sensitivity of the

portfolios to market risk derived principally from the evolution of
interest rates.
In relation to the exchange rate risk, no assets are kept with sig-

nificant exposure in foreign currencies other than the euro and
different from what is listed in the annual accounts.

e With reference to the price risk, VidaCaixa is exposed to market

risk basically because of its portfolio of fixed income and, to a
much lesser extent, through the shareholdings that it has in the
capital of listed companies.
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A team in figures

Note: The staff information does not include, in either year, the data on the transfer of personnel from VidaCaixa to SequrCaixa Adeslas.
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Appendix. A team in 2012 | 2013 |
figures

Employees

Headquarters 433 420
AgenCaixa 223 210
Total number of employees 656 630

Distribution of staff by type of contract

Employees with fixed contracts / full-time 646 615

Employees with fixed contracts / part-time 2 1

Employees with temporary contracts 8* 14%*

Total number of employees by type of contract 656 630
* 8 interns have been added to this figure. ** 3 jnterns have been added to this figure.

Distribution of staff by professional qualification

Managers 14 10
Mid-level managers 70 73
Rest of staff 572 547

Total number of employees by professional qualification 656 630
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Appendix. A tearm in T
figures

Distribution of staff by type of contract

Employees with full-time fixed or indefinite contracts (males) 252 227
Employees with full-time fixed or indefinite contracts (females) 394 388
Employees with part-time fixed or indefinite contacts (males) 1 0
Employees with part time fixed or indefinite contracts (females) 1 1
Employees with temporary contracts (males) 3 6
Employees with temporary contracts (females) 5 8
Employees with temporary contracts to full-time (males) 3 6
Employees with temporary contracts to full-time (females) 5 8
Employees with temporary contracts to part-time (males) 0 0

Employees with temporary contracts to part-time (females) 0 0
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Appendix. A team in T
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Distribution of staff by gender

Male 256 233
Female 400 397
Total number of employees on the staff 656 630

Distribution of the management team and mid-level management by gender
Male 58 51

Female 26 32

Total number of employees by gender on the management team and

mid-level management . oL

Distribution of the remainder of the staff by gender

Male 198 182

Female 374 365

Total number of employees by gender in the remainder of the staff 572 547
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Appendix. A tear i T
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Distribution of the staff by age groups

Under 30 37 38
Between 30 - 39 313 281
Between 40 - 49 238 243
Between 50 - 59 61 58
Over 60 7 10

Average age of the staff (years) 40 40.2
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Appendix. A team in I
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Geographical distribution of the staff in Spain

Catalonia 431 420
Madrid 96 91
Basque Country-Asturias-Cantabria 23 20
Valencia 15 14
The Canary Islands 12 12
Aragon-La Rioja-Navarra 14 15
Galicia 12 1
Andalucia-Ceuta-Melilla 38 34
The Balearic Islands 12 12
Extremadura 1 0
Castilla and Ledn 1 1
Castilla-La Mancha 1 0
Murcia 0 0

Total 656 630
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Appendix. A team in T
figures

Newly incorporated workers

Newly incorporated workers (males) 20 23
Newly incorporated workers (female) 19 17
Newly incorporated workers (under 30) 3 14
Newly incorporated workers (30-39) 15 16
Newly incorporated workers (40-49) 12 9
Newly incorporated workers (50-59) 6 1

Newly incorporated workers (over 60) 3 0
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Appendix. A team in 012 | 2013
ﬁgures Workers who left the company
Employees with a fixed or indefinite contract who left the company 42 28

Employees who left the company (male) 12 14

Employees who left the company (female) 20 14
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Appendix. A tearm in o
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Index of staff turnover

Index of staff turnover (global) 4.90% 3.37%
Index of average turnover (male) 5.00% 3.56%
Index of average turnover (female) 4.69% 3.27%
Index of average turnover (under 30) 10.81% 0.00%
Index of average turnover (30-39) 5.43% 3.21%
Index of average turnover (40-49) 2.52% 2.89%
Index of average turnover (50-59) 4.92% 6.94%

Index of average turnover (over 60) 28.57% 10.53%
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Appendix. A team in
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Total investment in training 209,787 446,414

Hours dedicated to training by category

Managers 57 167

Mid-level managers 2,496 3,314
The rest of the staff 14,120 10,983
Total hours dedicated to training by categories 16,673 14,464

202 2013 [N

Hours dedicated to training by gender

Hours dedicated to training, female 9,805 8,082
Hours dedicated to training, male 6,868 6,382
Total hours dedicated to training by gender 16,673 14,464

Trained employees

Total Trained employees 661 545
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Appendix. A team in
figures

Hours devoted to training per employee and category
Managers

Mid-level managers

The rest of the staff

Total

Hours devoted to training per employee and gender
Hours devoted to training per employee, male
Hours devoted to training per employee, female

Total

Training hours
Online
Face to face

Total training hours

4.1
35.7
24.7
25.4

26.8
24.5
254

6,713
9,960
16,673

16.7
45.4
20.1
23.0

27.4
20.4
23.0

6,431
8,033
14,464
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Appendix. A team in
figures

Collective rights
Employment sanctions or claims received

Has the company received sanctions or claims from employees during
the year?

Employees who participated in the last union elections
Union bodies on the Shop Stewards Committee

Union representatives elected in the elections

1 1
No Yes
155 32

2 1
18 444

Distribution of fixed and variable remuneration (percentage)
Employees with fixed minimum remuneration based on salary tables

Employees subject to variable remuneration linked to achievement of
individual targets

Employees subject to variable remuneration based on the results of the
company

—
N

0 0
100 100
100 100
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Appendix. A team in
figures

Advantages and social benefits (amount in euros)
Contributions to pension plans

Aid to study and education

Other social benefits

Life insurance or accident insurance

Advantages in financial conditions

Total

Employee absenteeism

Accidents without sick leave
Accidents with sick leave

Sick leave for common illnesses
Accident victims related to work

Rate of absenteeism due to illness
Rate of professional illnesses (ODR)
Rate of absenteeism due to accidents

Average length of absences from accidents

411,580
397,733
753,483
472,269
613,448

2,648,513

158

2.22%

0.00%

0.06%
13

194,410

157

2.02%
0.00%
0.01%

Note: Does not include data from Banca Civica Vida y Pensiones, CajaSol Vida y Pensiones, Caja Canarias Vida y Pensiones.
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Appendix. A team in
figures

Employee absenteeism

Maternity leave

Paternity leave

Days taken as maternity leave (birth of one child)

Days taken as maternity leave (multiply births, two children)
Days taken as paternity leave

Female employees reincorporated after maternity leave
Male employees reincorporated after paternity leave

Female employees reincorporated after maternity leave who continue in
the company for more than one year

Male employees reincorporated after paternity leave who continue in the
company for more than one year

Percentage of employees who are reincorporated after maternity /
paternity leave

Percentage of employees who are reincorporated after maternity leave
and continue in the company for more than one year

Employees on leave of absence

37
11
112
126
15
37
11

N/A

N/A

100%

N/A

31
10
112
126
15
31
10 14

36

1

100%

97%

Note: Does not include data from Banca Civica Vida y Pensiones, CajaSol Vida y Pensiones, Caja Canarias Vida y Pensiones.
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Appendix. A team in
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Rate of absenteeism

Rate of absenteeism due to illness 2.22% 2.02%
Rate of absenteeism due to illness (male) 1.99% 1.00%
Rate of absenteeism due to illness (female) 5.61% 2.60%
Rate of absenteeism due to accidents 0.06% 0.01%
Rate of absenteeism due to accidents (male) 0.02% 0.01%
Rate of absenteeism due to accidents (female) 0.09% 0.01%

Note: Does not include data from Banca Civica Vida y Pensiones, CajaSol Vida y Pensiones, Caja Canarias Vida y Pensiones.

Health and safety committees

Health and safety committees 3 2
Employees covered by health and safety committees 100% 100%
Training activities carried out in relation to the prevention of 2 2
employment risks

Employees trained in prevention of employment risks 365 58
Hours dedicated to training in the area of prevention of 373 121

employment risks

Prevention of risks delegates in the company 17 16
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Retorn programme. What we
achieved in 2013
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Contributions and solidarity
collaborations

The collection of foodstuffs for the Association of Urban Angels
(Madrid) and the Food Bank. (Barcelona). Like every year, Retorn
and the Association of Volunteers from the Insurance Group,
participate in the foodstuff collection campaign which is carried out
in cooperation with the Red Cross and the Obra Social of “la Caixa”.

Collection of toys for the Red Cross (Barcelona).

Trips to the cinema with children from the Association of Urban
Angles (Madrid) and the Comtal Foundation (Barcelona).

Plastic top collection. The first shipment of plastic tops in 2013
was for 70 kg. All monies collected will go toward the Association
Miss Ainhoa’s, whose goal is to provide assistance required
and resources for the girls Ainhoa Alonso Garcia and Ainhoa
Hernandez Martin, who both suffer from illnesses which are still
undiagnosed. Both girls require brain treatment in order to enjoy
a more hopeful future.

Participation in the Xlll edition of the Campaign “Mulla’t i corre
al Circuit de Catalunya per I'esclerosi multiple”. The Multiple
Sclerosis Foundation (FEM) is a private not-for-profit organisation,

set up in Barcelona in 1989, with a mission to improve the quality
of life of individuals suffering from this serious illness and to
allocate funding to research.

Participation in the solidarity campaign “Un nifio, una sonrisa”
(One child, one smile): During the month of May we collect
school materials (colouring pencils, notebooks, paper, chalk, etc.),
clothing and footwear for the association Mujeres Burkina, whose
principal aim is to provide assistance to women living in Burkina
Faso who, as a result of becoming widowed, abandonment or
disease, live in extremely precarious conditions.

Collecting books and funds throughout Saint George’s Day.
The Books and funds collected (almost 1,500 books) are
donated to two causes: Recicla Cultura, a programme designed
to teach literacy to people at risk of social exclusion and who
cannot express themselves either in Spanish or Catalan; Casal
dels Infants, a project aimed at concentrating efforts in more
vulnerable neighbourhoods in order to effect long-term change
and improvement in the quality of life of children, young people
and families who are at risk of social exclusion.
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Appendix.
Retorn programme

The promotion of sport

e Participation in the ninth edition of the Carrera de la Mujer

(Barcelona) in support of the fight against cancer and gender
violence. It is expected that it will raise around 50,000 euros for
the Spanish Fight Against Cancer Association.

Participation in the 90th edition of the historic Jean Bouin race.

Sport and solidarity day: In collaboration with the Fundacio
Privada Rosella for people with intellectual and physic disabilities,
a day was organised devoted to the practise of sport. Employees
of VidaCaixa and the members from the organisation were
invited to practise the following sports from 10 am until 1 pm:
archery, double kayaking and boat rowing in the Olympic Canal
in Castelldefels.

Presentation of the latest edition of the VidaCaixa Runners
programme: On Tuesday 19th November, in the Torre Norte
auditorium, JesUs Garcia presented the new programme of the
VidaCaixa Runners, a programme tailored for each person and
which will contribute to promoting a culture of healthy living
within our company, sharing our love of sport.











