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Dear valued stakeholder,

We are proud to share with you the strides we have made in embedding sustainability at the core of our operations and marking a significant milestone in our 
constant pursuit of matching our ���µ�•�š�}�u���Œ�[�• needs. Our commitment to sustainability is not just a business strategy but a core value guiding our mission to 
create a more inclusive, efficient, and responsible financial ecosystem. 2023 was a remarkable year for us, marked by significant growth and achievements.

Digitalization Efforts to Reduce Carbon Footprint
Our digitalization initiatives are central to our sustainability effort. By transitioning to digital banking, we have significantly reduced the need for physical 
branches and paper-based transactions, thus lowering our carbon footprint, while making it faster and easier for our customers to access our services from 
anywhere. 

Inclusive Financing for All
At tbi, we recognize that financial inclusion is fundamental to sustainable economic growth. Our innovative digital platforms are designed to offer inclusive 
financing solutions that reach underserved populations, leveraging advanced technology and data analytics, we are able to offer tailored financial products 
that meet the unique needs of our diverse customer base. Our goal is to ensure that everyone, regardless of their socio-economic status, has access to 
affordable and reliable financial services.

Employee Development at the Heart of Our Business Model
Our employees are our greatest asset, and their development is crucial to the success of our sustainability agenda. We are dedicated to creating a workplace 
that fosters continuous learning, innovation, and personal growth. By empowering our team with the skills and knowledge they need, we are building a 
resilient and agile workforce ready to meet the challenges of the future.

Commitment to Cybersecurity
In today's digital world, cybersecurity is paramount. At tbi, we prioritize the protection of our customers' data and the integrity of our systems. We have 
implemented state-of-the-art cybersecurity measures and continuously update our protocols to guard against emerging threats. Our dedicated cybersecurity 
team works around the clock to ensure that our digital platforms are secure, reliable, and resilient against cyber-attacks. This commitment to cybersecurity is 
essential to maintaining the trust and confidence of our customers and stakeholders.
Our sustainability strategy is an integral part of our vision to create a digital bank that not only serves our customers but also positively impacts the broader 
community and environment.

Thank you for your continued support and partnership in this journey towards a more sustainable future!
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TBI Bank EAD is a financial institution that operates through its headquarters in the Republic of Bulgaria, its branches in the Republic of 
Romania and Republic of Greece and its three subsidiaries. The �'�Œ�}�µ�‰�[�• mission is to promote sustainable growth through the financing of 
retail customers and small and medium-sized enterprises, including projects that enhance the competitiveness of the markets in which the 
Group operates.

The competitive advantage of tbi is its ability to attract stable retail funding from its core markets and to provide financing to its customer 
base mainly through consumer and business loans. The Group offers standard and specialized financial products. Following the digitization 
strategy, the Bank focuses on creating clear and comfortable products for use through online and offline channels.

Implementation of the strategy is a key consideration in determining the readiness of the Bank to take appropriate risks. For the purpose of 
assessing the degree of implementation of the strategy, the Bank has embedded its core principles into internal policies and procedures. 
Given tbi's mission and development strategy, sustainability has a high priority in the operations of the Bank.

Our mission is to establish the premier challenger bank in Southeastern Europe. With a diverse team representing 19 nationalities and 
bringing expertise from across the globe, we are ready to tackle any challenge to improve our ���µ�•�š�}�u���Œ�•�[ lives. We are committed to 
continuous learning and prioritizing our clients in all our endeavors. Robust governance is the cornerstone of a thriving corporate culture 
and a sustainable business model. It enables us to navigate challenges, seize opportunities, and achieve lasting positive impact for our 
stakeholders and the broader community.

tbi is active in corporate and consumer lending, attraction of deposits and other repayable funds from the public, investment intermediary 
services, payment services, foreign exchange on own account or on customer orders, and all other related operations as laid down in the 
Bulgarian National �����v�l�[�• regulatory framework. 
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tbi typically increases merchant order 
size by 25% and conversion by 20-30% 
at the check-out ultimately driving 
merchant growth and employment 
options3

tbi donated >EUR 300k for COVID-
impacted hospitals, Ukrainian refugees 
and victims of earthquake in Turkey. tbi 
was the only bank in Bulgaria to 
sponsor Sofia Pride event

Over 60% of tbi�[�• loan applications 
are signed and completed in a digital 
model in 2023, thus reducing usage of 
paper drastically 

tbi employs a free model providing a 
range of daily banking services for  free 
to traditionally underbanked customers 
extending accessibility of banking 
products

tbi has consistently achieved a CoR of 
c. 6%2 despite serving the near-prime 
customer segment and lending to 
borrowers with limited credit history

tbi has successfully financed c. EUR 
893m1 to near-prime customers 
leveraging a digital distribution model, 
increasing profitability, and enabling 
consumers to spread essential 
purchases over time

E = Innovation 
and use of 

technologies

Inclusiveness
Environmental and 

social engagements Foste ring growth

Propelling growth 
and creating value

Positive impact on 
people and environment

Help consumers to 
live up to their 
values

G = Innovation and 
performance

S = Improved
access to financing
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2023 was a successful year for tbi and has set the bar higher for 
what our team can achieve. We have reached a record-high net 
profit compared to 2022, and we have attracted nearly 750, 000 
customers on the platform, surpassing our target for the year. 

2023 was also the year of a sustainable transformation for TBI 
Group as we took a closer look at our impact on society and the 
environment, and we placed this in the center of our business 
strategy and development. Sustainability is an integral part of 
our business vision and the way we operate because we strive to 
deliver value for our customers, foster a strong corporate culture 
and govern our business in an ethical and responsible manner, 
while preserving the environment and mitigating our negative 
impacts.

Throughout everything we do, we are guided by our 
commitment to create maximum value for both society and our 
business. From a societal perspective, we are guided by how we 
can best meet our ���µ�•�š�}�u���Œ�•�[ needs, enhancing their financial 
well-being, and supporting their daily lives. From a business 
perspective, it is about leveraging sustainability to enhance our 
resilience and competitiveness in the banking sector. By 
integrating sustainability into our core strategy, we aim to open 
new customer relationships, foster partnerships, and explore 
commercial opportunities. Our emphasis on sustainable 
practices and focus is reflected in our strong financial 
performance and operational efficiency. 
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2023 progress highlights

tbi bank accelerates scale in 2023 delivering
�¦�ð�î�X�ñ�u�o�v���Œ�����}�Œ�����Z�]�P�Z���v���š���‰�Œ�}�(�]�š�����Á�]�š�Z����20.9% RoAE
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In 2022 we developed our 
ESG Policy, an internal 
document that outlines our 
commitment and goals in the 
field of sustainability

Engaged our key stakeholders in 
the materiality assessment 
process, reaching 463 individual 
and business partners, suppliers 
and advisors

1 2

3 Developed an ESG risk 
framework integrated the ESG 
risks into TBI �'�Œ�}�µ�‰�[�• overall 
risk strategy

4 Developed and introduced the 
first ESG training for senior 
management, and all employees 
across TBI Group, reaching 1 055 
participants

5 6Initiated various ESG initiatives 
in our own internal application 
-  Syncro AI with the aim to 
reduce paper use, focusing on 
digitalization and innovation

Participated in various social 
initiatives by donating to our 
community and supporting 
diversity and inclusion events, 
such as Sofia Pride, various 
charity organizations and 
collaboration with educational 
institutions.

2023 sustainability highlights
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tbi published its first comprehensive sustainability report for 2023, following the newly adopted Corporate Sustainability Reporting Directive 
(CSRD) and the requirements outlined in the set of European Sustainability Reporting Standards (ESRS). Considering that tbi is not currently 
mandated to comply with the ESRS standards, we aim to be among the first and provide an example for others embarking on this 
sustainability reporting journey. The 2023 report covers the period 1 January 2023 to 31 December 2023 and has been prepared on a 
consolidated basis with our 2023 financial statements. The integrated report has been approved by the Management and Supervisory 
Board. 

The report adheres to the framework established by the EU reporting directive, providing an in-depth analysis of our business model 
alongside environmental, social, and governance (ESG) matters. It meticulously addresses material topics and their respective indicators, 
highlighting their significant impacts�v both positive and negative�v on the economy, environment, and society. The report follows the 
requirements regarding the double materiality assessment and includes the identified impacts, risks, and opportunities.

The report is divided into two parts: the management review and the information disclosed under the disclosure requirements of ESRS in 
the sustainability statement. The management review includes more information about our business highlights, �u���v���P���u���v�š�[�• outlook and 
sustainability statements, outlining the foundation of our sustainability report and namely our business model review, double materiality 
assessment, stakeholder engagement and identified impacts, risks and opportunities.

The Supervisory and the Management Board have a pivotal role in guiding the �����v�l�[�• sustainability strategy, ensuring it aligns seamlessly 
with our mission, vision and core values. Furthermore, they approve strategic documents and sustainability statements, along with receiving 
regular updates on the �����v�l�[�• sustainability progress.

The responsibility for sustainability and ESG matters sits with the Risk Enterprise Department which is under the management of the Chief 
Risk Officer of TBI Group, a member of the Management Board. The Enterprise Risk Department oversees the integration of sustainability 
into �����v�l�[�• business model, processes, operations, and governance. The department is responsible for coordinating and monitoring the 
�'�Œ�}�µ�‰�[�• sustainability initiatives, data collection, stakeholder engagement and the creation of the sustainability report of the Group. 
Furthermore, the integration of ESG risks and considerations into �����v�l�[�• overall risk management is overseen by the Enterprise Risk 
Department.
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In 2023, a new position was introduced in the team �t 
Senior ESG Officer who reports to the head of the 
Enterprise Risk Department and is responsible for 
sustainability reporting, coordination of 
sustainability activities across the company, and 
engagement of stakeholders such as employees, 
customers, shareholders and other audiences on 
sustainability topics, working closely with internal 
functions.

Recognizing that true transformation of a business 
model to a sustainable one requires the integration 
of sustainability into our company's values, internal 
processes, and value proposition, an internal ESG 
Focus group was established, with the idea to meet 
regularly and discuss and approve any sustainability 
initiatives, goals and targets. The group includes 
representatives from different departments such as 
People and Culture, Marketing, Risk, Merchant 
Ecosystem, Consumer Ecosystem, Procurement, 
Legal, IT, Finance and Internal Audit, and it adopts a 
holistic and integrated approach to sustainability. In 
the organizational chart on the right, all departments 
involved in the sustainability process can be seen, 
marked with a green leaf. 
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TBI Bank EAD has a two-tier management structure - Supervisory Board and Management Board. The Supervisory Board is the �����v�l�[�• 
supreme corporate supervisory body, overseeing the �����v�l�[�• operations, ensuring compliance with regulations, and safeguarding the 
interests of stakeholders. The members of the supervisory board are appointed and dismissed by the general meeting of the 
shareholders.

The Management Board consists of 5 members, selected by the Supervisory Board of which 4 Executive Directors and 1 non-executive. 
The MB meets for regular sessions on a weekly basis and considers and decides ad-hoc on certain urgent and important matters. The 
Management Board members are responsible for the overall execution of the business and risks strategies of TBI Group, the management 
of the daily activities of the Bank, and ensuring the strict compliance with the applicable general and special legislation. The Management 
Board provides oversight for sustainability matters and approved this sustainability statement, including the selection of material topics 
contained within in.

Brave, passionate and caring professionals united by a single goal - to build a one-stop mobile-led financial and lifestyle ecosystem that 
serves the interests of consumers and merchants.
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Weddingen

SB Member
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experienced 
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delivering 
unbiased 
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Valentin 
Galabov

Chairman, MB

Alex 
Dimitrov

MB Member,
Chief Risk Officer

Pavels 
Gilodo

MB Member, SVP
General Purpose Finance

Nikolay 
Spasov

Lukas 
Tursa

MB Member,
Operating Officer

MB Member,
SVP Funding
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The sustainability reporting of tbi faces the risk of certain errors due to human mistakes, lack of information or incomplete data, which can 
stem from introducing a new structure and requirements for sustainability reporting and engaging our colleagues in this new process. This 
challenge is heightened by the fact that we are reporting under these new sustainability requirements for the first time, resulting in a lack of 
reference points and benchmarks.

To address and manage these risks, TBI Group has established several internal process controls for our reporting purposes. Recognizing that 
human error is a significant risk factor, our primary focus is on leveraging technology and innovation to ensure the accuracy and completeness 
of our sustainability data. To reduce reporting mistakes, we aim to rely heavily on our internal systems for the automatic collection of data 
concerning our Scope 1 and Scope 2 emissions. By automating data collection, we minimize the likelihood of human error and ensure that our 
data is accurate, consistent, and reliable.

TBI Group does not currently integrate sustainability-related performance measures in its incentive schemes.

The following table provides a mapping of how TBI Group applies the core elements of due diligence for people and the environment and 
where they are presented in this Sustainability Statement.
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Core elements of due diligence Paragraphs in the Sustainability statement

a) Embedding due diligence in governance, strategy and business model p. 11, p. 13, p. 19, p. 49-50, p. 70-71

b) Engaging with affected stakeholders in all key steps of the due diligence p. 21, p. 50-51, p. 61, p. 72-74

c) Identifying and assessing adverse impacts p. 36-40, p. 46, p. 64, p. 75
d) Taking actions to address those adverse impacts p. 41-43, p. 48, p. 61, p. 66-67

e) Tracking the effectiveness of these efforts and communicating p. 50



+ Close to 40m population. Banking services penetration lower vs Western Europe 

+ The fastest growing region in the EU

+ Stable currencies. Bulgaria is expected to join Eurozone in 2025 

Our team remains steadfastly driven by �š���]�[�• vision to shift from embedded finance focused challenger bank to an ecosystem 
orchestrator, converging merchant and consumer platforms into a one-stop mobile-led financial and lifestyle ecosystem that 
serves the interests of consumers and merchants, whilst leveraging a unique �^�‰�Z�Ç�P�]�š���o�_ distribution model in a hyper-local 
mode.

The Bank has branches operating in Romania and in Greece, 
registered under the local laws. The ���Œ���v���Z���•�[ activities overlap 
with those of the Bank in Bulgaria, except for investment 
intermediary services. In addition, the Bank has two 
subsidiaries in Romania �t TBI Money IFN S.A., whose main 
activity is consumer lending, and TBI Asset Management S.A., 
which provides asset management services, as well as one 
subsidiary in Bulgaria �t Vivus.bg EOOD, whose main activity is 
consumer lending.



We are aiming at becoming a major player on the consumer lending market in Bulgaria, 
Romania and Greece by offering offline and online products and focusing mainly on cash and 
commodity loans, as well as on user friendly banking app offering. To achieve this goal, tbi 
employs a strategy that relies on technological development and on building diversified teams 
of young and talented people.

The competitive advantage of the Bank is its ability to attract stable retail financing to its core 
markets and to fund its customer base through individual and business loans. The Bank offers 
standard and specialized financing products and guarantees as major products. Following the 
digitization strategy, the Bank focuses on creating clear and convenient products for use 
through online and offline channels. 

At our core lies in the mix of two businesses: consumer and merchant ecosystems. We help 
businesses grow by offering them more: a full system of direct and indirect financing. These 
offerings empower our merchants to sell more, leading to over 26,000 partner stores 
collaborations across core markets. In addition, we deliver to our customers smooth ways to 
manage their finances and promote their  products and services using our phygital distribution 
model. 

Our merchant portal offers our clients fully digital merchant onboarding, application 
management close to real-time merchant settlement services, and shopping app with 
immediate availability of financial services as an additional sales channel for merchants. For 
2023 we have recorded 20 000 merchant partner check-out points or the physical location 
where services are rendered. 

For our individual consumers we offer loan management, payment to payment wire transfers, 
utilities and tax payments, instant access to credit via pre-approved credit limits, in-app 
shopping, term deposits and savings accounts and other daily banking essentials. In addition, 
we offer them our universal tbi neon card which combines functionalities of a debit and credit 
card.

million 
customers 
reached in 
2023
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Fully digital merchant onboarding,
application management, close to
real-time merchant settlement services

Overdrafts, working capital, financing 
payments

Shopping app with immediate 
availability of financing serves as an 
additional sales channel for merchants

Universal card combining 
functionalities of a debit card with 
shopping functionalities

Reporting, customer outreach with 
special offers and coop marketing 
campaigns

Term deposits & savings accounts

Loan and bill protection insurances, along 
with services like second medical opinion, 
are all parts of a growing range of 
lifestyle-enhancing   offerings

Instant payments, p2p transfers, utilities & 
tax payments, instant access to financing via 
preapproved credit limits, in-app shopping, 
loan management and other daily banking 
essentials

in seamless integration of finance into 
customers' shopping experiences via a 
user-friendly super app

to help merchants sell more, to acquire 
new customers for tbi, to enhance 
customer loyalty both the merchant and 
to tbi, while empowering merchants 
with innovative complementary 
solutions

to provide customers with simple, fast 
and transparent access to diverse 
lending and instalment options, free 
daily banking, and exclusive shopping 
offers from partner merchants, all 
through a convenient super app
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thanks to its tailored product lines

Competitive advantages

+ Leader  in PPL with well refined brand and 
extensive distribution network

+ The shortest Time-to-Yes and Time-to-Money

+ Advanced digital channels, including in-app and 
check-out solution

+ Free daily banking

+ Convenient mobile UX/UI

+ Mobile app embedded journeys

+ Risk decision science utilizing 760+ data points 
amplifying tbi�[�•�������]�o�]�š�Ç���š�}���Z���o�‰���u���Œ���Z���v�š�•���•���o�o��
more

+ State of the art customer analytics and 
reengagement/campaigning tools

Competitive advantages

+ Fast merchant onboarding, assisted 
flows 
and basket building

+ Higher and faster approval

+ Convenient digitized customer journey

+ Variety of financing options for 
�u���Œ���Z���v�š�•�[�����µ�•�š�}�u���Œ�•

+ Inclusive for various customer segments

+ Ticket size agnostic approach

+ Education and community for 
merchants

+ Coop campaigns with merchants

�d�Z�]�•���•���P�u���v�š�����}���•�v�[�š���‹�µ���o�]�(�Ç���(�}�Œ���o�}�Á���]�v�š���Œ���•�š��
rates offered by the mainstream banks to 
the prime borrowers, albeit customers in 
this segment are not ready to borrow from 
lenders focusing on subprime customers

Main segment

+ Merchants in electronics  & 
IT goods, DIY/ home 
improvement, furniture 
and car sales. Current focus 
on higher frequency 
verticals with smaller 
tickets

+ Underserved small and 
micro businesses with high 
growth potential

Main segment

+ General Purpose:    
Near-Prime customers  
having risk & socio-
demographic profiles 
falling outside the focus 
of the mainstream banks

+ Payment Plans:         
Near-Prime and Prime



The Group's expectation of continued stabilization and gradual economic growth in Bulgaria, Romania, and Greece is in harmony with a 
sustainable business model that flourishes under macroeconomic stability. This steadiness fosters an expanding market for financial 
services, ensuring enduring viability and resilience. By promoting a stable financial environment, the Group aids in the sustainable economic 
progress of these regions. We anticipate an acceleration in the integration of ���µ�o�P���Œ�]���[�• economic and financial system into the European 
framework, facilitating the introduction of new services and the enhancement of existing banking products. The Group remains dedicated to 
maintaining strong financial, managerial, and technological capacities, which are fundamental to our efficient and prosperous banking and 
financial operations.

Our strategic priorities will continue to focus on the key sectors of the banking and financial market, with particular attention to individual 
lending, supporting financial inclusion and stability. By offering affordable and accessible financial products, the Group empowers 
individuals and businesses to succeed, contributing to the overall economic sustainability of the regions they serve. The Group's future 
growth will be anchored in expanding our customer base and developing a robust distribution network for financial services, encompassing 
both offline and online channels to ensure broader access. The emphasis on electronic transactions also minimizes the carbon footprint 
associated with physical banking operations, aligning with environmental sustainability goals.

Maintaining high corporate governance standards and enhancing bank security through a flexible and efficient organizational structure 
underscores the Group's commitment to ethical and sustainable business practices. Clear segregation of duties and responsibilities, coupled 
with rigorous control measures, ensures transparency and accountability, fostering trust and long-term value creation for all stakeholders. 
We will continue to promote strong corporate culture and focus on the professional development and well-being of our employees through 
targeted recruitment, trainings and retention policies highlighting our commitment to social sustainability. Investing in employee 
qualifications and maintaining a positive work environment leads to higher job satisfaction, loyalty, and productivity, which are crucial for 
the sustainable growth of the organization.

In the context of limited economic growth, the Group is committed to efficient risk management with a primary focus on enhancing 
processes in lending, payments, customer service, and maintaining the quality of the loan portfolio. Given the current economic 
environment, credit risk presents the most significant impact on the Group's operations. To mitigate these challenges, the Group has 
formulated a clear growth strategy that targets a focused segment of customers and enhances existing market share through geographic 
diversification of assets and liabilities.

To manage credit risk effectively, the Group has established stringent procedures for analyzing and assessing potential borrowers, including 
scoring procedures and detailed verification of the data provided. Additionally, the Group has implemented an effective payment monitoring 
system and active measures for the collection of receivables. These initiatives are designed to uphold the quality of our loan portfolio and 
ensure the resilience and sustainability of our operations in the face of economic challenges.

By embedding sustainability into our core strategy, TBI Group not only ensures its own long-term viability but also contributes positively to 
the broader economic, environmental, and social landscapes in which it operates.
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Our focus is on continuing to offer competitive conditions for 
deposits and current accounts, while also enhancing our 
project and commercial financing solutions and introducing 
innovative products, while preserving capital strength.

Our employees are our driving force, and we will continue 
to support them throughout their working lives by 
strengthening their competencies and promoting diversity, 
equity, inclusion and well-being.

We remain committed to engage with and support local 
communities, regulators and other organizations and generate 
a positive impact.

We continue to focus on digitalization to provide services based 
on innovative technology and safer processes.

We take care of the environment through managing our own 
environmental footprint.

EUR 42.5 mln 
net profit

20.9% RoAE

EUR 893 mln 
Customer loans

27 
Average training 

hours per employee

74% 
Participation rate in 

annual internal 
environment 

survey

>EUR 300k 
Social contribution 

7  
Social causes 
supported 

Zero 
Cybersecurity 

incidents

213 robots
Working in the 
bank in 2024 

Reduction
of Scope 1 and 

Scope 2 

60%  
Reduction of paper 

in our processes

To be able to fulfill our commitments and objectives effectively, it is imperative to understand the operational context and anticipate potential 
challenges. The visualization below illustrates the foundational elements of our business strategy, encompassing input, market context analysis, 
risk assessment, opportunities, corporate governance practices, and the resultant output.



  Stakeholders
  

  Engagement and Purpose
  

  Channels of engagement
  

  Outcome
  

  Customers
  

�‡Providing immediate support and convenient banking services to our 
customers to facilitate their financial needs.

�‡Building trust and delivering high �tquality  customer experience.
  

�‡tbi banking app
�‡Merchant portal
�‡Customer support and guidance  

�‡Acceleration of customer  satisfaction journey and fostering a 
positive impact in their lives

  

  Employees
  

�‡We strive to foster a caring, inspiring and meaningful workplace.
�‡We engage our employees through regular manager meetings, trainings, 
internal surveys and the whistleblowing channel.  

�‡Annual Environment Spotlight Survey 
�‡Regular 1:1 meeting between managers and their 
teams 

�‡Internal communication channels for the whole 
Group  

�‡Building and promoting and inclusive and supportive culture 
where employees feel valued, motivated and engaged.

�‡High participation rate in annual  internal environment 
spotlight survey.

  Shareholders
  

�‡ We regularly engage with our shareholder through briefings, board 
meetings and regular reporting processes

�‡�^�Z���Œ���Z�}�o�����Œ�[�•���u�����š�]�v�P�•
�‡Quarterly meetings to present  progress �‡Aligning business model and strategy

  Investors
  

�‡ We engage with our financial  stakeholders via presentations and briefings, 
and the annual and sustainability reports.

�‡Regular reporting
  

�‡Meeting the information needs of  financial stakeholders for 
sustainability and financial data.

  

 Regulatory bodies/ 
 Auditors
 

�‡We engage regularly with our regulators and auditors in the form of 
quarterly reporting and additional ad-hoc requests.

�‡One-on-one meetings and calls
�‡Regular reporting

�‡Ensuring that TBI Group complies with regulations in the 
markets in which we operate

�‡Timely and efficient communication with the regulators.

 Business
 partners
 

�‡ �t�����À���o�µ�������v�����v�µ�Œ�š�µ�Œ�����}�µ�Œ�����µ�•�]�v���•�•���‰���Œ�š�v���Œ�•�[���v���š�Á�}�Œ�l�U�����]�u�]�v�P�����š�������o�]�À���Œ�]�v�P��
value and high satisfaction from our services.

�‡Events and conferences
�‡Customer service through the merchant portal

�‡ Supporting our partners in their business endeavors and 
helping them attract more customers.

 Suppliers
 

�‡ We engage with our suppliers regularly to ensure strong business 
relationship and compliance with our ethical work standards.

�‡Supplier due diligence through our Group 
outsourcing policy 

�‡ �����Z���Œ���v�������š�}���d���/���'�Œ�}�µ�‰�[�•�����µ�•�]�v���•�•�����}�v���µ���š���•�š���v�����Œ���•�X

 Communities
 

�‡ We aim to be a trusted partner in our community and support them in 
various initiatives

�‡Collaboration on community projects
�‡Volunteer initiatives

 

�‡Alignment of social initiatives with our core values as an 
organization.

 Professional Organizations
�‡We engage with various organizations within our ecosystem, and NGOs to 
exchange experience and knowledge and foster collaboration.

�‡Events
�‡External communication through our channels

 

�‡Knowledge exchange and alignment on sustainability 
practices.

Stakeholder confidence is crucial for �š���]�[�• business success, and it is a central part of a ���}�u�‰���v�Ç�[�• day-to-day business operations. Our business and the 
decisions that we make have an effect on a range of internal and external stakeholders. For that reason, we constantly seek their feedback to strengthen 
stakeholder relationships and improve how we meet their needs. 
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As a key element and a starting point of our sustainability reporting under the CSRD directive, TBI Group conducted a double materiality 
assessment as per the guidelines outlined in the ESRS. We have conducted our first materiality assessment in 2023, which allowed us to dive 
deep into the process and capture learnings that can help us improve our methodology next year. We applied the limited guidance available 
from EFRAG, combined with our own interpretations of the standards, and developed a step-by-step process, scoring metrices and model of 
aggregation and prioritization. 

Our starting point was the impact assessment or the inside-out perspective of TBI �'�Œ�}�µ�‰�[�• impacts on the environment and society by carefully 
examining our business model and identifying and assessing the sustainability-related impacts of our operations and value chain. We assessed 
the severity of impact and the likelihood of occurring, as well as the scope of it. We have conducted a financial assessment as well, or the 
outside-in perspective, of the sustainability-related risks we are exposed to as a business. We have assessed the financial risk and opportunities 
related to the topic and the possible impact on the Bank. The dual perspective allowed us to identify the topics that are most material to our 
business and our stakeholders and assess emerging risks, relying on internal and external sources. 

The creation of a long-term value depends on our ability to foresee market developments and our ability to meet stakeholder needs. We 
therefore engaged them in the process of our annual materiality analysis to make sure we gather and take into account their feedback. This 
process helps us identify and assess the issues that are most material to our stakeholders, including emerging risks, but also builds a stronger 
partnership with them for a better and more sustainable future.

In the double materiality assessment process, we have engaged various internal and external relevant stakeholders, including employees, 
suppliers, customers, business partners, consultants and shareholders, comprising a representative share of our portfolio, and our largest 
suppliers and external auditors and regulatory bodies to identify and assess our material matters. In our impact assessment we considered both 
positive and negative impacts, as well as actual and potential impacts related to sustainability matters. In our financial assessment, we assessed 
potential sustainability-related risks that could financially impact our business and assessed their scope and likelihood.
 
The following graphic represents the topics we have identified and assessed as material through our double materiality assessment process. For 
each topic, we have detailed the associated impacts, risks, and opportunities stemming from our activities and business relationships.
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Navigating through the materiality assessment process, we have identified our impacts on the environment and society, as well as the 
sustainability-related risks that we are exposed to. It is evident that as per the ESRS standards, E1 Climate Change, S1 Own Workforce, S4 
Consumers and end-users, and G1 Business Conduct are our most material sustainability matters and the corresponding topics are visible in 
the higher right corner of the matrix.

The environmental impacts and risks are associated with the social and business environment in which we as a company operate, and our 
efforts to contribute and have a key role in building a more sustainable and resilient global economy. The social impacts and risks reflect our 
employees and how we foster a prosperous working environment for them, and our customers and end-users which are at the center of our 
business strategy and future development plans. The governance impacts and risks involve our business conduct and compliance with current 
and upcoming regulations.

The following pages present in detail the sustainability-related impacts, risks and opportunities for each of the material topics.
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Our approach
Climate change is a significant global challenge, affecting everyone through extreme weather events like intense heat, wildfires, heavy 
rainfall, and flooding. The year 2023 marked the hottest year on record, and scientists predict that temperatures will keep rising. Coordinated 
efforts between the public and private sectors are essential for a successful energy transition and to mitigate the impacts and manage the 
risks of climate change. In this transition, the financial industry plays a crucial role, and therefore we aim to play our part. 

Transition plan
At TBI Group, we are committed to reducing our direct and indirect environmental impacts, aligned with the Paris Agreement's goal of 
limiting global warming to 1.5�ØC and achieving climate neutrality by 2050. Even though financed emissions account for most of our 
environmental impact, the management of our own footprint is the starting point, and we have set the target of reducing our total GHG 
emissions in Scope 1 and 2 each year to reach net zero in 2050. The first step in developing our transition plan is to compile a detailed 
inventory of the bank's greenhouse gas (GHG) emissions. This involves defining organizational and operational boundaries to measure and 
report GHG emissions according to GHG Protocol standards. Organizational boundaries are determined by selecting an appropriate 
consolidation approach, such as operational or financial control. In 2023, TBI Group collected and calculated its emissions data for Scope 1, 
Scope 2 and Scope 3.

Scope 1, 2 and 3

�‡Scope 1 comprises all direct emissions from operations that are owned or controlled by TBI Group, such as the on-site energy 
consumed through heating and cooling of our offices.

�‡Scope 2 comprises all indirect emissions from the generation of purchased or acquired electricity, steam, heating or cooling, consumed 
by TBI Group, such as the electricity used in our offices.

�‡Scope 3 comprises all other indirect emissions (not included in Scope 2) that occur in TBI Group's value chain, including both upstream 
and downstream emissions such as business travels.
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In 2023, tbi conducted its first GHG inventory, following the guidelines of the 
GHG Protocol, and 2023 was considered as the base year on which we are 
committed to tracking progress and further advancing our agenda.

To be able to set clear targets and to grasp the general picture of our 
environmental impact, we explored several methodologies used by the Science 
Based Targets Initiative (SBTi) to reduce our emissions, and decided to proceed 
with the absolute contraction approach as it is better suited for our long-term 
goals and general purpose. This approach allows us to align directly with 
international climate goals and commit to an annual linear reduction of our 
total GHG emissions. Furthermore, the method offers simplicity and 
transparency that facilitate the communication of our progress to our 
stakeholders. As a financial institution, our environmental impact extends 
beyond our own operations. The absolute contraction approach reinforces our 
commitment to encouraging our clients and partners to adopt sustainable 
practices, thereby creating a multiplier effect in the fight against climate 
change.

Our priority for the next upcoming reporting period is to closely examine our 
portfolio, collect relevant information, and estimate our carbon emissions. The 
emissions associated with the Business lending, represented in Figure 1 include 
only the business lending activities, and information about the individual 
lending is currently not included, following the EU Taxonomy Regulation.  This 
detailed assessment will provide us with a comprehensive understanding of 
our current environmental footprint, enabling us to set more precise and 
actionable targets. By carefully analyzing our portfolio, we aim to identify key 
areas where we can reduce emissions most effectively and implement 
strategies that align with the absolute contraction approach. This initiative is 
crucial for ensuring that our environmental objectives are grounded in accurate 
and robust data, facilitating our progress towards a more sustainable future.

Business Lending

Scope 1

Scope 2

Scope 3
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Figure 1.  GHG emissions



Adopting a sustainable business model 
���v�����•�µ�‰�‰�}�Œ�š�]�v�P���}�µ�Œ�����µ�•�š�}�u���Œ�•�[���o�}�v�P-

term development

Our impact on the environment is 
through the emissions of greenhouse 
gases generated through our business 
operations, business-related travel, and 
the heating/cooling systems in our 
offices.

GHG emissions from own 
operations and environmental 

impact

Value chain Time horizon

Actual negative 
impact

Actual positive 
impact

Supporting our customers by providing 
them with banking products and services 
that have environmental and/or social 
characteristics and positively impact their 
lives and business.

GHG emissions from own operations and environmental 
impact

Exclusion of vendors exposed to 
significant social and environmental 

risks

Potential negative 
impact

Stringent requirements for vendors 
exposed to significant social and 
environmental risks could lead to 
financial and economic losses.



Integrate ESG criteria in risks 
assessment and financing decisions

Value chain Time horizon

OpportunityThrough this we will mitigate credit and
financial risks with a proper
evaluation of the social/environmental
risks and inclusion in existing processes
and procedures.

GHG emissions from own operations and environmental 
impact | continued

Reputational risk associated with 
greenwashing

This risk is related to communication 
and commitments made that do not 
correspond to actions.

Potential risk



The materiality assessment defined the topic of the carbon emissions we generate and the environmental impact we have through our daily 
business operations as most material. We have analyzed and assessed the actual or potential negative and positive impact, the risks and the 
opportunities associated with this material topic. Our impact on the environment stem from our emissions from own business operations, 
business-related travel and the heating of our offices. 

To further identify the material physical and transition risk for tbi, by relying on the method of the Triangle of Attention chart by ACT, we have 
conducted a comprehensive analysis of the risks and opportunities associated with the transition to a sustainable model. This analysis is based 
on two main axes�v probability (vertical axis) and impact (horizontal axis)�v clearly distinguishes between risks and opportunities. The TBI 
�'�Œ�}�µ�‰�[�• Triangle of Attention highlights the key focus areas in terms of risks and opportunities. By implementing strategies to mitigate identified 
risks and capitalize on opportunities, the Bank can ensure that its strategy and business model are compatible with the transition to a 
sustainable economy, in line with the Paris ���P�Œ�����u���v�š�[�• goal of limiting global warming to 1.5�ØC and achieving climate neutrality by 2050. This 
approach also addresses the �����v�l�[�• exposure to coal, oil, and gas-related activities which is limited. By aligning with these sustainability goals, 
the Bank can not only comply with regulatory requirements but also strengthen its resilience and competitiveness in a rapidly evolving financial 
landscape.
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Based on the method used by ACT, we have identified the following risks and opportunities relating to our 
market context and business model. 

High Impact and Certain Probability:

�‡Rapidly Evolving Technologies: The continuous need to adapt to new 
technologies can result in high costs and business interruptions.

�‡Investor Reaction: Investor decisions driven by ESG criteria can 
significantly influence stock value and the �����v�l�[�• reputation.

Medium Probability:

�‡Reputation and Stakeholder Pressure: Failing to meet increasing 
stakeholder expectations regarding sustainability can damage the 
���}�u�‰���v�Ç�[�• reputation.

�‡Business Interruption: Extreme weather events may disrupt the bank's 
regular operations.

�‡Changing Environmental Regulations: New regulations might 
necessitate costly and rapid adjustments.

Possible Probability:

�‡Volatility of Financial Markets: Market fluctuations can affect 
investments.

�‡Changing Customer Demand: A shift in customer preferences toward 
more sustainable products may require a revision of existing offerings.

�‡Cybersecurity Risks: Cyberattacks can disrupt operations and cause 
financial losses.
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High Impact and Medium to High Probability:

�‡Diversification of Investment Portfolios: Investing in sustainable 
sectors can provide attractive returns and reduce risks 
associated with the energy transition.

�‡Partnerships with Green Energy Suppliers: Collaborating with 
renewable energy suppliers can enhance the sustainability of 
the bank's operations.

�‡Issuing Green Bonds: Offering green financial products can 
attract environmentally conscious investors and enhance the 
bank's reputation.

Medium Probability:

�‡Development of Sustainable Financial Products: Creating new 
financial products aligned with sustainability goals can meet 
the growing demand from clients for responsible solutions.

�‡Innovation in Transition to a Low-Carbon Economy: Adopting 
technological innovations to reduce the carbon footprint can 
improve operational efficiency and open new markets.

�‡Improvements in Renewable Energies: Investing in renewable 
energies can reduce energy costs and greenhouse gas 
emissions.
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TBI Group has conducted a risk assessment as part of the Internal Capital Adequacy Assessment Process (ICAAP) framework, based on external 
database of climate-related operational events reported by other financial institutions in two aspects, namely physical and transition risks, 
reported in the table below. It is complemented with scenario analysis which allows the Bank to evaluate the potential loss effects on the 
financial position and in ongoing processes of the Bank with a certain change of risk factors associated with the probability of occurrence of 
operational risk events with catastrophic consequences. Expert assessments are used in order to assess the frequency for which the loss could 
occur in a range of risk scenarios, as well as the identification of intangible damage that will be caused to the Bank. Scenario analyses include a 
rare operational events with catastrophic consequences for the Bank, which probability to occurred is very unlikely.

In the Bank are considered 12 options for scenario analyses - the table below are distributed according to the taxonomy scope, and 
operational loss amount in BGN are estimated. For physical risk 1.2 million BGN is estimated due to the fact that we have one own building, 
and the rest of our corporate assets are on lease. For transition risks 5 million BGN are estimated, based on operational events reported by 
other financial institutions worldwide. 

An enhancement of the climate risks assessment is planned for the next upcoming reporting report, where different climate-related scenarios 
will be applied to properly identify and assess the physical and transition risks and opportunities over the short, medium and long-term. 
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We analyzed and assessed the exposure of the Group to endogenous and exogenous risk related to ESG standards and objectives. 

Type of risk  Risk description  Impact  Control / Mitigation  Net risk rating (high, medium, low)

Financing environmental impact Increased risk through financing 
environmental damaging sectors or exposures 
to countries with low ESG score

Regulatory action, financial penalties, 
reputational damage

Regulatory action, financial penalties, reputational 
damage

Low

Changes in energy prices
  

Increased operating costs for offices and 
branches

Reductions in financial returns Energy saving measures  Medium

Changes in government regulations regarding 
environmental changes
  

Increased regulatory burden and operating 
costs

Regulatory action, financial penalties, 
reputational damage  

Regular review of regulations
  

Medium

Long term climate changes
  

Values are driven by expectations of long-
term climatic conditions which can change 
over the lifetime of a financed asset
  

Reductions in financial returns and valuations
  

Non-mitigative but sensitive analysis carried out on 
assumptions

Medium

Extreme weather events The partial or total loss of an asset could result 
from an extreme weather event such as 
tempest or flood or other Business Continuity 
Plan (BCP) event

Reductions in financial returns and valuations
Non-mitigative to a large degree but controls include 
the geographic spread of locations, insurance cover. 
A regular program of maintenance checks ensures 
the real estates are in good condition.
  

Medium

ESG Failing

The occurrence of an ESG failing (e.g. a health 
& safety or governance breach) and/or an ESG 
issue goes undiscovered or is not 
appropriately handled

Reputational damage

Controls include governance processes, group 
policies, experienced and trained staff, senior 
management and compliance oversight, use of high 
quality/reputable subcontractors with specialist 
knowledge of ESG factors

Low
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We analyzed and assessed the exposure of the Group to endogenous and exogenous risk related to ESG standards and objectives. 

Type of risk  Risk description  Impact  Control / Mitigation  Net risk rating (high, medium, low)

Non-compliance with legislation / regulation 
in terms of labor conditions

A material breach of legislative or regulatory 
requirements

Regulatory action, financial penalties, 
reputational damage Controls include governance processes, group policies, 

experienced & trained staff, senior management & 
compliance oversight.

Low

Litigation risk
  

Legal action taken against an entity within the 
group, e.g. as a result of a health & safety 
incident

Financial penalties and reputational damage

Regular assessments of sites conducted by specialist 
health & safety professionals, insurance coverage, 
specialist legal advice and legal reviews of contractual 
documentation

Low

Conflict of interest
  

Failure to properly identify, manage or report 
a conflict of interest relating to an ESG issue

Reductions in financial returns & valuations.

Established process in place for the management of 
conflicts, including a conflicts policy, the recording of 
conflicts in a register, Board review and oversight by 
�d���u�‰�}�Œ�]�•�[���]�v�����‰���v�����v�š�����}�u�‰�o�]���v�������š�����u����

Low

Financial crime event e.g. money laundering, 
fraud or bribery  

Failing to prevent and/or identify a fraud, 
bribe, money laundering or other type of 
financial crime.

Regulatory action, financial penalties, 
reputational damage

Controls include analysis of customers, internal AML 
and KYC polices, gifts & hospitality prohibition 
processes, annual compliance training for all staff, 
senior management & compliance oversight

Low

Cyber security incidents Failing to prevent cyber security incident  
Regulatory action, financial penalties, 
reputational damage

Controls include analysis of used applications and 
systems, internal polices and oversight of operations, 
ongoing training for all staff

Low

Corporate behavior
Non-adherence to corporate practices and 
policies

Regulatory action, reputational damage
Controls include analysis of processes and operations, 
internal polices and oversight by internal audit and 
permanent control, ongoing training for all staff

Low
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In our Group ESG Policy, our approach to responsible financing is outlined as well as how the Bank assesses the risks associated with the 
lending activities per region and industry sector is discussed. 

The Group supports the view that global efforts are necessary to curtail the impacts of climate change. tbi is committed to creating a positive 
impact through its operations founded on the values of respecting human life and addressing the challenges to the environment. In this regard, 
TBI Bank is dedicated to investigating its portfolio and reducing associated greenhouse gas (GHG) emissions. The Bank, together with its 
branches and subsidiaries, supports capacity creation in sustainable sectors after appropriate risk-return assessment. The �����v�l�[�• Credit Policy in 
the Business Banking segment is used for screening new financing proposals. The main focus is on small-medium enterprises (SMEs), which 
comprise the bulk of the economy. 

ESG-related target industries are those in which the Group plans to invest due to their low or moderate risk and stable outlook for their 
development with priority on economic activities that meet the criteria for environmentally sound development and minimizing the potential 
impact on climate change and providing sound ESG practices:

Industries

�‡Agriculture
�‡Medical services and medical products trade
�‡Computer technologies
�‡Investments in energy-saving innovations and green practices

Funding of customers operating in the below mentioned limited industries is not prohibited but is implemented under stricter requirements:

Industries

�‡Mining
�‡Mediation in real estate trade
�‡Regulated religious, political, philanthropic, or non-profit organizations
�‡Manufacture of tobacco and tobacco products
�‡Shipbuilding
�‡Multi-level marketing 40



Forbidden industries are those which TBI Group does not finance due to their extremely high risk, including ecological, reputational, and 
fraud risk. It has an exclusion list of industries not permitted for financing, which includes:

Industries

�‡Betting, gambling, casinos
�‡Production and trade in arms, ammunition, and military equipment
�‡Unclear power generation
�‡Production causing severe environmental damage
�‡Abusive / sexually oriented business
�‡Shell banks
�‡Unregulated charities
�‡Virtual/crypto currencies

The Group is incorporating ESG and climate risk aspects as part of the credit evaluation process whenever feasible. This includes assessing 
the ESG profile of borrowers, their ESG-related risks depending on the sector and domicile in which they operate, and related policies and 
processes deployed to address these risks. The Group is committed to managing climate risks and enhancing related public disclosures. 
While a common framework for adopting climate risk assessment at banks is still evolving, the �����v�l�[�• approach to analyzing climate risks 
would include testing the resilience of the lending portfolio to transition and physical risks. In 2023, TBI Group integrated ESG risks in the 
general risk management framework. Following the Task Force on Climate-related Financial Disclosures (TCFD) categorization of risks and 
namely, risks related to the transition to a low-carbon economy, and the risks related to the physical impacts of climate change, we have 
analyzed and assessed their impact on the Bank's business operations and future business plans, and control measures have been 
implemented. 
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Actions

At a Group level, we implemented several initiatives in 2023 to reduce our environmental footprint.

Digitalization and reduction of paper usage
We are reducing our environmental impact through relying on digitalization and constant innovation. In our 
internal system SYNCRO AI, our Operational Automations team introduced a new feature �t the ESG green leaf, 
through which employees can now consciously and fully transparently track their environmental impact. By 
logging requests for various tasks, they can now see metrics such as the number of trees saved, energy and water 
conserved, and reductions in carbon dioxide (CO2) emissions. This functionality helps the bank achieve several key 
sustainability goals. Primarily, it reduces our environmental footprint by promoting an eco-friendlier work 
environment through digitization and efficient resource use. Additionally, it provides opportunities to automate 
processes and train staff across the bank's various departments on ESG practices, ensuring that our teams are 
well-versed in sustainable practices within their workflows. Through this we managed to reduce paper use in our 
daily workflows by 60%, and for 2024 we have set the target of reaching 90% paper reduction. 
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Reduction of energy consumption
Over the past few years, we have made significant efforts to modernize our offices and headquarters. We introduced high-performance air 
conditioning and building management systems, and we upgraded thermal insulation and lighting. These renovations have resulted in a 
notable reduction in our total energy consumption. Furthermore in 2024 we will initiate a building automation project which contributes 
positively to our plans of emissions reduction and cost optimization. 

Sustainable mobility
After optimizing our own processes, the Group is committed to helping both customers and partners adopt environmentally friendly business 
practices. We actively encourage the use of innovative technical solutions and advocate for the reduction of paper and other resource 
consumption in their operations. Maintaining close relationships with our customers and partners often requires frequent vehicle use. Since 
our establishment, we have prioritized fuel-efficient engines for our vehicles. As part of our ongoing efforts to minimize environmental 
impact, we are continuously updating our vehicle fleet with more economical cars that meet the highest European Union exhaust emission 
standards, and we are eliminating diesel vehicles from our car fleet. This initiative underscores our dedication to sustainable practices and our 
leadership in promoting environmental responsibility.



Metrics and targets

tbi has set an ambitious target of reaching carbon neutrality by 2050. This target has been rigorously analyzed using a sector-specific 
benchmark for our industry and considering the 2�ØC warming scenario defined by the Science Based Targets initiative (SBTi).

The methodology of the analysis included a comparative evaluation of the emission reduction performances of companies in our sector, as 
well as the application of sectoral decarbonization models to ensure that our targets are scientifically robust and aligned with the emission 
reduction trajectories necessary to limit global warming to well below 2�ØC, in accordance with the Paris Agreement objectives. The results, 
illustrated in the attached graph, clearly demonstrate that TBI's targets meet the requirements of the 2�ØC climate scenarios and sector 
benchmarks. This compliance validates tbi's commitment to sustainability and environmental responsibility.
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EU 

We have assessed �š���]�[�• business operations and lending activities in relation to the EU Taxonomy and the economic activities outlined in 
the Climate and Environmental Delegated Acts. 

The EU �Ãaxonomy tables, available in Appendix, p.101-102 display the disclosure obligations under Article 8 of the Disclosures Delegated 
Act supplementing the EU Taxonomy Regulation (2020/852), which requires financial companies to report eligibility and ���o�]�P�v�u���v�š�[�• key 
performance indicators (KPIs), for calendar year 2023. In particular, actual data provided by counterparties is necessary to assess our 
Taxonomy-related KPIs, such as eligibility and alignment, for financial and non-financial undertakings. However, data availability has been 
a constraint in this �Ç�����Œ�[�• disclosure, which leads to no information on alignment and did not make it representative of the overall effort 
toward the green transition.  

Our calculation approach:  

�‡ We have provided no disclosure related to four environmental objectives (water and marine resources, circular economy, pollution, 
and biodiversity and ecosystems), considering that no actual information directly published by counterparties is available.

�‡ For financial corporations, alignment is not reported, considering that financial corporations are only required to report on eligibility.  

�‡ For counterparties that did not report the CCM and CCA breakdown in their mandatory non-financial disclosure (SMEs and NFCs 
(other than SMEs) not subject to NFRD disclosure obligations), it has been not possible to report values under the respective columns 
(CCM and/or CCA). In that case, we have included the KPIs in the sum column �~�Z�d�K�d���> CCM + �������[�•.

�‡ Households and local governments: For alignment KPIs on the �Z�}�µ�•���Z�}�o���•�[ portfolio, we focused on �^�D�}�š�}�Œ �À���Z�]���o���•�_ due to a lack of 
mortgage portfolio.  

�‡ For this portfolio, we could not identify the share of � �̂P�Œ�����v �o�}���v�•�_�U applying the criteria of the afore mentioned Regulation.

�‡ Off-balance sheet exposures: we have only included SMEs and NFCs (other than SMEs) not subject to NFRD disclosure obligations. 
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Metrics and targets

Our energy consumption primarily includes heating and electricity. Our plans for building automation will show progress in reducing both 
energy consumption and greenhouse gas emissions through intelligent climate control for automation of heating, ventilation and air 
conditioning (HVAC), and lighting efficiency with up to 5% annually. For the consumption of our servers in the main office building, we are 
planning to install a photovoltaic system with  capacity of 20 kW in 2024 that will cover their consumption needs and contribute with 3% 
reduction of electricity annually. In our next sustainability report covering the year 2024, more information will be provided.

Our plans for 2024 is to continue transforming our corporate car fleet by eliminating diesel vehicles and procuring only such on gasoline 
and with high focus on electric vehicles. In addition, we continue to focus on constant improvement of our internal systems and 
digitalization goals which already lead to significant decrease of the paper use in our daily processes and operations. For 2023, we have 
recorded 60% decrease of paper use, and for the next reporting year we are aiming at 90%. 

GHG inventory
The gross scopes 1, 2, 3 and the total GHG emissions are disclosed in Appendix, p. 94.

GHG removals
TBI Group does not have any GHG removals or GHG mitigation projects financed through carbon credits.

Internal carbon pricing
TBI Group does not apply internal carbon pricing schemes in its business.
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Our employees are our greater asset, and therefore we are 
committed to building a workplace of equal opportunity and a 
positive environment for them, in which they can constantly learn, 
grow, and evolve. Attracting, developing and retaining talented 
people is core to our success and we constantly focus on the 
professional development of our employees and their well-being. 

As a bank committed to placing both customers and employees at 
the heart of our business operations, ensuring high employee 
satisfaction is vital. In the context of our rapid growth and success, it 
is imperative that we do not overlook the interests and needs of our 
employees. By prioritizing their well-being and professional 
development, we foster a motivated and dedicated workforce 
capable of providing exceptional service. Our investment in employee 
satisfaction, through social benefits, career development 
opportunities, and a positive work environment, is fundamental to 
our overall success and underscores our dedication to sustainable 
excellence.

The potential negative impact of not meeting our ���u�‰�o�}�Ç�����•�[ needs 
in terms of professional development and well-being can influence 
our own operations and occur over the short, medium term and long 
term. To address this, we engage in constant communication with our 
employees through internal channels, organize social activities, 
encourage frequent meetings with the managers and foster a 
corporate culture where employees are free to speak up and explore 
new professional paths.
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Focus on well-being initiatives and 
professional development

Disengaged 
workforce

Our employees are our driving force and 
the inability to meet their professional 
growth and well-being expectations could 
impact their overall satisfaction and 
motivation at work.

�/�u�‰�����š���}�v�����u�‰�o�}�Ç�����[�•���Á���o�o-being and 
motivation due to unmet expectations 

for professional growth 

Value chain Time horizon

Potential negative 
impact

Actual positive 
impact

Potential risk

Improving ���u�‰�o�}�Ç�����•�[ skills through 
trainings and development activities to 
meet future needs and be prepared for 
new developments on a global scale.

Decrease in ���u�‰�o�}�Ç�����[�• engagement and 
satisfaction level due to lack of activities in 
terms of professional development, 
inclusion, and work-life balance negatively 
affecting customer experience.

Employee well-being and professional development

Be an employer of choice

Focus on our employees and support them 
in the transformation to an innovative and 
tech-oriented workforce, foreseeing the 
future trends.

Opportunity



At tbi, we prioritize the well-being of our employees, recognizing that it significantly influences not only their professional performance but 
also their overall quality of life. We understand that a healthy, satisfied workforce is integral to both the success of our organization and the 
personal fulfillment of each team member. By ensuring a supportive and nurturing work environment, we aim to enhance the physical, 
mental, and emotional well-being of our employees, thereby creating a positive impact that extends beyond the workplace and enriches their 
personal lives.

This is achieved through a number of benefits, offerings, and perks which the bank provides to employees: flexible working hours, flexible 
work locations with the option of home office, comprehensive additional healthcare coverage, sport cards, corporate discounts, and 
extensive training, growth, and development support. Additionally, we promote healthy lifestyle practices through activities such as fresh 
weekly delivery of fruits to the office and internal sport-associated activities. For us this is a necessary support system to ensure that our 
people are happy and healthy at work. Furthermore, to ensure workplace safety and health, the Group has engaged external occupational 
health services for its structures on a group level. They provide the necessary recommendations, trainings and document drafting related to 
the creation and maintenance of ���u�‰�o�}�Ç�����•�[ personal health records, the preparation of annual analysis of ���u�‰�o�}�Ç�����•�[ health status on the 
basis of the results of preliminary and regular preventive health care check-ups and examinations

In addition, maintaining a good work-life balance is crucial not only for retaining motivated staff but also for attracting prospective 
candidates, as it is a hallmark of a healthy corporate culture. We recognize that employees who can effectively balance their professional and 
personal lives are more likely to be engaged, productive, and loyal. Furthermore, we are dedicated to safeguarding the labor conditions of our 
employees through social protection. This encompasses support for circumstances such as sickness, unemployment, employment injury, 
parental leave, and retirement, as outlined in our Internal Workplace Regulation.

 well-being

tbi was placed #81 in Global Top 100 Most Loved 
Workplaces by Newsweek Rating

tbi is the best employer among banks in Bulgaria based on 
the feedback from former and current employees

49

tbi was named Employer Brand Leader of the Year by 
Employer Branding Awards by b2b media



It is a core value of TBI Group that every single employee is treated equally, independent of their race, gender, sexual orientation, 
religion, beliefs, etc. In our Code of Conduct and Ethics, and Internal Workplace regulation, the fair treatment and anti-discrimination at 
the workplace is outlined, and the Bank is committed and complies to the legal provisions on non-discrimination under the Protection 
against Discrimination Act. 

In addition to the internal documents that safeguard our ���u�‰�o�}�Ç�����•�[ rights, we are elevating our commitment to creating a diverse and 
inclusive workplace. This demonstrates that diversity and inclusion are core values for us, not just additions to our policies. We are proud 
that our team represents 19 different nationalities, encompassing diverse cultural backgrounds, multiple generations, and a balanced 
gender representation. 

This diversity allows us to learn from each other's unique experiences and backgrounds, fostering a collaborative and innovative 
environment. We believe that this diversity is key to building a winning team, and we remain dedicated to maintaining a diverse and 
engaged workforce.

At tbi, we promote and have implemented labor practices which would allow our employees to be as productive, engaged and 
motivated as possible. We ensure we comply with all applicable laws and regulations under the Labor Code. We also require that our 
employees follow basic ethical principles when conducting business, which is clearly outlined in our Internal Workplace Regulation and 
Code of Conduct and Ethics. These internal documents explicitly highlight our dedication to ensuring the protection of human rights, the 
elimination of forced or child labor, and the elimination of discrimination in employment and occupation. 

nationalities 
comprising 
our highly 
motivated, 
experienced 
and diverse 
team
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Additionally, we emphasize respect for all individuals, encouraging an inclusive and supportive work environment where every employee 
is valued and treated with dignity. This is an integral part of our recruitment process, where our priority is finding the best possible fit for 
the role, considering only competence-related factors and employing principles of non-discrimination. We have an Internal Policy on 
Recruitment and Referral that outlines our commitment to ensure an objective and fair recruitment process. Furthermore, we 
encourage and support our employees in their professional development by providing them with the opportunity to apply for newly 
created jobs and functional positions first, before being announced externally. And because people love working at tbi, more than 30% 
of our vacancies are closed by employee referrals.

At tbi, we apply the principle of equal pay for all genders for work of equal value. Our employees are our most important assets and 
represent our best investment. This commitment aligns with the �'�Œ�}�µ�‰�[�• strategy to embrace change, which is driven by people and 
ultimately depends on their skills and competencies. By supporting an inclusive and equitable work environment, we ensure that our 
workforce is empowered to contribute to our ongoing success and innovation. In 2023, we continued building strong culture by 
promoting brave, passionate, and caring people across tbi. 42 employees were recognized with Who We Are Award for living and 
breathing tbi values. Proudly, five people are winning this award for the second time.

We are committed to cultivating an environment where everyone feels psychologically safe to discuss important issues. We encourage 
all employees to openly share their views, including with those in higher positions. To support this, we conduct an Annual Internal 
Environment Spotlight Survey, assessing employee satisfaction and motivation. This survey offers insights into how employees perceive 
TBI Group as a workplace, their daily work experiences, relationships with leaders and senior management, and other factors affecting 
their work life. The survey results provide a crucial basis for starting conversations and identifying steps to further improve our 
workplace, but also it provides us with honest and valuable input which we can only use to measure our progress. 

In 2023, the internal environment spotlight survey was completed by 1370 employees who took the time and care to share their honest 
feedback, reaching 74% participation rate. This �Ç�����Œ�[�• result is better than the previous year, at this for us means that there are more 
and more people who really care about how they feel at work and resonate with our values. More than 80% of our employees strongly 
agree that they are treated fairly and honestly.

Once the results are collected and analyzed, our People and Culture team develops specific action plans for every manager and their 
progress is monitored and reported on a yearly basis. This is important for us, because we are able to check year to year the results and 
see whether the improvements made actually deliver results. This is how we build a strong internal environment at tbi bank. The results 
from the survey are completely anonymous and the respective managers receive anonymous results for their team's performance.
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We take employee complaints seriously and address them through our 
Whistleblowing policy, under which they can raise concerns about their rights being 
violated, their interests needing protection, or issues like harassment, discrimination, 
fraud, abuse, or regulatory breaches. In addition, we respect their right of anonymity. 
We have a mechanism in place, namely our Whistleblowing Policy, to ensure that 
there is no harassment based on any of the above-mentioned aspects and if there are 
any �t that they are investigated and addressed. 

The policy provides a clear framework to encourage employees to report any potential 
or actual wrongdoing, whether it involves malpractice or breaches of national and 
European Union regulations. The policy clearly outlines the terms and conditions for 
submitting and handling such reports through the Whistleblowing Channel or other 
means, ensuring that the rights of employees are fully protected throughout the 
process. For more information on our whistleblowing channel and how we protect 
whistleblowers against retaliation, please see section G1 on business conduct. 

While we have established a whistleblowing mechanism, we recognize the critical 
need for a comprehensive grievance mechanism that empowers our employees to 
raise concerns related to employee matters. In this reporting period, we have actively 
addressed concerns and issues raised through our whistleblowing channel, 
demonstrating our commitment to cultivating an open and transparent workplace. 
Although a dedicated grievance handling mechanism is not yet in place, we have 
ensured that our employees' voices are heard, and their complaints are taken 
seriously. We support our employees by thoroughly investigating and resolving the 
issues raised, reinforcing our commitment to their well-being and trust.
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To cultivate transparency and open communication within our organization, we hold monthly meetings for the entire workforce with top 
management. During these sessions, the management shares updates on our current focus, developments, and openly discuss future plans 
for the bank. This is a two-way communication process, and questions submitted beforehand by colleagues on a wide range of topics are 
being answered. These meetings provide a valuable opportunity for feedback, allowing us to understand what concerns, motivates, and 
excites our employees and take actions where necessary.

In addition to these monthly meetings, managers are encouraged to organize regular one-on-one sessions with their team members. These 
check-in conversations and career development reviews ensure that employees have the support they need for their professional growth and 
well-being. This approach underscores our commitment to maintaining a transparent, inclusive, and supportive work environment, which is 
essential for our ongoing success and sustainability.

As employees are our driving force, we acknowledge that for our business to thrive, we need to have a satisfied, motivated, and encouraged 
workforce. The risk of not fulfilling our business aspirations should not be underestimated, and for this we need highly qualified employees. 
For this reason, we are committed to focusing on further professional development with the goal of having well-qualified and well-trained 
employees that in order to excel, perform efficiently, and grow, they must understand their role within the organization and be informed 
about future opportunities that may emerge.

In our Internal Training and Development policy, we outline our general principles of providing employees with relevant skills and knowledge, 
reducing employee turnover, and improving employee satisfaction and morale. The Group is focused on ensuring transparency and equality, 
offering numerous opportunities for employees to acquire new knowledge and skills and advance their careers. We believe that we learn 
most effectively from experience and through interaction with other people. Therefore, we have implemented the 70:20:10 principle, as 
described in our training policy, which suggests that 70% of our learning and development comes from experience, 20% comes from working 
with others, and 10% comes from structured trainings.

To follow our 70:20:10 learning model, we offer and encourage our employees to use a variety of solutions, including tools for on-the-job 
learning, knowledge sharing, courses, workshops, e-learnings, and much more. We have developed an internal training and learning platform 
called Next Gen Learning through which we create mandatory trainings for all employees to better facilitate the onboarding process for new 
employees, and effectively enhance the knowledge and expertise of all employees. In addition, an annual training schedule is prepared for 
every upcoming calendar year, which is discussed and approved with our heads of departments and senior management. 53



In 2023 we held several leadership workshops on the 
topics of recognition, delegation, offering challenging 
feedback, effective behavioral interview, and 
unleashing creativity and problem solving. Each 
workshop was carefully designed to provide practical 
tools and insights, enabling leaders to apply these skills 
in their daily interactions and management practices. 
Through a combination of theoretical knowledge and 
hands-on exercises, participants gained a deeper 
understanding of these essential leadership areas and 
how to implement them to drive team success and 
organizational growth. 64 managers � �̂P�Œ�����µ���š�����_ from 
tbi Leadership Academy, where they learn and practice 
skills that help them to create better work environment 
in their teams and lead their people for better results.

In 2023, we strengthened our commitment to fostering 
meaningful partnerships with various organizations and 
academic institutions. Our participation in employment 
fairs provided invaluable opportunities to engage with 
potential employees, showcasing the dynamic work 
environment and exciting career prospects at tbi. This 
year, we continued our long-standing support of the 
"Manager for a Day" initiative by Junior Achievement 
Bulgaria, empowering ambitious young individuals to 
gain firsthand experience in real-world business 
processes and projects, thereby aiding them in making 
informed career choices.

managers 
took part of 
the 
leadership 
workshops in 
2023

hours average 
learning hours 
per employee 
per year
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We dedicate special attention to health campaigns so 
we can raise awareness about important matters such 
as breast cancer and �u���v�[�• health issues. In 2023, we 
supported the � 1̂ out of 8�_ campaign and our ambitions 
is to continue to support such initiatives in 2024 as 
well. At tbi, we donated books for a library in Ukraine so 
that Bulgarians living there can have access to books in 
their native language. We supported the people in need 
as a result of the devastating earthquake in Turkey.

tbi is deeply invested in social responsibility and 
philanthropy. This year, we donated books to a library in 
Ukraine, ensuring that Bulgarians living there have 
access to literature in their native language. 
Additionally, in response to the devastating earthquake 
in Turkey, we extended our support to the affected 
communities, underscoring our commitment to aiding 
those in need during times of crisis. Furthermore, we 
supported Sofia Pride, reaffirming our commitment to 
diversity, inclusion, and the rights of the LGBTQ+ 
community.

donated for COVID-
impacted hospitals, 
Ukrainian refugees 
and victims of 
earthquake in Turkey

social causes 
supported and 
contributed to in 
2023
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2023 has been a year of rapid growth and great achievements. A priority of our People and Culture team is employee overall satisfaction and 
well-being through numerous initiatives and campaigns which resulted in higher participation rate in our Internal Environment Spotlight 
Survey. For 2024 we are committing to the following targets:

ensure at least 50% 
of employees 
participate in 
internal 
environment survey

hours at least spent 
on trainings 
(continuous 
training) for 
managers, sales, 
and others

of employees 
receiving 
promotion 
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At tbi we position ourselves as a modern and customer-centric financial institution, aiming to provide convenient and innovative banking 
solutions. Our attitude towards customers is focused on accessibility, simplicity, and transparency, with an emphasis on digital-first 
approaches. The materiality assessment process identified the topic of financial inclusivity as most material for the bank.

At TBI Group, our business model and value proposition are firmly rooted in creating positive social impact. By providing financial services 
that cater to underserved populations, we contribute to financial inclusion and empower individuals to achieve their financial goals. Our 
inclusive lending approach ensures that near-prime customers, who are often overlooked by mainstream banks, have access to essential 
credit and banking services.

TBI �'�Œ�}�µ�‰�[�• commitment to financial inclusivity is demonstrated through our tailored lending programs. We understand that near-prime 
customers, despite having moderate credit risk, often face barriers to obtaining credit from traditional financial institutions. Our inclusive 
lending strategy addresses this gap by offering accessible financing solutions designed to meet their unique needs and making it as 
convenient as possible for our customers and their monthly financial possibilities. 

Our daily banking services are designed to be low-cost and easily accessible, ensuring that all customers, regardless of their financial status, 
can benefit from essential banking facilities. This inclusive approach helps reduce financial exclusion and promotes economic participation. 
Furthermore, we support small and micro businesses with high growth potential and offer them convenient digitalized customer journey. 

For the year 2023, we have successfully lent c. EUR 893m to near-prime customers, leveraging a digital distribution model, increasing 
profitability and enabling consumers to spread essential purchases over time. Our customers have been able to access credit for essential 
needs such as education, healthcare, and small business investments, contributing to their personal and economic growth.

million EUR 
successfully 
lent to near-
prime 
customers 57



Inclusive financial products and 
services to underrepresented 

communities

Reputational risk from non-
compliance with social and 
environmental standards

Unintended consequences as a result of 
introducing sustainability criteria and 
ultimately causing expectation mismatch.

Implementing stringent  
environmental and ethical standards 
that might impact the attraction of 

new clients

Value chain Time horizon

Potential negative 
impact

Actual positive 
impact

Potential risk

Inclusive financial products and services to 
underrepresented communities, promoting 
financial inclusion.

This risk is closely related to our value 
creation and value creation for our clients, 
and it  relates to loss of trust among clients, 
investors, and other stakeholders in case we 
do not consider ESG factors.

Provide access to financial services to all



Being a trustworthy partner for 
�����v�l�[�•�����µ�•�š�}�u���Œ�•�����v�����‰���Œ�š�v���Œ�•

Value chain Time horizon

OpportunityBe a proactive leader in creating 
innovative banking products that capture 
the sustainability demand but also 
positively impact �����v�l�[�• customers and 
their needs.

Provide access to financial services to all



At TBI Group, we are committed to nurture financial inclusion and providing accessible financial products and services to underserved small and 
micro businesses with high growth potential across various sectors, including electronics, IT goods, home improvements, furniture, and car sales. 
Our business model is centered on enhancing the quality of life for all our customers by offering inclusive financial solutions. In 2023, we 
significantly expanded our network of merchant partners to include a wider array of services, particularly in the medical, educational, and 
sustainability sectors. This expansion aims to meet the diverse needs of our customers and facilitate their access to essential services while 
engaging with our end customers and hearing their opinions, needs, and feedback.

Educational partnerships
We have established partnerships with more than 40 merchants offering educational courses in professional development, technical skills, and 
various other areas of knowledge. These courses are designed to empower our customers with the skills and knowledge necessary for personal 
and professional growth at the most convenient conditions for them. Furthermore, our goal for next year is to involve private educational 
institutions as well in order to provide our customers with the opportunity to advance their educational and professional skill set in a way that is 
convenient and affordable for them. 

Medical services accessibility
We have also partnered with over 1000 clinics in the medical and beauty industry, providing our customers with the lowest possible interest 
rates. This initiative ensures that our customers can access necessary medical services without financial strain. Special consideration is given to 
our elderly customers, who receive even more favorable conditions for medical services, ensuring their health needs are met affordably.

Sustainable solutions through green energy services
TBI Group is dedicated to promoting sustainable energy solutions as well and allowing our customers with the opportunity to finance their 
sustainable decisions. We partner with 71 merchants offering solar panels, and thus we finance individual customers who wish to purchase solar 
panels, covering the down payment to make green energy more accessible. 

We participate in numerous events, conferences and meetings with current or potential customers partners in the green energy sector, but also 
in the medical and educational sectors with the idea to further communicate and showcase the benefits of our products and services and 
demonstrate our commitment to environmental sustainability and our role in advancing green energy adoption. We also run communication 
campaigns to keep our customers informed about our products, services, and special offers. These campaigns are designed to educate and 
engage our customers, ensuring they are aware of how they can benefit from our financial solutions.

60



At tbi, engaging with our customers and partners is integral to our approach. We actively seek feedback to continuously improve and adapt 
our offerings to meet their needs. We maintain open lines of communication with our merchant partners, gathering their insights and 
feedback. This information is crucial in refining our financial products and services, ensuring they remain relevant and effective for our 
customers. For instance, based on the feedback received from our partners, we have launched several initiatives to enhance customer 
satisfaction and increase their awareness. The campaigns were focused on the possibility of interest-free installments and zero-interest 
periods, making our financial solutions even more accessible and attractive.

We remain dedicated to exploring and establishing partnerships that align with our mission of inclusivity and accessibility, reinforcing our role 
as a catalyst for positive change in the financial sector. Through our ongoing efforts, we strive to contribute to a more sustainable and 
equitable future for all.
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At TBI Group, we prioritize actively listening to our customers and adapting our products and services to meet their needs and expectations. 
Our commitment to customer satisfaction is evident in our comprehensive support system, which spans both online and offline channels. 
Customers can request loans through our partners' websites or offline channels, with our team providing direct assistance throughout the 
application process. Additionally, our 24/7 digital support channels enable us to monitor and manage lending processes through our app and 
website, ensuring timely intervention and resolution of any issues. This dual approach underscores our dedication to delivering exceptional 
customer service and enhancing overall customer satisfaction.

We monitor and measure the customer satisfaction rate regularly, and we can proudly say that we are maintaining a very high customer 
satisfaction score (CSAT), well above the industry benchmark of 85%, reaching constructively above 90%. This is an important key 
performance indicator in understanding the degree of our ���µ�•�š�}�u���Œ�[�• recommendation and experience in our banking services. 

Our target for the next reporting period is to maintain this score and excel further in providing our customers online or offline with the best 
customer service. In addition, in 2024 we are planning to introduce net promoted score (NPS) in the app that will allow us to monitor 
customer loyalty, collect feedback and help us further understand our ���µ�•�š�}�u���Œ�•�[ needs and be able to adapt with appropriate 
improvements. This is an important key performance indicator in understanding the degree of our ���µ�•�š�}�u���Œ�[�• recommendation and 
experience in our banking services. 

customer 
satisfaction 
rate in 2023
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At tbi, we consider customer feedback a crucial driver of our growth and improvement. Our customer service team diligently 
collects feedback regarding service enhancements, issues, and new ideas. We take these opportunities seriously, consistently 
monitoring and implementing suggestions to refine our products and services. This proactive approach ensures that we 
continually evolve to meet our customers' needs and expectations.

We took or customer-facing training to the whole new level:

�‡ We selected and trained a cohort of experienced salespeople across all countries and sales channels to become our sales 
trainers. Now every face-to-face sales training is delivered on local language, using local customer cases by trusted fellow 
experts;

�‡ We developed new sales training, focused on handling ���µ�•�š�}�u���Œ�[�• questions, concerns, and objections and closing the 
deal by perfectly matching product features with ���µ�•�š�}�u���Œ�[�• needs;

�‡ We managed to train the entire sales force within just a few months.
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coaching on 
customer 
interactions from 
their first-line 
managers

of them strongly 
agree that their 
managers help 
them to become 
better 
professionals 



At tbi, we consider customer feedback a crucial driver of our growth and improvement. Our customer service team diligently collects 
feedback regarding service enhancements, issues, and new ideas. We take these opportunities seriously, consistently monitoring and 
implementing suggestions to refine our products and services. This proactive approach ensures that we continually evolve to meet our 
customers' needs and expectations.

finance 3M EUR for the 
medical industry through 
our partnerships

maintain the customer 
satisfaction rate above 85 %

Integrate NPS in the app in 
2024 to maximize customer 
satisfaction and loyalty

finance 500 000 EUR of 
solar panels deals
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The materiality assessment described in disclosure requirement IRO-2 identified the risk of cyber security or data breaches as potential due 
to the importance of the topic to our business operations and daily activities, and its direct impact on our customers, employees and 
business partners. Digitalization and innovation play an important role in how we manage our ���µ�•�š�}�u���Œ�[�• journey. We are committed to 
optimizing and innovating our systems and processes to provide our clients with simple, secure and user-centric solutions that meet our 
���µ�•�š�}�u���Œ�•�[ needs but also the challenges that come from the fast-changing world. As a financial institution, we know we are entrusted with 
personal data daily, and when it comes to how we collect and manage it, clarity, honesty and transparency are key pillars. 

At TBI Group we always strive to comply with data privacy regulations that apply to our business, whether it concerns the personal data of 
consumers, employees, suppliers, and other business partners. Cyber security has become one of TBI �'�Œ�}�µ�‰�[�• main focuses. It is closely 
linked to risk management as well because cyber security involves implementing measures to protect bank's systems and data from cyber 
threats. It comes in many forms:

�‡Data risk: Regardless of whether data is personal data from customers or employees or confidential company data from third-party 
providers. The potential risk for this information to be accessed, lost, stolen, or traded as a ransom, and the resulting financial 
consequences, is a significant risk for financial institutions.

�‡Operational risk: The dependence on IT systems for the provision of services and for the generation of income poses a considerable risk 
for the company in the event of cyber-attacks or a disruption due to operating errors or technical malfunctions. If IT systems are 
unavailable or the network fails, the Bank can suffer from lost benefit due to the business interruption. This operational risk can also 
extend to the suppliers, services providers.

�‡Regulatory risk: Due to legal provisions such as the General Data Protection Regulation or private law agreements. There is a significant 
risk for companies to face penalties, lengthy procedures, or penalties. Although penalties may not be insurable, penalties under private 
law due to confidentiality agreements or delivery delays as well as procedural costs of criminal and administrative criminal proceedings 
can be insured.

�‡Reputational risk: As cyberattacks often end up in the news and with the legal provision of the GDPR to notify individuals and regulators, 
the reputation of a Bank is at stake. Therefore, organizations need to do whatever it takes to save its brand image and reputation.

Our business model relies heavily on the trust and loyalty of our customers. Consequently, our approach to business conduct is centered 
around integrity, transparency, and accountability. These principles are integral to maintaining and enhancing the confidence our 
customers place in us.
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Well-prepared workforce for new 
technological developments

Strong ICT systems in place

A priority for us is to increase detection 
and response capabilities and 
strengthening the cybersecurity of 
sensitive data and IT infrastructures 
across the group.

Risks from cyber security or data 
breaches

Value chain Time horizon

Potential risk

Actual positive 
impact

Opportunity

Increase in digital skills, knowledge, and 
opportunities of employees.

Strong and safe ICT systems with focus on 
digitalization and process automations 
that would enhance �����v�l�[�• security.

Prioritize cybersecurity in all our operations 



To manage this risk, at tbi we focus on constant improvement and strengthening of our systems but also educating our employees how to 
identify and understand what data is considered personal, how to identify phishing emails and possible cyber threats. We apply the below 
outlined principles in our ICT risk management.

Data protection 
We have an internal data leakage protection system which is a critical aspect of our internal systems, aimed at safeguarding sensitive financial 
and personal information from unauthorized access, use or disclosure. We are strongly committed to maintaining the highest standards for 
data protection. Our approach encompasses a comprehensive framework that integrates cutting-edge technology, rigorous policies, and 
continuous monitoring to safeguard sensitive information. Our priorities lie not only on how employees treat and manage ���µ�•�š�}�u���Œ�•�[ data, but 
also on how in general we protect and manage data.

Our policies and procedures are carefully crafted to enforce strict access controls. An incident response plan ensures swift and effective action 
in the event of incidents with thorough audits and monitoring providing ongoing oversight.

Awareness and Training
Employee training and awareness initiatives are integral to our strategy, ensuring that every member of our team is equipped with the 
knowledge and tools to uphold our data protection standards. We conduct regular training sessions and maintain a culture of vigilance through 
continuous awareness programs. As part of our mandatory trainings through the internal Next Gen Learning platform, we conduct security 
awareness trainings for newcomers, and our employees are subject to annual refreshing trainings on the topic to make sure their general 
knowledge and understanding of the topic is relevant and up to date. 

We are organizing annually Cyber Week for all employees during which with the use of gamification we test their knowledge, exchange ideas 
and make the learning more interactive. As part of our strategy for constant improvement, our team also plan frequent phishing campaigns 
that aim to test the response of our employees to suspicious emails. 
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Our team is committed to staying at the forefront of technology developments, particularly in the realms of AI and cybersecurity. To ensure 
they are equipped with the latest knowledge and skills, our professionals regularly attend intensive knowledge-sharing events abroad. These 
events provide invaluable opportunities for our team members to engage with leading experts, participate in hands-on workshops, and gain 
insights into emerging trends and best practices in technology, AI, and cybersecurity.

Incident Mitigation
Our bug bounty initiative allows for external parties to submit feedback in case they encounter issues or any kind of security problems that we 
need to investigate. Our Vulnerability Management Policy and Penetration Test Policy outline the measures and procedures for assessing and 
identifying vulnerabilities. 

Achievements
In 2023, tbi made substantial enhancements to its protection measures across both the first and second lines of defense, showcasing our 
commitment to robust governance and risk management. For the first line of defense, we have strengthened our team with the addition of two 
new junior staff who have quickly acquired a comprehensive understanding of technology and banking operations. Our strategic focus was on 
technological advancements, particularly through the deployment of an advanced end-points, integrated with an AI-driven solutions, facilitates 
automatic responses to suspicious activities. Additionally, we incorporated threat intelligence, enabling proactive responses to potential threat 
indicators.

On the second line of defense, we extended cyber insurance coverage to all entities within the Group, ensuring a robust safety net. 
Collaborating internally, we developed three new key risk indicators (KRIs) for continuous monitoring. An annual risk assessment was 
conducted to ensure thorough risk management. These measures reflect our dedication to maintaining a strong protection strategy by 
combining human expertise with advanced technology to safeguard our operations.

participation rate in 
security information 
trainings in 2023
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Achievements
Robust governance and data protection is a priority for tbi, and we have established a comprehensive monitoring policy and incident response 
plan to safeguard the security of our operations. Central to this effort is Security Operations Center (SOC), which provides round-the-clock 
monitoring for the entire organization. The SOC team has undergone extensive training from our monitoring software vendor, ensuring expert 
handling of security events.

To enhance incident response, we have developed an escalation matrix that involves various departments across the bank, ensuring 
coordinated and effective action. Our proactive monitoring approach is supported by automated solutions that respond immediately to 
anomalies. Additionally, our DDoS protection operates in automated mode, redirecting traffic and filtering during high-volume events. These 
measures and technologies underscore our commitment to maintaining a secure and resilient infrastructure capable of effectively mitigating 
and responding to a wide range of security threats.
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Metrics and targets
To ensure the effectiveness of our cybersecurity measures, we focus on key performance metrics that provide insights into our security 
posture and employee resilience against cyber threats. One of the primary metrics we regularly track is the percentage of employees 
passing the internal email phishing test relative to the total participants during the measurement period. This metric is critical in assessing 
the vulnerability of our workforce to phishing scams, which can lead to the exposure of sensitive information. 

Additionally, we closely monitor the number of critical information security incidents reported by the Continuous Monitoring Department, 
reflecting the frequency and impact of successful cyberattacks. These metrics are reviewed monthly and presented to the Asset and 
Liability Management Committee as well as the Management Board to inform decision-making and enhance our security strategies.

maintain zero 
data breaches

employees passing 
the internal email 
phishing

cases of critical 
information security 
incidents related to 
successful attacks
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Our approach
At tbi compliance with all relevant legislation and regulatory requirements is essential to our reputation as a business, and our relationship 
with our clients and business partners. Our approach to compliance also plays a crucial role in promoting a culture that reflects the �����v�l�[�• 
fundamental values and principles. 

The Compliance and Anti-Financial Crime Division is dedicated to continuously monitoring changes in local legislation and EU regulations 
within its scope of authority. It ensures that the Bank's internal policies and procedures are always in alignment with these evolving legal and 
regulatory standards. This proactive approach helps the Group maintain adherence to all relevant laws and regulations, safeguarding its 
operations and reputation. In addition, our compliance team supports colleagues from other departments in different functions regarding 
regulatory requirements and work alongside them to monitor and supervise the risks of non-compliance.

We actively foster a culture of integrity, which is established and maintained by our management. Our Code of Conduct defines a set of 
behavioral expectations for all employees when they perform their duties concerning customers, counterparties, and other business and 
regulatory organizations. It strengthens our ���u�‰�o�}�Ç�����•�[ understanding of the core elements of our policies and how those elements are 
anchored in our values. In our mandatory induction trainings, all new employees are subject to the code of conduct and business ethics 
training. What is more, the Code of Conduct addresses the transparency and confidentiality of our business relationships which principles 
are detailed further in our Anti-Bribery and Corruption Policy and Group policy on conflict of interests.

Prevention and detection of corruption and bribery
Our internal Anti-Bribery and Corruption Policy outlines our commitment to ensuring compliance with the applicable anti-bribery and 
corruption regulations and ensuring that the �����v�l�[�• business is conducted in a socially responsible manner. The guiding principles of the 
policy are to manage �����v�l�[�• business, employment and management relations according to the European and national legal requirements, 
to ban any form of bribery and corruption, to define principles for identifying and preventing potential bribe or corrupt practices, to set a 
frame for behavior on a Group level , and to clearly communicate ani-bribery and anti-corruption principles for both internal and external 
stakeholders. 
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Prevention and detection of corruption and bribery
Along with this, we take serious measures regarding money laundering and 
financing of terrorism, and our Internal rules on the control and prevention of 
money laundering and financing of terrorism define the procedures and 
controls for the implementation of preventing measures. We ensure that our 
customers, counterparties, and suppliers live up to our policy on good business 
conduct, we conduct know-your-counterparty (KYC) screenings. The KYC 
process involves screening for anti-bribery and anti-corruption compliance, 
sanctions, government watch lists, and adverse media coverage. This is an 
essential element of the �����v�l�[�• internal system for management and control of 
these risks. �^�<�v�}�Á your ���µ�•�š�}�u���Œ�_ rule is an essential element of the �����v�l�[�• 
internal system for management and control of the risks of money laundering 
and financing of terrorism. In this regard the Bank implements procedures for 
customers and counterparties which is obligatory to be followed by all 
employees directly engaged in their service.

At tbi we dedicate a special attention to providing our employees and 
management with the necessary trainings on the topic of Anti-Money 
Laundering (AML), anti-bribery and corruption, and conflict of interest (COI) to 
strengthen their general knowledge on the topics and ensure they understand 
their role in mitigating these risks in their daily business activities. The trainings 
are provided through our internal training platform, and they are mandatory 
for every new employee that enters the organization. Our management 
receives specialized training on Conflicts of Interest and AML. Additional 
training programs are scheduled for development this year. Moreover, in late 
2023, the top management team, and the key function holders received 
personalized training from the Chief Compliance and Anti-Financial Crime 
Officer.

cases reported in 
2023 for 
incidents of 
corruption or 
bribery

employees 
completed the 
AML&CFT 
mandatory 
training
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Whistleblowing Policy
Every employee at tbi has the obligation to raise concerns about 
values, ethics, and professional conduct without the fear of 
retaliation. We aspire to create an environment where everyone feels 
comfortable seeking advice or raising concerns directly with the 
designated line manager or through the internal channel facilitated 
for the purpose. 

Our Internal Workplace Regulation addresses the process for 
employees to raise complaints. Our Group Whistleblowing Policy 
provides a detailed procedure for filing complaints or alerts, allowing 
employees to voice concerns about violations of their rights, 
protection of their interests, and any suspicious cases of fraud, abuse, 
or regulatory breaches. Importantly, this policy also enables 
employees to report instances of harassment and discrimination, 
ensuring a safe and fair workplace for everyone.

The policy outlines the terms and conditions for submitting and 
managing reports through the Whistleblowing Channel as our 
designated method. It specifies the procedures employees should 
follow to raise their concerns, ensuring that the process is 
straightforward and accessible. Additionally, the policy guarantees 
that the rights of individuals reporting issues are fully protected, 
offering assurances of confidentiality, protection against retaliation, 
and a fair investigation process. This comprehensive approach 
encourages employees to come forward with their concerns, fostering 
a culture of transparency and accountability within the organization. 
A special communication is dedicated to raise awareness about the 
topic, and a specialized training is currently being developed for all 
employees of tbi. 
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Whistleblower cases

Bulgaria
Romania
Greece

1
1
0

The process of raising concerns is also accessible for third parties that can report 
violations through our corporate website or by submitting a letter of complaint to the 
Bank's headquarters or offices. All received reports are reviewed by the legal advisor of 
the Compliance unit to assess their legal soundness, and an opinion is provided on the 
level of legal risk based on the circumstances described in the report and their potential 
impact on the Bank. If the legal opinion finds reasonable suspicion of unacceptable 
activities or behavior, further investigation is initiated.

This includes gathering additional information and clarification with the assistance of 
relevant managerial employees and the heads of the Internal Audit Department and 
Internal Security Department. The investigation may also involve employees from other 
departments of the Bank. These rigorous processes ensure that all reports are 
thoroughly examined and that appropriate actions are taken to maintain the highest 
standards of ethical and professional conduct.

Whistleblower cases
In 2023, there were 2 cases reported through our whistleblower channel, as one of them 
is not administered as a signal due to its characteristics of a complaint. All the signals 
were reviewed internally by our Compliance team, and were considered unsubstantiated, 
and they do not relate to discrimination or harassment.
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At tbi, we utilize outsourced IT services, including financial technology (fintech) solutions and cloud service providers. These outsourced 
services encompass various processes, activities, and services that would typically be performed by TBI Bank or another entity within the TBI 
Group. By leveraging these specialized external providers, we aim to enhance our operational efficiency and focus on our core banking 
activities. For that purpose, internally we conduct an extensive due diligence process on respective service providers. 

In our Group Policy for outsourcing of activities, the main processes of assessment, approval and management of such arrangements is 
discussed in detail. The Procurement Unit in Finance Division manages the process of choosing the third-party provider and assure proper 
Tender documentation is available in accordance with the Procurement Procedure for purchase of goods and services and administration of 
contracts. While we thoroughly assess financial and reputational risks associated with these outsourcing arrangements, we are now focused 
on incorporating sustainability risks and ESG criteria into our evaluation process. By considering ESG factors, we ensure that our outsourced 
services align with our commitment to responsible and sustainable business practices. The progress in this area will be reported in the 2024 
sustainability report. 

Political influence and lobbying
TBI Group is not involved politically and does not directly advocate or lobby nor make political donations or payments to political parties or 
public officials. No members of the Board of Directors, Executive Management or management team of TBI Group have held roles in public 
administration or regulatory bodies in the two years prior to the 2023 reporting period.
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Our approach
In our commitment to sustainable practices, the Bank's risk management framework plays a pivotal role. This comprehensive framework 
encompasses robust policies and procedures for risk assessment, measurement, monitoring, and reporting, alongside clearly defined limits 
for managing quantifiable risks. We understand that effective risk management is underpinned by a strong risk culture, characterized by 
heightened awareness of organizational risks and ongoing training for both management and employees. Through these measures, the Bank 
ensures proactive and informed decision-making, safeguarding our financial stability and long-term sustainability.

We aim to use a comprehensive risk management approach across the Bank and across all risk types, underpinned by our culture and values. 
This is outlined in our Group policy for identification, monitoring, reporting and management of the risk exposure of TBI Bank Group, 
including the key principles and practices that we employ in managing material risks, both financial and non-financial.
One of the most important conditions for the existence of a functioning management system in the Bank is the creation of an organizational 
structure based on precisely defined, transparent and consistent responsibilities that will enable the achievement of both vertical and 
effective communication and cooperation of all levels in the institution. A clear internal reporting framework, which serves as a basis for 
efficient and effective traceability, is also an important tool for early detection of deviations from the targets, especially with respect to the 
established limits.

Risk management
The dedicated Risk function in TBI Group is overseen by the Chief Risk Officer, an Executive Director who is elected by the Supervisory Board 
and is independent from the business functions. The risk control function provides an assessment of the risk exposure of the Bank. This 
function is performed by the departments of the Bank, responsible for identifying, monitoring, assessing, and managing the types of risk to 
which the Bank is exposed to.
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Three lines of defense

The Risk Management in TBI Group is overseen and managed by all departments, including the business functions, which perform day-to-day 
mitigation activities by following the Bank`s policies and procedures and complying with risk and financial limit framework. Following the best 
banking practices, the risk management model in TBI Group is divided into three lines of defense:

Three lines of defense

�‡First line -   the business divisions, retail office network, business banking managers, Treasury team etc., that in their daily activities 
must at first place defend the interests of TBI Group and perform operations within the internal policies and procedures, local and 
European legislation and complying with the set by the Management business strategy, risk management framework and appetite. 

�‡Second line - the risk divisions and departments of TBI Group, which independently of the business units, enhance and implement the 
risk management strategy and framework by identifying controls, assessing risks, providing appropriate tools and methodologies. The 
Finance Division, through the Regulatory reporting team, also provides monitoring and control over the set by the Management 
business and risk strategy and key financial and risk ratios.

�‡Third line - the Internal Audit, which provides independent, subsequent review of the overall internal process and procedures and risk 
management systems.

78



Key major risks

The major risks that the Bank has identified in its operations are credit, concentration, residual, settlement, market, liquidity, interest, 
operational, reputational, strategic, ESG, cyber risks and compliance. The risks are managed with the overall objective of maintaining financial 
stability and avoiding activities that could jeopardize the reputation of the Bank.
The identified risks, that TBI Group considers to be significant, can be divided into two main groups - direct and indirect. The risks that arise 
from the structure of the Bank Group's operations, its revenues and its capital resources are direct, and indirect ones are those that may have 
a negative impact on one or multiple direct risks, e. g. compliance, ESG and ICT risk.

Credit risk is defined as the risk that a counterparty will be unable to pay any amounts due in full and/or when they fall due.

The Group's approach to managing credit risk is designed to maintain the quality of its loan portfolios and ensure both short-term and long-
term stability. It structures the levels of credit risk it undertakes by placing limits on the amount of acceptable risk in relation to its exposure to 
one borrower or a group of borrowers, as also by geographical regions and industry segments. Such risks are monitored regularly and are 
subject to annual or more frequent review.

Concentration risk is part of the credit risk and includes large exposures to individual customers with similar characteristics and counterpart 
groups, whose likelihood of defaulting depends on common factors, such as industry, economy, geographical location, and type of financial 
instruments. 

Residual risk is a subcategory of credit risk, and it emerges when recognized risk measurement and reduction techniques, used by the Bank, 
prove less effective than expected.

Settlement risk is the risk of not receiving cash or assets purchased from a counterparty under a certain transaction, in which the Bank has 
delivered the respective asset, or has provided the agreed upon cash funds. 

Market risk is defined as the risk that the fair value or future cash flows of a financial instrument will fluctuate as a result of changes in market 
prices. Market risk arises from open interest, currency, and equity positions, which are exposed to the general and specific movements in 
market rates and prices, such as interest rates, credit spreads, foreign exchange rates and security prices.

The market risk framework is applied in respect of control of this risk, arising on all assets, liabilities, contingencies and commitments of the 
Group, and accordingly covers financial and non-financial transactions that are subject to market risk.
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Liquidity risk is defined as the risk that the available cash resources of the Group may be insufficient to cover the withdrawals on financial 
liabilities as they fall due, and the inability to replace funds when they are withdrawn. The consequences may lead to inability to cover 
liabilities for payments to depositors and to fulfil commitments to disburse loans.

The liquidity risk management framework at TBI Group is meticulously crafted to ensure the Group's capacity to meet deposit withdrawal 
demands, honor financing commitments under approved loans, and cover routine operating cash outflows, both on a standalone and 
consolidated basis. The maintained liquidity levels must, at a minimum, comply with regulatory requirements, ensuring robust financial 
stability and operational resilience.

Interest rate risk is the risk of posting a loss because of unfavorable change in interest �Œ���š���•�[ levels.

Operational risk is defined as the risk of losses as a result of inadequate or non-functional internal processes, employees or systems, or due to 
external factors. This definition includes legal risk but excludes strategic and reputational risks. Legal risk includes, but is not limited to, being 
exposed to penalties, sanctions, or payment of compensation due to the actions of management or due to legal disputes.

The identification and assessment of operational risk are carried out by the organizational units responsible for the respective processes. The 
mitigation of operational risk typically takes place within the departments where the risk originates. This ensures that risk management is 
integrated with the operational activities of each unit, promoting efficiency and effectiveness in addressing potential issues.

Reputational risk is the current or probable risk to earnings and capital, emerging from the clients, counterparties, shareholders, investors 
���v�����Œ���P�µ�o���š�}�Œ�•���Z���À�]�v�P�������v���P���š�]�À�����À�]���Á���}�(���š�Z���������v�l�[�•���]�u���P���X

Strategic risk is defined as the level of current or potential risk for revenues and capital arising from changes in the business environment and 
from unfavorable management decisions, improper implementation of adopted solutions or lack of flexibility to changes in the business 
environment.

Strategic risk is managed by adapting to changes in the external environment through timely and flexible management decisions. This 
proactive approach ensures that the bank remains responsive and resilient to external challenges and opportunities.
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Environmental, Social and Governance (ESG) risk is defined as those arising from Environmental, Social and Governance factors that a 
company must address and manage. Environmental risks relate to how the bank interacts with the environment. Social risks relate to how the 
bank relates to society. Governance risks refer to how the bank is run and operated.

ESG risks can be physical and transition risks. The physical risks refer to the risks related to the physical impact of climate change. These types 
of risk can be event-driven (acute �t i.e., droughts, floods, etc.) or long-term shifts (chronic �t i.e., sustained higher temperatures) in climate 
patterns, as such their effects can be felt both in the short, medium, and long-term horizon. Transition risks refer to the risks arising from the 
transition to a lower-carbon economy, and are associated with legal, technological, consumer or market changes that can have an impact on 
the business.

ESG risks are a subset of the overall risks faced by TBI Group. A comprehensive framework is in place for managing risks, the aim of which is to 
ensure that key risks are effectively identified, monitored, reported, and managed across the business. 

Cyber risk is any risk of financial loss, business interruption or reputational damage of the institution due to any failure of its information 
technology systems. The main manifestations are social engineering, misconfigurations, poor cyber hygiene, cloud vulnerabilities, mobile 
device vulnerabilities, ransomware and more. 

At TBI Group, safeguarding our systems is a top priority. To effectively mitigate ICT and security risks, we adhere to a meticulously crafted ICT 
management framework. This framework encompasses routine IT security and vulnerability assessments, meticulous testing procedures, 
continuous system monitoring, and stringent controls over software changes. 

Compliance risk is defined as the risk that the bank fails to comply with applicable rules and regulations, in particular compliance regarding 
anti-money laundering and anti-terrorism financing, anti-bribery and corruption, fraud prevention, financial sanctions and embargoes, which 
could have severe legal and reputational consequences and cause financial penalties or losses. 

TBI Group management is responsible for the daily management of compliance risk. They ensure the proper application of procedures and 
guidelines related to AML, financing of terrorism, and personal data protection within their respective areas of oversight. This ensures 
adherence to regulatory requirements and promotes a culture of compliance throughout the organization.
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In order to ensure an adequate level of risk management across the  Group and in accordance with the best banking practices and applicable 
laws, the Supervisory Board and Management Board establish Committees which, in line with their powers and through regular meetings and the 
expertise of their members oversee, monitor and determine measures for implementation in the daily operations the TBI Group business and risk 
strategy and are responsible for the implementation minimum on monthly basis.

The Supervisory Board in its capacity of Risk Committee has overall responsibility for the establishment and oversight of the TBI �'�Œ�}�µ�‰�[�• risk 
management framework. Its key role is to define the risk appetite based on the Group strategy and assist the Management Board and the 
Supervisory Board in overseeing the implementation of that strategy by senior management.

Other committees, namely the Asset and Liability Committee (ALCO), Credit Committee, Retail Banking Committee, Impairments Committee etc., 
are responsible for the practical implementation of the general framework in compliance with the good banking practices. The �'�Œ�}�µ�‰�[�• risk 
management policies are established to identify and analyze the risks faced by the Group, to set appropriate risk limits and controls, and to 
monitor risks and adherence to limits.

Risk management policies and systems are reviewed regularly to reflect changes in market conditions, products and services offered. TBI Group, 
through its management standards and procedures, aims to develop a disciplined and constructive control environment, in which all employees 
understand their roles and obligations. The organization and definition of risk management competencies at tbi support the principles of 
certainty, consistency, communication and cooperation, which have been designed to prevent conflicts of interest and to ensure a transparent 
and documented process of decision taking. TBI Group has functioning an Audit Committee, which also plays a significant role in the risk 
management process. The main functions of Audit Committee include monitoring of efficiency of internal processes and systems, review on the 
independent financial audit and makes recommendations making recommendations for improvement of the activities with identified 
weaknesses.
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�š���]�[�• remuneration principles are designed to promote sound corporate governance and effective risk management. TBI Bank EAD adheres to 
a remuneration policy that complies with the Credit Institutions Act and Ordinance 4 of the Bulgarian National Bank on remuneration 
requirements in banks. This policy aligns with our business strategy, objectives, values, and long-term interests by encouraging reliable and 
effective risk management and discouraging risk-taking behaviors that exceed acceptable levels for the Bank.

The primary objective of our remuneration policy is to attract and retain highly qualified personnel, motivating them to achieve high 
performance while maintaining moderate risk levels, in line with the long-term interests of the Bank and its shareholders. The policy is 
grounded in principles of transparency, conflict of interest prevention, equal treatment of employees, thorough documentation, objectivity, 
and robust risk management.
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Our policy outlines the key principles for determining 
both fixed and variable remuneration, aiming for an 
optimal balance between the two. This ensures a 
sufficiently high share of the fixed component across 
different personnel categories, with greater flexibility in 
the variable component, including the possibility of non-
payment. Remuneration is based not only on financial 
results but also on adherence to ethical standards, 
corporate values as outlined in the Bank's Code of Ethics, 
and the reliability and efficiency of risk management.
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ESRS 2- General disclosures

ESRS DR Sustainability statements / Appendix Section Page

ESRS 2 BP-1 Basis for preparation of sustainability statement Sustainability Statement p. 11

ESRS 2 BP-2 Disclosures in relation to specific circumstances
Sustainability Statement

p. 11

ESRS 2 GOV- 1
The role of the administrative, management and supervisory 
bodies

Sustainability Statement
p. 11-13

ESRS 2 GOV-2

Information provided to and sustainability matters addressed 
by the undertaking's administrative, management and 
supervisory body

Sustainability Statement
p. 12-13

ESRS 2 GOV-3
Integration of sustainability-related performance in incentive 
schemes

Sustainability Statement
p. 14

ESRS 2 GOV-4 Statement on sustainability due-diligence
Sustainability Statement

p. 14

ESRS 2 GOV-5
Risk management and internal controls over sustainability 
reporting

Sustainability Statement
p. 14

ESRS 2 SBM-1 Strategy, business model and value chain 
Sustainability Statement

p. 15-22

ESRS 2 SBM-2 Interests and views of stakeholders
Sustainability Statement

p. 21

ESRS 2 SBM-3
Material impacts, risks and opportunities and their interaction 
with strategy and business model

Sustainability Statement
p. 24-28

ESRS 2 IRO-1
Description of the process to identify and assess material 
impacts, risks and opportunities

Sustainability Statement
p. 22-23

ESRS 2 IRO-2
Disclosure requirements in ESRS covered by the undertaking's 
sustainability statement

Sustainability Statement
p. 86 �t 90 



ESRS E1 - Climate change

ESRS Disclosure Requirement Sustainability statements / Appendix Section Page

ESRS E1 E1-1 Transition plan for climate change mitigation
Sustainability Statement �t Environmental 
Disclosures p. 29

ESRS E1 ESRS 2, SBM-3
Material impacts, risks and opportunities and their 
interaction with strategy and business model

Sustainability Statement �t Environmental 
Disclosures

p. 31-32

ESRS E1 ESRS 2, IRO-1
Description of the process to identify and assess 
material impacts, risks and opportunities

Sustainability Statement �t Environmental 
Disclosures

p. 33-38

ESRS E1 E1-2
Policies related to climate change mitigation and 
adaptation

Sustainability Statement �t Environmental 
Disclosures

p. 39-40

ESRS E1 E1-3
Actions and resources in relation to climate change 
policies

Sustainability Statement �t Environmental 
Disclosures

p. 41

ESRS E1 E1-4
Targets related to climate change mitigation and 
adaptation

Sustainability Statement �t Environmental 
Disclosures

p. 42-43

ESRS E1 E1-5 Energy consumption and mix
Appendix

p. 94

ESRS E1 E1-6 Gross Scopes 1, 2, 3 and total GHG emissions
Appendix

p. 94

ESRS E1 E1-7
GHG removals and GHG mitigation projects financed 
through carbon credits

-
-

ESRS E1 E1-8 Internal carbon pricing
-

-

ESRS E1 E1-9

Anticipated financial effects from material physical 
and transition risks and potential climate-related 
opportunities

-
-



ESRS S1 - Own workforce

ESRS 
Disclosure 
Requirement Sustainability statements / Appendix Section Page

ESRS S1 ESRS 2, SBM-3 Interest and views of stakeholders Sustainability Statement �t Social Disclosures p. 21

ESRS S1 ESRS 2, SBM-3
Material impacts, risks and opportunities and their 
interaction with strategy and business model Sustainability Statement �t Social Disclosures p. 46-47

ESRS S1 S1-1 Policies related to own workforce Sustainability Statement �t Social Disclosures p. 49-50

ESRS S1 S1-2
Processes for engaging with own workers's 
representatives about impact Sustainability Statement �t Social Disclosures p. 50-52

ESRS S1 S1-3
Processes to remediate negative impacts and 
channels for own workers to raise concerns Sustainability Statement �t Social Disclosures p. 51-52

ESRS S1 S1-4

Taking action on material impacts on own 
workforce, and approaches to mitigating material 
risks and pursuing material opportunities related to 
own workforce, and effectiveness of those actionsSustainability Statement �t Social Disclosures p. 48

ESRS S1 S1-5

Targets related to managing material negative 
impacts, advancing positive impacts, and managing 
material risks and opportunities Sustainability Statement �t Social Disclosures p. 55

ESRS S1 S1-6 Characteristics of the undertaking's employees Appendix p. 95-99

ESRS S1 S1-7
Characteristics of non-employee workers in the 
undertaking's own workforce - -

ESRS S1 S1-8 Collective bargaining coverage and social dialogue- -
ESRS S1 S1-9 Diversity metrics Appendix p. 97
ESRS S1 S1-10 Adequate wages Sustainability Statement �t Social Disclosures p. 50
ESRS S1 S1-11 Social protection Sustainability Statement �t Social Disclosures p. 48
ESRS S1 S1-12 Persons with disabilities Appendix p. 97
ESRS S1 S1-13 Training and skills development metrics Sustainability Statement �t Social Disclosures p. 53
ESRS S1 S1-14 Health and safety metrics Sustainability Statement �t Social Disclosures p. 48
ESRS S1 S1-15 Work-life balance metrics Sustainability Statement �t Social Disclosures p. 48

ESRS S1 S1-16
Compensation metrics (pay gap and total 
compensation) Appendix p. 99

ESRS S1 S1-17
Incidents, complains and severe human rights 
impacts Appendix p. 99



ESRS S4 - Consumer and end-users

ESRS Disclosure Requirement Sustainability statements / Appendix Section Page

ESRS S4 ESRS 2, SBM-2 Interest and views of stakeholders Sustainability Statement �t Social Disclosures p. 21

ESRS S4 ESRS 2, SBM-3

Material impacts, risks and opportunities and 
their interaction with strategy and business 
model Sustainability Statement �t Social Disclosures p. 57-58

ESRS S4 S4-1 Policies related to consumers and end-users Sustainability Statement �t Social Disclosures p. 56

ESRS S4 S4-2
Processes for engaging with consumers and 
end-users about impact Sustainability Statement �t Social Disclosures p. 60-62

ESRS S4 S4-3

Processes to remediate negative impacts and 
channels for consumers and end-users to 
raise concerns Sustainability Statement �t Social Disclosures p. 60-62

ESRS S4 S4-4

Taking action on material impacts on 
consumers and end-users, and approaches to 
managing material risks and pursuing 
material opportunities related to consumers 
and end-users, and effectiveness of those 
actions Sustainability Statement �t Social Disclosures p. 59

ESRS S4 S4-5

Targets related to managing material 
negative impacts, advancing positive impacts, 
and managing material risks and 
opportunities Sustainability Statement �t Social Disclosures p. 63



ESRS G1 - Business conduct

ESRS Disclosure Requirement Sustainability statements / Appendix Section Page

ESRS G1 ESRS 2, GOV -1
The role of the administrative, supervisory and management 
bodies

Sustainability Statement �t 
Governance p. 11-13

ESRS G1 ESRS 2, IRO-1
Description of the processes to identify and assess material 
impacts, risks and opportunities

Sustainability Statement �t 
Governance p. 65

ESRS G1 G1-1 Business conduct policies and corporate culture
Sustainability Statement �t 
Governance p. 74

ESRS G1 G1-2 Management relationships with suppliers
Sustainability Statement �t 
Governance p. 74

ESRS G1 G1-3 Prevention and detection of corruption and bribery
Sustainability Statement �t 
Governance p. 71

ESRS G1 G1-4 Incidents of corruption or bribery
Sustainability Statement �t 
Governance p. 71

ESRS G1 G1-5 Political influence and lobbying activities
Sustainability Statement �t 
Governance p. 74

ESRS G1 G1-6 Payment practices - -
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Table 1. The total number of employees by head count, and breakdowns by gender and by country

Country Female Male Other Not disclosed TOTAL
Bulgaria 844 268 0 0 1112
Romania 579 195 0 0 774
Greece 46 36 0 0 82
TOTAL 1469 499 0 0 1968

By age under 30 years old 30-50 years old over 50 years old
Bulgaria 355 707 50
Romania 209 505 56
Greece 17 64 1

Table 2. Total number of employees who have left the organization during the year
Bulgaria Romania Greece

Female 327 109 13
Male 93 57 13
Not disclosed 0 0 0
Total 420 166 26
Turnover rate 38% 21% 32%



Table 3. Information on employees by contract type, broken down by gender 

Bulgaria
Information Female Male Other Not disclosed TOTAL
Number of employees with permanent contract 755 238 0 0 993

Number of employees with temporary contract 92 27 0 0 119

Number of employees working full-time 838 263 0 0 1101
Number of employees working part-time (less 
working hours per day or less working days per 
month)

9 2 0 0 11

Romania
Information Female Male Other Not disclosed TOTAL
Number of employees with permanent contract 538 179 0 0 717

Number of employees with temporary contract 36 15 0 0 51

Number of employees working full-time 543 174 0 0 717
Number of employees working part-time (less 
working hours per day or less working days per 
month)

31 20 0 0 51

Greece
Information Female Male Other Not disclosed TOTAL
Number of employees with permanent contract 46 36 0 0 82

Number of employees with temporary contract 0 0 0 0 0

Number of employees working full-time 46 36 0 0 82
Number of employees working part-time (less 
working hours per day or less working days per 
month)

0 0 0 0 0



Table 4. Gender and age distribution in number 

Bulgaria
Employment tier Women Men TOTAL
Supervisory Board 0 3 3
Management Board 0 5 5
Senior Management 4 6 10
Middle Management 73 50 123

By age under 30 years old 30-50 years old over 50 years old
Supervisory Board 3
Management Board 2 3
Senior Management 6 4
Middle Management 1 118 4

Romania
Employment tier Women Men TOTAL
Senior Management 1 1 2
Middle Management 7 7 14

By age under 30 years old 30-50 years old over 50 years old
Senior Management 0 2 0
Middle Management 0 14 0

Greece
Employment tier Women Men TOTAL
Senior Management 0 1 1
Middle Management 6 2 8
Others 40 33 73

By age under 30 years old 30-50 years old over 50 years old
Senior Management 0 1 0
Middle Management 0 8 0
Others 17 55 1

Table 5. Employees with disabilities
Bulgaria Romania Greece

Women 23 0 0
Men 5 1 0
Total 28 1 0



Table 6. Number of employees promoted during the year

Country Women % Men % TOTAL

Bulgaria 43 5% 9 3% 52

Romania 34 6% 18 9% 52

Greece 2 4% 1 3% 3

Table 7. Employees covered by health coverage and number of work-related injuries (if any)

Information Bulgaria Romania Greece

Percentage of employees covered by health and management 
system

1 1 1

Number of work-related injuries and work-related ill health 0 0 0

Table 8. Employees who took parental leave by gender in number and %

Bulgaria Romania Greece Total %
Female 126 25 1 152 10%
Male 2 3 3 8 2%



Table 9. Gender pay gap (average salary of female emloyees devided by average salary of  male employees, expressed in 
%)

Bulgaria
Gender Pay Gap 
(salary)

Gender Pay Gap (total income)

Middle Management 68%
Others

Romania
Gender Pay Gap 
(salary)

Gender Pay Gap (total income)

Middle Management 72%
Others

Greece
Gender Pay Gap 
(salary)

Gender Pay Gap (total income)

Middle Management 117%
Others 73%

Table 10. Status of incidents or complains

Bulgaria Romania
Total number of  incidents of discrimination, including harassment, 
reported in the reporting period

0 0

The number of complaints filed through channels for people in the 
�µ�v�����Œ�š���l�]�v�P�[�•���}�Á�v���Á�}�Œ�l�(�}�Œ�������š�}���Œ���]�•�������}�v�����Œ�v�•���~�]�v���o�µ���]�v�P���P�Œ�]���À���v������
mechanisms) 

0 0

The total amount of fines, penalties, and compensation for damages as a 
result of the incidents and complaints disclosed above

0 0

Table 11. Whistleblower cases

Bulgaria Romania
Total number of whistleblower signals received through our channel 1 1



Cost of risk (COR) Annualised impairment charges over the average of opening and closing gross loan portfolio

Gross Merchandise Value (GMV) The  gross merchandise volume is the total amount of sales a company makes over a specified period of time

General purpose loans (GPL) Unsecured loans which clients can use to finance e.g., vacations or home renovation, mainly focused on the near prime segment

Near prime customers
This segment does not qualify for low interest rates offered by the mainstream banks to the prime borrowers, albeit customers in this segment are not ready to 
borrow from lenders focusing on subprime customers with prohibitive pricing for them. The segment is strongly attracted by tb�]�[�• prime quality of service with the 
fastest Time-to-Yes and Time-to-Money on the market at affordable pricing

ESG Environmental, social and governance matters 

CSRD Corporate Sustainability Reporting Directive

ESRS European Sustainability Reporting Standards

GHG Greenhouse gas

SBTi Science Based Targets Initiative

ICAAP Internal Capacity Adequacy Assessment Process

BCP Business Continuity Plan

SMEs Small-medium enterprises

TCFD Task-Force on Climate-related Financial Disclosures

CO2 Carbon dioxide

CSAT Customer Satisfaction Score

SOC Security Operations Centre

AML Anti-Money Laundering

COI Conflict of Interest

KYC Know-your-counterparty

ALCO Asset and Liability Committee
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