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Our ultimate goal 
is the creation 
of long-term 
success for all 
our stakeholders, 
from employees 
and investors to 
the clients and 
communities we serve.  
Stakeholder Engagement ensures 
we have a holistic understanding 
of each of these groups and what 
they expect from us, so that we can 
deliver for them all.

Joanna Carss
Head of Group Stakeholder Engagement

Social and relationship Capital
Close relations with our main stakeholders create long-term 
value and support individual and collective growth. 

> long-term stakeholder relationships 
> our business approach to foster social and 
   economic development.

THE RESOURCES WE HAVE
> client satisfaction
> companies' competitiveness
> well-being and social inclusion.

COMMUNITY IMPACTS

> Social and relationship Capital4

> provide clients with high-quality service which begins by actively listening and 
absorbing feedback

> interact with key stakeholders to build a sound banking environment based on transparency
   and mutual understanding 
> promote stronger economic participation for everyone.

HOW WE CONTRIBUTE TO A MORE SUSTAINABLE WORLD

TARGETS

2021 RESULTS

>580,000 
feedbacks provided by 
stakeholders

€36m 
contribution to 
communities

€0.4bn  
microcredit and Impact Financing cumulated loans

€10bn
new production (2022-2024) Social Lending
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Material clusters > Innovation for clients > Positive impact on society

4

We are actively helping our clients 
and communities to progress, 
offering a comprehensive range of 
ESG products, investing in dedicated 
training for our relationship 
managers and ESG targeted 
campaigns in different sectors.

Gianfranco Bisagni
Head of Central Europe

We are committed to sustainable 
value creation in Eastern Europe 
for our clients, communities, and 
investors alike. Green lending is a key 
element of our growth strategy, and 
we promote access to opportunity 
through multiple social programs.

Teodora Petkova
Head of Eastern Europe

Our priority is to support our clients 
and communities through a positive 
and sustainable energy transition 
that takes into consideration both 
the environmental and social aspects 
of our commitments to ensure a just 
and fair transition for all.

Niccolò Ubertalli
Head of Italy

Sustainable business is both a 
challenge and a huge opportunity. 
That's why banks like ours are 
needed to provide competent 
support and drive forward the 
transformation of the economy.

Michael Diederich
Head of Germany
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Connecting with stakeholders on a deeper level represents a 
crucial building block for a relationship based on trust. 

ENGAGING WITH CLIENTS
While capturing new business opportunities and facilitating 
stakeholder engagement, the service we provide is measured 
by identifying and prioritising interventions in areas where 
improvement is required. This activity has become even 
more significant since the advent of the Covid-19 pandemic.
Our strategic plan relies on the Net Promoter Score (NPS) 

Invest in long-term stakeholder relationships

OUR APPROACH TO SOCIAL AND RELATIONSHIP CAPITAL

as key performance indicator, fundamental in understanding 
the degree of clients' recommendation and experience of our 
banking services, and guiding our interventions accordingly.
Starting with key client journeys and touchpoints, the NPS 
is regularly measured, monitored, analysed and discussed, 
and any written feedback from clients on specific areas is 
examined.
In 2021 UniCredit achieved an NPS of 30, +7 points 
ahead competitors, 3 points increase vs 2020 driven by 
improvements in Italy, Germany and Central Europe. 

> Social and relationship Capital4

As Europe emerges from the initial disruption of the 
pandemic, we have the chance to rebuild our economies 
and societies for the better. The financial sector has a 
crucial role to play in this transition and banks should be 
deeply embedded in their communities, acting as engines 
of individual and collective growth in helping people, 

communities and countries deliver on their potential.

UniCredit will play its part in unlocking the potential of all 
the stakeholders across Europe. Our people are united behind 
a new common purpose - empowering communities to 
progress - which lies at the heart of everything we do.

We aim at generating 
a positive impact on 
society

We invest in 
improving how 
people live and how 
businesses operate

We strongly support 
the UN 2030 Agenda 
for Sustainable 
Development and 
the enhancement 
of well-being and 
competitiveness 
in the countries in 
which we work
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SOCIAL AND ECONOMICAL TRENDS

Benchmarking interviews
(Strategic NPS) • Solicited

TARGET: To measure the strategic NPS in local markets, to compare the local UniCredit 
banks’ scores to those of competitors and to understand the main drivers

HOW: Clients (individual and corporate) are randomly involved in the survey by the 
research provider thus ensuring a fair comparison.

Instant Feedback & Relationship Interviews
(NPS on Client Journey level & Relationship NPS) • Solicited

TARGET: To measure the NPS at single client journey or touchpoint level
HOW: Relationship survey carried out by local bank. Instant client feedback requested 

by local bank. The number of touchpoints monitored across different channels are being 
continuously increased to measure Client Experience holistically and to act promptly on it.

Internal operational data 
& client complaints
Unsolicited

TARGET: To integrate what 
Clients say – expressed by NPS – 
with what Clients do 
HOW: Analysis of operational and 
behavioural data. 

Voice of the web
Unsolicited

TARGET: To monitor publicly 
available data on social media and 

the open web
 HOW: By using the listening tool 

which applies big data and artificial 
intelligence methodologies.

Light diagnostics

GLOBAL

LOCAL

Branch
network
levers

Process 
and

operation

Design thinking and process mapping are important tools 
for heightening client experience. In this way, we analyse 
processes from the client's perspective, e.g. identifying 
complexities to be removed and enhancing experience 
through all channels.

All the data and feedback thereby collected are observed in
order to redesign processes and improve operations to better
meet client needs.
Group-wide, our complaint management system allows us to
identify sources of concern and promptly resolve them to
the satisfaction of our clients.

HOW WE LISTEN TO OUR CLIENTS: THE NET PROMOTER SCORE

ITALY GERMANY
CENTRAL AND EASTERN 
EUROPE (CE-EE): 
CZECH REPUBLIC

We have so far proposed 22 
improvement initiatives, 13 of which have 
been realised. Among these there were 
improvements in stock trading through 
our Internet Banking, a better product 
information on children's term deposit, a 
modification of the process regarding safe-
deposit box in case of inheritance

Over 480 client feedbacks were 
collected that led to concrete 
improvements and triggered the 
conception phase for a new securities 
account fee & service model

Detailed assessment from over 150 real 
shoppers which showed unique detailed 
view of the client on the entire sales 
and service process. Identifying where 
we succeed and where still space for 
development

Quality initiatives arise from complaints 
analysis and feed a continuous 
improvement process

Every time a structural problem is found 
through complaints analysis, process 
owner is contacted and invited to 
define a possible solution. A periodical 
monitoring of status update allows us 
to keep the pace of improvements and 
problems removal

Ongoing touchpoint surveys to foster 
client-centered product development 
and ongoing improvements for our 
end-to-end client journeys (e.g. for 
investment products)

After successful security account 
opening, clients are asked about their 
likeliness to recommend this product. 
In addition, open questions are used to 
collect specific suggestions

Deepening insight from clients regarding 
experience with new digital platform 
(assisted sale, E2E process) beyond 
instant feedback activities

Extension of mystery shopping activities 
by closing deals in the area of current 
accounts. Monitoring and evaluation of 
the entire process from sales interview 
to Smart Banking activation
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> Social and relationship Capital4
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Our Group remains committed to strengthening consumer 
protection and improving awareness. In Italy Noi&UniCredit, 
our longstanding partnership with national consumer 
associations in place since 2005, includes 14 different 
associations.
Under this partnership, in 2021 many information and 
awareness campaigns were developed for the benefit 
of consumers. They focused on topics such as the new 
European legislation redefining criteria for the classification 
of default for individuals and companies; products 
and services offering opportunities also in terms of 
environmental sustainability; responsible consumption; 
cybersecurity.

INTERACTING WITH STAKEHOLDER 
GROUPS

We are a Global Systemically Important Bank (G-SIB) 
and consequently subject to different regulatory measures 
and to scrutiny of supervisory authorities. At EU level, we 
are registered in the common transparency register of the 
European Commission, the Council of the European Union 
and the European Parliament.
In 2021 we continued our proactive communication and 
engagement with regulators at national, European and 
international levels as part of our commitment to ensure 
the swift implementation of the economic measures taken 
to support the recovery from the Covid-19 crisis and the 
transition to a low-carbon economy.
We have actively taken part in discussions with 
EU institutions (EC, EBA and ECB) and banking 
trade associations in developing an ambitious and 
comprehensive sustainable finance regulatory framework 
including: how to integrate ESG risk factors into bank 
strategies, governance and risk management frameworks; 
how to set ESG risk disclosure standards to facilitate capital 
flows towards sustainable activities and the establishment 
of the European Single Access Point, an EU data-hub to 
facilitate the investor's access to ESG data.
Other key regulatory debates in which UniCredit engaged in 
2021 include the extension of the EU Taxonomy to social 
objectives and the development of a regulatory framework 
for EU Green Bond Standard to stimulate the transition to a 
just, fair and green economy.

We are forever evolving to better serve and shape our 
company, our clients and our communities. 
Not only do we provide traditional banking services, we 
also support financial and social inclusion with corporate 
citizenship and philanthropic initiatives.

Invest in social  
and economic development

€36m
as measured by the former London Benchmarking 
Group (LBG), now Business for Societal Impact (B4SI) 
reporting framework.

OUR CONTRIBUTION TO COMMUNITIES IN 2021 

41
roadshows

With investors, 
analysts and 
rating agencies

474 
meetings

OUR INVESTOR ENGAGEMENT IN 2021

Investors are increasingly integrating ESG factors in 
their investment decisions. ESG ratings and scores are 
therefore becoming more and more relevant, triggering 
sustainable investor and fund decisions and strategies. For 
this reason we have strengthened our attention towards 
external stakeholders like ESG investors and analysts 
and ESG rating agencies.
Dedicated meetings with ESG investors and ESG rating 
agencies took place in order to increase disclosure 
and improve the positioning of the Group. A proactive 
management of ESG rating agencies has been adopted 
through a comprehensive and regular disclosure tracking 
the progress of ESG strategies.

Tangible results on the Group ESG rating positioning are 
reflected in the key external ratings we received in 2021.1

During the year, we also have strengthened our 
engagement with NGOs and Civil Society, especially to 
get their feedback on our new/updated sector policies and 
to assess their perception of our ESG strategic positioning.2

COMMUNITY CONTRIBUTIONS

BY GEOGRAPHY, 2021 A

23%

12%

65%
12% Germany
23% CE-EE (includes Austria)

65% Italy B

A. Data refers to cash contributions only.
B. Includes also UniCredit Foundation.

100% = €29.5m 

> Social and relationship Capital4

1. Refer to Strategy chapter for more information.
2. Refer to Stakeholder engagement chapter for more information.
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Material clusters > Innovation for clients > Lean and solid bank  
> Ethics > Positive impact on society

FOSTERING FINANCIAL INCLUSION
We offer a broad range of customised solutions to enable 
individuals and businesses to gain ready access to financial 
products and services. At the same time, we are strongly 
committed to helping people and businesses improve their 
personal financial skills, enabling them to make responsible 
choices.

OUR OFFER OF CUSTOMISED SOLUTIONS

BY TYPE, 2021 A

4% 5%
9% 82% 9%   Time

4%   In-kind
5%   Management costs

82% Cash

A. Includes Group cash contributions and - for 
Italy, Germany and Austria only - time, in-kind 
resources and management costs. Management 
costs are attributed proportionally based on 
contributions by focus.

100% = €36m

BUSINESS INNOVATION FOR SOCIAL IMPACT
(RELATED TO SOCIAL IMPACT BANKING - SIB PROJECT)

BY TYPE, 2021 A

9%

13%

56%

22% 56% Time
9%   In-kind
13% Management costs

22% Cash

A. Data includes cash contributions, time, in-kind 
resources and management costs for Italy, 
Germany and Austria.

100% = €6.8m

Acccounts free-
of-charge or at a 
reasonable fee with 
favourable conditions

LOW-INCOME 
INDIVIDUALS 
AND FAMILIES

YOUNG 
PEOPLE

PEOPLE WITH  
DISABILITIES

START-UPS 
AND SMALL 
BUSINESSES

Free-of-charge or 
discounted account 
packages, cards and 
student loans

Barrier-free branches, 
braille cards and 
accessible websites  
and apps

Tailor-made 
microcredit for clients 
at risk of financial 
exclusion

A. Includes Group cash contributions and - for Italy, Germany and Austria only - time, in-kind 
resources and management costs. Management costs are attributed proportionally based on 
contributions by focus.
B. "Other support" refers to activities that cannot be classified.

BY FOCUS, 2021 A

15%

9%
4%

2% 2%

16%

34%

20%

20% Social welfare

15% Economic development

16% Education and 
young people

9%   Emergency relief
4%   Other support B

2%   Environment
2%   Health

34% Arts/Culture

100% = €36m

COMMITMENT TO FINANCIAL HEALTH
AND INCLUSION

In December 2021 we were one of the founding 
signatories and the first Italian bank to subscribe a 
new collective commitment to Financial Health 
and Inclusion under the Principles for Responsible 
Banking. The commitment focuses on unbanked, 
formerly banked and underbanked individuals, 
households, micro, small and medium-sized 
enterprises, assisting financial institutions further in 
creating and maintaining inclusive societies.

> Social and relationship Capital4

MICROCREDIT IN SIB

Our microcredit service model supports micro-
entrepreneurs and strengthens their skills with 
an end-to-end process, from the business plan 
development to accompaniment during the first 
period of the business activity, also leveraging local 
and international partnerships.

c.5,800
disbursed loans  
for a total amount of €117m

c.32%
female micro-entrepreneurs (Italy only) 

>51%
beneficiaries represented by Start-ups 
(Italy only)
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ENCOURAGING SOCIAL INCLUSION
We are continuously endeavouring to improve the social
welfare and well-being of our communities; our efforts
include the promotion of fundraising activities and culture in
all its forms.

SUPPORT BY UNICREDIT FOUNDATION AND 
FUNDRAISING

In 2021 UniCredit Foundation disbursed about €7 million 
with its activities. It confirmed its ongoing strong social 
commitment supporting local communities hit by natural 
disasters. By developing initiatives against hunger, it also 
helped mitigate the unprecedented Covid-19 emergency 
effects on people regarding their ability to satisfy basic needs. 

>€400,000  
collected with fundraising initiatives in support of 
local communities hit by natural disasters in Germany, 
Croatia and Czech Republic

c.€2.8m
donated to provide food to people in poverty after the 
Covid-19 emergency

FOCUS 

c.€20m
disbursed with this initiative

EMPOWERING WOMEN

In Italy the pandemic has particularly affected female 
employment and entrepreneurship, increasing gender 
inequality. To provide a solution, in 2021 we promoted 
a distinctive microcredit and impact financing offer to 
support female businesses and those businesses dealing 
with family services.

UniCredit's commitment to enhancing talent and growth 
opportunities for women was further demonstrated by 
the launch of UniCredit4Women. 
Under this initiative, a female mentoring programme 
was set up with leading female professionals acting as 
mentors to entrepreneur mentees selected from the 
bank's SME clients. 
In addition, financial education courses specially 
dedicated to women were held during the year and 
specific Digital Talks on the topics of training, business 
support, leadership and talent were given.

> Social and relationship Capital4

FINANCIAL EDUCATION IN SIB

In 2021 we continued to engage in a range of financial 
education and awareness programmes in our countries. 
Our beneficiaries included young and students, women, 
fragile individuals, small enterprises, start-ups and social 
organisations.

>123,500 
beneficiaries of financial education in 11 countries

>206,000
beneficiaries reached by financial and ESG 
awareness initiatives

IMPACT OF OUR START UP YOUR LIFE PROGRAMME  
(IN ITALIAN HIGH SCHOOLS)

+28%  
improvement in personal branding skills

+18%  
knowledge level of digital money  
and innovative payments

+28%
knowledge level of marketing 
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Material clusters > Innovation for clients > Systemic trends  
> Positive impact on society

CULTURAL SUPPORT
Supporting talent
UniCredit Foundation remains dedicated to promoting 
studies, research and initiatives aimed at building up 
knowledge of economic, finance, banking, and legal 
disciplines by awarding several scholarships, fellowships and 
grants every year.

Promoting cultural initiatives
UniCredit has a long tradition of sustaining culture, in 
particular art and music, sectors most affected by the Covid-19 
emergency.
We have continued to support our main cultural partners 
such as Filarmonica della Scala and Arena Foundation in 
Italy, the Bavarian State Opera and Kunsthalle Munich in 
Germany, Kunstforum Vienna in Austria in all their activities 
and initiatives, including social projects for communities and 
scholarships for young musicians. 
In 2021 we announced a new strategy to leverage and 
enhance our artistic heritage with a focus on increasing 
access to our collections. 

>€20m
for more than 350 scholarships and fellowships granted 
to more than 1,000 students and researchers since 2009

12 NEW ARTWORKS SIGNED BY YOUNG ARTISTS: THE AGREEMENT WITH BOLOGNA MUSEUMS INSTITUTION

In Italy, consistent with the objective of having an increasingly active role in contributing to the growth of a more equitable 
and inclusive society by identifying, financing and promoting initiatives that have a positive social impact, UniCredit, after 
signing an agreement with the Bologna Museums Institution, commissioned to 12 young artists the production of new 
artworks, becoming part of the Group's artistic heritage. 

Virtual access for a wider 
audience to our art collection

Educational programmes 
addressed to children in 

collaboration with UniCredit 
Foundation

Ongoing programme of long-
term loans to museums and 
institutions across Europe

Short-term loans for temporary 
exhibitions

Increasing 
access to 

our artistic 
collection

c.€1.2m 
collected

Gift Matching 
Program 
supporting non-profit 
organisations' activities for 
children and adolescents A 
and to face the effects of the 
pandemic

>6,500 
donations by 
colleagues

A. Up to the age of eighteen.

In 2021, in Italy UniCredit made more than €2.2 m available 
to support social initiatives at national level by donating part 
of its commission from clients' UniCredit Card E and from the 
credit cards of all employees in Italy.

UniCredit has paid particular attention to youth and 
education, continuing its ten-year cooperation with the 
Osservatorio Permanente Giovani-Editori with the ambition of 
guiding high school students in critical reading, both digital 

and on paper, as well as understanding the reality of and 
improving economic and financial literacy in order to close 
the gap between them and their European peers.

> Social and relationship Capital4
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SUPPORTING COMPANIES 
COMPETITIVENESS CONTRIBUTING TO 
COMMUNITY GROWTH

Our Group remains focused on maintaining continuous 
interaction with stakeholders to support community growth.
In Italy, as partner in the Italian Alliance for Sustainable 
Development (Alleanza Italiana per lo Sviluppo Sostenibile 
or ASviS), we contributed to organising the 2021 
Sustainable Development Festival to draw attention to 
SDGs and help raise awareness on ESG topics. This initiative 
constitutes a single widespread and inclusive event, 
comprising hundreds of events organised online and with 
hybrid formats throughout the country.

Ongoing interaction is required if we are to understand and 
meet with appropriate initiatives the urgent needs of our 
corporate clients.

ESG-LINKED LOANS ACROSS THE GROUP

Companies can leverage their ESG performance to 
improve their bottom line and their company's overall ESG 
performance through Sustainability Linked Loans (SLLs). 
SLLs give borrowers the opportunity to apply the loan to 
general business purposes as the terms are tied solely to 
companies' ESG-related performance and not to the use of 
proceeds or the projects financed. This flexibility has made 
the SLL a popular alternative to traditional capital raising 
and debt.
During the year, we have enhanced the offer of 
sustainability-linked loans across our Group: financing 17 
companies for about €59 m.

UNICREDIT AND CONFINDUSTRIA EST EUROPA STRATEGIC PARTNERSHIP

SUSTAINABILITY BAROMETER

Strategic partnership focused on 3 main pillars: sustainability, innovation and especially corporates internationalisation.
Confindustria Est Europa is playing a pivotal role to address new activities supporting the internationalisation of SMEs, 
the promotion of Made in Italy, the diffusion of new opportunities from/in the countries in the area and in particular from 
11 countries (Albania, Bielorussia, Bosnia Erzegovina, Bulgaria, Macedonia del Nord, Montenegro, Polonia, Serbia, Slovenia, 
Romania, Ucraina).
Confindustria Est Europa and UniCredit have negotiated a well-structured Partnership Agreement which allows for an 
exclusive relationship and collaboration between the two till the end of 2022. UniCredit's will focus in providing its 
corporate clients with advisory, financial products, local assistance and banking services in all the countries in which the 
Group is present.

In Austria we offer an analysis tool, the sustainability barometer, developed together with a well-known ESG rating 
agency. We support companies in jointly assessing their current sustainability situation, an important first step towards 
a professional sustainability report that truly reflects daily business, guiding them towards the development of a 
comprehensive sustainability strategy - increasingly more important for long-term value creation.
On the basis of this first assessment, during which an industry comparison is made, individual ESG goals and the relevant 
proactive measures to achieve a greater sustainability can begin to be defined. Acting as a strategic financial partner, 
we present the assessment to our clients in order to develop together the correct actions to be followed as well as the 
necessary financing to attain these ESG goals.

After having evaluated business opportunities, we directly 
support their financial viability by actively cooperating with 
national, international and European institutions to ensure 
that SMEs receive the public funds earmarked for them. 

Our Group's long-established expertise in managing state 
and EU-supported programmes benefits clients in a number 
of areas.

> Social and relationship Capital4



89UniCredit 2021 Integrated Report

MAIN INITIATIVES TO SUPPORT COMPANIES THROUGH PUBLIC FUNDS

European Investment Bank (EIB) 
funds support the material and 
immaterial investment projects 
and finance the working capital 
of SMEs and MID-CAP companies

Fondo Garanzia PMI and Garanzia 
Italia SACE

Cooperation with Austrian 
Promotion Agency, European 
Investment Fund, Austrian Export 
Credit Agency (OeKB)

InnovFin SME Guarantee Facility 
for the financing of innovative 
companies

COSME, programme for the 
competitiveness of enterprises

Sme Initiative-EaSi Umbrella-
European Guarantee Fund

Pro-active advisory and granting 
of all relevant promotional 
lending programmes

Beni Strumentali - Nuova Sabatini 
supporting new investments and 
Resto al Sud initiative

LEGEND COMPANIES DISBURSEMENT

Material clusters > Innovation for clients > Ethics > Positive impact on society

A. Credit lines.

ITALY

GERMANY

CENTRAL EUROPE AND 
EASTERN EUROPE (CE-EE)

51

52,896

168

199

1,612

540

1,125 A

2,037

€117.4m

€11.8bn

€513m

€233.5m

€188.3m

€178.4m

€1.3bn

€449.5m

NATIONAL RECOVERY AND RESILIENCE PLAN (NRRP) TASK FORCE 

In Italy we set up a dedicated and structured Task Force, bringing together the bank's best expertise in relation to the 
various initiatives covered by the NRRP (large infrastructures, construction, agriculture, health, energy, digital transition, 
tourism, culture, green economy, Public Administration). Within the Task Force there is a specialised organisation for 
ecosystems, in substantial adherence to the missions defined by the NRRP. The aim is to serve our client companies and 
help them to access the opportunities provided by the Plan, particularly if they need additional and/or ancillary financing 
instruments to implement their projects.

We have long been dedicated to helping businesses find
solutions in key sectors of the countries in which they 
operate.

It is our purpose to increase competitiveness in these sectors
by providing sound advice products aimed at
improving productivity, efficiency and prospects for growth.

SNAPSHOT: OUR SUPPORT TO SECTOR-SPECIFIC COMPANIES

START-UPS

680
participating companies

ITALY (START-UP L AB) GERMANY CE-EE  A
(AT-BG-HR-HU-RS)

795 11,757
€466.4m €86.9m

72
supported companies

€12.3m
contributed by stakeholders

€82.9m
since 2015

> Social and relationship Capital4

A. Stock as of 2021.
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LEGEND COMPANIES DISBURSEMENT PROJECTS

TRAVEL AND 
TOURISM INFRASTRUCTURE

AGRICOLTURE REAL ESTATE THIRD SECTOR

6,542

8,968 211,764

14 14 1

ITALY

ITALY ITALY

ITALY

€604.8m

€795.3m €170m €151.8m€302.4m

€857m €970m €32m

GERMANY CE-EE  (AT)

CE-EE  (AT)
SOCIAL HOUSINGCE-EE

(RU-BA-BG-RO)

1,913
new  clients

START UP & CIRCULAR ECONOMY

UniCredit plays a strategic role in fostering the transition 
towards a circular economy, a building block of the 
European Green Deal.B
In Italy, since 2009, we supported high innovative 
startups and SME's through UniCredit Start Lab, a 
business platform among Italian territories with the 
aim of identification, training and support the best 
innovative Italian's ones in the following sectors:
• clean tech
• digital
• innovative made in Italy
• life science
• impact innovation: this category was launched in 

2021 to support those innovative projects operating 
in the previous four sectors and characterised by high 
sustainability traits.

During the last years, we leverage on start-ups also to 
bring new solutions in the ESG space to corporate 
and private clients. In order to support impact start-ups 
and enhance their sustainable traits and mission, 
customised initiatives with experts, mentors and 
consultants have been implemented.
Among all the supported new companies, we have 
identified the ones linked to the main categories of 
circular economy within the Categorisation System for 
the Circular Economy by Eurostat.

NEW

A. In the classification by Circular Economy pillars, some companies could be linked to more than one pillar.
B. Refer to Natural Capital Chapter for more information.

18 
Start-ups are 
now UniCredit 
clients

>€33m 
as investments raised 
by the startups in the 
innovation ecosystem
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50 Start Ups supported A
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IMPACT FINANCING IN SIB

In the framework of our Group Social Impact Banking we support entrepreneurial initiatives that respond to the main social 
needs of our communities.

HIGHLIGHTS ON MAIN OUTPUTS

DIRECT IMPACTS B

INDIRECT IMPACTS B

c.230 projects
for a total amount of

c.€290 m
of cumulated disbursed loans focused on  
the following sectors:

13% Health and medical assistance
11% Social housing

9% Promoting job integration
6% Conservation and recovery of 

cultural and artistic heritage 
and other

10% Education and training

51% Welfare sectors

A. The recognition of further economic benefits, in terms of donations or repayment of 
interest, to clients who demonstrate they have achieved a clear, shared and measurable 
social impact.
B. Data refers to 60 Italian initiatives that provided social reporting related to 2020 results 
during 2021.
C. On all financed initiatives, at the end of project.

All financed projects reached or exceeded target with their 
achievements:

482
training courses 
(140% of target)

555
social houses 
(90% of target)

1,200,000
medical health 
services 
(181% of target)

1,362
beds 
(106% of target)

>1,500,000
beneficiaries were reached in the following sectors: 
95% health, 4% education and training,  
1% welfare

of beneficiaries reached In welfare are 

fragile people 
at risk of exclusion, with disabilities, in fragile conditions or poverty

Projects matched with pay-for-success (PFS) mechanism A in Italy

organisations which achieved or exceeded the  

social objectives 
of their projects

of reporting organisations have strengthened their  

economic and financial sustainability 
and carried out their initiative thanks to our loans

of reporting organisations have strengthened their 

skills 
by improving their ability to measure the impact they generated

of beneficiaries have

experienced some positive change 
on one or more social dimensions (vs a target of 71%)

635 jobs created 
(representing 67% of final target at the end of project),  
of which 134 job inclusions of disadvantaged people

>3.7m
beneficiaries to be reached by the financed projects  
in the first 5 years

>3,400 jobs 
to be created by the end of the financed projects (of 
which > 500 for job inclusion of disadvantaged people)

EXPECTED RESULTS C

67%

79%

60%

69%

97%

95%

96%
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Situated in the leafy village of Doubravčice on the outskirts 
of Prague, Centrum péče Doubrava is a specialised 
therapeutic care centre focused around three core tenets: 
health, nursing, and activation. The harmonious, award-
winning facility caters to those who require continuous care 
with chronic diseases and impaired cognitive functions, 
delivering a highly-personalised service through its 
hundred-strong team of nurses, caregivers, activators, 
physiotherapists and masseurs. 

In just three short years, Centrum péče Doubrava has 
built a stellar reputation based on its modern approach 
and exceptional levels of patient expertise. It is the first 
care centre in the Czech Republic, for instance, to provide 
Namaste Care: an exclusively non-pharmacological method 
that enables staff to cater to the personal needs of residents 
living with advanced dementia, focusing on the person rather 
than the process and protocol. In its private park, inspired 
by the rolling hills of the French countryside, residents can 
undertake both creative and physical activities in a natural 
setting. This outdoor recreation simultaneously prolongs 
the active part of their lives whilst alleviating the intense 
pressures associated with such caregiving that often fall 
to close family members. In addition, a personal physician 
is located on site, complemented by a team of specialists 
including a psychiatrist, a neurologist, and an ENT doctor.

Thanks to the quality of services that it offers, Centrum 
péče Doubrava became an important pillar of its local 
community. However, with this growth in stature naturally 
came increased interest. 
The centre’s management soon realised that additional 
capacity was required to provide for the influx of patients. 
Plans were immediately drawn up to build a second senior 
house, once more revolving around the model of continuous 
care but this time with a sharper focus on treatment of the 
neurodegenerative disease Alzheimer’s. 
The centre’s ambitions were noble, but if it was to expand 
and provide care for this condition, which requires a unique 
degree of treatment, it would need funding. Recognising 
the value of the institution and what it could provide the 
community, UniCredit Bank Czech Republic & Slovakia 
granted Centrum péče Doubrava CZK75,000,000 in loans in 
order to both finance the facility and boost the company’s 
working capital.

How society treats its most vulnerable is always the 
foremost measure of its humanity. In providing both dignity 
in old age and peace of mind for families, Centrum péče 
Doubrava continues to exemplify this value on a daily basis, 
ensuring quality of life for its patients until the end of life - 
with CEO Miloš Tkáčik commenting: "Dignified old age is 
something we care about. We are very pleased that, with the 
financial support of UniCredit Bank, we have built Centrum 
péče Doubrava - the place you want for your loved ones 
where specialized care of the highest order is provided for 
chronically ill seniors."

CENTRUM PÉČE DOUBRAVA

SECTOR: SOCIAL HOUSING
ESG FOCUS
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ZVEZA PRIJATELJEV MLADINE (ZPM) LJUBLJANA 
MOSTE - POLJE

SECTOR: NON-PROFIT HUMANITARIAN ORGANISATION
ESG FOCUS

UniCredit Bank Slovenia has been affiliated with the charity 
organisation ZPM Ljubljana Moste-Polje since 2009. 
The non-profit and humanitarian organisation is committed 
to improving the quality of life of young people and 
families by representing their interests, asserting their needs, 
and protecting their rights. ZPM is driven by the value of 
social inclusion to improve the terms on which individuals 
and groups take part in society. Propelling their aim forward 
is a team of forty specialists, including social workers and 
legal counsellors, as well as a devoted team of volunteers. 

Traditionally, the organisation drew the bulk of its funding 
from the public and local businesses in order to support 
families in paying for basic living expenses. 
However, as the pandemic took hold and the financial 
situation quickly worsened for many families in Slovenia, 
ZPM realised that they had to do more than just offer 
financial assistance. 
While financial assistance can make an instant impact, 
ZMP knew that to facilitate lasting change they needed to 
adopt a systematic approach - and so the ‘Chain of Good 
People’ project was born. The programme is grounded in the 
organisation’s long-term work with families and covers areas 
such as psychosocial assistance, effective parenting, and 
housekeeping training. 

Recognising the astonishing work of the project and its 
extraordinary assistance programme for the alleviation of 
poverty, the UniCredit Foundation donated €10,000 to the 
‘Chain of Good People’. And the collaboration with UniCredit 
did not stop there. 

In August 2021, more than one hundred of UniCredit’s 
employees helped with the renovation of the Scouts centre 
and its surroundings in Bohinj. 
The centre will host 30 children from ZPM Ljubljana Moste 
- Polje for a week of relaxation. The children’s week of fun 
and tranquillity at the Scouts centre will provide them with 
a much-needed break from their everyday lives but they 
will also have the opportunity to acquire, with the help and 
guidance of professionals, social and other skills.

 As the New Year approached, the support of UniCredit’s staff 
for the camp was highlighted by the combined donation of 
€15,000 made by the Bank. ZPM and UniCredit’s synergistic 
partnership also extended to the inception of the Giftmatching 
programme, taking place during the last months of 2021. 
The amount donated by the employees - including from the 
UniCredit Foundation - will be around €3,000.

Emphasizing the magnitude of UniCredit’s support of their 
initiative, Anita Ogulin, President of ZPM Ljubljana Moste 
- Polje, commented: “Together with UniCredit, we have 
already helped many families from all over Slovenia on their 
way to equal opportunities. We are sincerely grateful for the 
bank’s contribution to our empowerment programs that 
restore strength, courage, and dignity to families so they may 
live independently. The support and involvement of various 
members of society will be of the utmost importance in the 
coming period.”

> Social and relationship Capital4
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