
Enrique García Candelas 
Retail Banking Spain 



Banco Santander, S.A. ("Santander") cautions that this presentation contains forward-looking statements. These forward-looking 

statements are found in various places throughout this presentation and include, without limitation, statements concerning our future 

business development and economic performance. While these forward-looking statements represent our judgment and future 

expectations concerning the development of our business, a number of risks, uncertainties and other important factors could cause 

actual developments and results to differ materially from our expectations. These factors include, but are not limited to: (1) general 

market, macro-economic, governmental and regulatory trends; (2) movements in local and international securities markets, currency 

exchange rates and interest rates; (3) competitive pressures; (4) technological developments; and (5) changes in the financial 

position or credit worthiness of our customers, obligors and counterparties. The risk factors that we have indicated in our past and 

future filings and reports, including those with the Securities and Exchange Commission of the United States of America (the “SEC”) 

could adversely affect our business and financial performance. Other unknown or unpredictable factors could cause actual results to 

differ materially from those in the forward-looking statements.  

Forward-looking statements speak only as of the date on which they are made and are based on the knowledge, information 

available and views taken on the date on which they are made; such knowledge, information and views may change at any time. 

Santander does not undertake any obligation to update or revise any forward-looking statement, whether as a result of new 

information, future events or otherwise. 

The information contained in this presentation is subject to, and must be read in conjunction with, all other publicly available 

information, including, where relevant any fuller disclosure document published by Santander. Any person at any time acquiring 

securities must do so only on the basis of such person's own judgment as to the merits or the suitability of the securities for its 

purpose and only on such information as is contained in such public information having taken all such professional or other advice 

as it considers necessary or appropriate in the circumstances and not in reliance on the information contained in the presentation.  In 

making this presentation available, Santander gives no advice and makes no recommendation to buy, sell or otherwise deal in 

shares in Santander or in any other securities or investments whatsoever.  

Neither this presentation nor any of the information contained therein constitutes an offer to sell or the solicitation of an offer to buy 

any securities. No offering of securities shall be made in the United States except pursuant to registration under the U.S. Securities 

Act of 1933, as amended, or an exemption therefrom. Nothing contained in this presentation is intended to constitute an invitation or 

inducement to engage in investment activity for the purposes of the prohibition on financial promotion in the U.K. Financial Services 

and Markets Act 2000.  

Note: Statements as to historical performance or financial accretion are not intended to mean that future performance, share price or 

future earnings (including earnings per share) for any period will necessarily match or exceed those of any prior year. Nothing in this 

presentation should be construed as a profit forecast.  
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Santander is the largest financial group in Spain by combined market share of assets, deposits and profit, with  
a multi-brand strategy: SAN Branch Network + Banesto + SGBM + SCF Spain+ Banif + Openbank 

Santander Branch Network in Spain (*) 

Lending 107,312   

Deposits 80,037   

Total Assets 110,390    

Attributable profit H1’11 500 

Branches 2,914  

ATMs 3,987 

Headcount 18,845  

Customers (million) 9.3  

Grupo Santander in Spain 

EUR million Jun’11    

Track Record 
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* Business activity in Retail and SMEs in branches, excluding 

Corporates, Treasury and ALCO  

http://www.quierocredito.es/wp-content/uploads/2009/06/openbank-350.jpg
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Focusing on customer management 

2006-2008 2009-2011 

Management priorities during the crisis 

Control of non-performing loans 

Reduction of real estate risk 

Spreads management 

De-leveraging. Liquidity evolution 

Flat costs 

Customers and Quality 

Income Statement 

 

Net operating income (Base 100) (*) 

1 

2 

3 

4 

5 

6 

7 

(*)  Before provisions, based on public figures for each period , 
adjusted according to the criteria change done in 2011 

"Queremos ser tu Banco" 

Commercial Management 

Network strengthening 

Calidad Meta 100 

Risk quality 

Track Record 

100 117 145 128 107 131 

2006 2007 2008 2009 2010 2011
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Control of non-performing loans 

Retail Banking Spain 

Recovery 

business 
Business 

areas 

Regional 

areas 

Areas 

staff 

Coverage of organisation structures 

throughout the management cycle 

In 2009, at the beginning of the crisis … 

… we were ahead 

1 

The Recovery area, initially within the 

Risk Dept., was integrated to 

Retail Banking and became a stand 

alone business 

Anticipate/ 
Analyse 

(Live portfolio)  

with evidence irregular non-performing 

      Contingent 

Anticipate/ 
Manage 

(Irregular portfolio)  

Execute 
(NPLs portfolio) 

Avoid entries  Faster  Before  

Specialising thoughout the product cycle 

MORE RECOVERIES 

   Pre- 
contingent 

Simple 
NPLs 

  I90   I60   I30      Live portfolio 

Commercial systems 

Targets 
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Evolution 

Non-performing loans and real estate risk 

NPL rates continue to be below  
the system's 

In an environment of high NPLs, we are 
achieving good recovery levels  

over net entries 

Source: Bank of Spain 

Modest share, 7% of the lending portfolio. 

95% in 1st residence. 

Reduced real estate developer's risk 

-31% 

-15% 

June 2011 

2 

1.0%

1.5%

2.0%

2.5%

3.0%

3.5%

4.0%

4.5%

5.0%

5.5%

6.0%

6.5%

7.0%

Parent Bank Credit entities

Under 

management: 34% 

Recovered: 

66% 

Refinancing: 7% Guarantees: 

17% 

Cash: 76% 

Jun-11 

6.42% 

5.08% 

Credit entities 

Parent Bank 

2009 2010 Jun'11

8,079 
6,531 5,574 



3.13 

1.67 

Q4'08 Q4'10
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 … which led to a generalised fall in 
customer spreads in the sector 

In 2009-2010 there were 3 items adding 
downward pressure on spreads … 

1 Sharp fall of Euribor 

High competitive pressure 

Non-performing loans impact 

Santander Branch Network is 
leading the change of trend … 

… aiming to widen customer 
spreads 

Mortgages 

Loans to 
Companies 

Cost of 
deposits 

Interest rates on new operations 

Source: Bank of Spain  

-1.46 

Spreads management 

2 

3 

3 

2.53 
3.43 

3.03 
4.68 

Dec'08 Dec'09 Dec'10 Jun'11

Sector Santander

3.69 
4.57 

3.35 

5.13 

Dec'08 Dec'09 Dec'10 Jun'11

1.50 
1.69 

0.90 
1.15 

Dec'08 Dec'09 Dec'10 Jun'11



Improving spreads on new loans 
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Also improving spreads on deposits 

1.16 

2.50 

2010 2011 (Jun)

Mortgages 

3 

Spreads on  
2nd year of 
new loans 

2.30 

3.19 

2010 2011 (Jun)

Loans to companies 

Spreads on 
new loans 

1.53 

2.14 

1.42 
1.15 

2010 2011 (Jun)

Euribor 1 year

Deposits cost

Spreads management 



2.97 
3.35 

1.42 
1.15 

Dec'10 Feb'11 Mar'11 Apr'11 May'11 Jun'11
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Return + 0.38 p.p. Cost -0.27p.p. 

2.20 

Spreads management 

Improved customer spreads (*) 
o/ Dec’10: +0.65 p.p. Change of trend in net interest income 

Improving both, our customer spreads and net interest income 

1.55 

Var. / Dec‟10: 

(*) Customer spreads:  Return of Lending – Deposit cost 

3 

Q1'10 Q2 Q3 Q4 Q1'11 Q2

893 
785 

740 721 
780 

853 



Deleveraging. Liquidity performance 

Moderate deleveraging trend 

continues 
 

Defending profitability 

Improving liquidity gap Lending 

Dec'09 Jun'11

115,582 107,312 

EUR million  

11 
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Focusing on balance sheet products 

Deposits 

Dec'09 Jun'11

72,636 
80,037 

EUR million  

Loan to deposits ratio 

- 36% 

2009 Jun'11

159% 
134% 

2009 Jun'11

42,946 

27,275 

EUR million 



Flat costs 

Costs policy continues Maintaining installed capacity 

4 

Branches 

Headcount 

2008 2009 2010 Jun'11

2,933 2,934 2,931 2,914 

-0.6% 

2008 2009 2010 Jun'11

19,447 19,064 18,893 18,845 

-3.1% 

Costs evolution 

2009 2010

2,089 2,072 

-0.8% 

-0.7% 

Jun'10 Jun'11

1,031 1,024 

12 



Customers and quality 
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“Queremos ser tu Banco” continues to 
increase the customer base 

Primary account holder (nº) 

Launching of 

“Queremos ser 

tu Banco” 

7.5 

9.3 

Dec-03 Dec-04 Dec-05 Dec-06 Dec-07 Dec-08 Dec-09 Dec-10 

Data: total customers in millions 

In 2011 redifining the criteria to be elegible as a QSTB 
customer, increasing requirements 

3.8 million 
customers 

benefiting from 
the plan 

Source: Telephone surveys to individual customers: 
approx. 75,000 customers surveyed each year 

% of unsatisfied customers 

Non-beneficiary 

% reduction of complaints 

Source: Complaint Services from Bank of Spain. In 2005 Santander ranked 1st as the 
most complained about entity. In Jun11 Santander ranked 5th. 

Satisfaction and Complaints impact 

6 

05 06 07 08 09 10 H1'11

13.3 
10.7 9.6 9.9 9.4 8.6 8.0 

-4.7 
Beneficiary 

5.1% 

16.7% 

X 3 

05 06 07 08 09 10 H1'11

709 
614 

374 443 468 430 

193 

1st 

5th 5th -39% 

+23% 



SECTOR H1: -11.6% 

We expect to maintain the growth trend in the second half of the year 

Income statement 

14 

-2.1% 

With the financial sector facing difficulties, the Santander Branch Network maintains 
its capacity to generate recurring profits 

*Before provisions  

7 

Gross income 

Q1'10 Q2 Q3 Q4 Q1'11 Q2

1,207 
1,092 

1,013 986 
1,100 1,151 

EUR million 
SECTOR H1: -21.1% 

Net operating income* 

H1'10 H1'11

1,267 1,227 

EUR million 

-3.2% 
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Income statement 7 

Achieving the targets established: 

Improved customers' spreads and recurring revenues 

 Flat costs maintaining installed capacity 

 Narrowing the liquidity GAP and improving market share in activity 

 Non-performing loans below the system‟s 

The effort in capturing and retaining customers continues 
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Economic and financial environment 
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To face these challenges, the strength of our brand and the value of our commercial 
network, will enable the Bank to "monetise" opportunities 

Source:  Research Dept. Santander. 

Source: IMF September 2011 

For the next three years, the financial 
sector will compete in a market 

characterised by: 

A weak and leveraged economy resulting in 

lower activity volumes. 

Fiscal adjustment. Achieve targets on fiscal 

deficit. 

Financial system undergoing restructuring. 

Opportunity for large and solvent entities to 

gain market share. 

Lower interest rates for longer periods of 

time will put pressure on spreads. 

More non-performing loans in 2011 and 

2012, around current levels. 

Dec-11 Dec-12 Dec-13 Dec-14 

GDP 0.8% 1.1% 1.8% 1.9% 

Unemployment 20.7% 19.7% 18.5% 17.5% 

Inflation  2.9% 1.5% 1.5% 1.6% 

Public Debt  67.4% 70.2% 72.8% 74.9% 

Fiscal Deficit  -6.1% -5.2% -4.4% -4.1% 

Jul-11 

Lending to Private Sector -2.3% -4% -4% 1% 2% 

Deposits from Private Sector 1.7% 1% 1% 3% 4% 

Dec-11 Dec-12 Dec-13 Dec-14 



18 

1 Business evolution 

2 Business environment 

3 Strategy 

4 Outlook 2011 / 2013 

Index 



Strategy 
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Increasing profitable market share 1 

Linking transactional business 2 

Companies and businesses with potential 3 

Being leaders in private and personal banking 4 

Individual customers multi-channelling 5 

Focusing on managing priorities: spreads, costs, 
liquidity and non-performing loans 6 



Many financial institutions are  
currently facing problems: 

 Excessive installed capacity 

 Greater share of "troubled" sectors 
(real estate) 

 Worse risk quality 

 Lower results because of provisions 

It’s the right time to take 
advantage of this 

restructuring in order to gain 
market share in business and 

profits 

20 

Increasing profitable market share 

(Mar-1990=100)

80

100
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1990 1992 1994 1996 1998 2000 2002 2004 2006 2008 2010

Source: Bank of Spain, October 2010  

Banks

x2

x0.9

Spain: Branches

Savings banks 

Savings banks 
Sep‟08: 

25,001. Maximum 

Banks Dec‟90:
16,917

Banks Jun‟08:
15,657. Maximum

Savings 
banks Dec‟90: 

13,642
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Source: Bank of Spain, October 2010  

Banks

x2

x0.9

Spain: Branches

Savings banks 

Savings banks 
Sep‟08: 

25,001. Maximum 

Banks Dec‟90:
16,917

Banks Jun‟08:
15,657. Maximum

Savings 
banks Dec‟90: 

13,642

Branches in Spain 

Source: Bank of Spain. June 2011 

-4,536 Branches 
 (-10% / Dec’08) 

1 

Spain: Profit before tax of consolidated groups 

 (% / ATMs ) 

-0,4 

0 

0,4 

0,8 

1,2 

1,6 

2007 2008 2009 2010 
Source: Bank of Spain. June 2011 

 The five largest consolidated groups  

 From 6th to 10th 

 From 11th to 20th    

 From 21th to 40th    



Specific value offer by segment 

Backed by brand value 

Intensive use of CRM and ODVs 
(Sales Opportunity-related Information) 

21 

Potential for capturing organic mkt. share 

HIGH 

MEDIUM 

LOW 

Increasing profitable market share 1 

Specific Commercial Plan 

Action Plan 

“Anchor” products 

"Specific" commercial support 

Direct marketing 

Centralised Targets and Monitoring 

Through Information System / 
Scorecard 

Success rate of ODVs 

Periodic meetings in Regional 
areas 

Capturing profitable 
customers 
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Linking transactional business 

22 

In 2006 we were the first to focus on the 
importance of customers … 

Linking + 
X 2.7 

X 7.7 

- 

Customer 

spreads 

In a low activity environment, linkage is the key 

X 8.5 

2 

… after 5 years, once again we are first focusing 
on transactional linkage of customers 

Current Target

47% 
38% 

Assets 
Share (%) 

Current Target

43% 45% 

QSTB 
Share (%) 

Current Target

7% 
12% 

Transactional 
Share (%) 

Current Target

3% 5% 

Premium 
Share (%) 



Companies and businesses with potential 
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Increase customer capturing 

 

Increase customer funds 

 

Foster international expansion of 

companies 

 

Retaining customers to increase linking 

and generate higher revenues 

 

Innovative solutions  

 Focusing on value offer by sector 

 Foster multi-channelling relationships 

 Products focused on “added value” 

Internal targets 

 Universal branches Plan 

 Plan to improve effectiveness of sales teams 

Courses of Action 

1,100,000 SMEs contribute 55% of the balance sheet and 45% of revenues 

To be known as the most 

trusted entity 

 

Capturing 55,000 new 

customers 

 

Capturing 5,000 new export 

companies 

 

Gain 1 p.p. in customer 

market share       13% 

3 

2013 Targets 



 

Consolidate leadership in the 
affluent clients segment 

Increase quality customers base: 
"100,000 customers in 4 years" 

 

Private and personal banking 

Targets 

24 

4 

 

Strengthen our leadership 

Recover double-digit growth in 
gross income in 2010-2013 

Targets 

"Leader in Spain" 

27,000 customers  (> EUR 500,000 
in resources) 

EUR 31 bn in business 

"Our Personal Banking" 

235,000 customers worth > EUR 
100,000 to 500,000 

23% of the Division customer funds 



Multi-channeling individual customers 

53% of premium customers use internet 

and phone banking 

(*) Market research of customers in 6 EU countries (3,000 surveyed customers).  

(EFMA & Mckinsey & Company) 25 

5 

2013 Targets 

Double the number of 

customers using internet 

only to view their account 

Multiply by 3.5X the number 

of customers using online 

banking 

Internet:  

Commercial channel 

for basic products. 

Market share (5-10%) 

1 

2 

3 

397 
794 

Gross income € / 
year 

2X 

Branch + 
Channels  

Branch 

397 
794 

Active products by 
customer 

+2.4 

Sharp migration of basic operations to channels 

(*) On-line banking will grow 18% annually 

Branches are the key in our multi-channel strategy 

In 2011 we'll reach one million multi-channel 
customers 

40% of bank transfers are done via internet  

and phone banking 

We want to be the multi-channel universal 

bank of reference in Spain 

Branch + 
Channels  

Branch 

Our best customers are multi-channel 



Management priorities 
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6 

Spreads 
 Moderate growth of assets profitability 

 Control liabilities cost 

Improve 
customer 
spreads 

Costs 
 Adequate structure 

 Positive "jaws" 

Flat costs 

Challenges 

Liquidity 
 Moderate deleveraging on the assets side 

 Focusing on capturing on the liabilities side 

Reduce 
liquidity GAP  

by 20% 

Non-
performing 

loans 

Stand out from the sector on credit quality 

Lower need for specific provisions from 
2012 on 

Reduce credit 
cost 
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2011 / 2013 Targets 

28 

Lending Ca. 103,000 

€ Mill.  

CAGR 

-3% 

Deposits Ca. 88,000 

€ Mill.  

CAGR 

+5% 

Gross 
income 

CAGR 

+6% 

Effciency Range 

39-41% 
Var. „11/13 

-3 / -5 p.p. 



2011 / 2013 Outlook 
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In an adverse scenario, the strength of our Brand and priority  
focus on these management drivers … 

+ 

Spreads 

Costs 

Liquidity 

NPLs 

Sector opportunities 

 

Customer base 

Strength of retail 
network 

Leading team 

 

… will enable the Bank to improve its results 

Management drivers Brand strengths 




