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1965 1970 1975 1980 1985 1990 1995 2000

€ 18,7 bn

Total customer fundsTotal customer funds

CAGR 1 year
9,4%

CAGR 15 year
16%

CAGR 5 year
10%



Credit & loansCredit & loans

1965 1970 1975 1980 1985 1990 1995 2000

€ 20,0 bn

CAGR 1 year
18.5%

CAGR 15 year
19%

CAGR 5 year
26%



We are the fastest
organic grower in 

the market





Our Value
Proposition



Our Value PropositionOur Value Proposition

-Quality of service

-Best products & services

-Multichannel distribution
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Customers Satisfaction
( Gap with market  and position)

-1 1 3 5 7 9 11 13

Advisory skills

Error resolution

Professional skills

Availability

Fees

Employee effectiv to errors

Execution speed

Service

Pricing info

Customers' needs awareness

Products & services

Acct.Statements

Terms & cond. Compliance

Branches

1º

2º



Best products & Best products & 
servicesservices

2nd 2nd halfhalf ofof thethe 80´s80´s
HighHigh yieldingyielding accountsaccounts

1st 1st halfhalf ofof thethe 90´s90´s
Mutual Mutual fundsfunds

2nd 2nd halfhalf ofof thethe 90´s90´s
MortgageMortgage loansloans

1st 1st halfhalf ofof thethe 2000´s2000´s
Internet Internet productsproducts & & servicesservices



Multichannel player
D

is
tr

ib
ut

io
n

ch
an

ne
ls

282 Branches

Telephone

1.126 F. advisors

405 Corp partnership

Internet

Fully integrated



Transaction output 
evolution
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2%

4%

41%
6%

11%

36%

0%

Internet Branches Telephone Bkg Electronic Bkg Cards Mobiles ATMs

April 2002

Transaction outputTransaction output



0,92
3,07

9,68

17,08

Branches Telephone
Bkg

Internet Broker

April 02

Delivering convenience…



Contacts per day /channel

27.098 24.997 29.384

68.274

ATMs Telephone Branches Internet

Total contacts/month: 4,2 MM.
April 02



Activity per channel

32,5M6511330Transactions

9,3M974710Operations

4,2M19491616Contacts

378.31835582758Customers

TotalATMsInternetTelephoneBranches%

Individuals

April 02



Daily contacts
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Our recipe



Our recipeOur recipe

1)People

2)Technology

3)Innovation



PeoplePeople



Teleworkers 
55 %

Average age
36 years

University graduates 
63 %

OurOur teamteam



OurOur teamteam

Internal job rotation
31 %

External turnover
5 %



88% own  11%
of the capital

OurOur teamteam



Technology
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€ 68 MM

IT IT investmentinvestment



Operating cost

92 93 94 95 96 97 98 99 00 01 2

Operating margin

92 93 94 95 96 97 98 99 00 01 2

21,2 %10,6 %

IT investment over...
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20,8
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%

Internet investments
over total cost





Customer-centric



CRM



Customers’Insight
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Customers share per age
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Customers share per
income
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Customers´ P&L  
potential upside
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CRM



CRM



CRM



CRM



CRM



CRM



CRM
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CRM



CRM



CRM
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CRM



Locally driven

CRM actionsbranch



Centrally driven

CRM
Specialized
sales task

force
actions



Customized





Centrally driven
(% success)
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How are we
doing in 

Internet ?



ebankinterebankinter..comcom



A01 MY J JL AG S O N D E F M A02

22%

320.328

391.235

e-customers



A01 MY J JL AG S O N D E F M A02

38%

36%

Internet penetration o/ 
total customers



A01 J A O D F A02

Transactions

20

13
54%

Millions



BrokerBroker
1st in Spain



BrokerBroker
3rd in Europe



e-broker customers

A01 J A O D F A02

40%

237.215

168.881



Order flow

A01 J A O D F A02

56.739

48.063 18%



Fee evolution

A01 J A O D F A02

€

International Spain Warrants

474.351

335.700

41%



emortgagesemortgages



emortgagesemortgages

Book

M01 J S D M02

MM €

700

1.296

85%



eauctionseauctions
DepositsDeposits

MortgagesMortgages
PensionPension PlansPlans



eaggregatoreaggregator



23 23 differentdifferent BanksBanks

eaggregatoreaggregator



F M A MY J JL A S O N D E F M

Individuals 38.150



J JL A S O N D E F M

Companies 11.851



J JL A S O N D E F M

€ 3.021 MM
Aggregated balances





Customers

M01 A MY J JL AG S O N D E F M02

76.681

110.481

44%



M-Transactions

A01 MY J JL AG S O N D E F M A02

717

1.002

40%



Internet branch



A01 M J JL A S O N D E F M A02

Customers
122.043

66.351 84%



Profit evolution
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Year 2002



Highlights

7,34005.854-Pens. &mutual funds
3,82667.292Off balance
9,41.35015.721In balance

Dif.%Var.M02FUNDS

Sector growth 12,85

Banks growth 5,79

M euros



Highlights

9,61.35715.456-Customer credits
9,890910.199-Mortgage loans

Var.%Var.M 02Credits & loans

23,32.16411.454-Mortgage ex secur.

18,52.61216.711Credits ex securit.

Sector growth 11,85

Banks growth 8,22

M euros



Growth analisys
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SCH BBVA POP BK

Loans var. Coverage var.

0,290,831,110,98

414195191188

SCH: Spain (Banesto included) BBVA: Spain & Portugal



P&L

4,1858.01721.725.770ATAs
%Var.M 02

As of March 2002000 euros



P&L

15,613.14097.341Net interest Revenue
4,1858.01721.725.770ATAs

%Dif.M 02

000 euros As of March 2002



P&L

1,446034.089Fees
15,613.14097.341Net Interest Income
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



P&L

11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Income
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



P&L

4,76.228139.990Ordinary Revenue
(46,3)(7.372)8.560Rev. From financial Transac.
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Income
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



P&L

(0,5)(317)70.329G&A expenses+deprec
4,76.228139.990Ordinary Revenue

(46,3)(7.372)8.560Rev. from financial transact
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Revenue
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



G&A expenses

1,036236.047-Personnel

7,92.80738.492PERSONNEL
---2.4552.445-Cost of implicit option

%Var.M 02

000 euros As of March 2002



G&A expenses

7,92.80738.492Personnel

(0,5)(317)70.329Total
(8,9)(3.124)31.837Other Admin.Expense

%Var.M 02

(3,9)(2.762)67.884Total  expenses ex. 
convertible bonds

000 euros As of March 2002



P&L

10,46.54569.661Operating Margin
(0,5)(317)70.329G&A expenses+depreciat
4,76.228139.990Ordinary Revenue

(46,3)(7.372)8.560Rev. from financial transac
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Revenue
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



P&L

14,28.98672.102Operating Margin ex 
convertible bonds

10,46.54569.661Operating Margin
(0,5)(317)70.329G&A expenses+depreciat
4,76.228139.990Ordinary Revenue

(46,3)(7.372)8.560Rev. from financial transac
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Revenue
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



P&L

(10,1)(1.824)16.189Writte-offs and provisions
290,12.8553.839Equity Method

(334,6)(3.781)(4.911)Extraordinary Income
10,46.54569.661Operating Margin
(0,5)(317)70.329G&A expenses+depreciat
4,76.228139.990Ordinary Revenue

(46,3)(7.372)8.560Rev. from financial transac
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Revenue
4,1858.01721.725.770ATAs
%Var.M 02

000 euros As of March 2002



Regulatory effort



Nonperformers
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%

414 %

Ex –secured loans 423 %

Provisions 
o/nonperformers



15,8
BK

3,2Generic Provision/PBT

Sector

Impact of provisions 
(%)

Source: Bank of Spain as of December 2001

17,627,2Anticyclical Provision/PBT

20,843,0Total Provision/PBT

44,522,9Specific Coverage
s/Total coverage

Regulation Effectiveness



Voluntary Provisions

207,05.4258.045Voluntary Provisions

%Var.M 02

000 euros As of March 2002



Consolidated P&L

18,57.56448.559PBT Atributtable
16,67.44352.400PBT
(10,1)(1.824)16.189Writte offs and prov.
290,12.8553.839Equity Method

(334,6)(3.781)(4.911)Extraordinary Income
10,46.54569.661Operating Margin
(0,5)(317)70.329G&A Expenses+deprec
4,76.228139.990Ordinary Revenue

(46,3)(7.372)8.560Rev.from financial transc
11,513.600131.430Basic Income
1,446034.089Fees
15,613.14097.341Net Interest Rev.

4,1858.01721.725.770ATAs
%Var.M 02

As of March 2002000 euros



Net Income

16,24.35931.238Net income
(3,0)(121)3.841Attributed to Minority

16,67.44352.400PBT

%Var.M 02

25,16.74333.622Net income ex 
convertible bonds

15,30,060,42EPS

24,10,090,45EPS ex    
convertible bonds

000 euros As of March 2002



Value creation



Value creation

77 79 81 83 85 87 89 91 93 95 97 99 01

CAGR 10 years
13%

CAGR 15 years
12%

CAGR 20 years
23%

€ 2.732 MM

Year 2002 
9%



Our strategyOur strategy

““Shaping the futureShaping the future””

““BusinessBusiness as usualas usual””




