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“The 2016-2018 Strategic Plan is
customer-centric. Bankia’s aim is to
be useful to customers. This is the
only way to achieve our goal: to be
the best commercial bank in Spain”.
José Ignacio Goirigolzarri

2016-2018
STRATEGIC PLAN
Having completed the 2012-2015 Strategic
Plan, the objectives of which were met
satisfactorily in a highly complex environment,
Bankia is drawing up its 2016-2018 Strategic
Plan, which aims to focus more heavily on the
fundamental aspects of the bank’s activity.

This new strategic phase begins in far
more favourable circumstances, albeit
not without challenges. Bankia moves
forward with a robust level of solvency
(with one of the highest CET1 levels
in the sector). It has a good efficiency
ratio and is also a bank with a notable
capacity to generate profits.
Its strategy is founded on these
three pillars (solvency, efficiency and

profitability) with a view to overcoming
current headwinds in the financial
sector: erosion of margins as a result of
low interest rates, growing supervisory
and regulatory requirements, the digital
revolution, changes in customer habits,
intense competition, etc. These are
major challenges that the new Strategic
Plan aims to transform into great
opportunities for Bankia to become the
best commercial bank in Spain.
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The Strategic Plan
will run for
three years and
will be customer
focused

CUSTOMER FOCUS
The new 2016-2018 Strategic Plan will
have the customer at its heart. ’Bankia’s
priority is to find out what customers
want and appropriately meet their needs,
which change rapidly and vary from one
group of customers to another. The goal
is to take a qualitative leap in dealings
with them to ensure that bank is useful
to them and makes their lives easier. This
is the shortest road to gaining their faith
and loyalty. Bankia obviously wants to
attract new customers, but building on
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the care given to existing customers and
their trust.
These concepts form the framework of
the ideas underlying the bank’s strategy,
but specific measures and decisions are
necessary to develop them. Some of these
have already started to be put into practice:
• T he policy on ATM fees. The bank
reached an agreement with Euro
6000 and Banco Sabadell to provide
customers access to a network of
17,800 ATMs across Spain, which

Focusing on fulfilment of customers’ needs involves

Continuously
listening
to them

Hearing what
customers want
and not what the
bank wants to hear
is paramount.

Service
excellence

A financial product
can be replicated; a
service founded on
aligning the ’bank’s
goals with those
of the customer
is more difficult.
Excellence also
requires a high level
of staff training
and specialisation.

A simple,
close and
transparent
relationship

The product
offering must be
simple, with no
small print or
complex clauses,
and staff must
proactively
offer advice.

People benefitting from the
“For being you” programme

•	The “Por ser tú” [For being you]
programme launched in early 2016
builds upon, simplifies and perfects
the aforesaid proposal of establishing
a link between customer loyalty
and zero-fee transactions. Bankia
listened to its customers using a
raft of surveys and other tools for
gauging their opinion (starting with
the Chairman inviting them to email
him) and concluded that the offering
described beforehand is not well
understood. It therefore decided to
clarify it and extend the fee waiver to
customers who arrange for funds of
at least 450 euros (salaries) or 200
euros (pensions) to be paid into their
accounts each month. This benefits
2.4 million customers and saves the
40 million euros per annum.
Over the next three years, the bank will
regularly launch new initiatives, always
with the aim of meeting customers’
needs and providing them with an
excellent service, combining quality with
reasonable pricing. The first steps taken
have been made possible by the bank’s
efficiency and therefore, the new plan
will continue to focus on positioning
the bank as the most efficient in Spain.
The group will also pursue its policy
of having a very robust balance sheet
with strong provisions, and will remain
staunchly committed to posting a ROE
that is above average for the industry.

2.4 Mn
The new plan will
continue to focus on
positioning the bank
as the most efficient
in Spain, with a healthy
balance sheet and
robust provisions,
along with a ROE that
is above average for
the industry
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they can use to withdraw cash for
free or for a maximum fee of 65 euro
cents. Users therefore avail of the
largest network in the country under
beneficial conditions. After the new
law came into force, a fee of 98 euro
cents was also established for users
who are not customers of Bankia or
members of the alliance. As a result,
Bankia charges the lowest fee among
operators of the largest ATM networks
in Spain.

