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1. Alior Bank Capital Group      

and Alior Bank – parent company 
 

 

1.1. Who are we 

Alior Bank Spółka Akcyjna (Joint-stock Company) (“Alior Bank” or “Bank”) represents a bank 

which from the beginning of its activities has been committed to innovation and trend-setting 

in both online and mobile banking in the Polish market. Where others see limitations, we 

perceive a chance to develop. Alior Bank is a modern and agile organisation, quickly adapting 

to the changing environment. We are an innovation pioneer. We have created the first, entirely 

online, foreign exchange office, implemented the first in Poland video authentication for 

opening personal bank accounts. We are the first bank in Poland using the public blockchain 

technology and we have already seized opportunities provided by the EU’s PSD2. 

Going further, we have boldly introduced our innovation-oriented 

ideas. As part of our new strategic perspective, the priority is to be 

even closer to our customers and support them in their daily 

activities. It is all owing to financial and non-financial services 

available in our banking application. We want to be “More Than a 

Bank” for our customers. 

The activities of the Alior Bank Capital Group comprise different, 

interlinked segments. In addition to banking, the Group is active in, 

among others: leasing, insurance brokerage, asset management, searching for and attracting 

third parties to collaborate in offering non-banking services, services in online technology. 

We have offered our banking products and 

services through a network of our own outlets, 

through partners and financial intermediaries 

and distribution channels based on our IT 

platform comprising: online banking, mobile 

banking and call centres.  
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Alior Bank’s products and services 

 

 

 

 

 

 

 

 

 

 

 

 

Alior Bank is a public company. Since 2014, Alior Bank’s shares are part of the WIG20 index. 

Our shareholders are both Polish and international investors.  

Alior Bank’s Headquarters are based in Warsaw, but we operate nationwide. At the end of 

December 2020, Alior Bank held 674 outlets (180 traditional branches, 7 Private Banking 

branches, 13 Corporate Banking Centres, and 474 partner outlets). 

 

 

Alior Bank, in collaboration with Telekom Romania, a Deutsche Telekom Group company, has 

been conducting commercial activity in the Romanian market since October 2017. The 

collaboration between Alior Bank and Telekom Romania is the only one between such large-

sized and significant entities in the financial and telecom sectors in the Romanian market. The 

“Telekom Banking” brand has become increasingly recognisable by customers as a modern 

bank focused on offering innovative products and services.  
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The past year was something special. The still-ongoing pandemic has 

disrupted the existing model of how the organisation operates, which had 

to be redefined. Shifting to remote work by employees, who normally 

work at the headquarters, has become this model’s symbol. Nearly as 

much as half of them have been performing their duties away from the 

office since March 2020. Yet, these changes have also affected employees 

working in the bank’s branches. First and foremost, they were driven by 

concern for their safety. Masks, visors, gloves, plexiglass covers, and many 

other protection-targeted measures were handed over to bankers so that 

they could do their job in these difficult conditions.  

 

1.2. Our business strategy – be more than a bank 

The world of banking is changing rapidly. Digital 

banking is our customers’ everyday experience and 

services we offer go beyond personal or corporate 

finance management. They comprise buying 

insurance, bookkeeping, easy “background” 

payments. By putting their trust in us, our customers 

may count on an unprecedented convenience, new 

possibilities and customisation – to a much larger 

extent than at any other bank. This is not a distant 

future. This is what Alior Bank will be like at the end 

of the three-years’ strategic perspective announced 

in February 2020. 

Once again in the history of our Bank, we are going 

to set a new standard in the financial services market 

and reveal to our customers an entirely new banking 

dimension. We create a new generation of banking. 

Today, not only are we driven by providing banking 

services, but we want to achieve more – to make our 

customers’ lives easier. 

 

Implementation of the “More Than a Bank” Strategy in 2020 

Following our strategy, we create an organisation that stays close to its customers every day. 

We combine traditional banking functions and these of a highly personalised digital bank with 

non-banking services. 

Every step we take in the fields of product, technology and organisation will be subjected to 

the improvement of customer experience. We make our processes more innovative and easier, 

[GRI 102-16] 
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while offering our customers more independence when using banking services. Our modern 

branches provide even more comfort and ensure full discretion. We increase the bankers’ 

sector-related competencies to make them partners and advisors of entrepreneurs. This allows 

us to customise our services even more, meeting customers’ needs. Being swift and agile, we 

deliver the best application in the market, with broad access to non-banking services.  

Our business strategy is implemented under eight strategic schemes, broken down into two 

pillars: related to customer experience and bank transformation. 

 

Implementation of the “More Than a Bank” Strategy 

 

 

Under the strategic schemes, related to our customer’s experience, in 2020 we set our focus 

on the safety and availability of banking services. Not only was our attention paid to the areas 

related to the implementation of the new strategy, but also to the adaptation to the new 

situation imposed by the COVID-19 pandemic. 
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Key projects implemented in 2020 – customer’s experience 
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Key projects implemented in 2020 – bank transformation 

Within the implementation of strategic projects in the area of bank transformation, we 

consistently reduce the development time of a new product or business value, focusing on 

modern solutions using cloud technologies, activities increasing the efficiency of infrastructure 

in the Bank and system scalability. The extensive package of amenities, aimed at enabling Alior 

Bank’s employees to work remotely, was also an important activity carried out in 2020. What 

was the most important action in this regard was the development of the Kompas 

communication platform and the deployment of new tools in the communicator and 

videoconferencing using Cisco Jabber. 

An important change from the bank’s view was also the quick and successful merger with the 

T-Mobile Banking Services branch. The handling of products, that were installed in the T-

Mobile Banking Services branch, is continued at Alior Bank.  

As far as the operations area is concerned, the following activities were implemented in 2020: 

 

Customer’s and employee’s self-service 

The Strategy Stream, which aims to introduce solutions that render the 

customer to remotely and single-handedly perform activities that have 

so far had to be performed through a banker at the branch, and to 

significantly reduce service time by implementing various types of 

process automation. By the end of 2023, we undertook to have 

implemented a scheme that will enable our customers to carry out 40% 

of their instructions independently and automatically. 

 

In 2020, we implemented the following:  

• Password Reset in Alior Online, 

• Singlehanded unlocking of Alior Online for sole proprietorships, 

• We extended the possibility of remote service of the Hotline by another 8 instructions, 

• We made it possible to request certificates concerning customers’ accounts via the 

Hotline, 

• We made internal accounting processes automatic and strengthened the NBO after-

sales service system. 

 

Robotisation – Hyperautomation 

Robotisation has been in place at Alior Bank since 2017. From that 

moment on, we have shifted from simple automation to comprehensive 

system solutions that are still available directly for business, owing to 

which we can eliminate repetitive activities on a steady basis. 



 

9 

In 2020, we implemented: 

• Hyperautomation of the RPA (Robotics Process Automation) using OCR, ZBQ, Tableau, 

HCP, SQL HUB, 

• 40 new robots were deployed this year (9 by adepts from the Robotisation Academy), 

• 3 editions of the Robotisation Academy were held - we trained 24 people who can now 

automate their processes independently, 

• In independent testing of robotic maturity using the SPRINT method, we achieved a 

very high score.  

• The Robots perform 250-300 thousand tasks monthly (over 3 million tasks annually). 

 

Artificial Intelligence Platform 

In 2020, we decided on expanding the Robotisation with another 

breakthrough solution using Artificial Intelligence. We established 

collaboration with the leaders in the Polish market in terms of artificial 

intelligence solutions, thanks to which we managed a rapid production 

start-up of the system for analysing and transcribing recordings – 

SpeechAnalytics. On top of that, our first customers could call the Hotline and talk to 

“InfoNina”, namely, our voice assistant who, after recognising one’s intentions, can refer the 

customer directly to a relevant consultant. InfoNina will soon be able to provide basic 

information to customers on its own.  

 

1.3. Our relations 

Friendly and effective communication with customers is a key 

element of our information policy. We formulate our information in 

a straightforward and understandable way. In parallel, to ensure the 

best possible recognition of the needs and problems of our 

customers, we have conducted among them regular satisfaction 

surveys using the NPS indicator.  

We also take care to maintain the confidentiality of communication. In providing data, which 

are covered by banking confidentiality, we always exercise the highest standard of care to 

provide such information, in keeping with strict security standards.  

We also care for regular, timely and effective communication with the participants of the capital 

market. As a public company, we have been taking measures to meet stakeholders’ information 

needs, caring for universal and equal access to information, in accordance with the highest 

market standards and applicable legislation. 
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Activities related to the fulfilment of information obligations by the Bank and maintaining 

appropriate relations with investors and analysts are carried out by the Investor Relations 

Department. Core activities of the Department aim at ensuring permanent, equal and 

immediate access to information on all major events concerning the Bank which have or may 

have impact an on the value of its shares. The Investor Relations Department organises 

meetings of the Management Board of the Bank with market actors. Such meetings address 

current financial and operating standing of Alior Bank, and present its operating strategy and 

projected paths of development. In addition to the topics mentioned above, these meetings 

address topics related to the current macroeconomic situation, general condition of the 

financial sector, and the Bank’s competitive environment.  

In 2020, 146 meetings with investors took place, including 50 with 

foreign investors and 96 with Polish investors, which were held both 

at the Alior Bank’s headquarters in the form of teleconferences, as 

well as organised as part of domestic and foreign conferences and 

road-show. Also in 2020, there were approx. 150 talks with analysts 

from brokerage houses. These talks addressed trends in the banking 

sector in individual quarters and the current financial standing of the 

Bank. 

 

Our Stakeholders 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Media 
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The quality of collaboration and service of the internal customer is monitored through regular 

internal NPS surveys of the selected areas of the Bank’s operation. In 2020, the survey covered 

27 organisational units in total. The results of these surveys provide a valuable source of 

knowledge for the surveyed units and allow us to better adapt the operations of the units to 

the reported needs. 

 

The Bank is in constant dialogue with employees using the available 

forms and channels of communication. In the past year, as given rise 

by the coronavirus pandemic – which forced nearly as much as half 

of the employees to stay at home and work remotely from there – 

the primary channel for mutual communication was Kompas, i.e., the 

platform for employees aimed at providing them with access to 

permanent, cyclical, simple, and understandable information on 

employee matters and events at the Bank. 

 

Five trade unions operate in Alior Bank, which represent employee interests towards the Bank 

resulting from the Labour Code. The Bank supports social dialogue with staff representatives 

and respects the rights of trade unions. 

The employer meets with the Community Representation on a regular basis. Ever since the 

pandemic outbroke, numerous teleconferences were held, during which representatives of 

Alior Bank learned what trade union organisations had to say in terms of, among others, work 

safety, and, consequently meetings, quickly responding to the needs addressed. Trade Unions 
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actively participate in social committee meetings. In 2020, 20 meetings with unions on various 

matters, 24 meetings with unions as part of the social commission and 4 meetings with unions 

as part of the OHS commission were held. 

 

Selected organisations of which Alior Bank was member in 2020 

Polish Bank Association Committee on Financial Services Quality 

Bank Security Council Polish Factors Association 

System for the Analysis of Property  

Financing Market  
Banking Register of IT Security Incidents 

Banking Consumer Arbitration ACI Poland 

EFMA Council of Depositary Banks 

Single Euro Payments Area Secretariat Banking Cybersecurity Centre 

Council of Depositary Banks Electronic Banking Council 

Single Euro Payments Area Secretariat (SEPA) 
Database of Events in the Field of Operating Risk 

(ZORO) 

 

 

1.4. Strategic partnerships  

 

Strategic partnerships  

Alior Bank’s strategy for the years 2020-2022 stresses the need to 

expand the range of services available to the customer and change 

the way in which they approach their banking. Building strategic 

partnerships in this aspect is one of the key paths to going beyond the framework of banking 

by implementing projects together with our partners to make day-to-day operations of 
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customers in various areas of their life easier while increasing the number and scope of 

interactions with the Bank. At the time of the ongoing pandemic, our priority was aimed to 

maintain a high level of the relationship between the customer and the bank while mainly 

promoting solutions and activities rendering remote, safe contact possible. Continuation of the 

existing projects and undertaking new ones were, therefore, primarily focused on guaranteeing 

our customers convenient access to Alior Bank’s services and ensuring their maximum security 

through, including, but not limited to, providing new functionalities in the field of technology 

or extending insurance packages. 

 

Selected partnerships accomplished in 2020 

The past year was driven by further intensification of collaboration with the Powszechny Zakład 

Ubezpieczeń Spółka Akcyjna Group (“PZU Group”), and the effects of these activities were, 

among others: 

• acquiring new insurance premiums and increasing insurance awareness among the 

bank’s customers – over 45 thousand policies issued and over PLN 120 million in written 

premium in life insurance under cash advances, 

• introducing new unemployment insurance to protect customers of Alior Bank’s cash 

advances, 

• introducing PZU S.A. (“PZU”) life insurance for mortgage loan holders, 

• increasing sales of investment funds, among others, through greater customers’ 

interest in investments in the search for alternatives to deposits in connection with 

reducing interest rates, 

• signing by the bank an agreement with PZU on the distribution of ECP (Employee 

Capital Plans) among customers. 

 

 

 

 

In addition, internal synergies implemented with the PZU Group involve a number of initiatives 

concerning, inter alia, revenue and cost synergies, innovation, or corporate governance.  

In 2020, we continued to cooperate in the Assurbanking area by implementing 2 strategic 

projects and undertaking a number of other, smaller initiatives.  

Our key initiatives in the Assurbanking area included:  

Cash Platform – an innovative online loan platform, ranked as a 

non-wage employee benefit, under which employees may, at a 

minimum level of formalities, quickly and conveniently obtain a cash 

advance for any purpose. Through cooperating with employers and 
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their involvement in the granting and subsequent repayment of the loan directly from one’s 

wage, we created an offer that is very attractive when compared to others available in the 

market. In 2020, new employing establishments joined the platform, namely, PKP Telkol Sp. z 

o.o., Link4 Towarzystwo Ubezpieczeń S.A., PGNiG Obrót Detaliczny Sp. z o.o. and Armatura 

Kraków S.A.  

What emerged during talks with potential partners was the need to provide attractive loans to 

customers whose distinguishing feature is not a common employer, but belonging to a specific, 

yet heterogeneous group. To meet these expectations, we created an additional formula of 

cooperation, aimed at transferring information, from the Cash Platform to the bank, about a 

given person’s interest in a loan, who belongs to a specific group and, subsequently, at 

finalising the sales process via a remote channel (online or by phone). As a result, PZU insurance 

agents, employees of companies from the SME sector, as well as employees of smaller-sized 

workplaces may take advantage of an attractive offer. 

The superior goal for the Cash Platform was, and still is, to build up a large scale of the 

Platform’s recipients and enable them to benefit from an attractive loan offer at Alior Bank. We 

focus on the Platform’s continuous development while customising both the processes and 

offer to the changing business and technological conditions. When expanding the potential 

and functionality of our Platform, we started, among others, to analyse the possibility of 

implementing services using the EU’s PSD2, that would allow new customer groups to be 

processed on a completely remote basis.  

 

 

Employee Capital Plans (ECP) – Thanks to the collaboration 

with PZU, Alior Bank prepared an attractive offer concerning a 

variety of banking products for employees of companies with 

which PZU has signed agreements for running the ECPs. 

Through the ECP channel, Alior Bank has the opportunity to 

reach personal customers who might become the Bank’s 

customers or might expand the range of the Bank’s products 

they currently use. Collaboration under the ECPs is also an 
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opportunity to directly reach employing establishments with an offer of products and services 

for business customers – offered by the Bank itself and by Alior Bank Capital Group companies 

(including Alior Leasing). 

Together with Link4, we commenced joint works on the implementation of motor third-party 

liability and comprehensive insurances for online and mobile banking. The partnership with 

Link4 is part of the value-added services for Alior Bank’s customers and represents one of the 

essential elements of the category of services being built up around the Alior Mobile 

application titled “Auto”.  

 

Selected partnerships (outside of the PZU Group) accomplished in 2020 

The development of services around the Alior Mobile application is still one of the priorities for 

building external partnerships, also during the COVID-19 pandemic. Within one of the areas – 

“Me and my family” – we signed an agreement with the Polish Security Printing Works. The 

established cooperation will enable the Bank to provide access to another method of verifying 

customers’ identity without the need to visit a branch, based on using the eDO App. In this 

way, customers will be able to confirm their personal data using an e-ID, use an advanced 

signature and by doing so they will be able to freely use the products and services offered by 

Alior Bank. The application is integrated with login.gov.pl, so it also ensures a connection to 

public administration units and offices. 

In the third quarter of 2020, we implemented MoBilet, thanks to which 

customers may pay for public transport services and parking meters 

throughout Poland using their mobile phones. On the other hand, in 

November, the “Auto” area was additionally 

enriched with the AutoPay service, thus making 

mobile payments for motorways possible via Alior 

Mobile throughout the country. 

Significant collaborations with external companies in 2020 included those 

under which solutions and services were related to extending the 

possibilities of handling customers and employees remotely. We launched 

partnerships with Booksy, Autenti, and Onfido. Not only high interest towards new 

functionalities was expressed because of their simplicity, the opportunity to go through the 

processes without visiting the branch or the attractiveness of their use, but also because they 

became essential in the face of a number of restrictions imposed due to the pandemic. 

In order to develop safe customer service processes, aimed at minimising direct contact with a 

large number of people at Alior Bank branches, we implemented solutions in line with the need 

for social isolation, while enabling the finalisation of our 

customers’ financial needs. From the end of May 2020, 

our customers from Warsaw, Cracow, Wrocław and 

Szczecin can arrange an appointment to Alior Bank 
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branches using the Booksy application for the day and time of their choice, without having to 

queue, while being sure that the consultant will await their visit. 

2020 was a breakthrough one for Alior Bank in terms of the increase in importance and volumes 

generated by remote sales, to which our collaboration with Autenti contributed. Owing to the 

solutions provided by this partner, the bank’s customers can set up a personal account or take 

out a cash loan without having to leave home and visit a branch.  

In July 2020, the range of our services was supplemented by the VideoSelfie option, i.e., a fully 

digital process of creating an account. A new solution launched in 

collaboration with Onfido – a fintech that is the provider of the 

technology that allows confirming the identity of smartphone users. 

customers who want to set up an account at Alior Bank, can do so 

these days on a completely remote basis using the Alior Mobile 

application.  

An additional partnership – beyond the 

typically technological area – is the 

establishment of a relationship with the 

Circle K petrol station network. Surveys carried out by Alior Bank 

in the previous years implied that when it comes to the benefits 

offered to our customers, they were very interested in petrol 

discounts. That is why we established cooperation with Circle K. 

In the autumn of 2020, we organised a joint campaign 

accompanied by petrol discounts for Alior Bank’s customers, 

which covered almost all of our debit and credit cards. We project 

to develop this partnership while seeking out new forms and opportunities for cooperation. 
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1.5. Our awards 

In 2020, we were distinguished 17 times. The awarded distinctions 

prove the right direction of our actions, as well as motivate us to 

further development in the field of services we offer. They are an 

appreciation for our activity, and any prizes and recognitions are 

things we are proud of.  

 

Products and customer service 

• The first two awards in the key categories “Traditional Banking” and “Remote banking” 

in the rankings of the Forbes Magazine and Newsweek Poland. 

• The first place in the “Cash Loan” category and distinction in the “Safe Bank” category 

– best practices awarded in the 11th edition of the “Golden Banker” plebiscite. 

• Four awards, including the first three, in the “Golden Earphone” and “Telemarketer of 

the Year” competitions. The received awards certify that Alior Bank has the best 

telemarketers and a professional team supporting the Contact Centre all over Poland. 

• “The Best Service Quality at the Outlet”, “The Best Remote Account Opening Process”, 

“The Best Internet Banking” and “The Best Mobile Application” – these are the 

distinctions awarded in the “Institution of the Year” ranking.  

 

Business 

• First place in the “Company-Friendly Bank” 

ranking held by Forbes, a prestigious business 

magazine. 

• The best bank for companies in the “Institution 

of the Year 2020” ranking. 

• The brokerage account of Biuro Maklerskie was 

on the podium in the ranking prepared by the 

editors of Puls Biznesu.  

• Alior Bank’s Foreign Exchange Office with the 

“Invest Cuffs” award in the “Online Foreign 

Exchange Office 2019” category. 

 

 

 

 



 

18 

2. Foundations of our activity 
Alior Bank Capital Group’s workforce is obliged to observe the law, guidelines of regulators, 

and the applicable Bank’s internal regulations, procedures and ethical standards. In their daily 

work, the Bank and its workforce should act in accordance with the “Code of Banking Ethics” 

(“Principles of Good Banking Practice”) adopted by the Polish Bank Association and the in-

house Ethics Code. Alior Bank observes good practices of companies listed on the WSE. 

 

 

2.1. Ethics – rules of conduct 

The way how the organisation, as a public-trust institution, operates 

is based on the principles described in the Alior Bank Code of Ethics. 

Ethical principles are also enforced at the level of subsidiaries, i.e.: 

Alior Leasing Sp. z o.o., Serwis Ubezpieczeniowy Sp. z o.o., NCS 

Bancovo and Alior TFI S.A. The staff working in other Alior Bank Capital Group companies are 

employed by Alior Bank, and they are required to act in accordance with the rules of the Code 

applicable at the Bank. 

The Code of Ethics is a set of the principal rules of conduct related to the Bank’s activity. It is 

addressed both to our workforce, as well as to people through which the Bank performs 

banking activities. For Alior Bank’s workforce, the Code is a guide which helps to take fair and 

legal decisions.  

The Code of Ethics consists of four parts containing rules of conduct 

towards customers, towards each other, towards counterparties, and 

towards the market and communities. It contains guidance on the 

compliance at the workplace with the principles of professionalism, 

respect and good manners, as well as maintenance of openness to 

diversity and toleration. In addition, the document encourages care for 

the environment.  

[GRI 102-2] 
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In 2020, Alior Bank implemented certain initiatives aimed 

at solidifying the awareness and ethical attitude among 

the employees. Ethics was one of the topics discussed 

during the general banking event named “Compliance 

Week” which in 2020 was held under the slogan “Think in 

harmony”.  

Everyone within the organisation may exert an impact on 

shaping and consolidating ethical attitudes. Alior Bank 

continues its activities focused on increasing the 

awareness of adverse effects among employees, 

including, but not limited to, delivering training courses 

on adverse effects in the work environment. At the same 

time, the Bank points to the important role of the manager in communication with employees, 

who is supposed to be a forerunner of ethical activities among their subordinates, and 

emphasises that ethical behaviour is more than just following the regulations. Everyone within 

the organisation may exert an impact on shaping and consolidating ethical attitudes.  

We do our best to make the Code of Ethics a pillar of our daily work, that is why all employees 

of the Bank participate in training covering the compliance issue. Workforce who join Alior 

Bank are required to complete training as part of “onboarding” which is concluded with a test 

of knowledge. Other employees use e-learning training regularly to refresh this knowledge 

Ethical rules are also promoted in cyclical the Compliance Bulletin. 

Alior Bank prohibits discrimination. The Bank is guided by high ethical standards in the process 

of workforce recruitment, where the principle of no discrimination is overriding. The required 

competencies and the expected attitudes of the candidate on the respective job are each time 

clearly and precisely formulated in job ads. The ads are published on generally available 

websites so that all potential candidates could be able to reach them and apply for the job. 

The candidates are assessed according to the same criteria, taking into account the 

qualifications and attitudes expressing the values promoted by the Bank. Employment 

decisions are always taken collectively based on standards adopted for that purpose. 

We put great store by a properly organised system of breach reporting – we want that all 

employees could be able to provide information or share their doubts easily and without fear. 

Alior Bank ensures to its workforce the possibility of using many communication channels for 

this purpose. The report may be oral, written or sent by e-mail to dedicated mailboxes, 

including directly to Members of the Management Board or of the Supervisory Board.  

The adopted breach reporting system gives the possibility of maintaining anonymity. The Bank 

unconditionally prohibits any retaliation or discrimination, or other unfair treatment against 

any employee who has reported a breach in good faith, as well as guarantees confidentiality if 

the reporting person disclosed their identity or their identity can be somehow determined. 

Alior Bank pursues the Policy of Working Environment Free from Undesirable Behaviour in Alior 

[GRI 102-17] 
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Bank and conducts explanatory activities based on employee reports in adherence to the 

Procedure of Reporting Undesirable Behaviour in Alior Bank. 

In 2020, we received 64 reports on potential breaches of ethics (including mistreatment of 

employees by managers, discrimination, mobbing, etc.). All reports were subjected to detailed 

review which found 16 of them reasonable. Recommendations were issued aimed at removing 

the inadequacies. 

 

2.2. Fraud risk management 

A major element of minimising the risk of compliance is for the Bank to ensure proper 

oversight of dealing with conflicts of interest. This area is governed within Alior Bank Capital 

Group by the provisions of the Conflict of Interest Management Manual. 

Conflict of interest management manuals have been adopted in five largest Alior Bank Capital 

Group companies (Alior Bank, Alior Leasing Sp. z o.o., Serwis Ubezpieczeniowy Sp. z o.o. and 

Alior TFI S.A., NCS Bancovo). The staff working in other companies are employed by Alior Bank, 

and they are required to act in accordance with the rules of the Code applicable at the Bank. 

In that document, employees of Alior Bank Capital Group can find answers to the question of 

how to define a conflict of interest and determines its potential and actual consequences, and 

how they should act to avoid a conflict of interest. The manual governs such significant items 

as, e.g., the rules of serving relatives, acceptance of gifts and invitations, and conducting paid 

activities by the employees outside of the Group. This document also clearly defines the rules 

on on-job subordination between close relatives, placing special emphasis on the elimination 

of the risk of nepotism. 

Alior Bank also uses a Compliance Policy and a Fraud Prevention 

Policy. The Compliance Policy defines how Alior Bank ensures the 

observance of the law, internal regulations and market standards 

through the control function and compliance risk management. The 

Bank pursues the policy of full observance of the law and business 

integrity and ethics in all fields of its activity. The Security Policy 

defines the principal rules of operation of Alior Bank’s Security 

System and provides the foundation on which to develop policies, 

[GRI 419-1] 

 



 

21 

detailed requirements, security processes and procedures, is an overriding document to other 

in-house regulations of the Bank related to security, such as Fraud Prevention Policy, 

Information and Communication System Security Policy, Information and Personal Data 

Protection Policy, Policy of Physical and Engineering Security of Banking Facilities, Prevention 

of Money Laundering and Terrorist Financing Programme. These documents are applicable to 

all those employed at the Bank, regardless of the employment basis, and apply, in the scope 

defined by agreements, to the workforce of third parties collaborating with the Bank. 

The workforce of Alior Bank, Alior Leasing and Alior TFI S.A. have received training on fraud 

prevention procedures and the rules of ethical conduct. Training at Alior Bank related, among 

others, to security policy and compliance risk, where conflict of interest was one of the 

addressed areas, in addition to banking confidentiality and gift policy. Training has been 

introduced as a duty for all new workforce at Alior Bank. 

In 2020, the Bank’s workforce reported 164 cases of receiving 

presents, invitations to conferences or training, tickets, gifts, etc., 

which were recorded in a special registry. The vast majority of the 

reported presents was within the admissible limit of PLN 200. For 

presents exceeding that value, the usual solution is a donation to 

charity, e.g., to children’s homes. For invitations to conferences or 

business meetings, consent was given if the topics addressed were 

related to one’s business responsibilities. 

In 2020, 66 cases were identified that were determined to be an actual breach of the applicable 

conflict of interest avoidance rules.  

As a result of the discovered breaches, recommendations were issued for measures to restore 

the desirable status. The breaches related mostly to serving close relatives or undertaking 

potentially competitive activity. 

The Bank pursues a gift policy aimed at preventing corruption-related events, among others, 

by applying the principles that stipulate the acceptance and giving gifts in relations with 

customers and counterparties. When accepting and giving gifts, employees should be driven 

solely by the willingness to build up business relationships or the courtesy in relations with 

those entities. Employees may only accept gifts that are permitted in line with the guidelines 

described in the Conflict of Interest Management Manual applicable at the Bank.  

 

[GRI 201-1] 

 

[GRI 205-3] 
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2.3. Prevention of violation of human rights in the supply chain 

Any entity joining a bid organised by the Bank is required to submit a special appendix to the 

bid – “Business Ethics” Statement, which is part of the formal legal evaluation of the bid. By 

signing that document, the bidder represents that within their business they comply with 

legislation and rules of ethical conduct. The crucial elements of the statement to be signed are:  

• We do not employ minors. 

• We do not discriminate against our employees for any reasons, in particular, due to 

their gender, age, race, disability, nationality, ethnic origin, sexual orientation, political 

views, trade union membership, or religion. 

• We adhere to legal requirements concerning minimum remuneration and working 

hours. 

• We observe regulations concerning environmental protection and we do not influence 

our direct surroundings in an adverse way. 

• We guarantee our employees safe and healthy working conditions. 

• We observe regulations concerning competition and consumer protection. 

• We abide by limitations established in international trade and keep our trade records 

in a reliable way. 

• We abide by requirements concerning the cooperation with state administration, both 

central and local. 

• We do not do business with entities whose operation may pose a threat to our 

reputation. 

• We have plans concerning the safety of employees, facilities and information as well as 

plans concerning business continuity and emergency plans. 

• We respect intellectual property rights of third parties. 

• We observe accounting regulations and standards and we keep our financial records in 

a reliable way. 

• We treat all our counterparties fairly and avoid hidden clauses. 

• We do not conduct any activity that would constitute a conflict of interest related to 

our possible cooperation with the Bank. 

• We have zero tolerance for corruption. 

• We do not use confidential information about our customers nor do we disclose such 

information to third parties. 

• We have elaborated and executed our own policy of observing professional ethics.  
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The Bank pursues a Purchasing Policy whose purpose is to define principal rules and guidelines 

for the Supplier selection process as part of purchasing conducted for Alior Bank and its 

subsidiaries. To care for information security and confidentiality, the Counterparties are 

required to provide the following schedules, among others: Confidentiality Agreement and No-

Relationship Statement. 

In January 2020, the Purchasing Department, in consultation with HR, supplemented the 

Supplier’s Statement on Business Ethics in the item pertaining to discrimination in connection 

with the planned amendment to Alior Bank’s anti-mobbing policy. 

The said supplement concerned the Prohibition of discrimination on any grounds, and the 

reasons mentioned so far have been supplemented with: disability, ethnic origin, sexual 

orientation, trade union membership 

Since 2019, Alior Bank’s subsidiaries have pursued common rules for carrying out purchasing 

procedures for PLN 30,000 or more, to which Alior Bank’s Purchasing Policy applies. 

In addition, at Alior Bank operates an Outsourcing and Sensitive Services Management Policy, 

Policy of IT Service Provider Relations Management, and Manual for the Keeping of the 

Agreement Registry, as well as the Operating Rules of the Spending Control Team. 

 

 

2.4. Management of risks related to business activity 

Risk management is a crucial in-house process at the Bank and the Alior Bank Capital Group. 

It is supportive of pursuing the Bank’s strategy and aimed at ensuring an adequate level of 

profitability and security of business activities, while ensuring an adequate level of risk control 

and keeping it within risk tolerances (risk appetite) and the adopted limit system, in changing 

macroeconomic and legal conditions. The Bank’s risk management system is based on three 

independent lines of defence. 

 

 

 

[GRI 102-30] 
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 Organisation of the risk management system  
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This framework is set by the standards applicable in the banking sector as well as guidelines in 

regulations and regulatory recommendations. 

The overriding goal of the risk management strategy is to ensure sufficiently early recognition 

and adequate management of all material risks related to the Bank’s activities. The Bank aims 

at keeping the level of risk within the adopted tolerances, in order to: 

   

Protect the value of 

shareholders’ interest 

Protect customers’ 

 deposits 

Support the Group  

in pursuing effective 

operations 
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Risk management at Alior Bank is delivered, in particular, based on the following rules: 

• The Bank manages all risks identified in its activities, 

• Organisational structure and the assignment of functions to particular units of the Bank 

provide for precise division of responsibilities, and mitigate the risk of conflict of 

interest, 

• Risk management process and methods are adequate to the scale of the Bank’s 

activities and adapted to the significance, scale and complexity of the respective risk, 

• Risk management process is regularly adapted to new risk factors and risk sources, and 

to the changing business and regulatory environment, 

• Risk management methods are periodically verified and validated, 

• Risk management is integrated into planning and controlling processes, 

• Risk level is regularly monitored and compared to the system of limits applicable at the 

Bank, and the Management Board and the Supervisory Board of the Bank receive 

regular information on the risk profiles and levels. 

The risk management system is comprehensive and integrated into the Bank’s operational 

processes. The basic steps of the risk management processes are as follows: 

 

 

 

Risk identification

Risk measurement and 

assessment

Risk control

Risk monitoring

Risk reporting

Management actions
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The risk management process is carried out at the Bank based on fully formalised in-house 

regulations. 

The Bank exercises supervision over the operations of the subsidiaries belonging to the Bank’s 

Group. The Bank supervises the risk management systems in these entities and takes into 

consideration the level of risk connected with activities of particular entities within the risk 

monitoring and reporting system at the level of the Bank’s Capital Group.  

The Bank has identified the following as major risks in its activities: credit risk, market risk, 

liquidity, operational, compliance, model, business, reputation, equity, and excessive financial 

leverage risks. Among them, the Bank recognises the following crucial risks: credit risk, 

operational risk, interest rate risk in the banking book, market risk in the trading book, and 

liquidity risk. Operational and compliance risks are of particular significance in terms of their 

effect on social, workforce, environmental, human respect and anti-corruption aspects.  

 

Selected risks managed by the Bank taking into account sustainable development factors 

(ESG - Environmental, Social, Governance) 
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Credit risk  

Credit risk is taken to mean the risk of a loss as a result of customer default towards the Group 

or as a risk of lower economic value of the Group’s receivables as a result of customers’ reduced 

capacity to service their debt.  

The purpose of credit risk management is to limit the loss on the credit portfolio and to 

minimise the risk of lending exposures which may lose their value, while keeping the expected 

level of profitability and value of the credit portfolio. 

The management of credit risk and maintaining it at a secure level defined by the risk appetite 

is fundamental for stable operation and growth of the Bank. Regulations applicable at the Bank 

are used for the control of credit risk, in particular, credit origination methodologies and the 

risk valuation models adapted to the customer segment, type of product and transaction, the 

rules for establishing and monitoring legal securities for loans, and by debt monitoring and 

collection processes. We aim at full centralisation and maximisation of automation of processes 

while making use of the available third-party and in-house information. 

As part of minimisation of the risk level, each time when originating a credit product, we assess 

the customer’s credibility and credit rating, taking into account, among other things, detailed 

analysis of the source from which the exposure is to be repaid and the credibility of the 

provided security.  

 

Operational risk  

Operational risk is a risk of a loss due to failure to apply or fallibility of internal processes, 

people and systems, or external events. The operational risk includes legal risks, but does not 

include reputation risk and business risk. The purpose of operational risk management is to 

keep operational risk at a secure level adequate to the activities, objectives, strategies and 

development of the Bank. 

Alior Bank has in place a formalised operational risk management system within which we 

prevent operating events and incidents and minimise the loss if the risk materialises.  

We monitor operational risk at all levels of our organisation.  
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Market risk  

The purpose of interest rate risk management is to limit potential losses due to changes in 

market interest rates to an acceptable level by adequate composition of balance sheet and off-

balance sheet items. 

Alior Bank has identified the following market risks to be managed: 

• Interest rate risk in the banking book, 

• market risk in the trading book (encompassing, in particular: interest rate risk in the 

trading book, currency risk, and commodity price risk), 

Interest rate risk (including interest rate risk in the banking book) is defined as a risk of adverse 

effect of market interest rates on the current result or net current value of the Bank’s equity. 

Due to its policy of limiting risks in the trading book, the Bank has attached special importance 

to specific aspects of interest rate risk related to the banking book, such as: 

• risk of mismatched maturities, 

• basis risk, or the risk of non-parallel shifts in various reference indices with similar 

repricing dates on the result of the Bank, 

• yield curve risk, 

• customer option risk. 

Currency risk is defined as the risk of a loss occurring due to changes in foreign exchange rates 

in connection with currency positions maintained. Currency risk is measured by monitoring and 

mitigated by limiting currency positions taken by the Bank. 

Commodity price risk is defined as the risk of a loss occurring due to changes in commodity 

prices. Commodities are taken to mean all material trading objects defined as to type and 

quality, the quantity of which may be expressed in physical units of measurement. 

Measurement is conducted by monitoring and commodity risk is limited by limiting commodity 

positions so that this risk becomes insignificant for the Bank. 

 

Liquidity risk  

Liquidity risk is the risk of being unable to meet payment obligations resulting from balance 

sheet and off-balance sheet items held by the Bank. 

The purpose of liquidity risk management is to ensure necessary funding necessary to meet 

current and future (including potential) liabilities, taking into account the specific features of 

the activity and the needs that may emerge as a result of changing market or macroeconomic 

conditions. Liquidity risk is measured and assessed using indicators and liquidity limits related 

to them. 
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Compliance risk 

Compliance Risk is the risk of legal sanctions, financial losses or loss of reputation due to non-

observance by the Bank, entities acting on its behalf or its employees, of the law, requirements 

of supervisory authorities, internal regulations or adopted standards of conduct and ethical 

standards. Of particular importance for compliance risk are topics related to, among others: 

adaptation to new regulations, processing and protection of personal data and banking 

confidentiality, conflict of interest, protection of confidential information and prevention of 

market manipulation, and proper treatment of the workforce. 

The purpose of compliance risk management is to reduce the level of risk and ensure safe level 

of operations in dynamically changing and demanding legal and market environment, without 

adverse consequences of breaches of legislation, regulations and ethical standards.  

 

Environmental risk 

As a socially responsible financial institution, we measure the 

environmental risks involved in the customers and projects which we 

finance. We conduct careful assessment of environmental risks, 

including community risk, for customers whose total exposure (actual 

and applied for) exceeds PLN 1 million.  

Environmental risk is defined as a risk of deteriorated credit rating of 

the customer due to adverse financial and legal consequences caused by the business activity 

conducted or contemplated by the customer, or the proposed security, which has or may have 

major adverse effects on the environment or communities.  

We developed for our workforce an Environmental Risk Assessment Checklist which enables 

them to precisely determine the level of environmental risk related to the transactions to be 

financed by the Bank. The statements and documents submitted by customers are carefully 

reviewed and verified. In special cases, we also use independent expert consultancy on the level 

of environmental and community risks involved in the respective project. 

Alior Bank has regulations in place which define the entities active in the areas not financed by 

the Bank: 

• manufacturing or sales of weapons and arms, fighting vehicles and warships, 

• gambling,  

• production of nuclear energy or nuclear fuels, 

• cultivation of tobacco, manufacturing of tobacco products, wholesale trade in 

unprocessed tobacco, 

• fisheries in marine waters where the entity uses drifting nets longer than 2.5 km,  

• alcohol distilling, rectification and mixing, 
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• production of industrial cooling and ventilation equipment if it uses substances which 

destroy the ozone layer,  

• inshore marine transport of goods if the activity involves transport of oil or other 

materials dangerous to the environment using tankers which fail to meet the 

requirements of the International Maritime Organisation,  

• speculative deals, except for treasury limits secured with a deposit,  

• projects which may generate high reputation risk,  

• enterprises operating in breach of the applicable regulations of the Polish law or of the 

law of the country of origin of the activity, or holding no licences, authorisations or 

permits or rights which are required to operate the respective business,  

• activities with a negative impact on neighbouring areas protected under national law 

and international conventions, places of scientific interest, habitats of rare/endangered 

species, or such as would have adverse effect on places of cultural or archaeological 

significance. 

Alior Bank also does not finance the activities of religious organisations, political parties, 

sporting clubs or any projects involving harmful or exploitative forms of child labour, direct 

discrimination or practices which prevent the workforce from their legal rights of affiliation and 

collective bargaining. 

The Bank has in place numerous risk management policies. These include, among others: Alior 

Bank Capital Group Risk Management Strategy, Policy of Credit Risk Management at Alior Bank, 

Credit Concentration Risk Management Policy, Model Risk Management Policy, Policy of 

Operation Risk Management at Alior Bank, Policy of Capital Management and Capital Planning 

at Alior Bank. In 2019, Asset and Liability Management Policy at Alior Bank for 2019-2021 was 

implemented. 
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3. Customer in focus
 

3.1. Customer’s voice 

Satisfaction level surveys (NPS) 

Thanks to surveys on customer satisfaction carried out in line 

with the NPS (Net Promoter Score) method, we learn cyclical 

information about the general level of customer satisfaction 

in terms of cooperation with the bank and their inclination to 

spread a good word about Alior Bank to others. The 

continuous surveys also allow assessing the products offered 

by the bank offer and their distribution channels. 

The Bank’s NPS relationship survey carried out in the fourth quarter with a score of 32, 

confirmed that 2020 was another year in which we managed to increase customers’ 

satisfaction.  

The NPS survey also encompasses customers who used specific products, services or 

distribution channels directly before its carrying out, thanks to which we can learn, in more 

details, about the interesting aspects of how the Bank operates. In addition to surveys carried 

out on a continuous basis, in 2020 we also carried out numerous new surveys that were a 

response to the emerging needs of the Bank to listen to the customer’s voice, related, for 

instance, to the introduction of new processes or functionalities.  

Last year, apart from having to guarantee the highest level of service quality at branches and 

partner outlets, providing convenient remote service channels was also of particular 

importance. 

Thanks to continuous efforts increasing customer satisfaction with our services, according to 

the results of the Monitor Satysfakcji survey carried out by ARC Rynek i Opinia, Alior Bank ranks 

first in terms of the pace of growth of NPS in 2017-2020. 
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Yet another year showed us that customers in their relations with the Bank pay special attention 

to aspects related to service convenience. Surveys conducted in 2020 show about one-third 

(38%) of the customers, in assessing the Bank in the relationship survey, mentioned 

convenience as a factor which determines their assessment. The next places are taken by 

pricing and human-dependent aspects. 

 

VOC 360/CLOSE THE LOOP 

To be able to listen intently to customers’ voices, the Bank has 

developed a VOC (Voice of the customer) 360 tool which broadly 

describes customer contacts from such areas as: call centre, 

complaints handling, retention, or social media, and allows us to 

conduct a thorough analysis. This tool presents trends in the 

number of customer queries in particular areas of Bank’s 

operations, thus supporting the recommendation process and 

development of products which are more customer-friendly. Through this implementation, we 

launched the “Close the Loop” process in its entirety, by which we collect, analyse customer 

voices, create process maps, thanks to which actions are taken and initiatives are delivered to 

improve customer experience. 

Analysis of the information provided by the VOC tool allows us to determine how our measures 

impact on customers and, at the same time, show how the number of customer queries 

decreases in the wake of the improvements implemented by the Bank. 
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3.2. Customer experience 

Customer service 

 

Alior Bank has broad access to customer service, both in terms of selling banking products and 

their subsequent handling.  

As part of the customer’s remote contacts with the Bank, Infolinia [call centre] was the most 

popular form of contact in 2020. We received over 2.2 million calls related to customer service. 

We carried out over 200,000 electronic conversions via e-mail, online banking and Social 

Media.  

We are constantly working on improving the quality of service, which translated into delivering 

727 training sessions of our employees with respect to the quality of service and over 200 

system and procedural implementations streamlining customer service.  

In spite of a significantly higher number of customer’s remote contacts with the Bank, we 

managed to shorten the time spent on handling electronic communications by over 60% when 

compared to 2019 and we are still working on further improvements. Going further, we also 

considerably shortened the time of handling complaints and we are working on eliminating 

aspects entailing these complaints.  
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Through such an approach and despite the hindered operation caused by the pandemic, in 

2020 we won a number of awards which certify the quality of activities for our customers: 

 

Improved quality of service 

In 2020, we continued surveying the quality of service at the outlets through the mysterious 

customer method. The survey is conducted on a cyclical basis and concerns two segments: 

personal customer and business customer. We used the results to diagnose critical points in 

customer service and work out identified problems. 

The past year was dictated by the coronavirus pandemic, also when it comes to surveying the 

quality of service. We developed standards for preparing outlets and providing our service 

during COVID-19 through coming down a number of guidelines concerning the following 

issues: changes in service during the coronavirus pandemic, how employees of outlets should 

take care of their own and customers’ safety, and how they can deal with potentially difficult 

situations. 

Our surveys, on top of checking issues related to the quality of a sales conversation, also 

focused on monitoring the elements indicated in the new standards. Furthermore, we launched 

an additional process of immediate information transfer within our organisation so as to 

implement solutions increasing customer safety at our outlets as soon as possible. 

 

What have we done 

• we conducted the inventory and analysis of communications mailed to our customers, 

focusing on the most voluminous documents, 

• we established collaboration with experts in simple language, 

• we took key decisions on how we would simplify our letters and legal papers, 

• we drew up a manual that would harmonise the standards of our communication,  

• we conducted a series of workshops concerning simple language which involved a total 

of 217 people from 32 different teams, 

• we created e-learning training concerning the simple language principles. 
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What are we currently doing 

• we are simplifying our letters, individual and mass correspondence, as well as contracts 

and regulations,  

• we are creating new layouts of letters, contracts and regulations,  

• we are delivering training to other employees concerning the simple language 

principles.  

 

Development of self-service 

In 2020, we equipped all Partner Outlets with innovative internet stations for customers – 

iKiosks (474 Outlets). Through this, Partner Outlets are like Own Branches, where the assembly 

process of iKiosks ended in 2019. This equipment provides personal customers and business 

customers with access to Alior Online, Kantor Walutowy (Currency Exchange Bureau) and 

BusinessPro.  

Core goals of iKiosks: 

• support in customer Digitisation, 

• customer onboarding – a tool supporting customer education during the first logging 

in and using Alior Bank’s banking, 

• redirection of cashless traffic to the iKiosk station, 

• NPS improvement. 

During the onboarding, bankers and partner outlets’ workforce help in the first login, 

demonstrate the potential of our online banking and encourage to the systematic use of it, 

e.g., to make online transfers without waiting in queues. 

In addition, due to making available in iKiosks of the documentation required by Article 111 of 

the Banking Law, we have removed the necessity of printing out dozens of pages of paper 

documents. 
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The decrease in branches equipped with iKiosks stems from a smaller number of outlets at the 

end of 2020 when compared to the end of 2019. 

The availability of iKiosks in Branches increased the number of customers logging in to online 

banking. The percentage of customers logged in within one week of the opening personal 

account in Own Branches increased from 78% to 92%. 

 

 

New Format of Branches 

Dynamically changing customer needs count among the drivers of change in the banking 

sector. They are the reason why Alior Bank introduced a new branch format. It changes 

customers’ contacts with a bank branch entirely, through the maximum improvement of space 

comfort and functionality. 

Separated zones and selection of adequate solutions 

allow to customise our services even better.  

The service zone includes, among others, cosy 

welcome space. Nearby there are service desks 

equipped with tools allowing to perform any 

operation.  

In the digital demo zone, customers may, with a 

banker’s assistance, try out online banking and 

mobile application, log in for the first time and check 

how these solutions work.  

The next zone are meeting rooms where customers can make an appointment with a banker 

for an individual conversation. These acoustically separated rooms are dedicated to meetings 

with customers that require more confidentiality and privacy. Glass walls of such an office are 

covered with graphics preventing identification of people inside.  
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The last zone is bankers’ working space, inaccessible 

for customers. Additionally, the branch has a 

separated room dedicated for remote work, with 

special acoustic felt stands.  

For the branch, materials and products from local 

suppliers were used. To a large extent, these are 

recycled materials. Examples are desktops made in 

90% from processed yoghurt cups or upholstery and 

ceilings made from recycled PET bottles. Furthermore, 

furnishings are partially made of wood from fast-

growing trees.  

 

New Format of Branches in 2020 

• 20 modernised Branches; 

• The reach of the New Format of Branches 

encompasses 256 thousand retail customers and 27 

thousand business customers; 

• 99% of logs to the Online/Mobile app for new 

personal accounts; 

• Plans for 2021: modernisation of 50 branches. 

 

Remotely means conveniently and safely 

The past year came down with new challenges that placed broadly understood security at the 

forefront.  

We carried out cyclical market research aimed to develop the best way to inform customers 

about the situation during the pandemic (IVR announcements), as well as to prepare bankers 

in such a way that they would show above-average empathy. 

We also verified the availability and scope of information on service during the pandemic on 

the website, so that the digital world would become something ordinary for those customers 

for whom it had so far been a novelty.  

We tried to guide our customers through applying for aid programmes proposed by the 

Government (Anti-Crisis Shield), not only as an intermediary, but also as an advisor and partner 

in this difficult situation. 

Despite the need to take quick decisions and act firmly when introducing changes, we made 

sure that we always look at the newly created processes and products from the customer’s 

point of view.  
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The authentication solutions we put in place are a combination of convenience and security as 

well – logging in and confirming transactions with the use of biometrics (Touch ID), 

authorisation of push transactions via a smartphone.  

We also took a step forward when developing remote service – customers who wanted to 

activate their cards or assign a PIN via the call centre no longer need to talk to an employee 

nor go to an ATM or store just to activate the card. Thanks to clear and legible voice messages, 

guiding the customer step by step through the process of automatic card activation and 

assigning/changing the pin in IVR, our customers are quickly and efficiently given what they 

are calling about. It is a very convenient solution, significantly minimising the customer’s effort.  

Such a solution is also the functionality concerning the ability to unlock online and mobile 

banking on one’s own. This solution undergoes constant development, thanks to which, in 

2020, it also incorporated sole proprietorships.  

Another novelty is password restart, also on a self-service basis, without having to talk to a 

consultant.  

 

Customer Problem Lab and Alior Bank Customer Ombudsman 

Any suggestions or queries submitted by customers to the Bank through various channels, e.g.: 

in letters to the Management Board, to the PR Department, through social media, e-mail, on 

the phone, or directly at the companies offices, are forwarded to a specially established unit 

called Customer Problem Lab (CPL). It is a “rapid response team” which aims to immediately 

solve customers’ problems and prevent them from occurring in the future. 

And the same time, we continue the recommendation process 

consisting in analysing the problems important from the point of 

view of: customer, reputation risk, financial risk and operational 

risk. The main purpose of the process is to identify key problems, 

effectively work out and implement recommendations and 

corrective action on them. Elimination of problems helps to 

reduce the number of complaints by eliminating the most 

important causes, which results in increased customer 

satisfaction.  

In addition, there is a Customer Ombudsman at the Bank. The Customer Ombudsman is the 

last appellate instance in the complaint process. An appeal to the Ombudsman may be lodged 

where the response to the complaint so far and any potential appellate procedures do not 

meet the customer’s expectations. The activity of the Customer Ombudsman contributed to 

increased feeling of security among our customers due to efficient and objective verification 

of any problems submitted by them.
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Ecologically sustainable customer service – Paperless 

The idea of Paperless is engraved in Alior Bank’s DNA. In 2008, when we started our banking 

operations, we were the first bank in the market to introduce the possibility of signing 

documents in the Bank’s Branches on the Electronic Customer Screen, as well as we arranged 

certain processes to the fullest use of digitisation and electronic document circulation. Since 

then, all of the Bank’s activities have been focused on measures aimed at limiting paper 

documentation. In 2020, in addition to the branch network, we also deployed the use of 

electronic signatures in the entire network of Partner Outlets. Additionally, through 

establishing collaboration with Autenti, we are starting to exploit the potential of qualified 

signatures, which are necessary for remote service during the pandemic. 
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3.3. Innovation 

In 2020, Alior Bank, despite the challenges ensuing from COVID-19, 

continued its innovative activities, which involved supporting the 

innovation of the entire Bank with the use of the internal and 

external innovation ecosystem. We placed special emphasis on 

supporting the strategic goals of the Bank insofar as the “More Than 

a Bank” strategy. 

In order to meet customer expectations better, we made decisions pertaining to changes aimed 

at tightening cooperation between innovative units and relevant business units. We defined 

more precisely who is the Bank’s main stakeholder and recipient of solutions prepared by RBL_ 

innovative units.  

The following units are responsible for developing Alior Bank’s in-house innovation potential: 

Innovation Lab which is responsible for prototyping, UX research, and service design; Open 

Banking Team, as well as Blockchain Competencies Centre, grouped in the Design Department 

and RBL_ Innovation. The Fintech Partnerships team supports the development of the Bank’s 

out-of-house innovation ecosystem. 

   

UX Research Team UX Design Team Service Design Team 

   

 

  

Fintechs Partnership  

Team 

Blockchain  

Competence Centre 

Open Banking  

Team 
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The UX Research Team ensures that business and design decisions are duly consolidated with 

the needs of our customers and optimises the user experience of our digital channels. In 2020, 

we took part in several dozen projects, working to improve processes in digital channels, 

optimising internal banking processes, testing new product concepts, and verifying innovative 

concepts while supporting the “More than a Bank” strategy. Under an extensive idea testing 

process and in cooperation with a team of service designers, we launched a wide-ranging 

project to create lifestyle-driven persons who will help us understand the needs of customers 

in terms of banking added value. Such persons will be created based on trend surveys, 

qualitative and quantitative needs analysis, as well as on data obtained from databases relating 

to our customers. The projected effect will be to have understood the needs of these persons 

insofar as innovative products, new development directions towards innovative banking in the 

name of the “More than a Bank” strategy and, of course, identification of potentials in the field 

of partnerships within VASs.  

 

UX Design Team supports the development of innovations and optimisation of experience at 

various points of contact between the customer and the bank. In 2020, we accomplished the 

foregoing through close collaboration with the departments responsible for developing digital 

channels for both personal and business customers, as well as through taking initiatives to 

create and improve internal processes serving the effective operation of the bank itself. 

Furthermore, the team of designers was responsible for the strategic project of creating 

concepts for new mobile banking development paths as part of a multi-disciplinary 

collaboration with survey makers, service designers and business owners of Alior Mobile 

development. We also actively participated in the project of creating the System Design for 

Alior Bank, thanks to which the process of creating new concepts would become more 

coherent, uniform, and effective. 

 

The Service Design Team provides coherence and commitment in the process of solution 

creation. by using a full gamut of techniques to design of larger and smaller changes improving 

customer experience. In 2020, with the participation of the team, cumulatively several dozen 

workshop days were held to support product and technology teams in developing new 

solutions. Furthermore, by using the tools of futures thinking, we pursued a wide-ranging idea 

testing project aimed at searching for new areas for modern banking.  

One of the crucial accomplishments in 2020 was completing the 

project of creating the Card for LOL 

Players. The offer was launched into the 

market in May 2020, and the 

interdisciplinary team of the Innovation 

Lab was one of the project initiators. As part of the project, we 

conducted exploratory surveys on players and their habits, as 
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well as a broad idea testing campaign, addressed to the bank’s employees on the in-house 

crowdsourcing platform. Its outcome was the creation of an attractive offer for players and the 

establishment of a partnership with the e-sports channel. 

 

Open Banking Team 

Alior Bank, exploiting solutions based on open banking, developed its activities as a TPP (Third-

Party Provider) by integrating with other banks and extending its offer using services of 

accessing account information and initiating payments. In 2020, personal customers were able 

to use both the services of accessing account information in the loan process and aggregating 

accounts in digital channels, as well as, from the level of Alior Bank’s online and mobile banking, 

they had the option of ordering transfers from accounts kept in other banks.  

Alior Bank launched new solutions into its offer based on open banking and services stemming 

from the EU’s PSD2. In 2020, we both continued operations on the optimisation of interfaces 

providing third-party companies with a combination of the services of accessing account 

information and initiating payments, as well as we 

integrated with other banks in Poland while gradually 

extending the customer base of other banks.  

Alior Bank, using the opportunities offered by open 

banking, plans in 2021 to further develop its product offer 

addressed to personal and business customers, as well as to 

launch the first API services, offered on a commercial basis, 

to institutional customers and external partners. 

 

Blockchain Competence Centre  

Alior Bank, still the first and only bank in Poland, use the public blockchain technology to 

provide customers with access to bank documents on a durable medium, guaranteeing their 

authenticity and immutability over time. In order to guarantee the continuity of the system, a 

specialised team constantly monitored the legal and technological environment of blockchain 

networks and supported the internal development of solutions based on a durable medium. 

We also carried out exploratory activities to identify possible further applicability of blockchain 

technology at the bank due to its dynamic development worldwide. 

 

Fintechs Partnership Team 

In 2020, notwithstanding the impediments in organising direct meetings for a larger group, we 

managed to hold as many as two editions of RBL_Start, which is the record-breaking result. 

Both editions were held remotely, nonetheless, the Bank received a record number of approx. 

400 applications for both editions. 
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The first edition was specifically dedicated to COVID-19. It resulted in launching the service of 

arranging visits at our branches in 3 large cities in Poland using Booksy – partner application. 

The partnership with Booksy quickly addressed the expectations of the Bank’s customers. In 

the first 3 months of operation, as many as 678 meetings were booked via this app. The surveys 

showed that customers were satisfied with these meetings, scoring an NPS that was 2% higher 

in the branches under the pilotage of Booksy compared to the average NPS scored before the 

very same branches were piloted. This edition was also strongly supported by PZU and, in 

particular, by PZU Zdrowie, owing to which we had the opportunity to reliably verify entities 

and solutions from the MedTech market. 

The second, last year’s edition of the acceleration programme, entitled “More than a banking 

app”, focused primarily on value-added services, supporting not only banking services, but also 

everyday activities which simultaneously matches the idea of our Alior Mobile app. This edition 

was concluded with the selection of three candidates for further implementation. 

 

3.4. Responsible sales 

In Alior Bank, we have always taken care that our products and services 

get to the people who really need them and for whom they are a real value. 

We strictly comply with the Unfair Sales Prevention Policy which prevents 

misselling practices. We have defined the rules for proper construction 

and distribution of products. We have limited the product shelf, and the 

selected items from our offering may be distributed only through 

authorised channels (e.g., Private Banking) and by workforce holding appropriate knowledge and 

experience. We have systematically monitored the sales process for misselling risks. We have defined 

rules of proceeding with any identified misselling cases. All staff have also completed training on the 

rules of transparent sales.  

In 2020, we continued activities for branch employees, during which we improved the 

knowledge about the requirements for responsible sales in the area of investment products. 

Sales bonuses for employees depend on the quality of the sales process, which we regularly 

control. The primary mechanism here is post-sale customer surveys (so-called Post-Sale Calls) 

for products involving the highest risk of misselling, and this is complemented with the 

assessment of the quality of documentation, complaints and so-called early resignation of 

customers. 
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3.5. Security of data and customer 

transactions 

The security of the funds entrusted to us and of our customers’ data 

are our highest priority.  

That is why throughout the Alior Bank Capital Group strict security 

procedures are in place to ensure confidentiality, integrity and 

availability of the processed information. Our security policy and all procedures in this area are 

updated as required in response to changing cybersecurity conditions in the market, as well as 

new requirements and guidelines of regulators. As an operator of the key service, in keeping 

with the National Cybersecurity System Act (implementing the requirements of the NIST 

European directive), the Bank meets high cybersecurity requirements stemming from the law 

and the recommendations of the Polish Financial Supervision Authority. In the cybersecurity 

area, we have conducted both prevention and detection. In 2020, all key IT systems of Alior 

Bank that process customer data and are involved in the process of conducting financial 

transactions were subjected to extensive security tests, which provided us with assurance that 

customers’ data and funds at Alior Bank are secure. The safety of data and customer 

transactions is also monitored 24/7 by a team of highly qualified experts. 

Not only have our cybersecurity experts tracked down active new threats, but also analysed 

trends in this area and on this basis they modified and adapted the security systems. 

In 2020, the Bank also actively worked with the industry in the area of cybersecurity – both with 

other banks and with the Banking Cybersecurity Centre at the Polish Bank Association, getting 

involved in the work of many working groups or forums (e.g., Payment Transaction Security 

Forum, Threat Intelligence Forum).  

Due to such comprehensive approach to cybersecurity, in 2020 the Bank reported no major 

data security incidents and stood out with particularly high security of transactions which 

translated into a negligible level of transactional fraud.  
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3.6. Protection of personal data 

Protection of personal data of our customers and thus of the data 

covered by bank secrecy count among the Bank’s priorities. The Bank 

is personal data controller for millions of customers and processes 

such data for various purposes, of which selling purposes are the 

most important, yet not the only ones. We are committed to the 

protection of privacy of our customers. Since the entry into force of Regulation (EU) 2016/679 

of the European Parliament and of the Council of 27 April 2016 on the protection of natural 

persons with regard to the processing of personal data and on the free movement of such 

data, and repealing Directive 95/46/EC (hereinafter referred to as “GDPR”), the Bank has 

modified its approach to data protection. In compliance with the GDPR, the Bank focuses on 

the assessment of data processing risk as soon as in the initial design phase (privacy by design) 

and evaluates the effects for data processing of all new relevant processes and projects.  

The GDPR has been in force for over two and a half years and we have observed constant, even 

growing interest in personal data protection, both on the part of natural persons and on the 

part of legal persons and other entities which since 2018 have begun to pay more attention to 

the subject. The Data Protection Officer constantly receives letters and requests made by 

customers pertaining to the exercise of rights under the GDPR. Probably it is caused by huge 

financial penalties that can be imposed by the data protection authority and the giant GDPR-

related publicity, but also by growing awareness of what a valuable commodity data and 

information are in the 21st century. The Bank responds to requests within the statutory time 

limit and with utmost care. 

The Data Protection Officer’s e-mail box available on the Bank’s website receives thousands 

requests from customers related to their rights resulting from the GDPR as well as other 

questions regarding data protection. Letters from our customers and the regulator give us 

credit for ensuring the rights which arise from the GDPR in a timely and substantive manner. 

 

3.7. Secure electronic banking 

As a technologically-advanced bank, we are aware that amid 

the advancement of technology and digitisation of financial 

services, new threats keep emerging every day, which we, as 

a bank committed to security, must predict and then remedy 

them. Therefore, Alior Bank pays special attention to the 

security of funds entrusted by our customers while taking 

care to provide them with the possibility of safe banking via 

electronic channels.  

In 2020, we also expanded our systems which monitor and 

protect the funds of customers in electronic banking (e.g., FDS – Fraud Detection System and 
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Malware Shield – a proprietary solution developed by the bank’s cybersecurity experts). The 

systems have in place a number of improvements which allow us to even better respond to the 

existing and future threats to electronic banking.  

We are aware that transaction security also depends on online behaviour of our customers, 

that is why the Bank has conducted an extensive campaign about new threats addressed to 

customers in social media, through dedicated email communication, and on our web pages. 

In 2020, the Bank once again supported an educational action on cybersecurity, called “Bankers 

for Education”, organised by the Polish Bank Association and Warsaw Banking Institute. The 

action was to promote awareness of cybersecurity, electronic economy and electronic 

payments. 
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4. Employment  

– who are our employees?
 

4.1 Headcount 

At the end of 2020, Alior Bank Capital Group held 7878 FTEs. 

The largest number of our employees work at Alior Bank – 

7180 FTEs.  

In terms of headcount, Alior Bank ranks fifth among ten 

biggest banks in Poland.

 

Alior Bank workforce (persons), by type of employment 

 Male Female 

Open-ended contract of 

employment 
2,289 3,953 

Contract for a definite time 382 636 

Trial contract of 

employment 
32 39 

Replacement contract 17 23 

Alior Bank’s workforce (persons) by working time 

 Male Female 

Full-time 2,607 4,330 

Half-time or more 41 255 

Less than half-time 72 66 

 

[GRI 102-8] 

 

2018 2019 2020

8228 8143 7878
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Alior Bank workforce (persons), by age 

 Male Female 

<30 598 902 

30-50 1,936 3,469 

>50 186 280 

 

Alior Bank workforce (persons), by structure 

 Male Female 

Members of the 

Management Board* 
4 2 

Managers 391 385 

Other 2,329 4,266 

*Members of the Management Board are shown only in the table “Alior Bank workforce (persons), by structure” The tables regarding the type of 

contract, number of FTEs, and age do not include the members of the Management Board. 

 

The HR strategy stems directly from the “More Than a Bank” strategy: its goal is to create such 

conditions – in terms of people, organisation, HR processes – that will enable pursuing the 

Bank’s strategic priorities for 2020-2022+ 

The HR strategy assumes that the financial resources invested in personnel costs would result 

in the maximum exploitation of the potential of the entire organisation. 

Given that the “More Than a Bank” strategy assumes establishing long-term, valuable 

relationships with customers, based on the knowledge of employees, their comprehensive 

expert solutions, their commitment and consultancy, the HR strategy for 2022+ is to guarantee 

that Alior Bank will be the Bank of Committed Experts. 

 

 

 

 

 

Alior will be an employer for 

experts, thanks to the operational 

freedom, a great team and an 

agile work environment, driven by 

continuous improvement, full 

exploitation of the potential and 

positive experience of the 

employee. 

Thanks to this, the Bank will 

provide the customer with an 

excellent experience, founded on 

comfort, simplicity and a valuable 

relationship. We will become the 

Bank of the first choice for 

selected customer segments. 

This will allow us to develop 

steadily, while guaranteeing the 

constantly growing goodwill, 

shareholders’ trust and capital for 

the future. 
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The HR division addresses its operations to three key pillars related to human resource 

management: 

 

 

 

 Long-term relationships Development Experience 

 

The most important source of our advantage is interpersonal relationships. 84% of employees 

think that their team cooperates well. We put our bets on long-term relationships with 

employees – they are who establish long-term relationships with our customers. We plan far-

reaching professional development on expert paths. 70% of Alior Bank employees believe that 

they significantly developed their competencies in the last year. Our focus is set on the further 

development of key roles and expert skills. We launch re-skilling programmes aimed at 

acquiring skills that are increasingly in demand and valued by customers. We support the 

development of leadership competencies insofar as the proper management of experts. 

 

 

4.2. Changes in handling the employee 

In the worldwide situation caused by COVID, we managed to adapt 

the method of HR and payroll services to our employees, including 

those who shifted from office locations to work remotely. By doing 

so, we significantly accelerated the automation of processes, hence 

enabling the efficiency and higher speed of their implementation. A 

significant proportion of thus far paper applications pertaining to the 

staff was transferred to the staff platform – Kompas. We launched automatic information 

prompts. The HR and payroll hotline was tailored to a far greater frequency of inquiries (5,000 

e-mails and phone calls per month). 

Alior Bank flexibly handled new, mass processes related to the pandemic, e.g., records and 

settlement of the new childcare allowance, settlement of work while being under quarantine.  
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A very important change has also occurred in the way we work - from April 2020 we started 

using the Autenti system. This solution optimizes the flow of HR documents, which is 

particularly important in remote work. At the same time, savings in the costs of document 

distribution and archiving were generated. Due to the above benefits, the Bank will use 

electronic signature on a wider scale. More than 70% of HR documents are signed 

electronically. 

 

4.3. Working conditions 

Alior Bank has in place Job Rules & Regulations which defines the 

internal order and organisation at Alior Bank and defines the rights 

and duties of both employees and the employer related to the job 

process. The document is available to all employees of the Bank, and 

any modifications are communicated to the workforce as soon as 

they are made. 

In the Bank, OSH tasks are carried out in accordance with current legislation in this regard. 

These regulations commit us to applying broad accident prevention and conduct periodic OSH 

training for the required groups of employees. Employees who start the job complete initial 

training which is to build the awareness of safe behaviour at the workplace. To furnish 

employees with practical skills of providing pre-medical aid, training courses are organised 

which allow them to acquire the appropriate skills. 

We take care that our workforce have access to the latest news on the Bank and employment 

affairs. With this in mind, we have developed Kompas, a workforce portal. It is a tool which has 

capabilities similar to those which we all know from social media. Kompas publishes daily news 

which makes everyone have access to the latest information. Kompas also provides for efficient 

communication between employees (through a chat service), allows the employees to develop 

their own profiles, create social groups which promote integration. Kompas is also available on 

each business phone of employees.  

We introduce agile working methods at Alior Bank. For instance, project groups are organised 

which combine many competencies in one place – business, analytical, programming and 

testing capacities – necessary for carrying out the respective project. The main advantage of 

such approach is shortening the communication path which enables agile acting and prompt 

responding to changing requirements or technology. 
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Every year we aim to work out a commitment-driven work 

environment 

Alior Bank strives to keep developing and cultivating commitment, 

which requires a two-way relationship between the employer and 

employee.  

Measures in this area focus on all Employees, whereas the diagnostic 

tool used to build appropriate support in this area is the commitment 

survey dedicated to all units and organisational cells of the Bank. This tool guarantees to learn 

about and understand the factors that significantly affect the efficient and effective operation 

of the Bank. The results of the survey provide feedback for the Bank’s Management Board, 

show the employees’ attitude towards the employer, their motivation to work, and constitute 

an indicator of potential turnover or absenteeism. As a result of the employee commitment 

survey, the Bank draws conclusions and makes decisions based on facts and concerning the 

implementation of necessary measures.  
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4.4. Benefits 

Alior Bank is constantly expanding its offer of benefits for employees, 

taking into account, for instance, market trends. Every year, the 

satisfaction of individual benefits is surveyed, and the result of this 

survey is considered when making decisions regarding benefits to be 

provided next year. Where “force majeure” situations, such as a 

pandemic, emerge, resources for the realisation of individual benefits, that cannot be used at 

the time, are shifted to other tools and initiatives so that all employees can take advantage of 

the benefits as much as possible.  

In 2020, the variety of nearly 20 benefits were available to the employees.  

In 2020, companies belonging to the PZU Group became the partner offering medical packages 

and insurance for the employees and their families. The insurance offer was extended to include 

the part financed by the Bank with a high sum insured in the event of death. On top of that, 

the offer launched new voluntary options. Medical care is still distinguished by its wide 

coverage, including dental services. Over 6 thousand people joined the new medical care 

offered by PZU Zdrowie, whereas 5.2 thousand joined the insurance sponsored by PZU Życie. 

In addition, 3.8 thousand of Alior Bank’s employees are willing to supplement their insurance 

policies with voluntary options of their choice.  

Despite the pandemic, MultiSport cards were very popular among our employees, used by 

more than half of them, which is a continuation of the trend from the previous year. In 2020, 

nearly 6 thousand layettes and Christmas packages for employees’ children were sent, whereas 

over 5 thousand employees took advantage of the “wczasy pod gruszą” scheme [self-arranged 

countryside holiday]. 

 

   

455  
layettes  

for children 

235  
non-repayable  

financial aids 

4,173  

employee  

loans 
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In 2020, more resources were allocated to the Aid Fund than in the previous year. The purpose 

of the Fund is to provide non-repayable financial aid to Bank’s employees and their families 

who found themselves in particularly precarious circumstances.  

Moreover, Alior Bank has in place the Sports Section run by a group of the Bank’s employees, 

bringing together people doing one sports discipline or one type of activity in order to achieve 

sports or recreational goals. The essence of the Section’s operation is to encourage more active 

life, promote a healthy lifestyle, and enable integration among the Bank’s employees. 

 

 

4.5. Diversity management 

Alior Bank has for a number of years taken into account in its HR policy some elements of the 

diversity policy mindful that the value derived from differences are an additional asset of our 

organisation while enriching their competencies serving effectiveness.  

A Policy of Selecting and Evaluating Members of the Management Board and Supervisory 

Board pursued at the Bank is to ensure the diversity of education, work experience, age and 

gender of members of the Management Board and Supervisory Board, in particular, by 

ensuring the participation of women in the process of selecting members of the Management 

Board and equal treatment of candidates regardless of gender. 

The Bank has in place a Policy of Working Environment Free from Undesirable Behaviours, 

which delivers, among other things, the Employer’s duty to prevent and counteract undesirable 

behaviour in job relations, in particular: discrimination, mobbing, humiliation, sexual 

harassment. In line with the provisions of the Policy of Working Environment Free from 

Undesirable Behaviour, rules in force at the Bank pertain to: equal treatment of employees 

irrespective of their sex, age, disability, race, religion, nationality, political opinions, trade union 

membership, ethnic origin, beliefs, sexual orientation, employment for a definite or indefinite 

period of time, full-time or part-time employment, etc. 
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At Alior Bank, diversity-related matters pertain to many aspects of the Bank’s activities and are 

aimed at respecting other people, treating everyone equally and utilising employee potential. 

The Bank and its Employees follow the Principles of Good Banking Practice adopted by the 

Polish Bank Association on an everyday basis. The Bank’s recruitment standards are compliant 

with the EU’s Directive on equal treatment in employment which means that the Bank observes 

the provisions regarding equal treatment in employment and 

occupation. 

As at 31 December 2020, the number of persons with disabilities 

employed at Alior Bank increased by 14% compared to 31 

December 2019. 

Processes related to candidate selection are based on objective 

grounds and their respective stages follow established patterns and 

rules. Adopted internal rules for task performance in the field of OHS, as well as technological 

and technical solution standards result in undertaking necessary actions to adapt a workplace 

for persons with disabilities. Alior Bank requires mutual respect from all employees, regardless 

of their position, and does not accept any form of discrimination.  
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We want to attract best specialists and market experts to work with Alior Bank. That is why we 

offer to our staff attractive pay, which is governed by the Pay Policy, which has the following 

objectives, among others:  

• promotes proper and effective risk management and discourages from taking excessive 

risks, 

• promote the strategy for sustainable development and prudent risk management 

policy, 

• mitigate conflict of interest, 

• allow us to maintain transparent relationship between individual results and individual 

pay by focusing on goals linked to responsibilities and actual influence, 

• ensure that the Bank’s staff act in the best interests of their customers, including provide 

them with clear and transparent information on services and products offered by the 

Bank.  

All Group companies employing more than ten people have a Pay Policy / Rules in place.  

 

Pay of the lowest job level as compared to minimum wages (PLN 2,600 gross) by age 

 

 

 

4.6. Development of staff competencies 

At Alior Bank all processes and business priorities are supported by 

dedicated development programmes. In adherence to the “More 

Than a Bank” strategy for 2020-2022, we constantly care about 

supporting all its constituents, while continuously taking care of the 

viable development of the competencies of the Bank’s employees 

and managers. Our development and training policy provides all Alior Bank’s staff with 

opportunities of specialising as experts in the selected field, by being able to develop their own 

competencies resulting from their job responsibilities, as well and their aspirations and team 

management skills. The management system and the development model that we have rolled 

out allow us to effectively guide specialists and dynamically develop their careers. We have 
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made available to our staff a gamut of training programmes led both by in-house and third-

party coaches. Our proposition encompasses training on products, 

sales and quality of service, interpersonal skills and management 

skills.  

In 2020, the average number of training days per Labour-Code 

employee (one FTE) was 2.99 days, which, taking into account 

the scale of employment, results in almost 170,000 training 

hours delivered at the Bank. 

 

 

In 2020, due to the ongoing pandemic situation, the need for an agile and effective change in 

the formula of providing knowledge to employees emerged. Through implementing remote 

solutions (most of the training courses, i.e., 67.5% of activities were carried out with their help), 

notwithstanding the incapabilities of holding stationary meetings, we managed to provide 

knowledge supporting the accomplishment of business goals. One of the important elements 

of the migration of the prior, stationary activities to the digital sphere was the development, 

together with PZU and PZU Życie, of a solution enabling the organisation and the conduct of 

remote examinations for persons applying for entry to the Register of Agents.  

Since the first day of employment, we take effort to equip the new employee with knowledge 

necessary to delivering the responsibilities assigned to their job. Newly employed people are 

sent to orientation training, which is in part the same for each member of the organisation 

(welcome day), and further dependent on the specific features of the job and their role in the 

organisation, with particular consideration of their place in the Sales Network. Additionally, in 

2020, we launched an onboarding programme for the Sales Network, supporting both the new 

employee and their superior. Gaining knowledge by newly-hired employees of Own Branches 

is supported by a gamification platform that combines the acquisition of the necessary 

knowledge with elements of competition. 

Carrying forward best practice from prior years, in 2020, we took care to ensure the internal 

transfer of knowledge by continuing our “Share Your Know-How” programme, under which 

experienced staff, supported by the Talent Development Department, shared their know-how 

with those willing to get that knowledge. 
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A factor which influences workforce development are measures agreed with the direct 

supervisor who, as part of the budget assigned to them, has as their disposal funding for 

training and development for their staff. Due to such management, employees of particular 

departments can propose training initiatives themselves. Such development applies to the 

areas which: 

• require expert skills (e.g., topics related to strategy, management of IT architecture, 

physical and electronic security, programming languages), 

• effective and quality work (applications, languages, interpersonal skills training). 

Under that programme, the employee may apply for employer’s participation in the education 

costs, e.g., postgraduate studies. 

All Group companies regularly review their respective policies, 

procedures, manuals and other regulations. In addition to 

reviews, new standards are being implemented which are 

necessitated by internal needs of particular organisations or by 

guidelines of external regulators. These documents define the 

overall orientation of the organisation and determine the rules to be 

applied by particular companies in the respective thematic areas. 
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5. Community and 

neighbourhood responsibility 
Activities in the field of corporate social responsibility are an important element of Alior Bank’s 

operation and are engraved in the strategy. As a financial institution that also acts as a public 

trust institution, Alior Bank supports organisations that provide viable help to those in need, as 

well as is engaged in initiatives responding to social and environmental challenges. The 

coronavirus pandemic also confirmed that CSR activities are of special power, whereas 

supporting those who are on the front line of the fight against the coronavirus is a must. 

Therefore, we are actively engaged in a variety of activities addressed to those in need while 

helping healthcare institutions and entrepreneurs. 
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5.1. Actions undertaken in 2020 

Aid in the fight against the pandemic 

During the first wave of the pandemic, the employees of 

PZU Group companies, including Alior Bank, got 

engaged in various initiatives, often grass-roots and local 

in nature. In this difficult pandemic period, they collected, 

for instance, money to help combat the coronavirus. 

In the springtime of 2020, Alior Bank donated funds to combat the effects of the pandemic. 

Alior Bank actively responded, for example, at the call of the Provincial Hospital in Szczecin – 

which was transformed into an infectious diseases hospital – and donated money for the 

purchase of equipment necessary to treat COVID-19 patients. The list of the hospital’s needs, 

notified to Alior Bank, included both professional medical equipment, incl. respirators, infusion 

pumps, heart massage devices, bactericidal lamps, as well as the necessary personal protective 

equipment, i.e., facemasks, coveralls and goggles. 

Alior Bank also supported the University Paediatric Hospital in Cracow, which via social media 

asked for help in obtaining office supplies. Not only could the University Hospital count on 

Bank’s help but also the Children’s Memorial Health Centre Institute. We financed the purchase 

of coronavirus tests for 200 children, as well as supported the telemedicine project by providing 

the hospital with highly-specialised computer equipment to conduct remote consultations with 

young patients from cardiology, diabetology and psychiatry departments. This reduced the 

number of visits to the hospital to the necessary minimum, thus enhanced the safety of people 

staying there. 

Alior Bank also donated laptops necessary for remote learning for those under the care of the 

National Children’s Fund. One of the statutory targets of this association, which has been 

operating for almost 40 years, is to help particularly gifted children develop their interests. In 

the springtime, Alior Bank also made its contribution. The donated equipment was used, 

among others, by musically-talented students – without the appropriate technology, their 

remote teaching during the pandemic would not have been possible. 

 

Employees – volunteers 

Moreover, Alior Bank employees are highly active as volunteers. Several dozen campaigns of 

various educational, ecological or charitable nature were carried out in 2020. The employees 

deliver classes to young patients staying in local hospitals, look after the animals, and support 

people who have faced difficult life situation. 
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Working with the Zaczytani.org Foundation 

Since 2019, Alior Bank has been a strategic partner of the 

Zaczytani.org Foundation. Its mission is reading promotion 

and social education. Additionally, the fairytale therapy 

sessions conducted at hospitals by Foundation volunteers 

contribute to supporting better health and higher quality of 

life. The activities conducted together with the Foundation 

follow the #HigherCulture (#WyższaKultura) motto which is 

imprinted in the Bank’s strategy of social and sponsoring 

activities. Supporting the Zaczytani.org Foundation, Alior 

Bank contributes to the development of education, culture and reading in Poland, and plays 

its part providing good health. This way we fulfil goals 3 and 4 of the UN Sustainable 

Development Goals. 2020 was a year full of joint projects, events and initiatives with the 

Zaczytani.org Foundation. The most important among them are described below: 

Grand Collection of Books 

The sixth edition of the nationwide social campaign organised by the Zaczytani.org 

Foundation was of a record-breaking reach. Variety of institutions, companies, schools 

and other facilities from 259 localities got involved in collecting books! The public and 

internal book collection was run by a total of 961 institutions, thanks to which we 

collected 294,000 books! As far as the best score in the number of books collected by 

one institution is concerned, it was achieved by Alior Bank which is the strategic 

partner of the Zaczytani.org Foundation. The Bank collected 57,000 books in its 158 

branches and partner outlets! 

Year-round volunteer programme 

Due to the pandemic, the voluntary programme for sorting books was suspended in 

the period April-June 2020. At that time, two online educational programmes were 

launched: Zaczytane Wieczorynki [Engrossed in Reading Bedtime Tales] participated by 

the foundation’s ambassadors, as well as the on-line fairytale therapy programme, to 

which all volunteers of Zaczytana Akademia [Engrossed in Reading Academy], including 

Alior Bank employees, were invited to co-create. Both programmes were run on 

Instagram. 
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Figures: 

• we carried out 26 Engrossed in Reading Bedtime Tales and 14 for adults with the 

participation of the foundation’s ambassadors, 

• 26 ambassadors read for us (for instance, Mateusz Damięcki, Grażyna Wolszczak, 

Mikołaj Roznerski), 

• reading ambassadors have 2.7 million Instagram followers cumulatively, 

• we carried out 31 online fairytale therapies with the participation of volunteers from 

Zaczytana Akademia. 

 

Zaczytana Akademia – A series of educational webinars 

At the turn of November and December, we organised four free of charge educational 

webinars entitled “Around fairytale therapy, that is, about emotions and 

educational processes” [Wokół bajkoterapii, czyli o emocjach i procesach 

edukacyjnych]. These meetings were addressed to people working and staying with 

children: teachers, educators, librarians, tutors, guardians, parents. The webinars were 

carried out live by Agnieszka Wąsik – the operational director of the Zaczytani.org 

Foundation, a coach specialising in the subject of emotions and relationship building, 

co-founder of Zaczytana Akademia, fairytale educator. The webinars were held as part 

of educational cooperation with Alior Bank. During each and every meeting, we would 

remind about the educational fairytales created together with the partner and 

encouraged to download them from the website.  

 

A series of educational webinars – reach: 

• Number of people interested in the event on Facebook: 1,169 (493 clicks on “I will take 

part”, 676 clicks on “I’m interested”) 

• Facebook event audience: 21,910 

• Figures on webinar audience on Facebook (total over the series): 

• 1.3 thousand views 

• 25.6 thousand audience 

• 1,676 actions (reactions, comments, shares) 

 

At the end of the series, we issued 113 certificates of participation (for people who expressed 

such a willingness). Each certificate had the Alior Bank logo. 
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“Engrossed in Reading” Benches 

The exhibition of the three Engrossed in Reading 

Benches, the rotating exhibition of the New Technology 

Benches was postponed due to restrictions related to 

the coronavirus pandemic. This is scheduled, ultimately, 

for 18 January – 30 March 2021 in shopping centres 

in 12 Polish cities. Each Engrossed in Reading Bench 

will be exhibited in a given location for two weeks. 

Projected reach: 1.2 million visitors.  

 

Engrossed in Reading Libraries 

Together, we opened 10 new Engrossed in 

Reading Libraries! Shelves filled with the books 

collected in the Great Collection of Books were 

delivered to the beneficiaries’ facilities. We also 

provided information plates with the Alior Bank 

logo. Every delivery of the Engrossed in Reading 

Libraries was communicated in the local media 

and in the social media channels of the 

Zaczytani.org Foundation. On 14 February 2020, we organised the media opening of the 

Engrossed in Reading Library at the Municipal Hospital Complex in Chorzów with the 

participation of actor Artur Barciś – the ambassador of the Zaczytani.org Foundation. The 

event was attended, for example, by the director of the hospital, the vice-mayor of Chorzów, 

local media and, of course, little patients with their parents. Information on the event was 

published 12 times in local media, incl., on the websites of such media as: Dziennik Zachodni, 

Gazeta Wyborcza Katowice, Radio Piekary, Śląska.tv. 

 

Educational programme – fairytales about new technologies 

The book is just the beginning! Following this idea, an educational programme was created, 

under which – for the first time in the history of the Zaczytani.org Foundation – we created 

educational fairytales together with Alior Bank. We invited a foolproof duo to cooperate with: 

Boguś Janiszewski (text) and Max Skorwider (illustrations), the author’s collective 

“Katastrofa”. They are authors of popular science books for children sprinkled with humorous 

elements. Their most recognisable titles include “Economics”, “Brain” or “Politics”. Together, we 

created as many as three educational fairytales that have one main topic corresponding to 

the educational goals of our partner: NEW TECHNOLOGIES. Not only are educational fairytales 

funny stories, but also additional material for parents, teachers, guardians and educators. 

Each publication has a substantive part that introduces its reader to the world of fairytale 

therapy and provides guidelines on how to work with the book. Adult readers can find there 

http://zaczytani.org/
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tips on how to talk to a child about the content they have read, in order to learn about their 

emotions, help to name them and discover which characters the child identifies with. The 

material was prepared in collaboration with a child psychologist and therapist, as well as a 

non-violent communication expert (NVC). 

 

Additional sponsorship activities carried out in 2020 

Procession of Three Kings 

Alior Bank was for the third time a Partner of the “Procession of Three Kings” Foundation and 

the event organised by the Foundation on 6 January 2020. The Bank’s customers in the largest 

Polish cities were able to pick up songbooks and procession crowns, which had been given to 

us by the organiser. 

Alior Bank – a partner of the event “1920. Grateful to Heroes” 

Alior Bank financially supported the event called “1920. Grateful to Heroes” organised by 

PL.2012+, which was held at the PGE Narodowy in Warsaw on 15 August 2020. The multimedia 

show was broadcast by Telewizja Polska S.A. In addition, 4 open shows were held from 20 

August 2020 to 23 August 2020. 

National Children’s Fund 

Alior Bank made a contribution to the Fund. Thanks to this donation, the Fund managed to 

organise, for instance, the 26th Chamber Music Workshops at the Krzysztof Penderecki’s 

European Music Centre in Lusławice, as well as the concert for participants of the Aid 

Programme for outstandingly gifted named “Young Virtuosos” held at the Royal Castle in 

Warsaw. 

Polski Związek Piłki Nożnej (Polish Football Association) 

In 2020, as a continuation of cooperation with the Polish Football Association, Alior Bank 

supported Poland’s Football National Team as its official partner. Additionally, together with 

the Polish Football Association, we organised a competition for amateur teams named “Cool 

team”, aimed at popularising sport and football, as well as engaging the football community, 

including representatives of football clubs at various tiers. 

Donation to animal shelters 

The PZU Foundation, Pekao S.A. and Alior Bank donated almost PLN 500 thousand to help 

animals from 60 shelters all over Poland. The funds donated by the PZU Foundation, Pekao S.A. 

and Alior Bank helped to finance the most urgent needs of shelters – including veterinary 

treatments, medicines, vaccines, food, and cleaning products. Alior Bank donated a total of 

PLN 142,900 to 15 shelters selected throughout the country. 
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E-sports sponsorship 

Alior Bank was the first bank in Poland to launch a special offer for the gamers segment and 

became the naming rights sponsor of the Ultraleague and a partner in Polsat Games in all 

League of Legends tournaments. As part of the promotion, we prepared a special debit card 

with the image of the heroine of League of Legends – Ashe. Almost 12 thousand customers 

have already ordered this card. Sponsoring activities during the Alior Bank Ultraliga (June-July) 

entailed 40% of the sales of the Highly Personal Account [Konto Jakże Osobiste]. 

Biały Kurk [White Raven] 

Alior Bank sponsored the publication of a richly illustrated book entitled “The birth of a 

superpower. Poland of Casimir the Great” with a text by prof. Krzysztof Ożog and photos by 

Adam Bujak, published by the Biały Kruk publishing house. 

 

In 2020, we allocated over PLN 2.5 million for sponsorship causes. 

 

5.2. Community involvement 

The Group has no formal procedures or policies in place to govern the topics of the effect on 

the neighbouring community, however, acting by the rules of corporate social responsibility 

is for us very important and we set great store by support to the local community initiatives. 

Social responsibility accompanies us virtually from the very inception of our activity. 

Special CSR area at the Bank is sophisticated culture which is invariably associated with us 

among customers since our inception. In the area of social responsibility, it means for us a 

commitment to support initiatives to promote culture and prevent social exclusion by 

supporting the access to cultural or sporting values. We try to be close to the events which are 

important for the Poles.  

As an institution laying emphasis on corporate social responsibility, 

Alior Bank has been involved in a wide range of initiatives, both on a 

local and on a nation-wide scale for years. Such activities aim not only 

support to the execution of particular projects, but also dissemination 

of knowledge in the area of social responsibility and sustainable 

development among employees, customers, business partners and 

shareholders of the Bank.  

 

In 2020, we provided more than PLN 1.5 million for social causes. 

 

 

[GRI 203[-1] 
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In 2020, Alior Bank made donations to the following institutions:  

• Fundacja Na Ratunek Dzieciom [Foundation for the Rescue of Children], 

• Donation to hospitals determined in consultation with the Ministry of Health,  

• University Paediatric Hospital in Cracow,  

• Independent Public Provincial Integrated Hospital in Szczecin,  

• Children’s Health Centre, 

• National Children’s Fund,  

• Fundacja Iskierka [Sparkle Foundation]. 

In 2020, we continued our activities as part 

of workforce volunteering programme 

called “Engaged in helping”.  

Together with other PZU Group entities, we organised a fundraiser 

for the purchase of the so-called barrier tents for COVID-19 patients. 

For each Polish zloty paid by the employees, the Bank added yet 

another. As a result, we donated the amount of PLN 26,123.30 to 

the City Hospital No. 4 in Gliwice. 

As in previous years, on the initiative of the employees, a Christmas campaign “Give a Gift” was 

organised, which aimed to give help and support to those most deprived. The employees 

respond to letters in which people under the care of our social partners write about their 

dreams and current needs. This year, over a thousand people got involved in the campaign, 

who jointly prepared over 260 gifts, totalling nearly PLN 100 thousand and weighing over 2.4 

tons.  
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5.3. Supporting the development  

of enterprise among Polish companies 

In Alior Bank, we appreciate every entrepreneur and are well 

aware of the role enterprises play in the Polish economy. 

At Alior Bank, we are able to identify the biggest problems and 

limitations faced by entrepreneurs. In the current market situation, 

the main handicaps most often include the lack of financial resources not only for development, 

but also for the day-to-day running of economic activities. We carefully noted to the 

Government “Strategy for Responsible Development until 2020” which mentions, for instance, 

supporting small- and medium-sized enterprises to access capital as an activity to be taken in 

the years to come. We are proud to emphasise that Alior Bank actively participates in 

government programmes supporting development of companies. We were one of the first 

banks to enable its customers applying for a subsidy under the Financial Shield 1.0 of the Polish 

Development Fund. 

2020 was full of challenges. The coronavirus pandemic forced changes in many areas of life, 

including banking services. Our priority was to launch solutions supporting entrepreneurs not 

only in the service process, but also in accessing solutions that streamline running a business 

in these difficult conditions. “Repayment holidays” may serve as an example, i.e., the possibility 

of temporary postponement of loan repayments by business customers. Our corporate offer 

was modified and adapted to market requirements, customer needs, limitations resulting from 

the pandemic and Bank Gospodarstwa Krajowego (BGK) Aid Plans. 

 

Offer adapted to BGK Aid Plans 

Alior Bank has for years been active in public 

programmes, both those financed from EU funds and 

national funds. This enables the development of an 

attractive credit offer for customers, especially those 

representing the micro-, small- and medium-sized 

enterprises sector. A very large part of funding awarded 

to companies by Alior Bank have been loans secured by 

Bank Gospodarstwa Krajowego (BGK) using public 

(national and EU) funding. Alior Bank has provided, among others, loans with BGK guarantees 

as part of the National Guarantee Fund (this continues the de minimis programme) and under 

the following programmes: COSME, Creative Europe, Agricultural Guarantee Fund, Guarantee 

Fund under the Smart Growth Operational Programme (Biznesmax guarantee), Liquidity 

Guarantee Fund. Through the guarantees, on top of access to loan on more favourable terms, 

customers are given alternative methods of securing financing. In 2020, the Bank also delivered 

a guarantee offer for corporate customers. 

[GRI 203-1] 
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In March 2020, Alior Bank introduced changes to the guarantee offer and adjusted the terms 

of their granting to BGK’s Aid Plans. The maximum value of the security increased from 60% to 

80% of the loan amount. The security period was also extended from 27 to 39 months. The 

commission fee for the entire portfolio of exposures covered by the de minimis guarantee was 

abolished as well. 

When it comes to the COSME Guarantee, the period of its granting was extended to 39 months. 

The fee for its granting was also reduced to 0.7% per annum.  

Guarantee programmes offered by the Bank also include special guarantees addressed to 

innovative enterprises from creative and agricultural and food-processing sectors. The terms 

and conditions of granting these guarantees were also tailored to the economic situation 

caused by the pandemic and to the needs of entrepreneurs.  

 

Biznesmax guarantee 

The most attractive loan repayment security for SMEs is still Biznesmax 

guarantee, available under the portfolio guarantee line of the 

Guarantee Fund under the Smart Growth Operational Programme. This 

product is a unique combination of a guarantee with a grant. 

This guarantee is addressed to enterprises carrying out investment 

projects with innovative potential, as well as for those who intend to carry out pro-

environmental projects, e.g., the installation of photovoltaic panels, thermal insulation of the 

company building.  

In order to counteract the COVID-19 effects, in April 2020, the Bank also made it possible to 

cover revolving working capital facilities related to the company’s ongoing operations with the 

Biznesmax guarantee. It is an additional support for entrepreneurs which allows to return part 

of or even the whole interest paid by the customer on the loan for a maximum of 3 years from 

the loan disbursement date. 

 

EKOFIRMA (ECOCOMPANY) Loan  

Based on the Biznesmax guarantee, Alior Bank created the 

EKOFIRMA Loan offer for the purchase and installation of 

photovoltaic panels for SMEs. The EKOFIRMA loan is 

addressed to renewable energy prosumers, i.e., for 

entrepreneurs operating in the micro-, small- and 

medium-sized SME segments who plan to generate solar 

power in micro installations with a capacity of up to 50 kW 

in order to meet the power needs of their own enterprise. 
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Alior Bank does not require any material securities from the customer. The only security for the 

EKOFIRMA Loan is the Biznesmax guarantee and a blank promissory note. This load is granted 

for up to 10 years, and its maximum amount is PLN 500,000. The security in the form of the 

Biznesmax guarantee is free of charge. In addition, the customer may apply for a refund of part 

or even the entirety of interest paid for the first 3 years of the loan repayment. 

 

Agricultural guarantee (Agricultural Guarantee Fund) 

The Alior Bank’s offer includes an agricultural guarantee addressed to entities executing 

investments in the agribusiness sector. Farmers may count on a guarantee of up to PLN 5 

million, whereas processors – up to PLN 10 million. The Bank was one of the first institutions in 

the market to award a loan secured with the agricultural guarantee. The value of the guarantee 

was almost PLN 5 million.  

In order to counteract the COVID-19 effects, in April 2020, the Bank expended the rules for 

granting agricultural guarantees by the option to cover revolving working capital facilities 

related to the current operations of the company. Additionally, the Bank introduced 2% 

subsidies to the interest rate on working capital facilities secured with the guarantee from the 

Agricultural Guarantee Fund. Thanks to this, the customer may be reimbursed for part of the 

interest paid on the facility, for a maximum of 12 months from the date of its disbursement. 

 

Liquidity Guarantee Fund – guarantee for medium- and large-sized enterprises 

The guarantee from the Liquidity Guarantee Fund is addressed to customers from the sector 

of medium- and large-sized enterprises (within the meaning of the EU directive). The Guarantee 

aims to maintain lending activity in connection with liquidity needs of enterprises which are or 

may be affected by the economic effects of the COVID-19 pandemic. Alior Bank launched a 

liquidity loan offer secured by the guarantee from Liquidity Guarantee Fund. The loan is 

granted for up to 24 months, whereas the maximum amount of financing is as high as PLN 250 

million. The Liquidity Guarantee Fund secures up to 80% of the value of financing. In 2020, 80 

loans and 3 factoring agreements were secured in the form of FGP guarantees. The total value 

of the guarantees was almost PLN 760 million. 

 

Liquidity Guarantee Fund for factoring 

In 2020, the Bank’s offer also included a guarantee line for factoring under the Liquidity 

Guarantee Fund of BGK. Through this guarantee, micro-, small-, medium- and large-sized 

enterprises can more easily obtain financing taking the form of recourse factoring and reverse 

factoring. The guarantee is addressed to both new and prior customers who apply for financing 

in the form of factoring, intended to secure the company’s financial liquidity, whose loss is 

caused by the COVID-19 pandemic. It is granted for 24 months and may secure up to 80% of 
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the factoring limit amount, whereas the maximum amount is PLN 200 million and the highest 

amount of financing is PLN 250 million. 

 

Loans involving EU grants 

Customer of Alior Bank can count on support in obtaining EU funding in the form of loan 

commitments, bridging loans or a technology loan.  

Under its “European Package”, Alior Bank offers comprehensive support for investments with 

EU grants distributed through the Polish Agency for Enterprise Development, the National 

Centre for Research and Development, the Ministry of Development, the Marshal’s Offices, i.e., 

loan commitments, loans with EU grants, bridging loans – pre-financing grants, loans for non-

eligible costs, and a loan to finance VAT. With supplementing costs, the Bank proposes the 

customers to use the Biznesmax guarantee. 

A very popular grant programme is a loan for technological innovation.  

In order to counteract the COVID-19 effects, in June 2020 we made significant changes in the 

loan offer for technological innovations. The most important of them included the abolition of 

the maximum limit of the technological bonus and the abolition of the customer’s obligation 

to make contribution to the eligible costs of the project. 

 

Funding of Thermal Insulation Projects 

The Thermal Insulation Loan is an attractive opportunity to finance 

energy-saving projects in multi-family residential houses, 

addressed mainly to housing co-operatives, housing communities 

and Social Housing Societies. The loan, co-funded from EU funds 

(under regional operational programmes for 2014-2020) and Alior 

Bank’s own funds, has been now offered to investors from Lower 

Silesian, Malopolskie, Lodzkie, and Podlaskie regions. 

In December 2020, Alior Bank concluded further contracts – this time – with the European 

Investment Bank for financing thermal insulation in the housing sector in the Pomorskie and 

Kujawsko-Pomorskie regions. The product will be included in the offer in Q1 of 2021. 

Moreover, the Bank continues its collaboration with the European Investment Bank under the 

grant agreement concluded in 2019, intended to support the funding of thermal insulation 

projects in multi-family residential buildings, which provides for, among others, a refund of 

90% of costs of the documentation to be obtained by the customer applying for a Thermal 

Insulation Loan.  

Thanks to very attractive financing terms, the managers of multi-family residential buildings more 

often carry out such investment projects, which translates into greater energy performance of 

buildings, reduces CO2 emissions, and improves the quality of the neighbourhood. 
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Support for businesses during the ongoing pandemic 

Process centralisation and remote service 

Since the outbroke of the pandemic, Alior Bank has 

focused on the implementation of initiatives that make 

it easier for entrepreneurs to quickly, conveniently and 

safely contact the bank, maintain financial liquidity, as 

well as to operate a business in a stable way. 

Alior Bank introduced remote services for all products 

for companies thanks to: 

• the wide use of qualified signatures, Autenti e-signature and FOTO ID, 

• the launch of the possibility of applying for new transactional products in the 

BusinessPro online banking, 

• the centralisation of as many as 45 after-sales processes. 

The exchange of banking agreements, after-sales instructions affixed with a qualified signature, 

between Alior Bank and an entrepreneur from the SME and large-sized companies segment, 

may take place by e-mail or via the BusinessPro online banking system. For this purpose, micro-

companies use an e-signature provided by Autenti or an Autenti e-signature in combination 

with the FOTO ID tool. 

Remote support applies to corporate accounts, loans, cards, transaction products, and trade 

financing products for new and existing customers. The range of remotely supported 

documents also comprises a promissory note. Before the loan is disbursed, those entrepreneurs 

who want to take advantage of this option shall electronically submit to the bank a scan of the 

signed promissory note, in line with the company’s representation in force. The time for 

delivering the original copy of the promissory note documentation to a bank branch is a 

maximum of 180 days following the moment when the financing is disbursed 

Going further, the Bank also expanded the functionality of the BusinessPro online banking 

system with a new module – Product Centre, which enables entrepreneurs to order selected 

banking products and services online at any time and at any place around the globe. In the 

Product Centre, customers can submit online applications for company debit cards, as well as 

for the opening of an auxiliary, salary and saving account along with granting selected system 

users the rights to the newly-opened account. The 

system also enables cooperation with the bank through 

fast and secure communication channels. The application 

in the self-service module in online banking is authorised 

via a code sent in the form of a text message.  

The Bank centralised 45 after-sales processes. The 

processing of orders placed by customers via the 

BusinessPro system is handled by the specially appointed 
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for this purpose Operation Team for business customer, which facilitates the daily work of 

bankers to a significant extent. 

Alior Bank’s offer also included a new loan for micro-enterprises – financing up to PLN 200 

thousand, online, without having to visit the branch. Such an innovative solution was possible 

also by using Autenti and FOTO ID platforms.  

 

Option to defer the repayment of the company’s loan liabilities 

As part of the "repayment holidays", the customer may apply to postpone the repayment of 

the full installment by 3 months or the principal installment by 6 months. At the end of 2020, 

in the segment of small, medium and large companies, over 400 applications for deferment of 

repayment of liabilities to Alior Bank were positively examined. 

 

Improvements in the credit application process  

Alior Bank introduced a number of improvements in the processing the cases of customer at 

risk of the economic consequences of the pandemic. They include waiving the need to conduct 

an on-site inspection of the enterprise, or the possibility of accepting, in emergency situations, 

bank statements confirming payments to the revenue office and the Social Insurance Institution 

instead of certificates.  

Products and services offered by the Bank have been adapted to the aid plan of Bank 

Gospodarstwa Krajowego (BGK). By doing so, customers can obtain working capital financing 

easier and faster. 

Financial Shield of the Polish Development Fund for micro-

companies and small and medium-sized enterprises 

Alior Bank was actively involved in the Financial Shield Programme 

of the Polish Development Fund for companies and employees and 

as one of the first banks adapted the electronic banking systems to 

the process of accepting applications for subsidy. Business 

customers could submit applications in Alior Online and BusinessPro 

online banking starting from the day the programme launched, i.e., 

from 29 April 2020. In addition to technical solutions, the Bank 

provided entrepreneurs with educational materials comprising the 

most important tips on how to complete the application (in the form 

of e-mails, screens in electronic banking and text messages). The Bank also created a special 

information website www.aliorbank.pl/tarcza, along with the calculator to calculate the 

estimated amount of aid. Thanks to the involvement of bankers and implemented solutions, 

entrepreneurs could apply for government aid quickly and conveniently. 17,079 applications 

submitted by Alior Bank’s customers were approved. The total amount of subsidies granted to 

Alior Bank’s business customers totalled PLN 2,730,920,220 (Alior Bank’s market share is 4.5%). 

http://www.aliorbank.pl/tarcza
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Preferred sectors 

The current strategy pursued at Alior Bank assumes an increase in the Bank’s lending activity 

in a way that ensures high revenue potential, while minimising risk costs. As part of pursuing 

the said strategy, Alior Bank identifies attractive sectors of the economy, creating a list of the 

so-called preferred industries. Companies operating in selected industries can count on a 

favourable pricing policy and faster loan-related decision time. 

The list of preferred industries is updated based on the analysis of long-term economic trends 

as well as short-term macroeconomic forecasts. In 2020, the list of preferred industries 

included, for instance, production of paper packaging, cosmetics, household chemicals, health 

care activities.  

 

Added services 

Zafirmowani.pl website 

The website www.zafirmowani.pl is a free platform available as an 

open website. It is a practical guide for enterprises. Those from the 

micro-enterprises segment may find there expert articles and video 

materials answering the questions that emerge when opening and 

running their own business. The website also offers tools helpful for 

running a business. These tools include, first and foremost, a free accounting application 

enabling them to keep simplified accounting records (revenue and expense ledger, flat-rate 

income tax), featuring a generator of SAF-T mandatory files – including new SAF-T_V7 files 

which are a combination of the prior VAT 7 return declaration and a SAF-T file, which greatly 

facilitates settlements with the tax office. This accounting also allows for automatic calculation 

of the amount of tax due, keeping property records and calculating depreciation charges or 

automatic settlement of social security taxes. In addition, businesses holding a company 

account at Alior Bank can connect to the www.zafirmowani.pl website directly from the online 

banking level. Due to automatic mechanism of pairing the account history with accounting 

documents, the customer can also check in the accounting module the status of invoice 

payments. Registered users also get access to services such as online debt collection, 

microfactoring or remote reception.  

 

Employee Capital Plans 

Thanks to the strategic partnership within the PZU Group, entrepreneurs can sign agreements 

on the management of Employee Capital Plans with TFI [Investment Fund Company] PZU at 

Alior Bank branches.  

http://www.zafirmowani.pl/
http://www.zafirmowani.pl/
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Establishing ECPs is compulsory for employers who employ at least 

one person who is subject to compulsory pension and disability 

insurance. TFI PZU is one of the leaders in the market of Employee 

Capital Plans in Poland. Our customers can count on expert support 

during the launch and ongoing ECP service. Additionally, TFI PZU 

provides e-learning training courses, as well as an easy and simple 

method of controlling payments using a modern and user-friendly 

website. In 2020, through Alior Bank, entrepreneurs signed 646 

agreements on the management of ECPs. 

 

MasterCard® Priceless® Specials programme. 

In Q2 2020 Alior Bank, as one of the first in Poland, allowed its business customers to participate 

in the MasterCard® Priceless® Specials programme. This programme allows to collect points 

for card transactions and exchange them for prizes of participants’ choice. Alior Bank was the 

first in the market to provide a special range of prizes for business. Additionally, our customers 

received 8,350 welcome points to start with (the equivalent of PLN 125). The programme is 

addressed to micro-enterprises who actively use Mastercard payment cards issued by Alior 

Bank. 

 

5.4. Management of environmental impacts 

Alior Bank brings no significant direct adverse effects on the 

environment. Each year, we have consistently achieved lower 

consumption of utilities, which significantly contributes to reduced 

emissions of greenhouse gases.  

In 2020, Alior Bank placed particular emphasis on rational waste 

management by introducing selectivity in its collection. We use tap water at Alior, which 

significantly contributes to reducing the generation of waste in the form of plastic bottles as 

well. 

The number of branches in an eco-friendly format using materials and products from local 

suppliers was increased. To a large extent, these are recycled materials. When designing new 
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outlets, we placed particular emphasis on increasing the access to daylight, enabling the 

reduction of electricity consumption, whereas the LED lighting allows for adjusting the intensity 

to the current time of day. 

We introduced restrictions on printing documents by using company printers only after the 

employee logs in to the device, which prevents accidental printouts, resulting in better 

management of paper and toner consumption. By default, printers are set to duplex printing. 

The idea of a “paperless bank” has been consistently carried out at the Bank, which allows us 

to reduce paper consumption every year. 

By providing bicycle parking lots, Central Bank employees can use bicycles as an ecological 

means of transport in their daily commuting.

 

 

Environmental data for 2020 are presented only for the Bank due to the limited availability and 

low significance of such data in other Group companies. 

Additionally, a tender for an energy audit was launched, under which a carbon footprint study 

will be carried out. In this way, 2021 will be parametrised accurately. 

 

 

 

Consumption of materials and utilities at Alior Bank Capital Group 

  2019 2020 

Paper [tonnes] 174 165 

Heat [GJ] 97711 87940 

Electric power [MWh] 18430 17160 

Fuel oil [tonnes] 41 45 

Petrol [tonnes] 229 224 

Diesel oil [tonnes] 775 357 

Natural gas [m3] 104681 99447 

Water [m3] 27863 26470 
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Our impact on the climate 

The years 2019-2021 are a special period with regard to introducing new regulations related 

to the impact of companies on the environment. As Alior Bank, we carry out day-to-day 

monitoring of new legal acts that may emerge, mainly introduced by the European Union, 

which are successively implemented at the Bank. 

One of the aforementioned is Regulation (EU) 2019/2088 of the European Parliament and of 

the Council of 27 November 2019 on disclosure of information related to sustainable 

development in the financial services sector (the so-called SFDR). The Bank’s individual units 

responsible for investment products were – and still are – carrying out analysis of the coverage 

of compliance with specific restrictions in 2020. Adaptation and implementation works are 

carried out in accordance with the Bank’s both plan and assumptions, taking into account the 

latest implementation date provided for in the regulations. At the present stage of work, the 

Bank does not identify any risks of timely observance with the said regulation. 

Yet another regulation under which took adjustment measures is Regulation (EU) 2020/852 of 

the European Parliament and of the Council of 18 June 2020 on establishing a framework to 

facilitate sustainable investment, and amending Regulation (EU) 2019/2088. The new 

regulation is part of the so-called Green Deal, which aims to introduce measures for a 

sustainable economy in the European Union. Bearing in mind that, in line with the EU taxonomy, 

the obligation to disclose this data will be launched in the financial sector as at 31 December 

2021, we have planned to start our analytical and adaptation works in Q1 of 2021.  

The European Green Deal is an integral part of the European Commission’s strategy taking into 

account the goals of building a sustainable economy. With regard to the plans and measures 

in this respect, Alior Bank incorporated the development in the ESG area, as an important 

direction of activities, into the “More Than a Bank” strategy published in February 2020. In the 

first year of the strategy, it mainly concerned with the development of social responsibility and 

the continuation of the existing activities. Due to the COVID-19 pandemic, the announced 

preparation of the ESG strategy, taking into account the issues related to climate change as 

well, was postponed, while the priority in our actions aimed at pursuing social responsibility 

and corporate governance. 

A key element for us was to start working on the identification of risk sources and compare our 

preparation against other financial institutions, which enables the effective allocation of 

resources to the most urgent areas and consistency of activities, which will ensure the highest 

effectiveness in addressing climate risks.  

The ESG strategy, taking into account the impact of climate change, is a complex challenge 

faced not only by the banking sector. In 2020, we were primarily focused on identifying 

regulatory requirements and a high-level gap analysis, which will allow us to move on to the 

next stages of work in 2021. 

The Bank has identified the following factors that may affect its operations in the context of 

climate change: 
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1. Credit risks: 

• Risk of sudden downturn in the business cycle and deteriorated economic situation (on 

the national and/or global scale), translating, among other things, into lower quality of 

the loan portfolio. 

• Decrease in the value of securities (real estate) resulting from the growth in the 

frequency and reach of floods. 

• Adaptation to the requirements of energy efficiency standards ensuing high capital 

outlays. 

2. Market risk: 

• Extreme weather events by destroying large scale yields entail increased volatility in 

commodity prices.  

• Transformation of individual sectors may lead to an overestimation of the value of 

unprofitable enterprises and an increase in share price volatility.  

• Deteriorated situation in the banking sector as a result of regulatory changes (especially 

those that increase the cost of running business and limiting the scale of revenues), 

disruptions (e.g., bankruptcy of institutions) or higher costs. 

3. Other risks: 

• Increase in the frequency of extreme weather events entail operational losses, e.g., 

damage to infrastructure. 

• Pressure to withdraw from certain activities leads to a reduction in the number of 

entities having the capacity to finance certain types of investments. As a result, the risk 

of concentration increases in the event of, for example, the insolvency of companies in 

a given sector. 

Our organisation, while caring for the environment responsibly, purses a number of pro-

ecological initiatives, including, but not limiting to, the reduction of paper use when selling 

banking products and services. In this respect, we are one of the leaders not only in the banking 

sector. The glass screens introduced in our branches, on which customers confirm the purchase 

of the product by affixing their signature, have been numerously recognised by the market. 

Additionally, we run a paperless campaign at the Bank.  

To illustrate how this process (reduction of paper use) impacts the environment, below we 

present the effects of its application in various areas of the Bank’s operations. First, hire-

purchase loan. 
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As much as 86% of concluded hire-purchase loan agreements are drawn up in the paperless 

process based on the text message code. The standard (paper-based) process entails printing 

at least 10 pages (2 copies of the hire-purchase loan agreement are at least 5 pages). About 

115,000 agreements are concluded monthly, which, totally, in this process allows us to 

eliminate the printing of about 989,000 pages per month. Cumulatively, the number of sheets 

of paper saved during the year would cover the area of over 115 football fields.  

Yet another example of reducing the number of printed documents is the Digital Onboarding 

Process deployed in 2020, i.e., a solution supporting the customer in opening an account and 

handling it single-handedly – without having to order a courier service, visit a branch and 

printing paper documents. 

Another area with regard to whom we also took care to minimise the use of paper is HR. We 

deployed a mechanism for signing employee documentation (contracts, annexes, terminations) 

with an electronic signature. In addition, issues such as the submission of applications for 

revenue thresholds, for the refund of glasses, holiday applications or the collection of payroll 

sheet are made by bank employees electronically. We also carry out the onboarding process 

of the new employee on a fully remote basis, as well as we eliminated the printing of 

documentation during the recruitment process (no printed CVs, sending candidate cards in the 

electronic system). 

On top of reducing paper consumption, we also undertook other measures in the field of 

efficient resource management. We implemented, for instance, a number of electricity-saving 

initiatives. Movement and presence sensors were installed on the common areas (corridors, 

bathrooms, kitchens) at the Headquarters, which turn the light on and off automatically. The 

system in question also works in some of the premises of the Warsaw headquarters and in 

branches that were remodelled. In the near future, the external signage of buildings will be 

replaced with LED equivalents, which will also appear in the new eco-format outlets.  

In 2020, the Bank replaced its car fleet as well. The newly-purchased models included, for 

example, an economical and ecological one with factory-installed LPG installation. From our 

perspective, it is an aware investment in reducing CO2 emissions by company cars. I n addition, 

the optimal dimensions of the cars facilitate parking in urban space. 

Resource-efficiency and the use of low-emission energy sources are our goals for the years to 

come. The first evident steps have already been taken. The next ones, for 2021 and further, are 

and

Before: 270 pages

At present: 25 pages

= reduction of the number of 

printed pages by approx. 81%

Agreements and 

registrations for hire-

purchase processes –

cooperation with 

business partners
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already projected or being pursued. We are persistently striving to minimise the negative 

impact of our organisation on the environment, and finally become a climate-neutral Bank in 

the future. 

In order to promote and effectively pursue the positive impact on the climate, we also took 

care to make our customers capable of using eco products.  

Our offer includes: 

• EKO Instalments – hire-purchase loan for photovoltaic panels. 

• Thermomodernisation loan – preferential financing of energy 

modernisation of multi-family residential buildings. Said loans 

are intended for thorough energy modernisation of multi-

family residential buildings along with the replacement of the 

equipment of these facilities with energy-saving ones. The 

condition for the award is to increase the energy efficiency of 

the building by at least 25%. 

• Ekofima [ecocompany] loan – a loan for the purchase and 

installation of photovoltaic panels for renewable energy 

prosumers. This product is for customers from the Micro-, 

Small- or Medium-sized segment (as defined by BGK for SMEs) 

for whom the generation of electricity is not their business 

activity, i.e., the company does not operate under PKD [Polish 

Classification of Activity] 35.11.Z – energy production and 

supply. 

• Eco Loan – a loan for a personal customer for the purchase of 

an electric car. 

• Loan with the Biznesmax guarantee (FG POIR) – free guarantee up to the eligible costs 

of the investment. The Biznesmax guarantee may secure a new loan, intended for 

financing eligible costs of an investment project – either own or commissioned by a 

third party – of an ecological innovation nature with an ecological effect included in at 

least one of the 10 categories: 

‒ renewable energy sources, including mainly photovoltaic installations; 

‒ circular economy; 

‒ thermomodernisation of residential and service buildings;  

‒ energy storage; 

‒ electromobility; 

‒ installations for the recovery of raw material from production processes;  

‒ technologies for the production of alternative fuels; 
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‒ technologies for reducing energy consumption; 

‒ investments in cogeneration; 

‒ development of heating networks. 

In addition to building an eco-product offer, we also collaborate with entities pursuing pro-

ecological projects. We established relations with the Ministry of Climate, the Polish Bank 

Association, and the Ministry of Digitisation, yet we place exceptional hopes in collaboration 

with the National Fund for Environmental Protection and Water Management. Both the area of 

personal and business customer have already got involved in preparatory works and 

discussions on the intended course of projects under the “Clean Air” and “Electromobility” 

Programmes. As a bank, we want to support and provide our customers with the best possible 

access and the most favourable financing conditions, e.g., in terms of: 

• replacement of old heat sources (solid fuel furnaces and boilers),  

• purchase and installation of new heat sources that meet the Programme requirements,  

• thermomodernisation of single-family buildings (replacement of windows and doors), 

• purchase of photovoltaic panels (in connection with the purchase of new heat sources) 

and  

• purchase of electric vehicles.  

Through the aforementioned, while being a key intermediary in financial transactions necessary 

to ensure financing of modernisation, we contribute to a significant reduction of dust and 

carbon dioxide emissions that are harmful to the climate, as well as to a reduction of fuel 

consumption. 

Conclusively, the Bank aims to minimise the negative impact on the climate across the entire 

spectrum of its activities – from internal processes to environmentally-friendly products for the 

customer.  

 

5.5. ESG area at Alior Bank 

ESG factors play an important role in making strategic 

decisions at Alior Bank, and their cruciality grows over time. 

As a bank, we are a public trust institution, highly regulated 

by numerous domestic and international regulators. A 

permanent constituent of our DNA is to represent the 

highest standards of social responsibility towards all parties 

with whom we collaborate and to exercise fair management 

within the organisation. On the other hand, the progressive 

digitisation and automation of processes, consistent focus on remote processes, as well as high 
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quality and speed of operation year by year bring the Bank closer to the point where we will 

achieve climate neutrality. 

We have been monitoring ESG factors since 2017, when Alior Bank published the first non-

financial report based on the GRI sustainability reporting standards. Every year, we expand the 

spectrum of ESG factors under our monitoring, that exert an impact on our strategic decisions 

and risk management. 

ESG factors play a special role in our daily operations, also by embedding them in the previous 

(“Digital Disruptor”) and present (“More Than a Bank”) strategy pursued by Alior Bank. In 2021, 

we plan to introduce a comprehensive ESG strategy, in line with EU and Polish regulations and, 

going beyond their scope, promotion of a broadly-reaching approach to ESG factors in the 

financial sector in Poland. 

 

 

Selected ongoing and planned ESG initiatives to be implemented in the horizon of the current 

strategy: 

Social responsibility  

• Promotion of reading – cooperation with the Zaczytani.org Foundation and the Polish 

Language Festival in Szczebrzeszyn  

• Supporting young talents – cooperation with the National Children’s Fund 

• Counteracting digital exclusion among seniors  

• Development of workforce volunteering  

• Activities in the face of the COVID-19 pandemic: 

Responsible Employer 

• Remote work  

• Limiting internal and external meetings  
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• Obligation to cover mouth and nose in a common space  

• Care allowance for parents of children under 8 

Responsible Bank as a public institution 

• Launching the remote option of arranging appointments at the branch – thanks to 

this, the customer avoids waiting in the queue and it reduces the time spent in the 

outlet 

• Project to simplify communication 

 

Environmental protection 

• Shifting to a low-emission car fleet  

• New resource-saving branches using products from local suppliers 

• Reduction of paper consumption – digital signature and paperless processes (e.g., day-by-

day banking, credit processes, in-house processes)  

• More favourable conditions for banking products – financing ECO solutions:  

• EKO instalments – solar panels, heat pumps, etc.  

• EKO loan for electric cars  

• Business Max Guarantee – loan for micro-sized, SMEs – reimbursement for interest 

paid 

• Thermal insulation – loan for housing 

cooperatives  

• ECO Leasing – PV, electric cars 

• Direct collaboration with the Ministry of Climate and 

Environment  

• Partnership with the National Fund for Environmental 

Protection and Water Management – we are 

currently working together on a co-financing 

programme under the Clean Air and Electromobility 

projects 

Out of concern for the environment and the impact we exert on it, we regularly verify our 

consumption of energy and various materials. We strive to ensure that such consumption is as 

low as possible year by year. In 2020, we reduced the consumption of the vast majority of 

monitored materials compared to 2019, including: 

• 5.3% reduction in paper consumption 

• 10% reduction in heat consumption 
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• 6.9% reduction in electricity consumption 

• 53.9% reduction in diesel oil consumption 

• 5% reduction in natural gas consumption 

• 5% reduction in water consumption 

 

 

 

Corporate governance 

• Development and pursuit of a new CSR strategy, 

• Reporting in line with the GRI, 

• Monitoring of all projects with regard to ECO factors, 

• Deployment of electronic signatures for employees, by which, in the pandemic time, 

the Management Board and managerial staff can sign documents remotely without 

having to appear at the office. 

 

 

 

 

 

  

5.3%

Paper

[t] 10%

Heat

[GJ] 6.9%

Electricity 

[MWh]

53.9%

Diesel oil

[t] 5%

Natural 

gas [m3] 5%

Water

[m3]



 

83 

6. Impact of the COVID-19 

pandemic on non-financial issues 
 

Impact of COVID-19 on the Bank’s Strategy 

The COVID-19 pandemic intensified three main trends in Polish banking.  

 

 

 

 

 

 

 

 

 

Alior Bank’s tasks under the influence of the COVID-19 pandemic have become even more 

important. Alior Bank follows strategic directions adopted in the new strategy, whereas, 

currently in connection with the COVID-19 pandemic, it focuses more strongly on digitising 

offered products and services, as well as on activities supporting the digitisation of customer 

behaviours (including through communication and educational activities).  

 

Our priority is to provide customers with access to products and services offered by Alior Bank 

to the widest possible extent and in a way that is as convenient and safe as possible. We value 

contact with each customer, which is why we adapt our activities to the needs of all customer 

groups, paying great attention to the inclusion of all groups.  

During the COVID-19 pandemic, Alior Bank has enabled its customers to use a 

comprehensive range of services without having to visit a branch. Therefore, the 

implementations delivered in the first half of 2020 included projects such as a new customer 

identity verification method (FOTO ID) or a one click loan. 

Complex expectations of 

customers towards banks 

Increasing trust in  

remote channels 

Access to technologies increasing 

comfort 

Having regard to the comfort and safety of our customers, we are 

speeding up the implementations – remote customer service is a priority. 
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For Alior Bank customers who would like to take advantage of direct customer service, we 

introduced an option to book a visit at the branch via the Booksy system. Not only is the 

service available for personal customers but also for micro-entrepreneurs who either wish or 

have to personally go to one of the bank outlets.  

Importantly, Alior Bank’s personal customers, as well as micro-entrepreneurs can arrange a visit 

to the Bank in order to settle matters such as, for example, opening or handling a personal or 

business account, taking a loan or credit, opening or closing a savings account, handling a 

mortgage, investments, and more. Depending on how the interest in this solution grows, the 

list of branches and cities will be kept expanded; in the future, the service may also emerge in 

the Alior Mobile smartphone application. 

Moreover, Alior Bank promotes cashless payments, offering free debit cards for its customers. 

In connection with the COVID-19 pandemic, it is recommended to use cashless payments. For 

this reason, Alior Bank prepared a special offer for its customers. Persons who use an account, 

but do not have an active debit card, could receive it free of charge for a period of 12 months. 

In response to the investors’ interest, the Brokerage House launched the #inwestujzdomu 

(#investfromhome) campaign, which promotes remote opening of brokerage accounts and 

investing on the stock exchange via the Alior Giełda application. 

During that time, over 99% of orders were placed on the stock exchange via online channels, 

including mainly via electronic banking and the Alior Giełda mobile application. Alior Trader 

platform giving the opportunity to conclude transactions in the OTC market is equally popular, 

as indicated by more than five times increase in new accounts in March compared to January 

of this year. 

 

At the beginning of the year, we also launched a large educational 

campaign aimed at seniors. Marketing campaigns, cooperation with 

influencers, for example, Mądra Babcia [Smart Grandma] and direct 

contact through workshops organised at the branches and the 

headquarters of Alior Bank were carried out through a few month.  

From 1 April 2020 and 6 May 2020 as well as  19 October 2020 and 31 

January 2021 we also adapted the working hours of our branches. From 

9:00 a.m. to 11:00 a.m., people over 60 years of age visiting Alior Bank 

branches were served in the first place. 

In our activities, we pay special attention to inclusiveness – 

we care about the comfort and safety of all customer groups  

so that they do not feel digitally excluded. 
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We consistently undertake actions aimed at combating digital exclusion of the elderly. Apart 

from a series of educational films, the Bank coordinates the #TerazTwojaKolej 

(#NowItsYourTurn) social campaign. It is aimed at the current customers of the Bank and 

promoted in social media. Its aims to activate seniors in digital channels.  

 

In addition to ensuring the safety and convenience of using the existing range of products and 

services, Alior Bank assigned a high priority to activities related to the support of entrepreneurs. 

The core task and goal of Alior Bank’s strategy is to be close to the customer and support them 

adequately to their needs and challenges they face. In light of the COVID-19 pandemic, the 

implementation activities carried out at the Bank were extended to include the maximum use 

of available aid programmes in cooperation with the public administration. 

We have provided an option to submit applications for subsidies for Businesses and 

Employees under the Financial Shield of the Polish Development Fund. Participation in the 

Financial Shield programme of the Polish Development Fund is yet another action undertaken 

by Alior Bank to support Polish entrepreneurs. In order to minimise the threat of coronavirus 

infection, the Bank provided its customers with safe, remote contact methods via digital 

channels, without the need to visit an outlet. We have used the qualified signature for this 

purpose. Documents may be exchanged via e-mail or BusinessPro electronic banking.  

Alior Bank also offered an option to defer the repayment of loan instalments. The customer 

may apply to postpone the repayment of a full instalment by 3 months or a principal instalment 

by 6 months.  

In this difficult time, we support Polish entrepreneurs – 

both in maintaining financial stability and in the 

development of innovative and pro-ecological companies. 
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We also adapted the offer to the aid plan of Bank Gospodarstwa Krajowego. By doing so, 

Customers can obtain working capital financing easier and faster. De minimis guarantees are 

available for SMEs. The Biznesmax Guarantee in the form of de minimis aid is aimed at 

innovative and pro-ecological companies. On the other hand, guarantees from the Liquidity 

Guarantee Fund are a special solution for medium- and large-sized companies keeping 

complete accounting records. New, more favourable terms and conditions of the 

aforementioned securities consist in increasing the value of the security up to 80% of the loan 

value, extending the guarantee period for working capital facilities even up to 27 months or 

opting out of the need to submit documentation at the time of submitting the application. 

Starting from March to the end of 2020, Alior Bank granted nearly 6,000 guarantees on 

special terms during the COVID-19 pandemic totalling over PLN 1.6 billion. 

 

Alior Bank is one of the leader as regards the sales of de minimis guarantees. The strategic goal 

of the bank is to support enterprises at every stage of development, as well as to strengthen 

our relationships with business customers through a comprehensive ecosystem of products 

and services. 

In October 2020, Alior Bank launched a factoring guarantee line under the BGK Liquidity 

Guarantee Fund. By doing so, we once again customised our offer to the needs of those 

enterprises who are struggling with the economic consequences caused by the pandemic. 

Through the guarantee under the Liquidity Guarantee Fund, customers from the micro-, small-

, medium- and large-sized enterprises segment can more easily obtain financing taking the 

form of recourse factoring and reverse factoring. Our offer is addressed to both new and 

existing business customers who apply for financing in the form of factoring, intended to 

secure the company’s financial liquidity, whose loss is caused by the COVID-19 pandemic. 

 

Credit facilities with guarantees by Bank Gospodarstwa Krajowego 

 

 

1.6 billion 
for the amount 

exceeding  

5,968 
new de minimis 

guarantees  

In the face of market challenges, we do not forget 

about the needs and safety of our employees. 
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Alior Bank is the leader of innovation and since the beginning of its existence has implemented 

digital tools to facilitate mobile work. Bearing in mind that the flexibility of access to the work 

environment is the key to increasing the engagement and efficiency of our employees, we are 

developing a model of access to services, tools and data by which remote work is:  

• possible from any place, assuming it has access to the Internet, 

• convenient and enables effective work, and 

• meets very high safety standards without any comprises. 

In the face of the pandemic and the related necessary precautions, the system which, in 

principle, was to become a complementary access channel to the work environment, became 

the main access channel. The effectiveness of our solutions was confirmed by the fact that the  

 

Bank managed to maintain the continuity of its operations.  

PZU and Alior Bank engaged start-up companies in the fight against the consequences of the 

pandemic.  

As part of this special edition of the accelerator, we were looking for innovative solutions in 

the following areas: 

• prevention, diagnostics and treatment of coronavirus, 

• social education in this regard, 

• solutions facilitating the use of online services, especially by seniors, 

• projects facilitating the transfer of services to remote channels for companies, 

• products and services corresponding to the health, financial and insurance needs of 

customers in connection with the coronavirus pandemic and in similar crisis situations. 

Apart from the practical value of the solutions, the selection criteria also included their 

readiness for implementation and availability to the widest possible group of recipients. 

Cooperation with Booksy is the first cooperation established as a result of this edition of the 

accelerator. 

 

 

 

 

Power is in the group! Through closer cooperation with our partners, we 

are able to respond to the effects of the epidemic more effectively. 
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About this Report 
The above statement on non-financial information of Alior Bank as a parent company and its 

subsidiaries was prepared in compliance with the regulatory requirement for public-interest 

institutions under the amended Accounting Act. Alior Bank Capital Group was covered with the 

regulatory requirement on the unit (Alior Bank) and consolidated levels. 

This statement presents the underlying management, policies and procedures of due care 

applicable at the Group and its subsidiaries in 2020. The most important performance 

indicators are presented for the period from 1 January to 31 December 2020. 

These statement was developed with reference to the International Non-Financial Reporting 

Standard. 

 

 

 

 

Requirements of the Accounting Act for disclosure of non-financial data 

Description of the entity’s business model and key performance indicators Yes 

Description of the management of the risks identified as major risks Yes 

Description of policies, procedures of due care and performance indicators related to 

the entity’s activity for anti-corruption measures 
Yes 

Description of policies, procedures of due care and performance indicators related to 

the topics important for the Bank in terms of relationships with customers, quality of 

service, dialogue, responsible sales, and data and transaction security 

Yes 

Description of policies, procedures of due care and performance indicators related to 

the entity’s activity for employment topics 
Yes 

Description of policies, procedures of due care and performance indicators related to 

the entity’s activity for respect of human rights 
Yes 
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Signatures of all Members of the Management Board 

 

Date  Signature 

25.02.2021 

Iwona Duda - Vice President of the Management 

Board directing the operations of the Management 

Board 

Signed with a qualified electronic signature 

25.02.2021 
Maciej Brzozowski - Vice-President of the 

Management Board 
Signed with a qualified electronic signature 

25.02.2021 

Mikołaj Handschke - Delegated Member of the 

Supervisory Board, to perform the duties of the 

Vice-President of the Management Board 

responsible for financial area 

Signed with a qualified electronic signature 

25.02.2021 
Seweryn Kowalczyk - Vice-President of the 

Management Board 
Signed with a qualified electronic signature 

25.02.2021 

 

Agata Strzelecka - Vice-President of the 

Management Board  

Signed with a qualified electronic signature 

25.02.2021 
Dariusz Szwed - Vice-President of the 

Management Board 
Signed with a qualified electronic signature 

 


