
This document supplements the BBVA 2002 Annual Report, and, for the first time, describes the key aspects of the Bank's

commitment with society and its most recent actions.

BBVA is aware that the document addresses issues and practices that are open to debate and that are evolving fast. That is why it

accepts the challenge of transparency, leadership and continual improvement that publishing it implies.

The document has been drafted in collaboration with the Fundación Empresa y Sociedad (www.empresaysociedad.org).
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The sweeping technological, economic, social and political changes of our time are turning companies, and

the largest corporations in particular, into leading players on the social scene. Corporations have become a

key point of reference for society, with the public at large demanding that they contribute to alleviate what it

regards as its basic shortages. And the higher its level of development and, therefore, of education and

requirements, the more it demands.

This trend is very likely to become stronger as society progresses. In societies that are more complex by the

day, business management also turns more complex, because there are more facets and dimensions to deal

with. And those demands of society are one of the key challenges that it must tackle.

The concept of corporate social responsibility is the responsible company's response to a society that

questions it; a response that the most clear-sighted companies have already turned into a systematic and

proactive form of conduct. In short, it is the company's recognition of the core concerns of broad sectors of

the population. That recognition must prompt practices that are coherent with such concerns. Yet also

coherent with the company's essential responsibility: the creation of value for shareholders and employees,

and of wealth and employment for all society.

Practices, therefore, that are positive for the company. That is the basic challenge and key goal of a

company's social responsibility: to encourage actions that contribute value both to society and to the

company itself.

This compatibility might pose difficulties, but it is certainly possible and even necessary. In an increasingly

more competitive market-place, any business that fails to react properly to this phenomenon will face severe

difficulties. Other companies will react in time and - sooner or later - will receive the market-place's backing:

because a company's market credibility is clearly going to hinge more and more upon its remaining in tune

with society's core values and upon its active contribution to society's welfare.

Therefore, when we talk about social responsibility we are not talking about philanthropy or altruism.

No business can - or should - act without an economic mentality. We are talking about a set values, criteria,

attitudes, conducts and actions applied in every area of business that seek to offer society added value:

because society asks us to and because the own company itself stands to benefit by doing so. Sustained 

value-creation unavoidably goes hand-in-hand with a positive contribution to employees and customers, to

the community and to the Environment.

That is how BBVA sees its social responsibility and that is the conviction that prevails in this document.

The information that follows illustrates the Group's historical coherence with that conviction, as well as the

renewed approach that it takes in exercising this responsibility towards society. A proactive approach
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Francisco González Rodríguez

oriented to ongoing improvements both for the company and for society. We do not regard social

responsibility as a defensive public relations or image exercise, or as a cosmetic treatment, but as a strategic

decision to integrate that social and ethical commitment in management.

That is why we have made this responsibility one of BBVA's key priorities and a linchpin of its corporate

culture, in the certainty that it will make a powerful contribution to consolidating the Group's identity and to

furthering the integration of all of us who work for BBVA.

This is not an isolated, one-time course of action, but an endeavour to build up a sustainable business that

is integrated with and committed to its environment, that wishes to make an active contribution to the social

capital and development of the communities in which it operates, while remaining fully accountable to

society.

An endeavour that makes sense in the light of our firm commitment to innovation. Any transformation

and any company that strives be a pioneer has to run risks. Yet BBVA is fully confident that it is strong

enough and, as such, aspires to become a responsible leader.

This document is just the first step in our commitment to transparency on social responsibility issues: from

now on, we will be providing this information in full detail, systematically and regularly as we move forward

with determination. A task upon which we are embarking with modesty, yet proud to mirror an attitude and

practices that form part of our Group's long-standing tradition and with which BBVA contributes positively

and productively to society.
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“Sustained value-creation
unavoidably goes hand-in-hand
with a positive contribution to
employees and customers, to the
community and to the
Environment.”
Francisco González.
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Presentation

BBVA is a leading player on the global financial market-place, with a particularly strong foothold in Spain

and Latin America. A multinational group with a solid forward-looking project, providing ideas,

transparency, ethical commitment and progress to society from a position of freedom and responsibility.

Today more than 93,000 people work for the BBVA Group. They serve 35 million customers in 37

countries (mainly in Europe and Latin America), through a network of more than 7,500 branch offices.

BBVA is owned by almost one million two hundred thousand shareholders and its shares trade on nine stock

markets around the world. 

In 2002, BBVA embarked on a new phase in which its core priorities are quality in customer service and

care, combined with the quest for cost-effective growth, and a new business approach to consolidate his

leadership. The new model implies the challenge of repositioning its activities, updating its corporate culture

and furthering an ambitious transformation process. The shareholders, customers, employees and society are

the main references of that project.

This document mirrors BBVA's consideration for all their concerns, and the efforts it makes to win their

confidence every day. The document is new as far as its approach is concerned, but the internal and external

actions it describes are traditional within the Group. In other words, it combines historic and recently-designed

activities, strengthening a social commitment that is one of the Group's strategic linchpins in this new phase.

All in the context of a parallel - and inseparable - commitment to continual management improvement.
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Milestones of a tradition

•Social responsibility in the BBVA Group is outcome of a long and dense tradition,

with numerous achievements as its precursors. Worth underscoring in this respect are

different initiatives by its foundations related with the company' social responsibility,

business ethics or respect for the environment, and the publication of the first reports

issued in Spain - at the end of the 1970's - on the social balance. •BBVA pioneered

the creation of business foundations. At present, the Group has five foundations:

“In the BBVA Group, social responsibility is the
outcome of a long-standing tradition, with
numerous achievements as its precursors.” 

➜
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BBVA (Spain), BBVA Bancomer (Mexico), BBVA Provincial (Venezuela), BBVA Banco

Francés (Argentina) and BBVA Banco Continental (Peru).•BBVA was the first Spanish

financial institution to appoint an Ombudsman, a service that was set up in 1986.•In

1997 BBVA launched the Red Cross Visa Card.•In 1999 BBVA launched the BBVA

Solidarity mutual fund.•In 2002, 2003 and 2003, was named "Socially Responsible

Company" by the Mexican Centre of Philanthropy.•BBVA was chosen best bank in the

world by Forbes and best bank in Spain by The Banker in 2000.•BBVA was named

best bank in Latin America by Forbes and best bank in Europe by Lafferty in

2001.•BBVA has been included in the Dow Jones Sustainability World Index (DJSI

World) ever since it was created in 2001.•In 2002, BBVA reshuffled its Board of

Directors, adapting it the international Corporate Governance standards.•In 2002,

BBVA signed the United Nations' Global Agreement and, together with other three

companies, launched the Corporate Reputation Forum.•In 2002, BBVA set up the

Corporate Social Responsibility Unit, which reports to the Chairman's Technical

Committee.•In 2002, BBVA published Corporate social responsibility in BBVA,

together with the 2002 Annual Report 2002 , presenting the most outstanding 

aspects of its historic commitment to society and its most recent actions.•BBVA was

chosen Best Bank in Latin America, best Trade Finance Bank of Spain and best Internet

Bank in Spain by Global Finance in 2002.•BBVA was chosen Best Bank of Peru and of

Venezuela by The Banker in 2002.•BBVA was awarded the Barcelona Chamber of

Commerce, Industry and Navigation LLotja Prize for the best financial information 

in 2002.

➜
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• With respect to shareholders: maximization

of the company's value from a medium and

long term perspective.

• With respect to employees: enhanced

motivation, better integration in the company

and a smoother labour relation, together with

a greater ability to attract good professionals.

• With respect to customers: better quality of

service, more confidence, positive

differentiation vis-à-vis competitors and

enhanced loyalty-building.

• With respect to suppliers: enhanced shared

risk management and better value-for-money

in the products and services acquired.

• With respect to local communities:

securing legitimacy to operate and greater

socio-economic development of the

environment.

• With respect to the Public Administrations:
better relations and a positive attitude

towards businesses in general and in the face

of new opportunities of collaboration.

• With respect to the Media and opinion
leaders: better appraisal of the company and a

more positive interpretation of its actions.

• With respect to society in general: better

corporate reputation, confidence-building and

closer ties between business and society.

Concept of Social Responsibility in BBVA

The concept of company that society demands is changing fast.  Today, the traditional economic-financial

approach is combined with greater emphasis on aspects such as transparency, good governance, quality,

environmental protection, intellectual capital, better human resources management and support for the 

socio-economic development of the company's environment. This has prompted the coining of the

internationally-accepted term “triple bottom line” (financial, environmental and social), in which the “social”

and “environmental” issues are not mere extras, but a constituent part of “financial” issues”. Companies

must handle the incessant social changes intelligently because they represent an opportunity to create value.

This is the real concept of socially responsible companies. 

By forging better relationships with the main population groups around it, a company can generate

positive effects for them and for itself at the same time. Enforcing strict social responsibility criteria is a

means of improving and strengthening those relationships, combining criteria such as integrity, transparency,

professionalism, commitment with one's main interlocutors and commitment with society.

Social responsibility corporate (CRS) is an investment that must be evaluated as such. Empirical

evidence shows that customers, employees and investors reward the companies that handle these new

concepts best. It is a proactive and intelligent attitude that generates new opportunities, is a business

Effects of the new concept of business

“By forging better relationships with the main
population groups around it, a company can
generate positive effects for them and for itself at
the same time.”
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BBVA regards its publications as a key
means of dialogue with its main interest
groups and with society.

BBVA Group

Publications
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philosophy per se and is a means of creating value. It seeks to integrate two perspectives that feed one

another, namely the creation of shareholder and employee wealth and value, and the creation of social

capital, through:

• Specific initiatives and contributions.

• A form of work that contributes to the satisfaction of specific needs and to the generation of internal and

external confidence, stable positive ties and a better civic climate.

In short, underlying these perspectives is a new philosophy and a new approach to business:

• A strategic vision presided by a horizon of medium and long term and by the goal of sustainability.

• Reputation-oriented management, that endeavours to optimize the opinion that the company inspires

among its main interlocutors and society as a whole.

• A way of appraising the company, oriented to the seamless integration of its financial, human, social and

environmental dimensions.

BBVA's Commitment

BVA's commitment with society implies strong ethical principles, a constant effort to keep abreast of

developments and constant dedication on the part of its staff.

This commitment in built into the Group's culture, the three linchpins of which are:

• Integrity, meaning full respect for the law and moral rectitude.

• Transparency, so that such integrity is visible to all society. Transparency brings credibility and confidence

and is a permanent incentive to do things as correctly as possible.

• Commitment with shareholders, customers, employees, suppliers and, in general, all the societies in which

the Group operates.

These elements explicitly form part of the Principles of the Corporate Culture of BBVA.

1. The customer:  at the heart of the business.

2. Sustained shareholder value-creation:  the

prime business objective.

3. The team as the driver behind 

value-creation.

4. An enthusiasm-generating style of

management.

5. Ethical behaviour and personal and

professional integrity as a way of understanding

and doing business.

6. Innovation as the driving force behind progress.

7. Social responsibility as a commitment with the

development of the societies in which the Group

operates.

Principles of the BBVA corporate culture

“BBVA's commitment with society implies strong
ethical principles and constant dedication on the
part of its staff.”
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BBVA is currently engaged in a project to formally redefine the policy, strategy and the management

system governing all the actions taken throughout the Group in the field of corporate social responsibility.

The objectives are to:

• Coordinate the actions, in a frame of common criteria and values.

• Better align the new approaches and activities with BBVA's strategic priorities.

• Define the medium-term courses of action.

• Facilitate dialogue with social actors.

• Guarantee transparency, accurately reporting all philosophies and business activities.

• Align the criteria with the main international models, such as the Global Reporting Initiative (GRI), in a

manner that is compatible with the Group's specific features.

The project is being coordinated by the newly-created Corporate Social Responsibility Unit, which

reports to the Chairman's Technical Committee, and has been entrusted the mission of decentralising

management.

Main Scope of Action

In BBVA, social responsibility is built into the daily routines of the Group's staff and units. In this regard, the

issues most closely connected to social responsibility are:

• Corporate governance.

• The criteria for guaranteeing regulatory compliance and correct performance.

• The ethical, transparency and objectivity criteria applied in doing business.

• Human resources policy and management.

• Corporate reputation and image enhancement and communication policy.

• Relations with shareholders, customers –in their different segments– and suppliers.

• The criteria used to analyse the risks derived from the different financial and credit transactions.

• Aspects related to the material and technological resources necessary for the Group's business activities

and to improving quality and efficiency standards.

• The general interest activities organised by the business areas, support units, the sponsorship and

patronage units and the foundations sponsored by the Group.

• The direct (use of space and natural resources) and indirect (as a result of lending and financial activities)

environmental impact).

1  |  BBVA and Social Responsibility
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• According to the DWS 2002 Corporate

Governance Survey, BBVA ranks as the second

European bank and first Spanish bank of the

Eurostoxx 500 in Corporate Governance.

• On June 28, 2002 BBVA approved its new

System of Corporate Governance, which was

presented at the New York Stock Exchange, where

it won praise.

• On November 22, 2002 BBVA approved its

new Director's Code.

Material events

“Good governance is a core element of any
business, and cannot be limited to simply
complying with binding regulations.”

System and Principles of Good Governance

Good governance is a core element of any business, and cannot be limited to simply complying with binding

regulations. Such regulations must be backed up by a set of practices, guiding principles and internal rules.

When large financial groups are involved, they must enforce rules that are demanding, transparent,

verifiable and that can be implemented anywhere in the world. This is so due to their macroeconomic

significance, the importance of gaining citizens' confidence and the fact that they have shareholders,

employees, customers and suppliers in different countries and cultures.

From this perspective, on June 28, 2002 BBVA approved a new Corporate Governance System that has

won praise from bodies as demanding as the New York Stock Exchange. Based on the principles of regulatory

compliance, moral irreproachableness, transparency and publicity, it strictly defines the roles of the Group's

top management officials and the Board of Directors and lays down the incentives and controls required to

ensure that the company honours its commitments with its main interlocutors: shareholders, employees,

customers, regulatory authorities and society in general.

Even though this document does not specifically

address suppliers, it must be stressed that the

BBVA Group has defined a code of ethics for

Purchases, Premises and General Services in

which it applies the ethical principles and values

that underpin its corporate culture. 

These principles are respect for the law, loyalty

to corporate policy, integrity, transparency,

confidentiality and social responsibility. The key

behavioural criterion is that any decision

regarding investments, divestitures or contracts

must be taken one of BBVA's different

committees, to guarantee the principles of

transparency, competition and contrast.

Supplier code of ethics
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System and principles of good governance | The Board of Directors

BBVA's Board of Directors adheres to the strictest international standards 
of corporate governance most commonly accepted for listed corporations, 
and is formed by a majority of independent directors.
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Compliance 

BBVA considers that business must be underpinned by two commitments: strict compliance with regulations

and scrupulous respect for demanding ethical criteria.

The Department of Regulatory Compliance is responsible for ensuring that these principles are adhered to,

with the help of other units, including Auditing, and with the general supervision of the Audit and Regulatory

Compliance Committee of the Board of Directors.

Over the last few years, the regulatory compliance system has been geared towards:

• Prevention of money-laundering and funding of terrorist activities.

• Rules of conduct related to securities market dealings.

• Privacy.  

Good Governance and Regulatory Compliance issues are explained in further detail in the
BBVA 2002 Annual Report.
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BBVA and its Customers

•BBVA has 35 million customers and more than 7,500 branch offices in 37

countries.•In 2001, the Private Banking and Pension Funds units obtained GIPS (Global

Investment Performance Standards) certification, an international guarantee of

transparency in customer portfolio management reports.•In 2002, BBVA launched the

Personal Financial Services Plan in Spain and the BBVA Bancomer Customer Project was

developed.•In 2002, BBVA Bancomer, the Secretariat of Finance and the Foundation

for Sustainable Development in Mexico signed an agreement to finance 10,000

microcompanies and SMEs.•In Spain, the BBVA Group continues with its policy of

leading the field in the financial relations with the Public Sector.•In 2002, the Bank

granted 12,000 preferential loans to university students in Spain.•In 2002, BBVA has

absorbed more than 20% of the total quota assigned by Central Administration for the

Financing of Officially Subsidised Housing in Spain.•In 2002, BBVA set up the Dinero

Express system, to allow immigrants living in Spain to transfer money to their countries

of origin.•Bancomer Transfer Services has 25 branch offices and 25,000 sales offices

in the US, and now handles 54% of the transfers that Mexican emigrants in the US

send to Mexico.•By the end of 2002, BBVA had issued 2,715 Visa Red Cross cards,

which were used to make transactions totalling 3.9 million euros, 0.7% of which was

donated to the Red Cross.•The Group is adapting its Internet platforms so that the

people with visual disabilities can access them.•In October 2002, Juan Antonio Ortega

Díaz-Ambrona was appointed Customer Ombudsman, a service that was set up in 1986.

“BBVA strives to offer customers a top-class
service, building long-term relations of
mutual value and trust.” 
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Strategy and Management

The Group currently serves more than 35 million customers in 37 countries all over the world, though mainly

in Europe and Latin America.

The customer is at the heart of the Group's corporate culture, which aims to afford customers a top-class

service, building long-term relations of mutual value and trust oriented to offering the most appropriate

solutions in each case. Our goal is to make life easier for customers and to facilitate their personal and

professional projects: and this entails building a relationship that is both intensive (handling a growing part

of their portfolio) and extensive (transcending the pure financial business).

Service is the essence of the differentiation to which BBVA aspires. A tailored, top quality service, that

contributes to consolidate sustainable competitive advantages and to strengthen ties with the Group's

different interest groups.

BBVA focuses its efforts to encouraging its business units  employees to take an almost intuitive approach

to quality, strongly geared towards the satisfaction of customer expectations.

Also worth mentioning is the fact that the Group has run a Customer Ombudsman's Office since 1986,

and was the first Spanish bank to do so.

Areas and Services Involved

The Group's approach to social responsibility with regard to customers is applied seamlessly throughout its

different areas of business.

Retail Banking
This unit accounts for most of the Group's branch network, and is responsible for satisfying the needs of

BBVA's residential customers and SMEs.

During 2002, in all of them BBVA began to implement the Personal Financial Services Plan, which implies

forging far stronger ties the customer, based on financial guidance, offering tailor-made services. In order to

appraise the Plan, BBVA is placing special emphasis on the constant measuring of the levels of quality

perceived by customers and on improving the attention that they receive when they have a query or

complaint.

In 2003, BBVA plans to overhaul 150 branch offices in Spain, equipping them with new customised

management tools, and spending more than 20 million euros on training.

Latin American Banks
As at December 31, 2002, the BBVA Group's Latin American banks were as follows: BBVA Banco Francés

(Argentina), BBV Brasil, BBVA Banco BHIF (Chile), BBVA Banco Ganadero (Colombia), BBVA Bancomer

2  |  BBVA and its Customers
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(Mexico), BBVA Panama, BBVA Paraguay, BBVA Banco Continental (Peru), BBVA Puerto Rico, BBVA Bank

Uruguay and BBVA Banco Provincial (Venezuela).

All of them are paying special attention to the needs of each branch office's customers, by offering

products and services with terms to suit all sectors of society, and in particular those with special

needs. This is very much the case of BBVA Bancomer, one of the biggest banks in Mexico and Latin

America, which has more than nine million customers, In 2001 it launched the Customer-Oriented

Universal Financial Services Sales Model (Customer Project), which was developed very successfully

during 2002.

The rest of Group's Latin American-based banks also pay close attention to specific population groups,

such as small entrepreneurs or those engaged in underdeveloped agroindustrial sectors.

Asset Management and Private Banking
Up until the end of 2002, this area was responsible for the worldwide management of the group's asset

banking, pension fund and mutual fund activities. In 2001, the Private Banking and Pension Funds units

obtained GIPS (Global Investment Performance Standards) certification, an international guarantee of

transparency in customer portfolio management reports.

Wholesale and Investment Banking
The Group has a specific branch network for customers such as  corporations, institutional investors, the

public sector, universities, health establishments and private non-profitmaking organizations (associations,

professional associations, foundations, NGOs, etc.).

In addition to its traditional business activities, the Group organises numerous initiatives to help its

institutional customers tackle the challenges posed by the information society, as well as environmental

schemes, such as the funding of infrastructure investments and different local schemes to improve the

environment and reduce natural resource consumption.

In Spain, the BBVA Group is the undisputed leader in financial relations with the Public Sector, directly or

through the Banco de Crédito Local, which specializes in the long-term financing of regional governments

and local councils, as well as their associated organizations, bodies and companies.

Systems and Operations
Systems and Operations lends support to the other units through its innovation and technological

development programmes, which are geared both to the Group's employees and its customers.

Risks
The Risks unit is responsible for analysing customers' finance applications and investment projects. In this

respect, throughout the year the unit has drawn up:

“The Group organises numerous initiatives to help
its institutional customers tackle the challenges
posed by the information society.”
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• An internal code of conduct that affects data confidentiality.

• A Guide to risk management policies in the markets area, that outlines the policies governing relations with

key accounts in capital and securities markets, in the framework of current regulations.

• A methodology for analysing the possible environmental and social impacts (both of the transaction and

the applicants), especially developed in the case of major investment projects.

Quality
BBVA has also pioneered the application of cutting-edge quality management technologies, which have been

in place since 1981. Standing out in terms of quality not only calls for a well-defined methodology, but also,

and above all, the active participation of all personnel. 

The BBVA Human Resources and Quality area handles customer care activities with different

procedures for gauging the levels of satisfaction and quality perceived by customers in all the Group's

banks and mutual and pension fund managers, in liaison the Department of Human Resources

Training.

In this context, the Banc Internacional d´Andorra - Banca Mora Group deserves a special mention, after

winning the European Quality Award 2002 at the EFQM Forum 2002. This bank is the only company in the

world to have twice won the European Quality Award (1999 and 2002) and the Latin American Quality

Prize (2001).

Customer Care Service
This Service's mission is to optimize the quality of customer care and service by offering a rapid decision and

response to any formally documented complaint. The Service is based on the branch offices and is managed

by the Regional Quality Managers, coordinated by the Customer Care Head Office.

At present, the Service handles approximately nine thousand incidents a year. The Service unifies action

guidelines, sets deadline commitments and delivers statistics that facilitate the analysis of problems and that

serve as the basis for applying improvement plans.

Customer Ombudsman's Office
In addition to the Customer Care Service, and before any other Spanish bank - the initiative dates

back to 1986 -, BBVA has voluntarily created an additional service for protect customers'

interests: the Customer Ombudsman's Office. The Ombudsman is an independent official,

appointed by the Bank's Board of Directors, whose key mission is to uphold and protect

customers' rights and interests and ensure that relations between the bank and its customers

conform to the principles of good faith, fairness and mutual confidence. The Ombudsman's

powers are limited to Spain and to claims or complaints that relate to financial services, contracts

or transactions.
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In October 2002, the Board of Directors appointed Juan Antonio Ortega Díaz-Ambrona as Ombudsman.

Mr. Ortega Díaz-Ambrona, a highly regarded figure in legal and political circles, has held important positions

in public office, having been Minister of State to the Prime Minister, Minister of Education and Minister of

Education and Science.

All the Group's units and organisations collaborating with the Ombudsman, facilitating any reports,

documents and explanations he requests in exercising his duties, and abide by his decisions which are

binding.

Ever since it was opened in 1986, and until 2001, the office has handled nearly 20,000 complaints. 19%

were rejected, 28% were settled by clarifying concepts, 26% by amicable settlement, 15% were settled in

favour of the customer and 14% in favour of the Group.

In 2002, the office handled 5,000 complaints. 4% of customers disagreed with the ruling and appealed to

the Bank of Spain, which upheld the Office's ruling in 90% of cases.

Products of special social impact

There follows a description of certain BBVA products and services designed on account of their social benefits

or because they are particularly suited to especially needy groups of people.

SMEs and Microcompanies
BBVA has been a pioneer in creating a bank that specializes in small and medium-sized enterprises, for which

purpose it has set up an exclusive branch network that, inter alia, offers the following services:

Microloans. Microloans are financing facilities for small business and entrepreneurs, supervised and advised

by teams of experts, which are mainly secured by the cash of the project itself, because they cannot provide

tangible securities.

BBVA Bancomer has been highly active in this field in recent years. In July 2002 it gave fresh impetus to

microloans by signing an agreement with the Mexican Secretariat of Finance and the Foundation for

Sustainable Development. 10,000 Mexican microcompanies and SMEs stand to benefit from this agreement.

BBVA Banco Ganadero signed an agreement with the Colombian Ministry of Development to grant 5

million euros in loans to support the government's projects to boost microcompanies.

Elsewhere in Latin America, another major player in this field is BBVA Puerto Rico, which is collaborating

with the Puerto Rico Development Bank.

Microloans are also available in Spain. One highlight in this respect has been the signing of an

agreement with the Institute of Official Credit, providing preferential loans to people who have a self-

employment initiative or want to start a microcompany but find it hard to access the financial market-

place. The scheme is backed by social organizations that specialize in the different areas, such as SECOT

Areas and services involved | The Customer Ombudsman
BBVA has voluntarily created an additional, 
independent service to protect customers' interests: 
the Customer Ombudsman's Office.
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Public Sector
The BBVA Group is highly active in the Public Sector, providing finance and guidance to a wide range of

institutions, including universities and research facilities, with countless initiatives in the fields of

education, research, technological development, health, the Environment and other basic public services. In

Latin America, these activities are carried out by each of the Group's banks and in Spain by the

Institutional Banking Unit, which includes the Banco de Crédito Local. Marking how important it has

become in this field, BBVA is now the leading Spanish financial institution in financial flows with the

European Union.

In addition to the initiatives mentioned in the chapters on general interest and environmental activities,

there follows a description of some of the most representative.

Education and research. The BBVA Group attaches particular importance to funding education, and

finances both the building of new schools and teaching and research activities per se. 

In addition to the initiatives already mentioned in the section on young people, two action lines deserve a

special mention.

Agreement with the Spanish Ministry of Education, Culture and Sports

• Agreement signed on April 30, 1992 regarding the handling of the payment of the salaries and social

security contributions of the staff of state assisted private schools. After powers were transferred to the

Autonomous Regions, the agreement remains in force in Extremadura, Asturias, Castilla-La Mancha, Ceuta

and Melilla.

• Agreement signed on February 23, 1993 regarding the payment of the salaries of the staff of the Ministry's

Provincial Delegations, except for Madrid, and the operating payments of all of them, including Madrid.

• Agreement signed on April 6, 1992 for the payment of the Ministry's overseas personnel services abroad and

research trainees. The payments made in Europe, America and Australia in 2002 amounted to 76 million euros.

• Agreement signed on October 5, 1992 for the continuity of That’s English, a three-year course broadcast

by TVE2 and that leads to the Elementary Official Certificate of the Official School of Languages. On the

basis of the initial framework agreement, BBVA has signed individual agreements regarding the development

of the project with the Regional Governments who have taken over responsibility for educational matters.

• BBVA collects the refunded amounts of any grants improperly paid to beneficiaries, all over Spain, having

collected a total of 6 million euros in 2002.

Products for schoolteachers in Mexico
BBVA Bancomer has signed a agreement with the Mexican Secretariat of Public Education in order to

encourage the more than nine hundred thousand schoolteachers to use the banking system, by offering them

a range of products with preferential terms if they have their salary paid into the bank:

Products of special social impact | 

Education and Research-Products for schoolteachers in Mexico

BBVA Bancomer has signed an agreement with the Mexican Secretariat of Public Education 
in order to encourage the country's schoolteachers to use the banking system, 
by offering them a range of products with preferential terms.
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• Savings passbooks, with no fees.

• Daily Draw, exclusively for schoolteachers, to encourage savings.

• Bancomer in Education credit card, one per cent of the bill being donated to educational programmes

designed by the BBVA Bancomer Foundation.

• Loans for buying computer equipment and to foster Internet access.

• Housing mortgages.

• Car loans with preferential terms.

• Bancomer life, household, family and car insurance policies, with special discounts.

• The agreement is being negotiated with the Secretariat of Education of each State. The bank signed three

specific agreements in 2002, five more are near completion, and BBVA signed two similar agreements signed

with state universities.

Fostering the development and dissemination of new technologies. BBVA is engaged in several

initiatives designed to allow the Spanish Public Administrations to adapt to new technologies faster and more

easily, in order to offer citizens a more effective and modern management.

Municipia.com
This project aims to give the Administrations tools and services that makes it easier for civil servants and

political representatives alike to handle financial, legal and management issues.

BBVA has also developed products that simplify and enhance channels of communication with the public

through the creation of Internet portals, specific web pages and cutting edge digital newspapers to put local

information within the reach of the general public.

The project also envisages distance training through an e-learning platform and the creation of specialised

courses for client Public Administration managers.

Financing of investments related with the development of new technologies
This line of credit allows municipalities, especially the smallest ones, to invest in computer equipment and

thus obtain technological solutions suited to their needs.

One such example is the financing agreement signed with Valencia Regional Council, under the auspices of

the FISIC Project (Hardware and Communications Financing Project): the Bank offers special financing and

participates in a technical committee responsible for selecting suppliers and the monitoring the investments

made.

New technology financing scheme for civil servants
The Group has launched initiatives such as the Funciona Plan, a programme that lets civil servants finance

their computer equipment purchases and thus access the Internet public.

2  |  BBVA and its Customers
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Products of special social impact | Housing | Social Housing

BBVA is an active player in the housing sector, and has launched numerous initiatives 
especially tailored to population groups with a low purchasing power,
most noteworthy being its share of the Officially Subsidised Housing financing scheme.

Also worth mentioning are BBVA's efforts to develop and disseminate new technologies among the

Public Administrations through presentations in which the bank describes its Transform@tion process

and e-space Intranet, thus sharing its projects and know-how. Throughout 2002, BBVA gave

presentations at the Ministries of Justice and Public Administrations, the Regional Governments of

Vizcaya, Alava, Navarre, Balearic Islands, Galicia, Madrid, Basque Country and Catalonia, the

Principality of Asturias, the Spanish Federation of Municipalities and Provinces, Barcelona Provincial

Council and Majorca Provincial Council.

Special agreements with Regional Governments. Comprehensive agreements with Regional

Governments to meet their personnel management needs. Under the agreement signed with Extremadura

Regional Government, BBVA handles the employees' salaries, gives them a free 6,000 euro accident insurance

policy and offers a special three million euro loan facility to attend to social needs.

Housing
BBVA is an active player in a housing sector with such evident social repercussions as the housing sector, and

launched numerous initiatives especially tailored to population groups with a of low purchasing power. Key

initiatives in Spain include:

Social Housing. In 2002, BBVA led the field in the financing of officially subsidised housing in Spain,

having been assigned more than 20% of the Ministry of Development's total quota and awarded preferential

finance to 12,000 families.

BCL Loans. BCL finances public social housing schemes for the local authorities, such as Logroño City

Council, which has borrowed 5 million euros to buy officially subsidised housing to rehouse people with no

means of support.

Hipoteca Fácil BBVA. The BBVA "Easy Mortgage" makes house-buying easier by financing up to 100% of

the price of the dwelling, with flexible instalments for people with economic hardships.

Extra features includes free tax guidance, a surveyor's report for second-hand housing, utility connection

facilities and a valuation and record-checking service. AENOR, the Spanish certification agency, has awarded

its ISO 9001/2000 quality certificate to BBVA's mortgage loans.

BBVA Housing Plan. This plan offers simpler, more accessible forms of payments (15% on signing the

mortgage, 5% at handover and up to 80% in a mortgage loan), in addition to major advantages for

homebuyers, such as below market prices, a first-class real estate service, preferential financing terms and

household insurance policies at no cost during the two first years.
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One project worth underscoring is currently underway in Retuerto (Vizcaya), in collaboration with the

Town Council. The contaminated soil of plots where contaminant factories used to stand is being generated,

derelict houses are being demolished and new houses are being built to rehouse people who cannot afford a

decent home. People whose home is expropriated are being offered a new home of the same size, and the

surplus surface area is being offered at officially sponsored housing prices.

Help in Emergency Situations
BBVA endeavours to collaborate with the victims of catastrophes or emergency situations in the regions in

which it operates.

The highlight during 2002 was the aid granted to those affected by the sinking of the Prestige off the

coast of Galicia:

• Advance payment of official aids at a rate of interest of 0% for 90 days.

• Opening of an account to channel contributions from any BBVA branch in Spain, free of charge for

donors. BBVA made a contribution of 500,000 euros.

Similar support schemes were launched after the floods in Santa Cruz de Tenerife and in emergency

situations in different countries of Latin America (Mexico, El Salvador, Peru, etc.).

Awareness-Raising and Collaboration with Customers
BBVA regularly donates space in its publications to certain social causes or lets them use its facilities in

order to raise awareness among its customers and encourage them to collaborate with such causes. During

2002, in addition to numerous actions in and around its branch offices, BBVA donated 24,000 euros of

advertising space to the National Plan Against Drugs, and provided facilities for fund-raising campaigns by

the Association of Victims of Terrorism, Red Cross, Spanish Cancer Association, Children's Villages and

Together for Africa.

In Latin America, the most active players in this regard were BBVA Banco Provincial, Provida, BBVA

Banco Francés and BBVA Bancomer, the latter having distributed 60,640 UNICEF cards in 527 branch

offices, and collected 100,446 euros.
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Business Continuity Plan
Throughout 2002, BBVA has designed a new Business Continuity Plan, which aims to reduce the possible

operational effects of a major external incident that might hit the facilities' operating capabilities. The Plan

will enable BBVA to tackle emergency situations with the least possible damages to people and to the

continuity of the business, resuming operations in an orderly fashion and as soon as possible. In addition

to mitigating the risks caused by this type of incidents, the Plan will serve to bolster BBVA's public image

and society's confidence in the Bank, enabling it to meet its commitments with customers, employees and

the Public Sector.
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