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ABOUT THIS REPORT
This seventh report gives an account of our performance and that of our subsidiaries 

in Colombia and Central America during the year 2016, regarding the topics defined as 

relevant in our sustainability strategy.

Given that the management levels in the sustainability areas of each country are different, 

we have not consolidated the results for all the areas. We are presenting the management 

of the strategy in Colombia, including the relevant results of the subsidiaries.

To prepare this report, we have adopted the guidelines of the Global Reporting Initiative 

(GRI) and its Financial Services Sector Supplement, complying with the essential “in 

accordance” option of the G4 Guidelines, in line with the material information for the Bank 

as well as for its stakeholders.

This document has been reviewed and validated by Deloitte & Touche Ltd.

For more information, please contact:

Public Relations and Social Responsibility Department
Andrea Turriago Campuzano / aturriago@davivienda.com
Telephone (+571) 330-0000, Bogotá 55503

Avenida El Dorado No. 68C-61 Piso 9 Bogotá, Colombia

www.davivienda.com

© Banco Davivienda S.A.

Bogotá, March 2017
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It is our pleasure to share the goal we accomplished in 2016: to continue to be part of the 

Dow Jones Sustainability Index for the third consecutive year, in the Emerging Markets 

Category.

Being part of this index allows us to compare ourselves with global best practices 

in the area of sustainability; identify opportunities for improvement with the aim of 

strengthening our strategy; and take on new challenges regarding our stakeholders, in 

order to generate a positive impact on society and in the development of the countries 

where we are operating, consolidating ourselves as a sustainable bank creating value 
and trust in the long term.

In the social dimension, we continued working throughout the year to provide 

increasingly inclusive banking. This was how we started the accessibility project in a 

partnership with the Ministry of Information and Communications Technology (MinTIC, 

for the Spanish original), which has allowed us to serve people in condition of visual and 

hearing impairment at our offices, the Call Center and digital channels.

Through DaviPlata, we have continued to work on increasing the number of people 
using the banking the system. Our financial education program has greatly expanded 

its digital coverage in Colombia. In addition, we have arrived in Central America to provide 

people with useful tools for the management of savings, loans, investments and other 

financial products.

MESSAGE 
FROM THE PRESIDENT

DAVIVIENDA, 
INCLUDED IN THE DOW 
JONES SUSTAINABILITY 
INDEX, EMERGING 
MARKETS CATEGORY.

DAVIVIENDA, 
INCREASINGLY 
INCLUSIVE BANKING.
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Cultivarte, our flagship social program, continues to strengthen values in children 

and adolescents from vulnerable populations. At December 2016, we had 61 offices in 

Colombia and Central America, benefiting more than 67 thousand people, mainly minors.

In the economic dimension, in 2016, we consolidated our agricultural strategy; we 

supported the development of small and medium-sized enterprises; we continued to 

lead in the financing of low-income housing (LIH) in Colombia; and we participated in the 

financing of infrastructure projects that contribute to the development of the countries 

where we are operating.

One of the aspects in which we made the most progress is the environmental dimension: 
we increased the number of ESRMS assessments in Colombia and consolidated this 

strategy in Central America; we channeled our own and rediscount resources to support 

sustainable development, the infrastructure for the development of energy and drinking 

water, basic sanitation and the prevention and mitigation of environmental impacts; and 

we achieved a significant reduction in energy consumption at our offices in Colombia.

The year 2017 represents a major challenge to us, not only because we will continue to 

work on these initiatives, but because we will also face the digital transformation and we 

will have to align with the Sustainable Development Goals (SDGs).

I would like to take this opportunity to thank and congratulate the group of employees 

who made these achievements possible throughout 2016 aiming to build better countries 

for everyone.

Efraín E. Forero Fonseca
President

 MESSAGE FROM THE PRESIDENT

ONE OF THE ASPECTS 
IN WHICH WE MADE 
THE MOST PROGRESS IS 
THE ENVIRONMENTAL 
DIMENSION.
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WE ARE BUILDING A BETTER PLACE FOR EVERYONE
FINANCING
We invest resources in the financing of different sectors of the 

economy that result in progress for the regions:

 + Small and medium-scale entrepreneurs: COP 4.2 trillion
 + Housing construction: COP 3.2 trillion
 + Agricultural development: COP 1.2 trillion
 + Infrastructure: COP 1.1 trillion
 + Hospital and university infrastructure: COP 347 million

Total: COP 9.7 trillion invested in the country's development

WEALTH BUILDING
We support the improvement of Colombians' quality of life through specialized lines of 

credit that promote the building of the families' wealth.

 + Low-income housing: COP 1.1 trillion 

 + Private vehicle: COP 1.2 trillion
 + Productive vehicle: COP 139 billion
 + Payroll loans: COP 12 billion
 + Home acquisition for Colombians abroad: COP 34 billion
 + Rural microfinance: COP 1.2 billion

Total: COP 2.48 trillion invested in building the wealth 
of Colombian families

RELEVANT EVENTS

BY MEANS OF LINES OF 
HOUSING, AUTO AND FREE 
INVESTMENT LOANS, WE 
ARE SUPPORTING THE 
IMPROVEMENT OF THE 
QUALITY OF LIFE OF THE 
COLOMBIAN PEOPLE.
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SOCIAL INVESTMENT
We contribute to social causes, through projects and programs that benefit the community:

Donations
 + To Fundación Bolívar Davivienda: COP 9.3 billion
 + Other donations: COP 2.8 billion
 + Through foreign subsidiaries: COP 1.7 billion

Investment in programs
 + Cultivarte: COP 5.8 billion 

 + Financial education: COP 588 million

Support for initiatives
 + Educational initiatives: COP 250 million
 + Mayor and governor office projects: COP 362.5 million

Total: COP 21 billion allocated to social investment

FINANCIAL INCLUSION
We continue to work on incorporating the most excluded 

population sectors into the banking system to provide them with 

greater opportunities of access to the financial system.

 + DaviPlata: more than 409 thousand customers incorporated in the banking system 

in 2016

 + Vehicle financing: 4,238 loans
 + Rural microfinance: 619 agricultural loans
 + Low-income housing: 30 thousand families benefited

Total: 444 thousand new customers in the banking system

ESRMS
 + We identified and mitigated the environmental and social risk in the financing of 

projects and sensitive sectors.

 + We assessed loans for the corporate, business and construction segments 

amounting to COP 6 trillion.

WE CONTINUE TO WORK 
ON INCORPORATING 
THE MOST EXCLUDED 
POPULATION SECTORS INTO 
THE BANKING SYSTEM.



SUSTAINABILITY REPORT 2016

RELEVANT EVENTS 8

2016 HIGHLIGHTS
 + We provided 30 thousand families through support for Colombian government 

housing programs, particularly low-income housing for low-income households.

 + We continued to be the leading bank in housing loans, with disbursements of 

COP 3.8 trillion.

 + In cooperation with USAID, we disbursed COP 1.2 billion in resources, benefiting 

619 producers in 10 municipalities through the "Rural Finance" initiative.

 + We supported the small and medium-scale entrepreneurs that drive the country's 

growth, by placing COP 4.2 trillion, which have benefited more than 85 thousand 
companies.

 + We disbursed more than COP 1.2 trillion for the development of the agricultural 

sector, with a growth of 56% compared to 2015.

 + We assessed loans through the Environmental and Social Risk Management System 

(ESRMS) for COP 6 trillion, up 35% from 2015.

 + We achieved a reduction of 27% MWh/m2 in energy consumption compared to the 

base year of 2014.

 + Through our financial education program, we reached more than 60 thousand 
Colombians with our conferences, our portal had nearly 209 thousand hits, 55 
thousand virtual courses were completed and there were more than 35 thousand 
downloads of the Haga Cuentas app.

 + Cultivarte had more than 67 thousand visits from children and adolescents, and we 

opened 23 new centers in Colombia and one in Honduras, for a total of 61 centers  
in Colombia and Central America.
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AWARDS AND ACKNOWLEDGMENTS
 + We were ratified for the third consecutive year in the Dow Jones Sustainability 

Index, Emerging Markets Category.

 + We were recognized by the Ministry of Information and Communications 
Technology as the first bank in Colombia to offer accessibility to customers with 
visual and hearing impairment at our offices and the Call Center.

 + We received the Innovation Award from Accenture for the DaviPlata “Cash-free 
Municipalities” initiative, for providing our customers with new experiences and 
generating value in their everyday life. 

 + We were accredited by Colciencias as one of the country's 89 Highly Innovative 
Companies. This recognition represents an important positioning for our 
organization in terms of innovation.

 + Through Cultivarte, our social program, we designed a service, results and 
partnership management model that was recognized as one of the best projects of 
Colsubsidio's Social Inclusion Biennial.

MAIN CONSOLIDATED FIGURES OF 2016
 + More than 8.8 million customers, including 3.2 million DaviPlata customers  

 + 753 offices: 592 in Colombia, 155 in our foreign subsidiaries and 6 in our domestic 
subsidiaries. 

 + Operations in 876 municipalities in Colombia and foreign subsidiaries 

 + 2,238 of our own ATMs in Colombia and Central America 

 + 17.380 employees1 in Colombia and in domestic and foreign subsidiaries 

 + COP 1.7 trillion in net profit 

 + COP 93.5 trillion in assets, a growth of 11.7% 

 + COP 71.3 trillion  in net portfolio, a growth of 14.2%

Libertad y Orden

1 All type of contracts are taken into account, including SENA apprentices and temporary employees.
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PORTFOLIO PERFORMANCE
Colombia

 + 12.7% market share

 + Total portfolio: COP 56 trillion: commercial: 51%, consumer 27%, housing 22%

 + Highest growth: commercial loan portfolio at COP 4 trillion  (+16%)

 + Profit: COP 1.7 trillion , up COP 488 billion from 2015, (+39.5%)

El Salvador

 + 14.1% market share

 + Total portfolio: USD 1,658 million: commercial: 45%, consumer 37%, housing 18%

 + Highest growth: commercial loan portfolio, at USD 48 million (+6.8%)

 + Profit: USD 22.9 million, down USD 0.7 million compared to 2015 (-3.1%)

Costa Rica 

 + 5.9% market share

 + Total portfolio: USD 1,726.5 million: commercial: 58.5%, consumer 15%, housing 

26%

 + Highest growth: commercial loan portfolio, at USD 158.7 million (+18.7%)

 + Profit: USD 18.9 million, up USD 0.5 million compared to 2015 (+2.6%)

Honduras

 + 6.2% market share

 + Total portfolio: USD 756 million: commercial: 44%, consumer 28%, housing 28%

 + Highest growth: consumer loan portfolio, at USD 17 million (+8.6%)

 + Profit: USD 13.1 million, up USD 0.7 million compared to 2015 (+5.3%)

Panama

 + 1.3% market share

 + Total portfolio: USD 977 million: commercial: 91%, consumer 3%, housing 6%

 + Highest growth: housing portfolio, at USD 24.7 million (+79.1%)

 + Profit: USD 8.4 million, down USD 6.7 million compared to 2015 (-44.3%)
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SOCIAL FINANCIAL STATEMENT

Revenue 10,609

Financial 8,675

Operational 1,934

Costs 2,884

Financial 2,613

Domestic 2,210

Foreign 403

Operational 271

Domestic 201

Foreign 70

Added-value generated 7,725

 + Reinvestment in the company: COP 2.96 trillion
 + Total added-value distributed: COP 7.72 trillion

GENERATION OF WEALTH IN 2016 (IN BILLIONS OF COP)

1,292 
17%

39 
0.5%

957 
12%

1,092 
14%

999 
13%

2,956 
38%

390 
5%

Reinvestment

SuppliersFinanciers

State

Employees

Community and the environment
Shareholders
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Higher Purpose

MISSION, PRINCIPLES AND VALUES
For nearly half a century, we have provided support for the wellbeing of individuals, building 

the wealth of families, the development of companies and the financing of projects that 

contribute to the country. We have a comprehensive portfolio of products and services that 

respond to transaction, loan, savings and investment needs through constant innovation 

and offerings for each segment.

ABOUT US
WE ARE PART OF GRUPO BOLÍVAR, A GROUP OF PRIVATE COMPANIES OPERATING UNDER 
THE SAME CORPORATE CULTURE. GRUPO BOLÍVAR STANDS OUT FOR HAVING RESPECT AS 
THE GUIDING PRINCIPLE OF ITS RELATIONS WITH INDIVIDUALS AND THE COMMUNITY.

OUR SUBSIDIARIES

OUR CULTURE AND 
MANAGEMENT 

MODEL

FIDUCIARIA 
DAVIVIENDA

DAVIVIENDA 
PANAMA

DAVIVIENDA 
COSTA RICA

DAVIVIENDA 
MIAMI

DAVIVIENDA 
HONDURAS

DAVIVIENDA 
EL SALVADOR

DAVIVIENDA 
CORREDORES

EDICIONES 
GAMMA

COLOMBIA

ABROAD

PROMOCIONES Y 
COBRANZAS BETA
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HIGHER PURPOSE:
ENRICH LIFE 
WITH INTEGRITY

As part of Grupo Bolívar, we share the same culture: Mission, Principles and Values and a 

Higher Purpose, which determine what, how and why we do things in the organization.

Our Mission: We generate value for our customers, communityand 
investors through an honest, committed, friendly team 
that is always willing to learn.

PRINCIPLES AND VALUES

Respect:
We respect the human dignity of the people with whom we interact. 

Our actions are characterized by good treatment and empathy, and because we accept 

and settle our differences within the framework of our Principles and Values.

Equity:
We are fair. Our actions and decisions are governed by responsibility, equity and 

impartiality, in accordance with people's merits, rights and duties.

Our main guides are consciousness and the satisfaction of doing the right thing.

Honesty:
We are courteous, truthful and transparent in our actions and interactions.

We act with integrity and character.

We are loyal to our companies and the Principles and Values we follow.

Discipline:
Discipline makes us reliable.

We fulfill our commitments and agreements in accordance with the priorities we define.

In the face of challenges and adversities, we work with perseverance to achieve our 

goals and objectives.

Enthusiasm, Cheerfulness and a Positive Attitude:
We are positive, cheerful and optimistic, even at difficult times.

We are enthusiastic about facing new challenges and carrying out our work.

Laughter is our best ally against stress and worries.
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MANAGEMENT MODEL

At Davivienda, the talent of more than 17 thousand employees turns into a constant 

passion to generate value for our customers in a sustainable manner. To do so, we have the 

Management Model, which is shared by all Grupo Bolívar companies.

           OUR MANAGEMENT MODEL

It is a simple yet powerful concept 

to support our transformation 

processes and it allows us to take 

on new strategic challenges, in a 

friendly, reliable and simple manner.

CORPORATE GOVERNANCE
Our corporate governance system is comprised of principles, policies and 
standards that establish a set of good practices aimed at making our actions 
efficient, transparent and honest, which constitutes a commitment to our 
stakeholders and the preservation of our corporate ethics.

CORPORATE GOVERNANCE POLICY

The management and administration of Banco Davivienda are responsible for the General 

Shareholders' Meeting, the Board of Directors, the President, Upper Management and 

all other bodies and employees defined by the Shareholders' Meeting or the Board of 

Directors. The oversight, disclosure and compliance bodies are also considered corporate 

governance bodies.

Sustainability

Value Proposition
Reliable

Innovation • Risk • E�ciency • S
ynerg

y

Human Team

Friendly                  
    E

as
y

Customer
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 We have the following codes, regulations, guides and manuals in place, in order to 

implement our corporate governance policy:

 + Corporate Governance Code

 + Rules of Procedure for the General Shareholders' Meeting

 + Rules of Procedure of the Board of Directors

 + Shareholder Rights and Obligations Guide

 + Code of Ethics

 + Manual of Conflicts of Interest and Insider Trading

 + Employee Handbook

Their strict implementation ensures the integrity of our management, provides us with 

mechanisms for conflict resolution and facilitates the true and timely management of 

information. In addition, in 2016, we adopted the recommendations of the Código País 

Code of Best Corporate Practices.

CODE OF ETHICS
Our Code of Ethics is an integral part of the 

Corporate Governance System adopted by Grupo 

Bolívar companies, which intends that employees, 

customers, shareholders and other stakeholders 

increase their trust in the Bank and recognize us for 

our transparency. Our Code of Ethics contains the 

statement of ethics, desirable conduct, unacceptable 

conduct, statement of responsibilities and 

commitments and letter of commitments.

In 2016, we worked on our Transparency Hotline, which will begin operating in 2017. 

This way, the employees of Grupo Bolívar companies will be able to report the conducts 

and behaviors in which other employees may incur on issues related to internal fraud, 

corruption, violation of the Code of Ethics, wrongdoing, unfair competition, and other 

improper or irregular situations. The Bank's specialized areas shall take corrective measures 

in accordance with the seriousness of the events, once they have been verified.

OUR CODE OF ETHICS 
IS A PART OF THE CORPORATE 
GOVERNANCE SYSTEM 
OF GRUPO BOLÍVAR.

IN 2017, WE WILL HAVE THE 
TRANSPARENCY HOTLINE. 
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BOARD OF DIRECTORS AND UPPER MANAGEMENT
The Board of Directors1 and Upper Management are aware of the Bank's risk positions and 

actively intervene in the management thereof, defining the measurement methodologies 

that identify exposure by product, policies, profiles and limits. In addition, the Board of 

Directors establishes the Bank's strategy and orientation, oversees, and monitors the 

implementation thereof.

The General Shareholders' Meeting held on March 13, 2015 elected the Board of Directors 

for the 2015-2017 period and, for the first time, included a woman among its members. 

Notwithstanding, there are women sitting on the boards of directors of some of our 

foreign subsidiaries: in Honduras (3), Panama (2), El Salvador (1) and Costa Rica (1). None of 

the members belong to ethnic minority groups. 

1 In accordance with the definitions set out in the Bulletin 028 / 2014 issued by the Colombian Financial 
Superintendence, Código País, the Board of Directors elected for the 2015-2017 period was made up of 
three independent members and two proprietary members.

BANCO DAVIVIENDA GOVERNANCE BODIES

•  General Shareholders' Meeting

•  Board of Directors
•  President - Registered Agent
•  Vice Presidents and Managers (acting on behalf of the company in 

accordance with the responsibilities of their positions)

•  Statutory Auditor
•  Colombian Financial Superintendence
•  Self-regulatory Organization of the Securities Market

•  Board of Directors
•  Internal Audit
•  Audit Committee
•  Asset and Liability Management Committee (GAP)
•  Compliance Officer

•  Board of Directors
•  President - Registered Agent

MANAGEMENT BODY

ADMINISTRATIVE 
BODIES

EXTERNAL CONTROL 
BODIES

INTERNAL CONTROL 
BODIES

CORPORATE GOVERNANCE 
DISCLOSURE AND 

COMPLIANCE BODIES
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LEVEL NAME POSITION

First level
Carlos Guillermo Arango Uribe

Principal Member 
Chairman of the 
Board of Directors

Roberto Holguín Fety Alternate Member

Second level
Javier José Suárez Esparragosa Principal Member

Olga Lucía Martínez Lema Alternate Member

Third level

Álvaro Peláez Arango Principal Member 
(independent)

Federico Salazar Mejía Alternate Member 
(independent)

Fourth level

Gabriel Humberto 
Zárate Sánchez (†) Principal Member

Enrique Flórez Camacho Alternate Member

Fifth level

Bernard Pasquier Principal Member 
(independent)

Mark Alloway Alternate Member 
(independent)

(†) Deceased

The Board Members have the personal and professional qualities and complementary 

skills that allow them to make decisions from an unbiased and strategic perspective. In 

turn, the Board of Directors approves the remuneration policy for Upper Management, 

and the General Shareholders' Meeting approves the one for the Board Members.

Board of Directors Remuneration Policy
For the remuneration of members of the 2015-2017 Board of Directors, an amount of 

COP 2.5 million was set for attending each meeting. In 2016, the Board of Directors was 

paid a total of COP 320 million, as follows:

BOARD OF DIRECTORS 2016
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BOARD OF DIRECTORS' REMUNERATION IN 2016 

 (IN MILLIONS OF COP)

President and Upper Management Remuneration Policy
Fixed Remuneration. The members of Upper Management are entitled to a fixed monthly 

salary, which is increased at the end of each year of service. The increase approved by the 

Board of Directors for the year 2016 was that of the CPI + 1%, which is equivalent to 6.77%. 

In exceptional cases, the Administration may submit additional raises based on merit to 

consideration by the Board of Directors.

Variable Remuneration. The members of Upper Management shall be entitled to receive 

an additional variable remuneration, which may be up to 4 salaries per year.

SUPPORTING COMMITTEES
Regarding our risk management and governance structure, the Board of Directors has 

created the legally required committees and others that, though not mandatory, support 

its management and keep it informed of the processes, structure and risk management 

for each line of business, which allows the adequate monitoring and flow of information 

in the organization.

1. Audit Committee. Supports the Board of Directors in its management of the 

implementation and overseeing of the Internal Control System. It is made up of three 

Board members, two of which are independent.

MEMBER REMUNERATION

Carlos Guillermo Arango Uribe 50

Roberto Holguín Fety 50

Javier José Suárez Esparragoza 50

Olga Lucía Martínez 42.5

Álvaro Peláez Arango 50

Federico Salazar Mejía (†) 0

Gabriel Humberto Zárate Sánchez (†) 32.5

Enrique Flórez Camacho 12.5

Bernard Pasquier 27.5

Mark Alloway 5

Total 320
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2. Corporate Governance Committee. Supports the Board of Directors in relation to the 

implementation of corporate governance practices and compliance with the related 

policies. It is made up of three members, one of them from the Board of Directors.

3. Remuneration Committee. This is a Group Committee that sets guidelines for the 

remuneration of the employees from the different companies, particularly that of their 

presidents, seeking equity and correspondence between their positions and their 

counterparts in the sector to which they belong; it is also intended to provide balance 

within each company, notwithstanding the provisions established by their Boards of 

Directors. It is made up of at least three members of the Board of Directors, appointed by 

the Board of Directors of Grupo Bolívar, two of which must be independent members.

4. Corporate Risk Committee. It supports the Board of Directors when defining guidelines 

for risk management and keeps the Board and Upper Management informed of the 

corporate risks of the Bank and its subsidiaries. It is made up of two Board members.

 To carry out comprehensive management, there are other risk committees specializing 

in topics such as loans, markets, liquidity, operations and fraud. 

5. Strategic Committee. Supports Upper Management by ensuring the implementation 

and monitoring of the Bank's risk management and strategy, in accordance with 

the Board of Directors' guidelines. Its duties include defining the priorities of the 

strategic programs of Davivienda and its subsidiaries, as well as topics of sustainability, 

innovation, environmental risk and efficiency. It is made up of the President and the 

Legal and Auditing Vice Presidents, the Personal Banking and Marketing Executive, the 

Risk Executive, Corporate Executive, International Executive, Human Talent Executive 

and Media Executive.

THE ASPECTS RELATED 
TO SUSTAINABILITY 
ARE REVIEWED BY THE 
STRATEGIC COMMITTEE. 
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MANAGEMENT OF THE STRATEGY 
Our sustainability strategy is based on generating value for the company 
through actions that will enable us to be economically feasible, environmentally 
correct and socially fair.

SUSTAINABILITY STRATEGY
WORKING SUSTAINABLY MEANS BEING INNOVATIVE AND ASSUMING OUR 
RESPONSIBILITY THROUGH BUSINESS CONSOLIDATION, CONSERVATION OF 
NATURAL RESOURCES AND PROGRESS OF MANKIND.

 ESTRATEGIA DE
SOSTENIBILIDAD

  ÁMBITO
 AMBIENTAL

ÁMBITO
  SOCIAL

 ÁMBITO
ECONÓMICO

Economic Dimension
• Corporate Governance
• Business
• Risk Management
• Stakeholders

Environmental Dimension
• Eco-e�ciency
• Environmental and Social Risk
• Environmental Products and Programs

Social Dimension
• Human Resources
• Financial Inclusion
• Financial Education
• Strategic Philanthropy

SUSTAINABILITY
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The sustainability strategy is framed within the Bank's general strategy, thus ensuring 

alignment in aspects that are relevant to the organization.

The development of the strategy is an ongoing process of review and alignment. 

Therefore, under the leadership of Upper Management, we updated our strategic plan 

in 2016, by strengthening the strategic postures and future positions and incorporating 

new methodologies that will further facilitate their understanding and monitoring for 

compliance with planning.

Based on the Bank's strategic definition, we aligned our relevant aspects with regard 

to sustainability, and reassessed, redefined and prioritized them according to our 

commitments, stakeholder expectations, definition of material aspects by the sector 

and the assessment of the Dow Jones Sustainability Index. This reduced the number of 

aspects to be managed and we focused more on our strategy and the steering thereof. 

This resulted in 20 material aspects that covered the organization's main strategic lines of 

action. For further information, go to: Davivienda's 2016 Materiality Report. 

In addition, all of our domestic and foreign subsidiaries have adopted the guidelines of our 

sustainability strategy. 

In 2017, we will update all our material aspects and management indicators, adjusted to 

the GRI standards.

OUR STAKEHOLDERS
Our stakeholders are essential to the 

value chain. Therefore, we identified 

the main actors in the daily 

operation of our business.

OUR SUSTAINABILITY 
STRATEGY IS ALIGNED WITH 
ALL OUR SUBSIDIARIES.

SUSTAINABILITY MEANS 
WORKING FOR EVERYTHING 
THAT WILL CONTRIBUTE 
TO A BETTER FUTURE.
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DIALOG WITH OUR STAKEHOLDERS

CUSTOMERS
We understand the importance of maintaining permanent dialog with our customers, in 

order to identify their needs and offer products adapted to the situation of the different 

productive sectors, which will enable us to create long-term value.

In the particular case of the agricultural sector, we contributed to the development of 

strategies that allow the financing of businesses tailored to the needs of these customers, 

so that they are environmentally sustainable over time. In 2016, we carried out meetings, 

congresses and events in different municipalities of the country, according to the needs 

of each regional context, which allowed us to approach more than 1,100 new producers 

in the areas of coffee, bananas, rice and cattle.

GOVERNMENT
The main objective of relations with this stakeholder is to build a comprehensive portfolio 

of products and services for the beneficiaries of the Más Familias en Acción program, 

who are paid through DaviPlata.

Every two months, before distributing the program subsidies, an operating committee 

meeting is held to discuss the logistical aspects of payment and the customer and 

beneficiary service strategy in order to offer them an optimal, reliable, user-friendly and 

simple experience. The operational, commercial, service and risk areas of Davivienda take 

part in this activity, along with employees of the Government's Administrative Department 

for Social Prosperity.

INVESTORS AND ANALYSTS
Our main interest is to provide our analysts and investors in equity and fixed income products 

with reliable information so they have updated figures of the Bank's performance in order 

to facilitate decision-making regarding investment. In 2016, we carried out approximately 

100 “1 on 1” meetings, we took more than 200 calls related to concerns regarding financial 

aspects and provided economic results related to Davivienda's performance.

In addition, we provided four deliveries of financial results, with the participation of 

approximately 30 analysts, who are responsible for updating the valuation models for 

IN ORDER TO CREATE 
VALUE IN THE LONG 
TERM, WE MAINTAIN 
PERMANENT DIALOG 
WITH OUR CUSTOMERS.
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forecasting the Bank's performance. Through ongoing dialog, the Investor Relations team 

identifies their needs, learns the aspects to be improved and makes the corresponding 

changes.

SUPPLIERS
We held training and development meetings on topics including corporate responsibility, 

risk management in the supply chain, social and environmental risk, and service seminars. 

We also carried out the 4th Training Event on Risk Management for Suppliers, which 

allowed the updating of 40 suppliers in organizational ethics, cyber risks, data protection 

law, environmental strategy and climate change, and renewable energies, among other 

topics.

In our Tejedoras de Servicio y Comandos de Excelencia programs, 2,363 employees 

who provide surveillance, cleaning and catering services were trained on topics such as 

service attitude, teamwork, personal improvement and financial education.

Also, in 2016 we visited suppliers' facilities in order to support them in the analysis of 

risks related to the contracted service, and we carried out business conferences to which 

we invited 195 suppliers in order to get to know their service portfolio and identify 

opportunities to develop commercial relations.

COMMUNITY
Through our Mis Finanzas en Casa financial education program, we created face-to-

face experiences and fun activities for children, young people and adults in order to raise 

awareness regarding the relevance of this topic. These experiences accompanied, among 

others, important events of the Military Forces in the cities of Valledupar, Tunja and Bogotá. 

Also, Mis Finanzas en Casa was present at business events in the departments of Boyacá 

and Meta.
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INNOVATION 
For eight years, we have been consolidating an Innovation Model in Grupo 
Bolívar. At Davivienda, we experience innovation as an essential pillar for 
designing simple, reliable and customer-friendly experiences.

We conceive innovation as a process that requires both internal and external talent and 

knowledge, in order to respond adequately to the challenges and the pace required 

by the world today. We have developed a model that, in addition to summoning and 

highlighting the culture, addresses innovation through partnerships and programs with 

other companies, the Government, universities and the entrepreneurial ecosystem.

DAVIVIENDA, A HIGHLY INNOVATIVE COMPANY
In 2016, the National Government, led by Colciencias, defined a new strategy to recognize 

companies that demonstrated over the last three years the following as Highly Innovative 

Companies:

 + Systematic performance of processes and defined organizational structure for 

innovation.

 + Annual budget allocated for research, development and innovation activities 

(R+D+I).

 + Qualification of the individuals engaged in the R+D+I process.

 + Introduction of innovations on the market.

This was how our Bank was accredited by Colciencias as one of the 89 Highly Innovative 
Companies in Colombia.

WE JOINED THE INNOVATION PACT 
This initiative, led by Colciencias, is a voluntary agreement between companies, other 

actors in the innovation ecosystem and Colciencias itself, in order for the business world 

to invest in innovation as a growth and development strategy.

At Davivienda, we signed the Innovation Pact, in order to drive economic development 

in Colombia, improve competitiveness and achieve the target of the 2014-2018 National 

Development Plan, which includes reaching an investment of 1% of the GDP in science, 

technology and innovation activities by 2018 and 1.8% of the GDP of Bogotá by 2019.

DAVIVIENDA, ACCREDITED 
BY COLCIENCIAS 
AS ONE OF THE 
HIGHLY INNOVATIVE 
COMPANIES 
IN COLOMBIA.

Libertad y Orden
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OPEN INNOVATION WITH UNIVERSITIES 
In 2016, we continued to strengthen our Open Innovation program in partnership with 

Universidad de los Andes, Universidad Jorge Tadeo Lozano and Cesa, for students to help 

us solve business challenges that have a direct impact on customers.

In a partnership with Cesa, we designed the Week Challenge, which brought together 30 

students during a week of immersion, with innovation methodologies and the assistance 

of mentors, to solve two business challenges of Grupo Bolívar. This way, in addition to 

contributing to our challenges, students gain business experience with important lessons.

HACKATHON, A METHODOLOGY FOR INNOVATION 
In 2016, we implemented the Hackathon format, a new innovation methodology to solve 

business challenges in a few days, in order to develop products and services that improve 

the customer experience. We carried out two events:

Hackathon Panama: 28 participants of the organization

Hackathon Israel: 50 fintech developers, of one of the 

most advanced ecosystems in the world

In 2017, we will finish implementing the selected solutions.

INNOVATION ACCELERATOR 
In order to accelerate the implementation of projects with a mobile first approach with 

a high impact on the customer, we created the Innovation Accelerator, a structure that 

allows the assessment and allocation of resources and the monitoring of these initiatives.

This structure, gives us the opportunity to experiment and make prototypes of solutions 

with ease, taking into account the customers' and business' perspectives, in order to 

develop high impact innovations that allow us to transform our business.

STARTUPS, STRATEGIC PARTNERS
We believe in the talent of young entrepreneurs, their knowledge of customer service, 

product development and their agility on the market. That is why we attract startups 

through a win-win relationship in which the entrepreneurs improve their model and 

scalability capacity, while we strengthen our value proposition for the customer.

INNOVATION 
ACCELERATOR, 
TO DEVELOP 
HIGH-IMPACT 
INNOVATIONS. 

HACKATHON, A NEW 
INNOVATION 
METHODOLOGY TO SOLVE 
BUSINESS CHALLENGES 
IN A FEW DAYS.
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In 2016, we integrated the Davivienda Buildings app in our 
portfolio, designed in a co-creation with the Bank to facilitate 
life in residential complexes, which offers new features to 
improve the customer experience in this niche.

In order to reach the startups, we sponsored and participated 
in events such as Colombia 4.0 and Digital Bank, and we 
cooperated with incubators and accelerators in Colombia 
(Wayra), Europe (Mundilab) and Israel (SIT). This way, experts 
in attracting, assessing and filtering the startups help us select 
those that could add greater value to the offering to our 
customers.

RESEARCH, LEARNING AND RECOGNITION, ENGINES FOR INNOVATION 

Through Observatorio i, we monitor the global trends that drive our innovation processes, 
with findings and research that allow us to learn about inspiring 
innovations and the trends that are revolutionizing business.

In the seventh Premio de Innovación Familia Bolívar, all the 
teams that implemented innovative projects in the Group's 
companies were recognized. This year, Davivienda, including 
subsidiaries, nominated 175 innovation achievements, 14 of 
which were winners.

DIGITAL TRANSFORMATION
In 2016, we made progress in digital mobility; with the implementation of new technologies 
and by steering our customers toward digital channels; we achieved a progressive digital 
adoption, that allowed us to surpass 1 million digital customers, which is a growth of 
31% in monetary transactions compared to 2015, and nearly 1 million downloads of our 
apps.

We aim to reduce the use of cash by our customers, generate security, ease and control 
over their spending, through greater efficiency. The challenge for 2017 is to offer the 
possibility to acquire  our products and services through digital channels.

FOURTEEN OFTHE BANK'S 
ACHIEVEMENTS, WINNERS 
OF PREMIO DE INNOVACIÓN 
FAMILIA BOLÍVAR.

WE BELIEVE IN THE 
TALENT OF YOUNG 
ENTREPRENEURS, 
THEIR KNOWLEDGE 
AND AGILITY. 

WE SURPASSED 
ONE MILLION
DIGITAL CUSTOMERS AND 
ONE MILLION 
DOWNLOADS OF OUR APPS.
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MANAGEMENT OF RELATIONS WITH OUR CUSTOMERS
We have a team that creates reliable, simple and friendly experiences 
for our customers.

 

In 2016, we focused our efforts on:

 + Strengthening the culture of service, by creating the 

comprehensive Mi Casa program, through which 

we aim for our employees to use the brand properly, 

provide excellent service, take care of their image and 

communicate with ease in comfortable and pleasant 

atmospheres. Through our advertising gist —humor 

and real-life experiences—, we mobilized more than 

12 thousand employees as a single team to provide 

customers with simple, reliable and friendly experiences.

 + Providing inclusive experiences, by launching the accessibility project in a 

partnership with the Ministry of Information and Communications Technology 

(MinTIC) through the Relief Center, which allowed us to serve individuals with 

visual or hearing impairment at our offices and the Call Center.

 + Innovating in the form of measuring customer satisfaction, by implementing 

digital mechanisms for customer surveys and channel monitoring, thus increasing 

the number of respondents, channels and sales force.

The results are reflected in the Banking Sector Satisfaction Survey conducted by 

Customer Index Value in 2016, in which customers gave us a score of 79.5 points, 

ranking us in second place in recognition of our service.

79.5 POINTS.
OUR CUSTOMERS RANKED 
US SECOND PLACE IN 
TERMS OF SERVICE.
(BANKING SECTOR SATISFACTION SURVEY)
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BUSINESS
We believe in businesses that promote the generation and protection of the 
wealth of people, families, companies and countries.

 

COLOMBIA

HOUSING PORTFOLIO
 + In 2016, we maintained our leadership in financing housing loans in Colombia, 

with disbursements amounting to COP 3.8 trillion, up 7% from the figure recorded the 

previous year, and a proprietary and securitized portfolio balance of COP 14.4 trillion, 

up 14% from 2015.

 + We have continued to channel resources to finance housing purchases for the families 

from the most vulnerable sectors of the population, through our active participation 

in government housing programs that offer them this possibility.

  

 + Leadership in disbursing loans with FRECH II hedging1, holding a 40% share. This 

Government benefit provides financing for new LIH2 by hedging a percentage of the 

interest rate during the first seven years of the loan taken with the bank of their choice.

1 FRECH: General Reserve Fund for Mortgage Portfolio Stabilization (Fondo de Reserva para la 
Estabilización de Cartera Hipotecaria, in the Spanish original) is a benefit provided by the National 
Government and administered by the Central Bank.

2 LIH: low-income housing: Housing that meets all the criteria for habitability, quality standards in urban 
design, architecture and construction with a maximum value of 135 minimum monthly salaries (SMMLV, 
for the Spanish original).

ECONOMIC DIMENSION
WE UNDERSTAND A BUSINESS MODEL TO BE ECONOMICALLY VIABLE WHEN WE 
MANAGE FINANCIAL RESOURCES RESPONSIBLY, ETHICALLY AND EFFICIENTLY 
IN ORDER TO REMAIN PROFITABLE OVER TIME AND HAVE THE CAPACITY TO GENERATE 
DEVELOPMENT AND WELLBEING FOR OUR STAKEHOLDERS.

DAVIVIENDA, A LEADER IN 
HOUSING FINANCING:
COP 3.8 TRILLION IN 
DISBURSEMENTS.
COP 14.4 TRILLION IN 
PORTFOLIO BALANCE.
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 + We had a share of 30% in the Non-LIH FRECH programs.

 + Through Casa Ahorro, the program to promote the acquisition of housing by families 

with an income of up to two SMMLV1, we held a share of 52%.

 + In the Mi Casa Ya program, aimed at households with incomes between 2 and 4 

minimum salaries, which receive Government subsidies for the down payment on the 

home and the interest rate on bank credit, we reached a share of 39%.

 + We provided more than 30 thousand low income households with the opportunity 

to make their dream of buying their own home (LIH) come true; in this segment, we 

were the bank with the highest share of loan disbursements, at 44%; in addition, we 

held a share of 51% in residential leasing to purchase non-LIH homes.

 + In construction loans, we disbursed COP 3.2 trillion, 40% of which was used for LIH, 

thus reaffirming our commitment to participate in the Government's Mi Casa Ya and 

Casa Ahorro programs.

For further information on how to access these programs, go to the Ministry of Housing, 

City and Territory website, by clicking here.

Challenges and Goals
 » Maintain the lead in individual loan disbursements and increase our share in 

construction loans.

 » Continue to support our customers in making their dream of having their own 

home come true, through our participation in the National Government's new 

program for 30 thousand free homes.

1 SMMLV: minimum monthly salary.

COP 3.2 TRILLION IN 
DISBURSEMENTS FOR 
CONSTRUCTION LOANS.

31% LIH mortgagesNon-LIH mortgages 45% 

24% Residential leasing

DISTRIBUTION OF THE 
MORTGAGE PORTFOLIO 

BY DISBURSEMENTS
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24% BUS MARKET.
14% TAXI MARKET. 
DAVIVIENDA, LEADER IN 
FINANCING PUBLIC SERVICE 
VEHICLES IN COLOMBIA.

COP 1.2 TRILLION 
IN DISBURSEMENTS 
FOR FINANCING 
PRIVATE VEHICLES.

PERSONAL BANKING

We developed sustainable mobility schemes
In 2016, we financed private vehicles for COP 1.2 trillion and grew 32% compared to the 

previous year, for a total portfolio of COP 1.9 trillion, in a context of increasing interest rates 

and decreasing sales of new vehicles.

In line with our environmental strategy, personal banking promotes a portfolio of products 

to finance assets that generate environmental benefits; in 2016, we launched Eco-Vehicle 

loans, aimed at hybrid and electric vehicles. In 2017, we will continue to strengthen this 

line, in a partnership with importers.

We supported the businesses of transportation entrepreneurs 
In 2016, we became the leading entity in public service vehicle financing in Colombia, 

with a 24% market share. The support for our customers to renew and expand their 

fleets of buses through agreements with transportation companies, meant a 5.7% 

increase in disbursements for financing inter-municipal transport vehicles, which totaled 

COP 82 billion.

We encouraged the financing of taxis
Traditionally, nearly 50% of taxi drivers have financed the purchase of these vehicles by 

going to entities that are not overseen by the Colombian Financial Superintendence, with 

interest rates greater than the usury rate.

In 2016, we assisted more than four thousand customers in renewing their taxi, for 

COP 126 billion, contributing to the consolidation of their business and promoting their 

inclusion in the financial system. In order to deliver an offer tailored to business needs, we 

granted loans to finance the vehicle and the permit1, and we extended our coverage to 

four new cities. This is how we ended the year as the leading entity in financing taxis, with 

a share of 14%.

We financed the renovation of the public transportation fleet
We played an active role in the renovation of Medelllín's public transportation fleet 

(TPM, for the Spanish original), a project of the city and the metropolitan area of Valle de 

Aburrá, which intends to reorganize collective urban transportation with the participation 

of small-scale drivers, by ensuring their permanence in the business. 

1 Permit to provide the service of individual passenger transport.
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We proposed the financing of the vehicle fleet through the "collection agreement" 

mechanism along with the collection company for the payment of the installments, 

granting one-to-one financing, thus supporting drivers in the acquisition of nearly 50 

clean-technology vehicles, which represent loans of nearly COP 13 billion.

Our growth in the urban passenger segment was 45% compared to 2015, a portfolio 

balance of COP 49 billion, 499 customers and a growth of 31%.

Challenges and Goals
 » Maintain the lead in the financing of passenger vehicles.

 » Grant loans to taxi drivers who are not yet the owners of the vehicles, by supporting 

them in building their wealth.

 » Continue to support taxi drivers and owners in the renovation of their fleets.

Colombians Abroad
We firmly believe that family remittances from abroad have a significant impact on the 

economy and play a decisive role in the sustenance of many families in our country.

 

In 2016, we paid more than 2 million transactions through our physical and virtual 

channels; along with Seguros Comerciales Bolivar, we designed an insurance product that 

protects the money received by the beneficiaries of the remittances and we engaged new 

partners that make it easier for our compatriots abroad to send money and help us have 

more efficient payment channels. 

In financing housing loans, we assisted more than 700 customers living abroad in 

building their wealth in Colombia, growing 40% in disbursements compared to 2015 for a 

total of COP 34.2 billion.

In 2017, we will continue to strengthen our supply of products, services and channels, 

tailored to the needs of Colombians abroad and their families.

We supported the employees of our companies with payroll loan agreements
We strived to deliver financial wellbeing to the employees of companies in Colombia. 

With a comprehensive supply of products, we supported more than 360 thousand 

employees and their families through our payroll loans, which amounted to a balance of 

COP 5.9 trillion.

MORE THAN 2 MILLION 
REMITTANCES FROM 
ABROAD IN 2016 FOR 
THE SUSTENANCE OF 
FAMILIES IN OUR COUNTRY 
AND COP 34.3 BILLION 
IN HOUSING LOANS.

COP 5.9 TRILLION 
IN BALANCE OF PAYROLL 
LOANS FOR MORE THAN 
360 THOUSAND EMPLOYEES.
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In 2016, we expanded our supply of fixed loans to the payroll loan agreements for 

employees with an income starting at COP 1.5 million and a valid account. These loans 

are intended to cover any personal need and offer easy payment of installments through 

automatic debit from the payroll account. To date, one thousand customers have been 

benefited with a balance of COP 12 billion.

CORPORATE BANKING

We supported new entrepreneurs that drive the country's growth
We continued supporting the growth of the economy by offering comprehensive loans, 

investment and cash management products and services for small and medium-sized 
enterprises with sales of up to COP 20 billion per year, particularly financing for sectors 

such as services and small businesses. In 2016, we disbursed COP  4.2  trillion, with a 

growth of 29%, benefiting more than 85 thousand companies.

We expanded the service portfolio through commercial leasing
A year after the merger with Leasing Bolívar, we have achieved the objective set by 

Corporate Banking to extend the service portfolio to its customers with leasing for the 

financing of earning assets. We increased its portfolio from COP 1.1 trillion to COP 1.8 trillion 

and we served more than 5,700 customers, thus supporting the companies to acquire 

the earning assets they require for their operation.

We continued to drive the growth of the agricultural sector
In 2016, we supported small, medium and large-scale producers by financing resources for 

the production of agricultural goods, as well as the processing and sale thereof.

We had a 15% portfolio growth compared to 2015, going from COP 765 billion to 

COP 1.2 trillion, strengthening the agricultural chain in which the small and medium-

scale producers participate, mainly in cattle, coffee, palm and rice farming activities. This 

was how we benefited more than two thousand customers from 248 municipalities 
in the country.

We also carried out disbursements for COP 724 billion in agricultural and coffee-grower 
cards, which enabled us to finance working capital needs in the agricultural activities of 

production and sale. This was how we benefited nearly nine thousand customers.

In 2017, we expect to disburse around COP 246 billion to our agricultural customers.

COP 4.2 TRILLION 
IN LOANS DISBURSED TO 
MORE THAN 85 THOUSAND 
SMALL AND MEDIUM-
SIZED COMPANIES.

COP 1.8 TRILLION
LEASING DAVIVIENDA 
PORTFOLIO TO SERVE MORE 
THAN 5,700 CUSTOMERS.

COP 1.2 TRILLION
PORTFOLIO OF THE 
AGRICULTURAL SECTOR 
IN 248 MUNICIPALITIES 
OF COLOMBIA.
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We supported small-scale producers through microfinance loans
With the support of the United States Agency for International Development (USAID), 

through the Rural Finance Initiative (RFI), we provided resources via microfinance loans 

under a differential commercial model for small-scale producers, which are traditionally 

excluded from the financial system. This initiative is intended to promote financial 

education, access to credit and increasing the number of people using the banking system 

in rural and urban areas of the country. In 2016, we disbursed COP 1.28 billion, which 

benefited 619 producers in four municipalities with Davivienda offices and impacted ten 

municipalities of investment, mainly in coffee, plantain, blackberry and avocado farming 

activities.

In 2017, we expect to disburse six thousand transactions amounting to COP 9 billion 

and to expand our coverage to impact ten municipalities with Davivienda offices and 44 

municipalities of investment.

We financed the construction of a more modern and competitive country
Infrastructure
In 2016, we carried on with our commitment to financing infrastructure in Colombia: we 

took part in the fourth generation road projects with COP 2.6 trillion and in private 

initiative PPPs1, of which loan agreements were signed for COP 945 billion, making us 

one of the primary local entities to finance these projects, thanks to the development of 

the areas in the Bank specialized in the analysis, structuring, management and control of 

this type of projects.

We approved an international leasing product for USD 50 million, of which we 

already disbursed USD 45 million for the Sociedad Portuaria del Cayao (SPEC) project in 

Cartagena, the country's first regasification plant and an additional source of fuel for the 

thermal electricity sector.

We took part in the financing of the expansion of the Bogotá-Villavicencio highway, for 

COP 40 billion, and the expansion of the Barranquilla airport, where we will contribute 

COP 50 billion as part of a syndicated loan.

We participated in the financing for the acquisition of Isagen by Canadian firm, Brookfield 

and the expansion of Almacenes Éxito in Brazil with COP 125 billion.

Social Infrastructure
In 2016, we disbursed COP 278 billion through the Findeter rediscount portfolio 

for social infrastructure, mainly for financing hospitals, clinics and healthcare centers 

1 Public Private Partnerships

COP 1.28 BILLION 
IN MICROFINANCE LOANS 
FOR 619 RURAL SMALL-
SCALE PRODUCERS, 
THROUGH THE RURAL 
FINANCE INITIATIVE 
(RFI) PROGRAM.

WE PARTICIPATED 
IN FOURTH 
GENERATION 
ROAD PROJECTS 
AND PPPS FOR 
COP 2.6 TRILLION.
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in Colombia. This was how we helped strengthen the 

service infrastructure, in order to provide greater coverage 

and offer quality healthcare services that are affordable 

to the entire population.

We also supported the educational sector by financing the infrastructure of universities 

and educational corporations, for COP 69 billion.

NATIONAL BANKING
National banking is focused on providing financial solutions to municipalities and 

departments, which make up 80% of our financial volume. In 2016, we financed 

projects for COP 41.3 billion and, at the end of the year, the total portfolio amounted to 

COP 138 billion.

In deposits, we reached COP 1.6 trillion and 2,484 customers distributed in municipalities, 

departments, State industrial and commercial companies, public utility companies and 

other decentralized companies.

In 2017, our objective will be to focus on our customers and engage new municipalities by 

financing their government plans.

DOMESTIC SUBSIDIARY BUSINESSES

DAVIVIENDA CORREDORES
Brokerage firm with 39 years of experience on the capital 

market, contributing to the country's economy and 

increasing the wealth of our customers.

In 2016, BRC Standard & Poor´s provided an initial rating of AAA in Counterparty Risk, 
which indicates that the firm's financial situation, operational capacity and positioning 

on the market are extremely strong, consolidating it as a sound organization that is 

sustainable over time.

The amount managed in collective investment funds grew 47% in 2016, while the industry 

grew 16%.

In 2016, it managed assets of more than 130 thousand customers for COP 20.9 trillion, 
generating an accumulated profit of COP 7.7 billion and a growth of 1,078%, making it the 

COP 347 BILLION 
DISBURSED TO FINANCE 
HOSPITALS, CLINICS, 
HEALTHCARE CENTERS 
AND EDUCATIONAL 
INSTITUTIONS 
IN COLOMBIA.

COP 138 BILLION 
NATIONAL BANKING 
PORTFOLIO IN 2016.

AAA
COUNTERPARTY RISK 
RATING FOR DAVIVIENDA 
CORREDORES.

COP 20.9 TRILLION 
IN MANAGED ASSETS 
OF MORE THAN 130 
THOUSAND CUSTOMERS.
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leader of the capital market.

The fixed income product, managed by Davivienda Corredores, allows customers to 

invest their surplus liquidity with confidence, stability and a broad range of terms and risks; 

to do so, the Colombian market offers conservative investment portfolios, with recurring 

income. Fixed income had a 127% budget execution and a growth of 39% compared 

to the previous year, mainly due to a greater number of transactions with domestic and 

foreign customers and counterparties.

Davivienda Corredores also manages the Interest, Multi-scale, Active Strategy and 
Action collective investment funds (CIFs), for COP  1.7  trillion of 14,600 customers, 

providing them with access to the domestic and foreign capital market, with the benefits 

of diversification, managed by a team of experts. In 2016, the CIFs had a 23% share in 

revenue and a growth of 15% compared to the previous year.

In terms of managed value, the CIFs in Colombia grew 16% compared to 2015, while 

the CIFs managed by Grupo Davivienda grew 31%, as follows: 47% those managed by 

Davivienda Corredores and 23% those managed by Fiduciaria Davivienda.

These results are also explained by the performance of the investment banking team, with 

whom we structured the most significant transaction on the Colombian capital market.

Challenges and Goals
 » Continue adapting the supply of products and services with differentiating factors 

according to customer needs.

 » Begin the construction process to identify the current situation and the ideal 

experience by customer segment, aimed at the Private Banking segment.

For further information, go to the Davivienda Corredores website, by clicking here.

FIDUCIARIA DAVIVIENDA
In 2016, we strengthened our synergy strategy with 

Fiduciaria Davivienda to strengthen the supply of 

products. Therefore, in 2016, the funds managed by this 

affiliate exceeded COP 2.9 trillion, with a growth of 23% 

compared to 2015, and nearly 82 thousand investors who entrusted the management of 

their resources through our collective investment funds. This performance was reflected in 

the (P) AAA rating by BRC Investor Services, which is the highest granted by the agency in this 

39%, FIXED INCOME 
GROWTH COMPARED 
TO 2016.

COP 1.7 TRILLION 
MANAGED COLLECTIVE 
INVESTMENT FUNDS OF 
14,600 CUSTOMERS.

MORE THAN 
COP 2.9 TRILLION IN 
FUNDS OF 82 THOUSAND 
INVESTORS MANAGED BY 
FIDUCIARIA DAVIVIENDA.
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aspect. Among the management and sale of our fiduciary products, we would like to highlight 

the inclusion of Fondo de Inversión Seguridad Bolívar in our portfolio. The fund, which 

was managed by Seguridad Compañía Administradora de Fondos de Inversión, began to 

be managed by Fiduciaria Davivienda in October 2016, thus strengthening the investment 

alternatives focused on customers seeking the growth of their capital in the long term.

It is important to highlight the solid growth of the Fondo 

de Pensiones Voluntarias Dafuturo in 2016, in which 

the opening of five new investment alternatives through 

the Conservación I, Conservación II, Conservación III, 

Conservación IV and Inmobiliario Multi-portfolios increased the product supply along with 

the other eight multi-portfolios, contributing with a 25% annual growth on the level of 

funds managed for nearly 140 thousand customers. Dafuturo has become an alternative 

for those who want to build savings to consolidate their wealth, obtain different return 

options and enjoy tax benefits.

In November, SGS renewed the Quality Certification of Fiduciaria Davivienda for three 

years.

For further information, go to the Fiduciaria Davivienda website, by clicking here.

Challenges and Goals

 » Achieve a sustained growth of 25% in commission income from collective 

investment funds and Dafuturo.

 » Grow in trust business commissions by approximately 4%

 » Place the market share of collective investment funds at 6.1%, compared to the 

5.7% obtained in 2016

 » Achieve a market share of 7.3% in voluntary pension funds

FOREIGN SUBSIDIARY BUSINESSES

 + Costa Rica. The construction sector had the highest portfolio growth in the country, 

at 28%. It was followed by the housing sector, at 24%. The growth of the real estate 

sector was 12%, standing at USD 151 million. 

 + Honduras. The most dynamic sector was that of construction, with a growth of 32%, 

followed by the energy sector, in which we financed companies for renewable 

DAFUTURO:
13 ALTERNATIVES 
FOR INVESTMENT IN 
MULTI-PORTFOLIOS FOR 
140 THOUSAND CUSTOMERS.

 Fondo de Pensiones Voluntarias 

Dafuturo

QUALITY CERTIFICATION 
RENEWED FOR THREE YEARS.



SUSTAINABILITY REPORT 2016

SUSTAINABILITY STRATEGY 37

energy projects; this sector ended the year with a portfolio of USD 42 million. However, 

the most important portfolio was housing, at USD 211 million. 

 + El Salvador. The most dynamic sector was that of construction, with a growth of 

246%. In turn, the portfolio in which we invested the most resources was housing, 

with a balance of USD 291 million. The energy sector portfolio grew 17%.

 + Panama. All the country's portfolios grew: real estate, construction, energy and 

housing. The energy sector had the largest growth at 98%, followed by housing at 

79%.

RISK MANAGEMENT
Our comprehensive risk management is based on a solid and independent 
governance structure focused on the achievement of strategic objectives with 
foundations of risk management, administration and control that support the 
growth of the businesses and take advantage of opportunities.

On principle, the general corporate risk system of Grupo Bolívar prioritizes having a 
comprehensive view of the different risks assumed in its businesses, while recognizing 

specialization as a key factor in the management of the assumed risks. It is an evolutionary 

process that is built and nourished by the experiences of teams that have worked in the 

Group in both the financial and insurance sectors.

This strategic definition includes all the dimensions of the organization, from entities to 

business units and divisions, based on a concept that identifies and assesses the risks and 

opportunities involved in the strategy, which facilitates decision making through a strict 

control environment and a clear, well-informed corporate governance structure.

According to the basic guidelines of security and professionalism, the Bank's commercial, 

risk and operational areas must be separate from each other and work according to their 

specialties. However, to take advantage of the synergy with Grupo Bolívar's companies, 

there are cross-cutting risk systems that provide support for the development of tools for 

the management thereof, including operational risk, internal control and fraud.

The areas specializing in risk are responsible for promoting the proper control scheme for 

each of them. Therefore, the Executive Vice Presidency of Risk controls the liquidity and 

GRUPO BOLÍVAR 
AND ITS COMPANIES
HAVE A COMPREHENSIVE 
VIEW OF THE DIFFERENT 
CORPORATE RISKS.
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market risk management, and maintains the proper levels of capital for the Bank and its 

subsidiaries; in addition, Loan Risk manages the policies for granting loans, assesses the risk 

of mass, SME, business and corporate portfolios, and maintains a proper risk-profitability 

balance.

CONTROL BODIES IN COMPREHENSIVE 
RISK MANAGEMENT

Board of Directors
The members of the Boards of Directors of Davivienda and its subsidiaries, as primary 

coordinators of corporate governance, assess the risk related to the business in depth and 

support the work of the tax and control bodies.

Corporate Risk Committee
This committee is responsible for coordinating and supervising that all the risk systems 

are performing their functions in a comprehensive, appropriate and independent manner, 

ensuring that the overall risk levels are within the parameters approved for the execution 

of the strategy.

Audit Committee
This committee supervises the internal and external audit activities in terms of the 

assessment of the methodology and the implementation of the Bank's risk management 

model, and provides recommendations regarding the steps taken by the different risk 

committees.

Internal Audit
The Internal Audit analyzes and monitors the Bank's internal control system and constantly 

analyzes the risk to determine whether the processes, limits and controls are in line with 

the policies and responsibilities established in the manuals.

Executive Vice Presidency of Risk and Vice Presidency of Corporate Investment Risk 
These vice presidencies participate in the construction and definition of all the policies 

designed to fulfill the strategic objectives, taking into account the Entity's risk profile, and 

monitor risk management for Davivienda and its subsidiaries.

Risk Committees 
The risk committees are defined based on risk type and their purpose is to assess the risk 

policies, mechanisms and procedures implemented by the Bank.
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EMERGING RISKS

Corporate risk management consists of the review of the risk management processes 

and the allocation of resources to ensure that the emerging risks are correctly identified, 

assessed and managed from strategic planning to the daily processes at all levels of the 

Organization.

At Davivienda we continuously review the conditions of the environment with the aim 

to identify changes that may affect our strategy and objectives, and make the necessary 

adjustments to adapt to variations in the business.

Through the Organization's strategy and objectives, Upper Management has identified 

four emerging risks that are subject to monitoring and control:

CYBER RISKS AIMED TO AFFECT THE AVAILABILITY OF FINANCIAL SERVICES
This risk may eventually involve massive loss or compromise of business information, 

economic impact associated with reputational damage due to the loss of service and 

legal impact due to the occurrence of risks associated with the compromise of personal 

data.

In order to mitigate it, the area of Information Security carries out technological and process 

upgrades, in order to increase our ability to detect and contain threats and potential cyber 

attacks in time. In addition, we have designed and implemented a series of intrusion tests 

and simulations to assess the security posture, as well as to improve the cyber security 

strategy and the ability to respond to possible attacks and incidents of this kind.

CYBER RISKS AIMED AT MASS THEFT OF INFORMATION TO COMMIT FRAUD
This risk may result in the massive loss or compromise of sensitive information, economic 

impact associated with reputational damage, economic impact due to the occurrence of 

fraud and legal impact due to the occurrence of risks associated with the compromise of 

personal and sensitive data.

In order to mitigate it, the area of Information Security carries out technological and process 

upgrades, in order to increase our ability to detect and contain threats and potential cyber 

FOUR EMERGING 
RISKS ARE SUBJECT 
TO MONITORING AND 
CONTROL IN DAVIVIENDA.
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attacks in time. In addition, we have designed and implemented a series of intrusion tests 

and simulations to assess the security posture, as well as to improve the cyber security 

strategy and the ability to respond to possible attacks and incidents of this kind.

INTERNATIONAL POLITICS RISK
This risk is related to changes that may take place in the world and their possible impact 

on world trade, thus giving rise to distortions in supply chains and the negotiation of 

international treaties. In Colombia, this risk impacts the exchange rate and the incomes of 

households that receive remittances from abroad.

The international politics risk is also the result of possible changes in the world oil industry 

and the self-sufficiency of primary consumers through the development of their transport 

infrastructure (oil pipelines) and the use of technologies, such as fracking. Depending on 

the magnitude of this phenomenon, there may be a further decrease in oil production in 

our country, along with its impact on long-term growth. In order to manage this risk, we 

monitor international economic politics and we constantly provide Upper Management 

and the Board of Directors with the main events occurred on financial markets, as well as 

local and international macroeconomic outlooks.

TAX RISK DUE TO REGULATORY COMPLIANCE WITH LEGAL IMPLICATIONS
This risk is the result of regulatory interpretation and the differences in criteria that may 

exist with the tax authorities.

Also, there may be operational risk due to the controls that must be implemented, 

which, if not made correctly, can give rise to system failures, which result in alterations of 

information, either regarding integrity or accuracy. In this event, the reputational risk arises 

regarding customers, which is materialized in the complaints and claims received.

Failure to fulfill tax obligations would give rise to a negative impact based on the fines 

imposed, either due to the omission of or inconsistencies in the information that must 

be reported. There are also sanctions when acting in the capacity of a withholding agent 

responsible for sales tax, or as a taxpayer, when failing to abide by the Colombian tax laws 

or those resulting from international agreements.
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In order to mitigate this risk, the Bank has developed an internal control system for taxes, 

which includes the parameterization and monitoring of the effects of tax provisions, 

regulatory compliance, fulfillment of tax obligations and requirements, administrative 

actions and reporting within the established terms, service agreements between 

departments to control residual risks and committees to monitor and analyze events of 

relative importance or high impact.

Regulatory changes, regulations, administrative acts and the doctrines that arise for the 

proper interpretation of tax regulations, require Davivienda to constantly update and 

disseminate information to the areas of the organization that have to do with these topics.

SUPPLIERS
In order for the Organization to grow in a sustainable manner, it must develop 
partnerships with suppliers based on principles of collaboration and cooperation.

In order to do so, we are moving forward in establishing long-term relations with suppliers, 

which includes offering support for the improvement of their processes and the mitigation 

of their risks, which can contribute to their business development.

Bogotá 4,551

Cali 1,115

Barranquilla 536

Medellín 1,061

Bucaramanga 542

Coffee-growing 
region

733

Manizales 319

Pereira 289

Armenia 125

Coastal region 976

Cartagena 296

Cúcuta 222

Santa Marta 112

Montería 93

Sincelejo 76

Riohacha 41

Valledupar 134

Central 
southern 
region

1,411

Neiva 296

Villavicencio 286

Pasto 194

Ibagué 374

Tunja 200

San Andrés 61

DAVIVIENDA SUPPLIERS IN 2016

NATIONAL TOTAL: 10,925 SUPPLIERS
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SUSTAINABLE PROCUREMENT
By means of sustainable procurement, we promote good environmental and social 

practices that help strengthen suppliers' capacity to deal with new requirements on 

supply chains.

In 2016, we developed the assessment methodology and implemented the procedure 

for sustainable procurement, taking into account the Sustainable Procurement 
Management Guide designed as part of the financial system's Green Protocol Initiative, 

through Asobancaria and the Ministry of the Environment and Sustainable Development. 

This guide considers aspects, such as the origin of product components, substances 

with a potential environmental or social impact and product disposal. In addition, we 

strengthened the implementation thereof with initial training, attended by 88% of the 

employees participating in the process.

The goods and services prioritized for sustainable procurement are computers, appliances, 

stationery, lighting supplies, and surveillance, janitorial and catering services.

At the end of 2016, we assessed the procurement of lighting supplies for COP 137 million 

based on environmental and social criteria. 

We have energy-saving policies for the procurement of computers and stationery from 

sustainable forests; this criterion was applied in 2016 for the procurement of 1,400 

computers.

SUPPLY CHAIN RISK MANAGEMENT
As we continued to roll out the Supply Chain Risk Management methodology, we 

maintained the cross-cutting analysis of risks focused on Davivienda's most important 

suppliers. Thanks to the joint effort between suppliers and the different areas of the entity, 

improvements were made in the security processes, controls and procedures associated 

with certain contracted services.

Considering the economic, environmental and social perspectives, we carried out different 

actions to strengthen our knowledge of our suppliers and foster contribution to their 

development, paying special attention to those in charge of the services with the most 

impact on the entity. 

IN 2016, WE IMPLEMENTED 
THE PROCEDURE 
FOR SUSTAINABLE 
PROCUREMENT.
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We are constantly analyzing our suppliers and procurement management process in order 

to define and make improvements in their control systems. We also assist the areas that 

use the contracted services in relation to the management of the risks inherent to the 

execution of activities by third parties. Furthermore, we analyze the conditions, guarantees 

and risks associated with the contracts signed with different suppliers. 

In accordance with the methodology, we visited the facilities of our strategic suppliers 

in order to strengthen ties, get to know their business in further detail and contribute to 

the improvement of their processes and management of the risks associated with the 

contracted operation.

By means of the Environmental and Social Risk Management System (ESRMS), we assessed 

our strategic suppliers regarding:

 + Certifications and awards

 + Good practices

 + Prevention and mitigation of environmental impacts

 + Use of water and energy resources

 + Labor and working conditions

 + Regulatory compliance

 + Community management

 + Adaptation and mitigation of climate change

This methodology has allowed us to categorize environmental and social risk as A, 
B or C, considering the probability of higher to lower environmental or social impact, 

respectively, environmental and social opinion, action plans when required and follow-up 

measures to verify proper management by the supplier.

As a result, the strategic suppliers assessed were classified according to the environmental 

and social risk category, as follows: A: 0%, B: 87%, C: 13%. In general, there was evidence 

of commitment to compliance with environmental and social standards and proper 

management in the mitigation of risks.

SUPPLIER RELATIONS
Transparency, equity and ethics are the essence of our relations with suppliers, always 

observing compliance with the law, as well as the orders and instructions given by control 

and oversight bodies.

OUR STRATEGIC SUPPLIERS 
ASSESSED WERE CLASSIFIED 
ACCORDING TO THE 
ENVIRONMENTAL AND 
SOCIAL RISK CATEGORY:
A: 0%    B: 87%    C: 13%
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In this context, we have established mechanisms for relations with our suppliers that 

allow us to strengthen ties and attain their commitment to the Principles and Values of 

Davivienda and Grupo Bolívar, as well as align their social and corporate behavior therewith.

ASSESSMENT
Our most important suppliers are assessed on a semi-annual basis in order to rate their 

performance, evaluating their service, quality, availability, timeliness and post-sale service. In 

2016, the suppliers assessed received an average score of 4.4 on a scale of 0 to 5, which 

is greater than the threshold defined as the minimum. For those with lower scores, we 

carried out action plans in an effort for them to improve their rating.

DEVELOPMENT PROGRAMS
At Davivienda, we strengthen long-term relations with our suppliers through various 

initiatives. One of them is the annual risk management training event, aimed at the 

most important suppliers. In 2016, we strengthened knowledge on topics such as:

 + Organizational ethics

 + Cyber risks

 + Data protection law

 + Environmental and climate change strategy

 + Renewable energy

 + Operational risk management

 + Prevention of money laundering risks

 + Terrorism financing 

During the last event, 61 employees of our strategic suppliers were trained.

This training has enabled them to make improvements in their risk management 
schemes, which has had a positive impact on the Bank's supply chain. As a success 

case, one of our suppliers received a certification that ensures its company meets the 

national and international requirements regarding labor, occupational health and safety, 

environmental management and business integrity standards.

On another note, we carried out personal development programs tailored to the 

needs of some of our suppliers, categorizing them according to the type of service they 

provide and aiming to generate growth among their employees. In 2016, the Tejedoras 
de Servicio and Comandos de Excelencia training programs were carried out, aimed 

IN 2016, THE SUPPLIERS 
ASSESSED RECEIVED AN 
AVERAGE SCORE OF 4.4 
ON A SCALE OF 0 TO 5.



SUSTAINABILITY REPORT 2016

SUSTAINABILITY STRATEGY 45

at the individuals who provide surveillance, janitorial and catering services. Some of the 

topics covered were:

TEJEDORAS DE SERVICIO AND COMANDOS DE EXCELENCIA

MAIN PERSONAL DEVELOPMENT PROGRAMS IN 2016

TRANSPARENCY TOWARDS OUR SUPPLIERS
We continually update the information on our website in order for current and potential 

suppliers to know our Principles and Values, corporate culture and policies, as well as 

our engagement, selection, awarding and procurement criteria. The primary purpose 

is to maintain symmetry in the information between the Bank and suppliers, take 

advantage of the efficient systems in place in the administrative process and grow together 

in the implementation of transparent actions.

For further information, go to our website for suppliers, by clicking here.

PARTICIPANTS

Etiquette and protocol 36

Water and energy waste 14

Service training
    • The four agreements
    • Personal improvement
    • Teamwork

1,594

"Mis Finanzas en Casa” 24

Human Rights - Security 695

Total 2,363

NEARLY 2,400 
INDIVIDUALS TRAINED 
THROUGH PERSONAL 
DEVELOPMENT PROGRAMS. 
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According to our environmental policy, benchmarks and external commitments, we 

develop our environmental strategy through the following lines of action: 

 + Environmental and Social Risk Management System (ESRMS)

 + Eco-efficiency

 + Environmental products and programs

ESRMS
The Environmental and Social Risk Management System is aligned with the assessment 

processes of Corporate, Construction and Business Loans and the assessment of strategic 

suppliers that comply with the policies established in terms of amounts, terms and 

sensitive activities.

The framework methodology for the analysis of environmental and social risks is aligned 

with the International Finance Corporation (IFC) performance standards and assesses 

the following aspects:

 + Assessment and management of social and environmental impacts and risks. 

 + Labor and working conditions

 + Resource efficiency and preventing pollution

 + Cultural heritage

 + Education and income programs for the community

 + Community health and safety

 + Land acquisition and involuntary resettlement

ENVIRONMENTAL DIMENSION
WE UNDERSTAND THAT A BUSINESS MODEL IS ENVIRONMENTALLY CORRECT 
WHEN THE ENVIRONMENTAL IMPACT OF OUR BUSINESS ACTIVITIES IS TAKEN INTO 
ACCOUNT AND MITIGATED.
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 + Promotion of good practices

 + Environmental and/or social certifications and recognitions

 + Biodiversity conservation and sustainable management of living natural resources

 + Indigenous people

 + Adaptation and mitigation of climate change

 + Compliance with related legislation

In 2016, we assessed 269 credit transactions of the corporate, construction and business 

segments for COP  6  trillion, recording a 35% increase compared to the previous year. 

According to the established conditions of monitoring and frequency, we conducted 584 

monitoring activities of updates corresponding to credit transactions assessed previously 

in ESRMS.

IN 2016, WE ASSESSED 
269 CREDIT TRANSACTIONS 
FOR THE CORPORATE, 
CONSTRUCTION AND 
BUSINESS SEGMENTS 
FOR COP 6 TRILLION.

2015 2016

RISK CATEGORY
NUMBER OF 

ASSESSMENTS
AMOUNT

NUMBER OF 
ASSESSMENTS

AMOUNT

Category A  98  
1,591,963  147  3,550,157 

Corporate Loans  8  481,150  17  2,064,148 

Construction Loans  81  1,038,409  117  1,360,814 

Business Loans  9  72,404  13  125,195 

Category B  100 2,149,800  122  2,473,905 
Corporate Loans  16  877,207  7  567,013 

Construction Loans  62  1,154,176  108  1,892,172 

Business Loans  22  118,417  7  14,720 

Category C  2  48,710  -  - 
Corporate Loans  1  40,000  -  - 

Construction Loans  -  -  -  - 

Business Loans  1  8,710  -  - 

Transactions assessed  200  
3,790,473  269  6,024,062 

Approved 
transactions  200  

3,790,473  269  6,024,062 

LOANS ASSESSED WITH ESRMS 

 (IN MILLIONS OF COP)
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ESRMS MONITORING

Considering the infrastructure program being carried out in Colombia for the construction 

of fourth generation (4G) highways and in order to promote the proper management of 

environmental and social risks, we have applied our ESRMS methodology in the structuring 

and approval of the loans; in 2016, we reviewed nine projects.

We also aligned ESRMS in Panama, thus fulfilling the objective of aligning our subsidiaries 

in Central America with this methodology.

Challenges and Goals
 » Our objective in 2017 is for 100% of the corporate, business and construction loans 

to comply with the ESRMS criteria.

SUSTAINABLE INVESTMENT
The assessment and allocation of investment limits of Grupo Bolívar on issuers from the 

local and international financial sector involves quantitative and qualitative aspects. The 

latter include environmental, climate change, labor, human rights, sustainability and other 

topics, which are assessed using a sustainable investment rating model that includes 

elements from the ESRMS methodology. We monitor the indicators defined in the 

assessment model on an annual basis.

In 2016, we assessed 76 issuers form the local and international financial sector: 79% of 

the entities from the financial sector with whom Grupo Bolívar has defined investment 

limits are categorized at higher levels of implementation of the sustainability criteria.

TRAINING AND DISCLOSURE
In 2016, we trained our employees in classroom-based and virtual sessions, in the aspects 

that make up our environmental strategy.

2015 2016

Corporate segment 103 108

Construction segment 282 413

Business segment 88 63

Total monitoring assessed 473 584

79% OF THE ENTITIES 
FROM THE FINANCIAL 
SECTOR WITH WHOM 
WE HAVE RELATIONS ARE 
AT HIGHER LEVELS OF 
IMPLEMENTATION OF THE 
SUSTAINABILITY CRITERIA.
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DAVIVIENDA EMPLOYEE TRAINING IN 2016

As part of the Green Protocol, we carried out the Sustainability in Banking virtual course, 

in order to share the strategies and purposes of this agreement with the sector employees. 

In addition, we reached 11,400 employees with the Banco Davivienda Sustainability 
Strategy course, covering 95% of the employees enrolled.

FOREIGN SUBSIDIARIES
ESRMS is applicable to the loan applications of corporate banking customers in our 

subsidiaries in Central America. Therefore, it is aligned with the processes of assessment 

and extension of these loans, subject to compliance with the policies defined regarding 

amounts, terms and sensitive activities. The framework methodology for the analysis of 

environmental and social risks is aligned with the International Finance Corporation (IFC) 

performance standards and Davivienda Colombia policies. In addition, we will implement 

the ESRMS in our Panama subsidiary in 2016.

Taking the implementation of this system into account, we obtained the following results 

in 2016:

ESRMS ASSESSMENTS IN CENTRAL AMERICA IN 2016 

 (IN MILLIONS OF USD)

SUBSIDIARY
ASSESSMENTS

MONITORING
NUMBER AMOUNT

El Salvador 7 49.6 70

Honduras 10 75.9 7

Costa Rica 52 512.1 52

Panama 1 7.7 –

Total 70 645.3 129

USD 645 MILLION ON 
ESRMS ASSESSMENTS 
IN CENTRAL AMERICA.

11,400 EMPLOYEES 
RECEIVED TRAINING ON THE 
SUSTAINABILITY STRATEGY.

TOPIC STRATEGY EMPLOYEES

Awareness and reinforcement of ESRMS policies 
Classroom-based 

workshop
188

Green credit lines and solar energy
Classroom-based 

workshop
150

Green Protocol - Sustainability in Banking Virtual course 365

Banco Davivienda's Sustainability Strategy Virtual course 11,396
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At our Honduras subsidiary, we promoted the implementation of the environmental 
and social risk analysis in the financial system: we worked with Asociación Hondureña 

de Instituciones Bancarias (AHIBA) on the creation of the Green Protocol; at the end of 

2016, we were at the design stage of the Social and Environmental Risk Management 

(GRAS, for the Spanish original) System, identifying the environmental and social risks and 

categorizing them in the loan portfolios of the country's financial institutions.

OPERATIONAL ECO-EFFICIENCY
We promoted and implemented good practices that encourage thesustainable 
consumption of natural resources, reduce operating costs and optimize pro-
cesses.

The objective of the environmental strategy in eco-efficiency is to achieve the efficient use 

of natural resources and contribute to the mitigation of climate change through programs 

and initiatives that incorporate a culture of efficiency and the use of technological solutions 

in the Organization.

All the eco-efficiency programs have a strategy of dissemination through the Bank's 

internal communication channels and communication pieces that promote the proper 

use of resources and environmental protection.

We promote good practices in the use of resources through the Eco-efficiency chapter, 

which is part of the Davivienda Sustainability Strategy virtual course.

In 2016, we recognized the branches that demonstrated the greatest reductions in the 

consumption of energy, paper from printing and CO2 emissions from air travel in 2015. The 

winners were Santander, Boyacá and Antioquia, with savings of 17%, 14% and 11.2%, 

respectively1.

CARBON FOOTPRINT
We contributed to the mitigation of greenhouse gas (GHG) emissions by measuring and 

reporting the carbon footprint and designing plans to decrease it, based on the following 

parameters:

 + Scope 1: Consumption of coolants for air conditioning and fuel

 + Scope 2: Electricity consumption

 + Scope 3: Consumption from air travel and use of paper

1 Average reductions weighted according to criteria.
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5,463 5,019

3,366

2014 2015 2016

 2015 - 2014 2016 - 2015

Variation by square meter -11% -35%

Variation by FTE1 -11% -35%

SCOPE 1

Emissions from the use of fuel 
and coolants (Ton CO2)

Reduction of 35% Ton CO2/FTE1

9,041 8,624

7,251

2014 2015 2016

 2015 - 2014 2016 - 2015

Variation by square meter -7% -18%

Variation by FTE1 -8% -19%

SCOPE 2

Emissions based on consumption of 
electricity (Ton CO2)

Reduction of 19% Ton CO2/FTE

1,067
1,234 1,357

2014 2015 2016

 2015 - 2014 2016 - 2015

Variation by square meter 13% 7%

Variation by FTE1 12% 6%

1  FTE: Full time equivalent. Method to measure the number of full time 
employees required to carry out the work done at a company.

SCOPE 3

Emissions from air travel and use of paper 
in 2016 (Ton CO2)

Increase of 6% Ton CO2/FTE
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We achieved a reduction of 35% in Ton CO2/FTE compared to the previous year regarding 

emissions from scope 1 and 19% in scope 2, while in scope 3, there was a 6% increase in 

emissions, as a result of including the emissions from the use of paper, corresponding to 

185 tons of CO2; however, there was a 9% reduction in emissions from air travel.

Total: 11,974 tons of CO2, equivalent to 1.17 Ton CO2/ FTE. We achieved a reduction of 
23% in emissions per employee and 20% in total emissions compared to the previous 

year (2015: 14,877 CO2/FTE).

REDUCTION IN ENERGY CONSUMPTION
The energy efficiency program contributes to the reduction in our organization's electricity 

consumption and carbon footprint. The following actions were executed in this framework 

in 2016:

 + Installation of 27 electricity consumption meters at administrative buildings and 

offices to obtain information that allows management to learn the effectiveness of 

the strategies implemented.

 + Redesign and change to the LED lighting system at administrative buildings and 

offices of the branches in Colombia (25 thousand m2).

 + Change of 112 signs of 83 offices; the new ones consume 50% less energy.

 + Renewal of 36 air conditioning systems with high energy efficiency standards.

 + Software to switch off computers automatically at the end of the working day.

 + Consultancy in energy efficiency with emphasis on offices, in order to prioritize 

technical implementations.

Scope 1
3,366 Ton CO2 (28%)

Scope 3
1,357 Ton CO2 (11%)

CARBON FOOTPRINT 
2016

Scope 2
7,251 Ton CO2 (61%)
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As a result, we had a  27% MWh/m2 reduction in energy consumption compared to the 

2014 base year, and 18% compared to the previous year. Between 2015 and 2016, we 

invested nearly COP 9,700 million in the energy efficiency project, which enabled us to 

exceed the established goal.

Considering the achievement of the goal and the excellent results in savings obtained in 

2016, we redefined the energy consumption reduction goal; by 2019, we expect to have 

reduced consumption in KWh/FTE by 6% compared to 2016, as follows: 3% by 2017, 2% 

by 2018 and 1% by 2019.

USE OF RENEWABLE ENERGY
Aware of the need to promote the use of renewable energy with technologies such as 

solar energy self-sufficiency systems, in 2016, we conducted the viability study, defined 

the offices to install solar panels and applied for tax benefits with the authorities.

WASTE MANAGEMENT AND PROTECTION OF FOREST RESOURCES

Waste management and recycling
In 2016, we implemented the recycling procedure for all the service offices in Bogotá 

and provided 159 waste and recycling points for the Bogotá and Cali branch offices.

 

For proper final disposal, we incinerated the hazardous waste corresponding to lights and 

printer cartridges; by means of disassembly, cutting and decontamination, the hazard-

ous components or those that require special handling for Waste Electrical and Electronic 

Equipment (WEEE) were separated. Total: 72 tons handled.

We recycled 202 tons, 94% of which were paper from purging inactive files; the rest was 

reusable waste.

IN 2016, WE IMPLEMENTED 
THE RECYCLING 
PROCEDURE IN ALL 
THE BOGOTÁ OFFICES.

INDICATOR 2014 2015 2016
FTE 9,526 9,844 10,226
Energy consumption MW 47,087 43,336 36,392
Energy consumption MWh/FTE 4.9 4.4 3.6
Energy consumption MWh/m2 0.16 0.14 0.12

COP 9.7 BILLION 
INVESTED IN THE 
ENERGY EFFICIENCY 
PROGRAM.
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PROPER DISPOSAL OF WASTE IN 2016 

(IN TONS)

We generated efficiencies in the documental management process on the national level 

for COP 61 million, from purging inactive files. 

The income obtained from the waste management program was used for awareness 

activities: through marine planting, we contributed to the reestablishment of the coral 

reef on Isla Fuerte, Colombia, bearing in mind that coral reefs are considered the world's 

most diverse ecosystems, sometimes harboring 25% of marine biodiversity and that 

coral ecosystems contribute to feeding 10% of human beings. The exploitation of these 

ecosystems has led to the disappearance of 25% of the coral reefs in the world, while the 

remaining 75% is listed as threatened. The coral colonies we planted are estimated to 

capture 30.6 kg of CO21 per year.

Paper-Free Bank
In order to protect forest resources, we promote the efficient use of paper by monitoring 

through indicators that measure the files printed by each office on the national 

level,promoting good printing practices and the use of efficient printers.

This led to an 8% reduction in printing in Colombia. This indicator is calculated by 

comparing the same number of printers in 2016 compared to 2015. The goal set for 2017 

is to reduce printing by 15%.

USE OF PAPER

1 10% margin of error. Source: Technical report regarding the planting.

INDICATOR 2014 2015 2016

Tons  207  217  197 

kg / FTE 22 22 19

INDICATOR 2014 2015 2016

Reusable waste  38  227  202 

Hazardous waste and WEEE NR 37 72
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COP 50 MILLION INVESTED 
IN WATER AND ENERGY 
SAVING MECHANISMS 
FOR THE ADAPTATION 
OF 12 NEW OFFICES.

WE HAVE CONTINUED 
WORKING FOR THE 
EFFICIENT MANAGEMENT 
OF WATER RESOURCES.

WATER EFFICIENCY
In order to promote the efficient use of water, we carried out the following activities in 

2016: 

 + We implemented the use of devices that use less water in the renovation and 

remodeling of our offices, estimating an annual reduction of 61 m3 per office.

 + We promoted waterless car washes for our employees in the parking lots of the 

administrative offices in Bogotá. We reached 1,495 washes, which mean savings of 
334 m3 of water and an estimated 238 Kg of CO2 emissions avoided by not moving 

the cars.

WATER CONSUMPTION

In 2016, we had an 8% m3/FTE reduction in water consumption compared to the previous 

year.

SUSTAINABLE CONSTRUCTION
Aware of promoting sustainable construction and efficient energy, water and material 

use at our offices and facilities, we equipped 12 new offices with water-efficient faucets 

and toilets and LED lighting (constructed area of 2.3 thousand m2) with an environmental 

investment of COP 50 million, corresponding to the procurement and implementation 

of more efficient technologies, through which we achieved reductions of approximately 

10% on energy consumption and between 6 and 20% in water consumption compared 

to traditional technologies.

MOBILITY
We promoted convenient transportation for the employees of our administrative buildings 

in Bogotá. In 2016, we moved forward in restructuring the taxi pooling strategy and 

Enrútate, which is a a route system for 18 to 20 passengers headed to the same point or 

on the same route, which allowed the mobilization of 1,325 passengers on 631 trips using 

vehicles converted to CNG.

INDICATOR 2014 2015 2016

Water consumption m3 90,724 91,944 87,522

Water m3 / FTE 9.5 9.3 8.6
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We encouraged mobility strategies, such as Carpool Week and the use of bicycles, by 

providing parking in the administrative buildings.

Challenges and Goals
 » Energy: reduce the consumption of energy by 2019 by 6% MWh/FTE compared 

to 2016, with the following goals: 3% by 2017, 2% by 2018 and 1% by 2019.

 » Water efficiency: reduce consumption in m3/FTE by 6% compared to 2016. 

 » Carbon footprint:  

• Scope 1: reduce emissions (Kg CO2/FTE) by 1% compared to 2016. 

• Scope 2: reduce emissions (Kg CO2/FTE) by 3% compared to 2016. 

• Scope 3: reduce emissions from the use of paper (Kg CO2/FTE) by 10% 

compared to 2016.

 » Waste management: extend recycling to 5 new branch offices. 

 » Paperless Bank: reduce printing by 15% compared to 2016.

 » Encourage the use of bicycles by employees of the administrative offices. 

FOREIGN SUBSIDIARIES
In 2016, we moved forward in optimizing procedures to generate eco-efficiency indicators 

and measure the carbon footprint of our operation in each country. 

We have consolidated the indicators managed, and the resulting information will allow us 

to identify the progress of each environmental program and project.

ECO-EFFICIENCY INDICATORS IN 2016

Carbon emissions 
In accordance with the standardization of the methodology to measure the carbon 

footprint in our subsidiaries in Central America, in 2016, we consolidated the information 

for the initial reporting of the Scope 2 carbon footprint measurement corresponding to 

the consumption of energy by our facilities:

EL SALVADOR COSTA RICA HONDURAS

Energy (kWh) 8.0 million 3.7 million 5.5 million

Water (m3) 55,536 23,765
(Meas. in 

construction)

Use of paper (Ton) 42 21.3 46

Reusable waste (Ton) 5 9 3
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WE CARRIED OUT ENERGY 
EFFICIENCY STRATEGIES, 
SUCH AS THE RENEWAL OF 
AIR CONDITIONING SYSTEMS.

                           SCOPE 2 CARBON FOOTPRINT MEASUREMENT1

ACTIVITIES AND PROJECTS BY COUNTRY 

El Salvador
We are still focused on implementing new projects to reduce the consumption 
of electricity, for which we have carried out strategies, such as the renewal of air 

conditioning systems and, currently underway, the change to LED lighting in the Edificio 

Centro Financiero building (constructed area of 23 thousand m2), with an investment 

of approximately USD 891 thousand. These initiatives will lead us to reductions of 10% 

in 2017 compared to consumption in 2016, which represent 35% of Davivienda's total 

consumption in El Salvador. 

The Less Paper, More Future initiative allowed us to move forward in sending account 

statements by e-mail to nearly 40% of credit card customer portfolio. In addition, in order 

to improve results, we included the Zero Paper strategy in the program, which is focused 

on reviewing processes to reduce the use of paper. The goal for 2019 consists of reducing 

consumption by 15% compared to 2015, with an interim annual goal of 5%.

Costa Rica 
We were awarded with the Blue Ecological Flag, receiving a total of 14 flags for our 

environmental management in 2016. The program assesses the actions to achieve savings 

in the use of energy, water, fuel and greenhouse gases, responsible waste management 

by separating at the source and recycling, and the company's green procurement and 

promotion of environmental education and offsetting activities.

1 Calculation according to the GHG Protocol methodology implemented by Davivienda Colombia 

with the support of Cecodes. Local emission factors were taken into account for each country.

14 FLAGS
IN COSTA RICA, WE WERE 
AWARDED WITH THE BLUE 
ECOLOGICAL FLAG FOR 
OUR ENVIRONMENTAL 
MANAGEMENT.

ENERGY 
CONSUMPTION 

(kWh)

EMISSION 
FACTOR (Kg 

CO2/kWh)

CO2 
EQUIVALENT 

(TON)
EMISSION FACTOR SOURCE

El Salvador 8.0 million 0.68 5,441
http://www.marn.gob.sv/descarga/factores-
de-emision-de-la-red-el-salvador-2011/ 

Costa Rica 3.7 million 0.038 142
http://cglobal.imn.ac.cr/sites/default/files/
documentos/factoresemision-gei-2016.pdf

Honduras 5.5 million 0.366 2,018
National Climate Change Directorate, 
under the Secretariat of National Resources 
(Ministry of the Environment)
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WE ARE FOCUSED ON 
CARRYING OUT EVENTS 
TO CREATE A GREEN 
CULTURE AMONG OUR 
ENTREPRENEURS.

In order to promote sustainable construction, our main buildings have been designed 

to reduce water and electricity consumption through the use of natural light, ventilation 

mechanisms, power on and off hours, controlled air-conditioning and efficient sink 

and toilet technology. At our branch offices, we are using LED lighting. Similarly, as a 

contribution to forest restoration, 750 trees were planted in 2016 through volunteer work 

of our employees.

Honduras
We have carried on the Efficiency Program that we have been implementing in the 

country for the last three years; therefore, we expect to finish the building centralization 

project in Tegucigalpa in June 2017, which consists of remodeling the La Torre building, 

increasing its capacity and installing high-efficiency air conditioners and LED lighting.

ENVIRONMENTAL PRODUCTS AND PROGRAMS
We generate environmental value for our customers and the community 
through products and services that support the protection and conservation 
of the environment, the prevention, management and/or mitigation of our 
environmental impact, and the mitigation of and adaptation to climate change.

COLOMBIA

Green Lines
We offer green credit lines with the aim to grant funding with own resources as well as with 

rediscount lines, to our customers of Corporate, Business and SME Banking that implement 

cleaner production, energy efficiency, renewable energy and sustainable infrastructure 

projects that allow them to prevent, manage and/or mitigate environmental impact and 

adapt to climate change.

In 2016, our greatest efforts were aimed at carrying out events to create culture among 
our entrepreneurs, regarding the importance of encouraging the use of renewable 

energy, particularly solar energy, and obtaining tax benefits for using them and for 

implementing production processes with efficient technologies. Representatives from 37 

companies attended the events carried out in the Coastal region of Colombia.
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We financed projects with environmental benefits using our own resources, as well 

as Bancoldex and Findeter rediscounts, mainly to promote infrastructure projects for 

the development of energy and potable water, basic sanitation, and the prevention 

and mitigation of environmental impacts. In 2016, we disbursed COP 89 billion, which 

represented a growth of 24% in portfolio balances compared to the previous year, 

amounting to nearly COP 382 billion.

In 2016, we trained 150 employees from the commercial areas through classroom-based 

workshops on topics such as green credit lines and the use of solar energy.

Green personal banking products
We promoted a portfolio of products and services for financing assets that generate 

environmental benefits. In doing so, in 2016, we offered Eco-Vehicle, a new line of credit 

aimed at financing electric or hybrid vehicles. In 2017, our efforts to consolidate this line 

of credit will continue.

Challenges and Goals
 » Consolidation of the Eco-Vehicle line of credit.

 » 15% increase in green credit line portfolio balances, compared 

to the previous year.

Urban vegetable gardens
We developed theory-practice environmental programs by establishing and caring for 

urban vegetable gardens in order to raise awareness and train our employees, retirees and 

their families.

In 2016, we trained a group of 19 members of the Bank's Retiree Club, in sessions that 

raised their awareness through practice in concepts such as sustainability, climate change, 

food security, wellbeing and health.

EL SALVADOR
In 2016, we financed projects with environmental benefits through corporate banking, 

such as the installation of solar panels and the construction of a treatment plant for 

USD 4.3 million.

Along with the Fundación Zoológica de El Salvador, for the seventh consecutive year, we 

participated in the agreement to carry out the Sea Turtle Conservation Program; this 

FOR THE SEVENTH 
CONSECUTIVE YEAR, 
WE PARTICIPATED IN 
THE AGREEMENT TO 
CARRY OUT THE SEA 
TURTLE CONSERVATION 
PROGRAM.
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initiative is linked to the Green Savings Accounts, in which customers contribute to 

the conservation of this species by opening their account with the scheduled monthly 

increases. 

Personal banking provides Green Life Insurance. The accumulated placement of nearly 

100 thousand policies with our customers has promoted environmental education, 

reforestation and ornamentation in El Salvador. In 2016, we carried out reforestation and 

beach and lake cleaning activities through the Hand in Hand with the Earth program, 

organized in a partnership with Fundación Salvador del Mundo (Fusalmo) and the 

participation of our employees in volunteering sessions.

The Sustainable Companies Club allows the creation of a network for our customers to 

share ideas, knowledge and successful experiences through free access to seminars and 

conferences on sustainability. Throughout 2016, we held the following events:

 + Energy Efficiency: Investment plans and market, conferences with the support 

of the USAID Regional Clean Energy Initiative. We also have the collaboration of the 

National Center for Cleaner Production in the presentation of successful business 

experiences. 43 of the Bank's corporate customers participated.

 + Sponsoring ten of our customers to attend the sustainable finance seminar of 

the Corporate Council for Sustainable Development: Trends and best business 
practices in sustainability.

COSTA RICA 
In 2016, we disbursed green funds amounting to USD 15 million, from Finance in Motion, 

a German entity that promotes the financing of companies that have an internationally 

recognized environmental certification.

We also carried out promotion activities for the protection of water, ecology and 

biodiversity aimed at families who are customers of the bank through the Suma Sueños 

children's savings account. These promotions increased the opening of savings accounts.

HONDURAS
In 2016, we continued to support the conservation of the olive ridley sea turtle, an 

endangered species, by releasing 5 thousand newly hatched turtles on the Honduran 

coasts, effectively contributing to the maintenance of the coastal ecosystems through the 

conservation of endangered species.

USD 15 MILLION 
DISBURSED IN GREEN 
FUNDS IN COSTA RICA.

Club de Empresas
Sustentables



SUSTAINABILITY REPORT 2016

ENVIRONMENTAL DIMENSION 61

17,380 EMPLOYEES1 

OF DAVIVIENDA IN 2016, 
INCLUDING DOMESTIC AND 
FOREIGN SUBSIDIARIES.
62% ARE WOMEN.

OUR PEOPLE
We believe in our people and we value their desire to learn and understand, their 
innovative capacity, their attitude towards teamwork and their commitment to 
achieving excellence.

That is why we have developed programs that strengthen their skills, especially leadership, 

we ensure safety at work and design benefits that improve their quality of life and that of 

their families.

OUR EMPLOYEES IN 2016

SOCIAL DIMENSION
WE UNDERSTAND THAT A BUSINESS MODEL IS SOCIALLY FAIR WHEN WE GO 
BEYOND WEALTH GENERATION, AND THROUGH THE BUSINESS AND SKILLS WE HAVE 
DEVELOPED, WE AIM TO GENERATE VALUE FOR OUR EMPLOYEES AND THE COMMUNITY.

Employees in Colombia + domestic and foreign subsidiaries 17,3801

Employee turnover 7.2%

New employee rate 7.5%

Salary ratio 1.29

Employees with a temporary contract 1,096

Employees with a permanent contract 16,269

Part-time employees 1,002

Full-time employees 16,378

Temporary employees 15

1 All types of contracts are taken into account, including SENA apprentices and temporary employees.
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12.587 EMPLOYEES 
AT THE BANK, IN COLOMBIA.
63% ARE WOMEN.

53% ARE WOMEN 
IN MANAGEMENT 
POSITIONS AT THE BANK, 
INCLUDING DOMESTIC AND 
FOREIGN SUBSIDIARIES.

MEN WOMEN TOTAL

Banco Davivienda (Colombia) 4,620 7,967 12,587

Fiduciaria Davivienda (Colombia) 65 138 203

Davivienda Corredores (Colombia) 211 170 381

Costa Rica 435 511 946

El Salvador 706 1080 1,786

Panama 80 66 146

Honduras 546 742 1,288

Miami 15 28 43

Total 6,678 10,702 17,3801

MEN WOMEN TOTAL

Banco Davivienda Colombia 111 122 233

Fiduciaria Davivienda (Colombia) 7 3 10

Davivienda Corredores (Colombia) 16 18 34

Costa Rica 19 34 53

El Salvador 36 40 76

Panama 4 5 9

Honduras 62 60 122

Miami 2 3 5

Total 257 285 542

EMPLOYEES OF DAVIVIENDA + SUBSIDIARIES IN 2016

GENDER DIVERSITY IN MANAGEMENT POSITIONS

TRAINING AND DEVELOPMENT OF HUMAN CAPITAL

We qualify and certify our employees to provide excellent customer service through 

ongoing training since they start working. We have induction programs, job training, skills 

refresher and development courses, aligned with the fulfillment of the Organization's 

strategic objectives and focused on their personal and professional development.

1 All types of contracts are taken into account, including SENA apprentices and temporary employees.
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TRAINING PER EMPLOYEE IN 2016

 (AVERAGE HOURS PER YEAR)

POSITION LEVEL
VIRTUAL 
COURSES

CLASSROOM-
BASED 

TRAINING 
(INTERNAL)

Women

Level 1
Administrators, area directors, managers and 
higher

2 43

Level 2
Supervisors, chiefs, coordinators and leaders

5 46

Level 3
Level I, II and III professionals and specialists

2 44

Level 4
Basic positions

4 23

Total average women 3 32

Men

Level 1
Administrators, area directors, managers and 
higher

2 33

Level 2
Supervisors, chiefs, coordinators and leaders

4 47

Level 3
Level I, II and III professionals and specialists

2 48

Level 4
Basic positions

3 22

Total average men 3 34

Total average 3 33

FACULTY OF BUSINESS
In 2016, we focused on management, executive and advisor positions to train 

specialists in the corporate banking business, contribute to their development and 

support our strengthening strategy:

 + 120 hours of training

 + 402 employees trained

 + 90% of employees certified

 + Investment: COP 1.8 billion

 + Segments: business, corporate and 

SME
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SME SEGMENT
Employees trained:

 + On-the-job training (classroom-based): 137 +    Refresher courses (class.-based): 131

 + Refresher courses (virtual): 2,268  +    Specialized (classroom-based): 356

Faculty of Investment
This initiative is aimed at the sales force that attends the premium plus segment, to 

train specialists in investment, who advise and generate long-term sales relations with 

our customers. In 2016, we trained investment and specialized help desk advisors, and 

premium executives.

 + 46 advisors     +     Investment: COP 90 million

 + 200 hours of training

Other training programs
We also trained our employees through different programs that strengthen their skills and 

abilities to ensure the best performance in their roles. To do so, they were trained in law 

and other important topics for the organization:

 + Operational Risk Management System (SARO, for the Spanish original)

 + Consumer Service System (SAC, for the Spanish original)

 + Anti-Money Laundering and Counter-Terrorism Financing (AML/CTF) Management 

System

 + Foreign Account Tax Compliance Act

 + Internal Control System (ICS)

 + Environmental and Social Risk Management System (ESRMS)

 + Familia Bolívar Code of Ethics

 + Continuity Plan

Certifications in legal matters granted in 2016: +     12,500 employees

      +     6 certifications

      +     98% average compliance

In addition: +     220 employees trained in human values

  +     1,240 employees trained in services

  +     13,251 employees trained in conduct and ethics

  +     5,500 employees trained in security school

WE TRAIN SPECIALISTS IN 
INVESTMENT, SPECIALIZED 
HELP DESK AND PREMIUM 
EXECUTIVES AT OUR 
FACULTY OF INVESTMENT
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TRAINING AND DEVELOPMENT

 (ANNUAL HOURS OF TRAINING PER EMPLOYEE)

TRAINING AND 
DEVELOPMENT

EMPLOYEES WHO 
PARTICIPATED, 
CLASSROOM-

BASED

HOURS OF 
CLASSROOM-

BASED TRAINING 
PER EMPLOYEE

EMPLOYEES WHO 
PARTICIPATED, 

VIRTUAL

HOURS OF 
VIRTUAL TRAINING 

PER EMPLOYEE

2013
Women 6,113 56 8,766 6

Men 3,323 52 4,988 5

2014
Women 5,059 47 8,942 7

Men 2,578 44 5,189 6

2015
Women 5,892 32 8,973 5

Men 3,113 30 5,216 5

2016
Women 5,564 32 9,498 3

Men 2,995 34 5,423 3

Total 2016 8,559 14,921

14,900 EMPLOYEES 
TRAINED VIRTUALLY 
THROUGH OUR NEW 
DIGITAL TOOLS.

2016:  GREATER EMPLOYEE 
PARTICIPATION IN VIRTUAL 
TRAINING PROCESSES THAN 
CLASSROOM-BASED ONES.

The digital evolution has allowed us to use tools that make the combination between 

training content and time more efficient, to the point of enrolling more employees in 

virtual than in class-based processes in 2016.

Training in ethics and conduct

EMPLOYEES TRAINED

Throughout the year, we provided training on topics related to anti-corruption practices and 

organizational culture, raising individual and collective awareness among our employees, 

which is essential in our management and is a part of the Corporate Governance System, 

which is why we are recognized for our transparency and integrity.

Furthermore, we published the Code of Ethics to strengthen our organizational culture 

and values, and learn the ethical values promoted by Grupo Bolívar, as well as the internal 

2013 2014 2015 2016

Code of Ethics (applies for anti-corruption) 738 1,354 1,526 12,701

Anti-money laundering 10,553 11,928 12,134 12,279
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policies, laws and regulations to act consistently and build trust and credibility in our 

stakeholders.

Skills management and continuous lifelong learning programs that encourage 
leadership 

INSTITUTIONAL DIPLOMA COURSES

Challenges and Goals
 » In 2017, we will continue optimizing the virtual training processes in a more 

digital environment, which will lead us to transform learning in order to reach a 

larger population and fulfill the purpose of being easier, more friendly and 

reliable.

 » Position the SME Banker program.

PERFORMANCE ASSESSMENT

The main purpose of performance assessments is to identify the gaps and strengths of our 

employees, in order for them to identify opportunities for improvement, work on them 

and improve their contribution to the business strategy, as well as their personal and 

professional growth.

In 2016, we carried out the performance management process with employees of the Bank 

and our domestic subsidiaries, Fiduciaria Davivienda, Promociones y Cobranzas Beta S.A. and 

Ediciones Gamma S.A.

The supervisor-employee assessment assessed 11,549 employees and the employee-

supervisor assessment graded 1,898 leaders, who complied with 100% of the policies of 

time on the job and number of people (at least three), with the following results:

FINANCIAL 
MANAGEMENT

BANKING 
MANAGEMENT

TOTAL

Employees 207 76 283

Dedication 110 hours 120 hours 230 hours

Investment COP 452 million COP 233 million COP 685 million

WE ASSESSED THE 
PERFORMANCE OF 11,594 
EMPLOYEES AND 1,898 
LEADERS OF THE BANK 
AND ITS SUBSIDIARIES 
IN COLOMBIA.
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100% OF OUR EMPLOYEES ACCEPTED 
THE COLLECTIVE AGREEMENT IN 2016, 
THUS IMPROVING THEIR QUALITY OF LIFE 
AND THAT OF THEIR FAMILIES.

 + 98% of the employees have an Individual Work Plan (IWP).

 + 95% of the employees completed the supervisor-employee assessment.

 + 94% of the employees completed the employee-supervisor assessment.

 + 428 plans for improvement were created for employees with performance gaps, 18 

of which are leaders in the organization.

 + Skill strengthening: 

• 12 individual assistances, five sessions per person on average 

• Four group assistances, three team meetings on average

Challenges and Goals
 » In 2017, we will carry on with the performance assessment process, in measuring 

capacities and objectives, with emphasis on the development of action plans 

and plans for improvement in order to close performance gaps.

EMPLOYEE BENEFITS

By means of the collective agreement, we have continued to improve the quality of life of 

our employees and their families. In 2016, 100% of our employees accepted the agreement.

COLLECTIVE AGREEMENT 2016

Beneficiaries Annual unit value Total amount 
provided

Food allowance 10,848 COP 1,709,697 COP 18,547 million

Non-mandatory vacation 
allowance or bonus

10,127 COP 1,152,351 COP 11,670 million

Sports and culture 16,597 COP 133,877 COP 2,222 million

Total COP 32,439 million
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BENEFICIARIES
ANNUAL UNIT 

VALUE
TOTAL AMOUNT 

PROVIDED

Education assistance 
(sponsorship of short, 
undergraduate and 
graduate courses, etc.)

1,857 COP 3,946,213 COP 7,328 million

Housing loan 3,831 COP 2,535,385 COP 9,713 million

Healthcare policy 7,411 COP 2,749,577 COP 20,377 million

Optician service 3,915 COP 287,958 COP 1,127 million

Registration of deeds 633 COP 1,687,435 COP 1,068 million

Apprentice assistance 496 COP 713,000 COP 4,191 million

Uniforms 12,226 COP 1,351,307 COP 16,521 million

Non-mandatory bonuses 11,553 COP 2,058,135 COP 23,778 million

Bonuses for achieving 
targets or specific objectives

9,548 COP 3,043,151 COP 29,056 million

Total COP 83,381 million

BENEFITS OF THE COLLECTIVE AGREEMENT

OCCUPATIONAL SAFETY AND HEALTH

Our policy is to reach the highest possible levels of physical, mental and social wellbeing 

of our employees in order to achieve their comprehensive development.

We are aware of the need to prevent any aspects in the work environment that could 

cause harmful effects by implementing an occupational health and safety system. To do 

so, we had to:

 + Identify the hazards, assess the risks and establish controls.

 + Protect the health and safety of our employees through continuous improvement 

of the Occupational Safety and Health Management System (SGSST. for the Spanish 

original).

 + Comply with the applicable standards with regard to occupational risks.
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RESULT GOAL

Rate of professional illness 0.05 ≤2%

Rate of work-related accidents 2.70 ≤5%

Rate of days lost 0.05 ≤2%

INITIATIVES FOR THE PROMOTION OF OCCUPATIONAL SAFETY AND HEALTH 2016
 + Influenza vaccine

 + Health Fair

 + Occupational checkups

 + Training sessions

• Emergency brigades

• Ergonomics School Brigade members

 + Medical centers

• General healthcare

• Dental care

• Gym membership

 + Cervical cancer prevention

 + Medical check-ups for executives

In 2016, we invested COP  460  million in health fairs and occupational checkups, and 

COP 92 million in the operation of medical centers for our employees.

Challenges and Goals
 » Implement the strategic road safety plan with our employees.

 » Develop an office accident prevention program

 » Implement breastfeeding lounges in the three medical centers in Bogotá.

ORGANIZATIONAL CLIMATE

A key aspect in the organization is to learn our employees' perception of the organizational 

climate. Therefore, we conduct a study every two years through assessments that allow us 

to identify and improve the areas with low scores. In 2016, the employees who participated 

in the survey considered that the organizational climate supported the performance of 

their activities with a satisfaction level of 76%.

2016 INDICATORS OF OCCUPATIONAL SAFETY AND HEALTH

76%
SATISFACTION RESULT OF 
THE ORGANIZATIONAL 
CLIMATE SURVEY IN 2016.
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COMMITMENT MANAGEMENT
Aspects assessed:

 + Satisfaction

 + Value proposition to employees 

 + Organizational management

 + Leadership

 + Communication and perception

 + Participation

 + Recognition

In general, the results obtained on the Organizational Climate and Commitment survey 

are kept at high levels of favorability, showing high levels of employee commitment 

toward the company.

FINANCIAL INCLUSION
WE INCLUDE THE POPULATION IN THE 
BANKING SYSTEM THROUGH DAVIPLATA, 
OUR ELECTRONIC WALLET

At the end of 2016, DaviPlata had 3.1 million customers throughout Colombia.  This 

electronic wallet made us one of the Government's main partners in distributing subsidies 

from the Más Familias en Acción program and those of the Victims' Unit, aimed at people 

who suffered as a result of the conflict. We disbursed a total of 4.6 million subsidies for 

nearly COP 1 trillion.

Additionally, each day more companies trust 

DaviPlata as their tool for the payment of their 

employees' payroll, since it makes carrying 

out transactions easy and because of the 

advantages it offers as a safe channel at no 

cost.

In April 2016, we launched the DaviPlata app for smartphones and by December it 

had 200 thousand active customers, who enjoy an easier, more friendly and reliable 

experience to carry out their transactions through this app. 

4.6 MILLION 
SUBSIDIES FOR NEARLY 
COP 1 TRILLION, FROM 
THE “MÁS FAMILIAS EN 
ACCIÓN” PROGRAM AND THE 
VICTIMS' UNIT SUBSIDIES.

3.1 MILLION DAVIPLATA 
CUSTOMERS.
200 THOUSAND ACTIVE 
CUSTOMERS ON THE APP.
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DAVIPLATA APP, THE 
FIRST FINANCIAL APP 
IN COLOMBIA FOR THE 
VISUALLY IMPAIRED.

In October, we launched DaviPlata for the visually impaired; 

it is the first financial app in Colombia that is accessible to 

people with this condition. Through this app, we intend to bring 

our financial products to all the segments of the population and 

make a significant contribution to financial inclusion by reaching 

populations that are traditionally excluded from the formal 

financial sector, due to a lack of presence or solutions adjusted 

to their needs and living conditions.

Throughout the year, we continued to consolidate the digital payment ecosystem in 

Concepción, Antioquia, the first cash-free municipality in Colombia:

 + More than 39 thousand transactions among its inhabitants.

 + 35% of the beneficiary mothers of the Government's Más Familias en Acción 

program were insured.

 + The number of mobile phone prepayments using DaviPlata increased by 47%.

 + The virtual payment of public utilities increased by 6,750%.

 + 6,500 electronic transactions in business establishments. 

 + The electronic payment of property tax was enabled. 

 + With regard to financial education, we focused efforts on the younger population 

of the municipality and had talks about the Mis Finanzas en Casa program with the 

adult population of Concepción.

These efforts have made Concepción an innovative, internationally renowned municipality, 

as the first cash-free municipality in Colombia, something unimaginable to anyone from 

this small, relatively isolated town in the mountains of eastern Antioquia.

Challenges and Goals
 » In 2017, we want to continue consolidating as one of the key partners of the 

National Government for the distribution of subsidies.

 » We hope to continue contributing to the construction of digital and electronic 

payment ecosystems, supporting the Government in the goal to reduce cash as 

outlined in the Development Plan.

 » We want DaviPlata to continue being the main product of financial inclusion in 

Colombia, and the port of entry for people who have traditionally been excluded 

from the financial system.
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HAGA CUENTAS, 
A NEW BUDGET APP 
FOR MOBILE DEVICES:
36 THOUSAND DOWNLOADS.

FINANCIAL EDUCATION
"MIS FINANZAS EN CASA”

The objective of our financial education program is to enrich people, families 
and companies with integrity, by delivering convenient tools that will enable 
them to manage their money and build their wealth, as well as providing them 
with sufficient knowledge for the proper administration of their finances.

In an effort to increase the coverage of our tools and 

facilitate access to our financial education program, 

we launched the active presence of Mis Finanzas 

en Casa on social media such as Facebook, Twitter 

and LinkedIn, and promoted the use of our new 

Haga Cuentas, budget app for mobile devices; 

we launched a new Internet portal dedicated to 

banking correspondents and developed another 

for investors, which is expected to be launched in 

2017.

TOOLS
In 2016, the three massive Mis Finanzas en Casa tools showed the following results: 

 + e-learning portals
• On Mis Finanzas en Casa (www.misfinanzasencasa.com), our financial education 

portal for Colombian families, we launched two new virtual courses:  E-money 
deposits and Habeas data. By the end of the year, we had 13.5 thousand 

enrollments, 210 thousand hits and nearly 56 thousand courses completed on 

Mis Finanzas en Casa.

• We launched Mis Finanzas para mi Negocio (www.misfinanzasparaminegocio.
com), a new portal for banking correspondents. The objective of the portal is to 

generate added-value to and strengthen the relationship with the people and 

establishments that make up this important segment, by providing them with 

content that will support the growth of their businesses.
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 + Haga Cuentas app
• Our personal budget app for mobile devices had nearly 36 thousand downloads.

 

 + Conferences
• We designed a version of the classroom-based 

conference Mis Finanzas en Casa, particularly for 

the Military Forces. By the end of the year, 10 
thousand members of the Military Forces had 

attended.

• We continued to provide the Mis Finanzas en Casa 

conferences for the employees with payroll loan 

agreements. During the year, 537 companies 
and 51,800 employees attended and received 

the supplementary printed material.

• We defined new conference strategies for the 

different segments of the Bank and Fundación 

Bolívar Davivienda, with the assistance of the 

Corporate Volunteers that lead the latter, 

benefiting 6,700 individuals.

STRATEGIES FOR LINES OF BUSINESS

We developed and launched 3 digital experiences aimed at credit card customers, 

Davivienda portfolio and customers reported to financial information centers. We sent 

out communications addressed to 3,800 Davivienda customers, to strengthen their 

knowledge related to handling their product at different moments of truth.

DAVIPLATA

DaviPlata continued to offer easy, friendly and reliable financial education content through 

an ongoing campaign on social media.

In continuing the actions started in 2015, we provided financial education to different 

communities of Concepción, Antioquia - the first cash-free municipality - through 

Mis Finanzas en Casa financial education conferences, text messages (SMS) and the 

supplementary academic program for children and young people from the Presbítero 

Libardo Aguirre Educational Institution.

MANUAL PRÁCTICO

51,800 EMPLOYEES FROM 
537 COMPANIES ATTENDED 
THE MIS FINANZAS EN CASA 
CONFERENCE IN 2016.
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CULTIVARTE

In 2016, Mis Finanzas en Casa increased the program's coverage through financial 
education sessions as part of the Cultivarte program, reaching 38 educational institutions 

from 35 Colombian municipalities, in order to give elementary and high school students 

the chance to experience, through games, new knowledge regarding the importance of 

personal and family finance in their life.

Additionally, the children and young people who attended Cultivarte also received 

financial education in their free time thanks to the celebration of the Global Money Week 

(in March, with 7,200 beneficiaries) and Mes Universal del Ahorro (Universal Savings 

Month) (in October, with 13,700 beneficiaries).

FOREIGN SUBSIDIARIES

In 2016, we focused on consolidating the Mis Finanzas en Casa portal with local content 
for Honduras, El Salvador and Costa Rica, which we had launched in 2015. We also 

expanded the offer to bring financial education content to the child population through 

the local adaptation of Monetarium, the section of Mis Finanzas en Casa for children. 

Additionally, we carried out simultaneous, classroom-based activities such as the 

celebration of Global Money Week in March.

Challenges and Goals
 » In the first half of 2017, launch the new Mis Finanzas para Invertir portal aimed 

at investors (individuals) with emphasis on financial education, particularly 

collective portfolios, investment funds, voluntary pension funds and the stock 

market. (www.misfinanzasparainvertir.com).

 » Launch of the Financial Education Strategy through SMS for DaviPlata users.

STRATEGIC PHILANTHROPY
CULTIVARTE

We continued working for the child and adolescent population through Cultivarte, our 

program for the community, intended to promote proper use of free time among children 

and adolescents through recreational, cultural and artistic activities that strengthen values. 

This program is possible thanks to public private partnerships, and its centers have four 

35 COLOMBIAN 
MUNICIPALITIES 
BENEFITED FROM THE 
"MIS FINANZAS EN 
CASA" CONFERENCES 
THROUGH CULTIVARTE.

THE MIS FINANZAS 
EN CASA PORTAL 
WAS CONSOLIDATED IN 
HONDURAS, EL SALVADOR 
AND COSTA RICA.
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fully equipped spaces: audiovisual room, virtual classroom, playroom and a drama hall. 

In 2016, we opened a new center in Honduras and another 23 in Colombia, thus expanding 

our coverage to 61 centers in three countries.

 + 58 centers en Colombia

 + Two centers in Honduras

 + One center in Costa Rica

 + A total of 61 centers in 17 

departments

MORE THAN 67 
THOUSAND CHILDREN 
AND YOUNG PEOPLE 
VISITED OUR CULTIVARTE 
CENTERS IN 2016.

In the last five years, we have served more than 117 thousand children and young people, 

with an average daily attendance of 80 attendees per center.

In 2016, we had more than 67 thousand visitors, who enjoyed games, recreational and 

academic sessions. 14 thousand of them participated actively in programs that promote 

reading, music and art, leadership for peace and financial education.

New records of 
children and young 
people served

Openings

Closing of the 
Gamarra center 
(Santander, Colombia)

26,756

37,963

5,140
12 2418*

*

8

48,721

2013 2014 20162015

CULTIVARTE EVOLUTION
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Main results: 

 + In a partnership with the Somos caPAZes organization, 1,264 children graduated as 

peace-building agents.

 + Through the Viajes de Papel program and independent projects, we brought reading 

closer to 3,318 children.

 + 2,526 children had spaces to develop skills in art and culture. 

 + 16,600 children and adolescents were brought closer to the world of savings and 

money management through our financial education sessions.

Our service, results and partnership management model that was recognized in 2016 as one 

of the 29 best projects of Colsubsidio's Social Inclusion Biennial. This achievement and 

the smiles of our attendees encourage us to continue growing and developing innovative 

content, in an attempt to provide them with enriching and safe options for recreation.

CULTIVARTE ABROAD

Tegucigalpa and Nacaome, Honduras
Cultivarte has had a great impact on the children and young people of Tegucigalpa, where 

we have developed many programs based on values, culture, astronomy and other topics. 

 + 3,897 children and young people were beneficiaries in Tegucigalpa

 + Average daily attendance of 70 children and young people

In the interest of offering more benefits, we expanded the Cultivarte program to 

Nacaome, in the southern region of the country. This city is known for having the highest 

temperatures in the country. Therefore, the wellness area is built using materials that help 

keep the rooms cool, thus providing our visitors with comfort. This innovative system, 

called thermo-panels and thermo-roofs, creates conditions of thermal and acoustic 

isolation, while reducing carbon dioxide emissions, with environmental benefits.

Cultivarte Nacaome is the result of teamwork, in which employees and suppliers donated 

resources and time to adapt the property.

CULTIVARTE WORKS IN 
A PARTNERSHIP WITH 
DIFFERENT ORGANIZATIONS.

3,897 CHILDREN 
AND YOUNG PEOPLE 
WERE BENEFICIARIES 
IN TEGUCIGALPA.
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Guácimo, Costa Rica

Cultivarte Guácimo began operating in January 2015. In 2016, we had 1,197 children and 
young people enrolled, with an average daily attendance of 70 visitors. Furthermore, 

through cooperation agreements with institutions such as the Red Cross, the Ministries 

of Education and the Environment, and different universities, we engaged 97 employees 

who volunteered to carry out recreational activities.

CASITA DE ARTISTAS

Social program of art and culture for children from four to 

twelve years of age, through a free app and a web version, 

which was born from the desire to share the great cultural 

research conducted over nearly two decades, to pay 

tribute to the great masters of Colombian art through the 

publication of large-format books. 

We want to awaken children's appreciation for Colombian art through the knowledge of 

the life and works of great artists, while playing; this way, children not only learn about art, 

but the life stories of the artists serve as inspiration, as they illustrate life examples in which 

perseverance and discipline has made it possible to make their dreams come true.

MAIN DONATIONS

COLOMBIA
As part of our commitment to the community, in 2016 

we have continued to support  different initiatives 

with contributions of COP 13.9 billion, out of which, 
COP 9.3 billion were allocated to Fundación Bolívar 
Davivienda to develop its programs and channel 

resources to strengthen transforming and high-impact 

projects that generate skills in people, communities and organizations. During the year, 

we also encouraged our employees to participate with donations and volunteering in 

social initiatives.

1,197 CHILDREN AND 
YOUNG PEOPLE WERE 
ENROLLED IN COSTA RICA.

THROUGH THE CASITA 
DE ARTISTAS APP, WE 
AWAKENED CHILDREN'S' 
APPRECIATION FOR 
COLOMBIAN ART.

COP 13.9 BILLION 
IN DONATIONS TO 
DIFFERENT INITIATIVES 
FOR THE COMMUNITY.
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MAIN DESTINATIONS OF THE DONATIONS 

OF BANCO DAVIVIENDA IN COLOMBIA (IN MILLIONS OF COP)

MAIN DONATIONS 2016 - COLOMBIA (IN MILLIONS OF COP)

Fundación Bolívar Davivienda 9,361

Fundación Hogar Infantil Bolívar 1,525

Other foundations and corporations 520

Education - Universities and other 350

Dividends 298

Total Banco Davivienda 12,055

Banco Davivienda 12,055

Davivienda Corredores 66

Fiduciaria Davivienda 59

Total Colombia 12,180

El Salvador 1,121

Honduras 446

Costa Rica 133

Panama 21

Total 1,721

FOREIGN SUBSIDIARIES
Through our foreign subsidiaries, we allocated COP 1.7 billion to investment programs in 

the community, mainly in education, and care and conservation of the environment.

MAIN DONATIONS FOREIGN SUBSIDIARIES OF DAVIVIENDA

(IN MILLIONS OF COP)

COP 1.7 BILLION 
TO INVESTMENT PROGRAMS 
IN THE COMMUNITY, IN OUR 
FOREIGN SUBSIDIARIES.

El Salvador
In El Salvador, we made donations for COP 1.1 billion to strengthen educational programs 

through Fundación Educando un Salvadoreño (Fesa), which educates young people in 

the human, moral, academic and athletic areas in order to improve their quality of life. 

Furthermore, we worked through Fundación Amigos de la Educación (FundaEduca) to 

improve the education, as well as the material and social conditions of the country's public 

school centers.
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We carried our environmental programs together with the Fundación Zoológica de El 

Salvador, to contribute to wildlife conservation.

Costa Rica
In Costa Rica, we made donations for COP 133 million to promote corporate responsibility 

in partner companies, through the Asociación Empresarial para el Desarrollo, and we 

promoted financial education, entrepreneurship and employability in young people by 

channeling resources to the Asociación de Empresarios Juveniles de Costa Rica; finally, we 

contributed to engineer training with emphasis on the protection of natural resources.

Honduras
In Honduras, we supported programs for COP 466 million, aimed mainly at strengthening 

environmental programs, such as ecological conservation and the preservation of water 

potential of La Tigra National Park. In addition, we channeled resources toward social 

programs through United Way, in order to support vulnerable communities.

OTHER SOCIAL IMPACT SUPPORT IN COLOMBIA

COMMITTED TO QUALITY EDUCATION
We supported Universidad Nacional de Colombia with COP  250  million for the 

Academic Excellence Fund of the Bogotá campus. These resources will be used to finance 

supplementary programs abroad (internships, one-semester courses, graduation projects, 

participation in research projects) of undergraduate, as well as graduate students. In 2016, 

the program provided sustenance for 163 students for a total of COP 1.74 billion. 

WE SUPPORTED REGIONAL SOCIAL CAUSES
We sponsored social causes for COP 273 million in the regions of Bogotá, Boyacá, Santander, 

Norte de Santander, Antioquia, the Coffee-growing Region, Valle del Cauca, Tolima and 

Huila. The most representative of them include: 

 + COP 93 million in school kits delivered to the least advantaged children in different 

regions of the country. 

 + COP 89.5 million in events organized by the social managers of the municipalities 

and departments, aimed at children from low-income families and a gift-giving 

event.

 + COP 28.7 million for the adaptation of children's playgrounds, one in the 

Coffee-growing Region and another in Valle del Cauca.

IN 2016, WE SPONSORED 
SOCIAL CAUSES FOR 
COP 273 MILLION.
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 + Nearly COP 86 million to finance the "Project Assessment" course attended 

by employees of mayors' and governors' offices. This course was developed by 

Universidad de los Andes with the support of Fundación Bolívar Davivienda.

FUNDACIÓN BOLÍVAR DAVIVIENDA

Through Fundación Bolívar Davivienda, Grupo Bolívar and Davivienda reiterate their social 

commitment with high-impact programs that support and empower transformation 

projects and generate skills in people, communities and organizations to build a fairer, 

more equal and innovative company.

CORPORATE VOLUNTEERING

Through Familia Bolívar volunteers, we promote 

the solidarity and innovation of our employees, 

retirees and their families to drive the development 

of the regions where we are operating, through 

partnerships with social organizations, companies 

and governments.

GRUPO BOLÍVAR VOLUNTEERS IN 2016*

COLOMBIA
In 2016, we continued to promote our voluntary work based on knowledge and skills, 

as part of the Grupo Bolívar social projects to generate a positive impact on people and 

communities and in order to:

THROUGH 
VOLUNTEERING, 
WE PROMOTE 
THE SOLIDARITY 
AND INNOVATION 
OF OUR PEOPLE.

VOLUNTEERS HOURS DONATED

Colombia 2,970 29,041

Costa Rica 548 5,200

Honduras 732 6,024

El Salvador 1,477 6,539

Total 5,727 46,804

*  Includes employees, retirees and their families of Grupo Bolívar, 
Davivienda and the subsidiaries thereof in Colombia and Central America.
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 + Improve financial management at home and build family wealth.

 + Promote the right to life through road safety for both children and adults with the 

aim of reducing the risk of road accidents.

 + Accelerate high-impact projects.

We also worked together with Cultivarte with the aim to contribute to the good use of free 

time by children and young people, by developing programs to promote values for peace 

and reading at the different centers.

We carried on with specific activities in different cities of the country, including locative 

improvements, environmental sessions and delivery of priority LIH for savers (VIPAS, for the 

Spanish original).

We worked hand-in-hand with 21 regional leaders, who supported the execution of 

activities in the different cities of the country.

VOLUNTEERING IN COLOMBIA IN 2016

FAMILIA BOLIVAR VOLUNTEERING PROJECTS

COLOMBIA
TOTAL DAVIVIENDA 

COLOMBIA

Volunteers 2,970 1,741

COMMITMENT OF 
FAMILIA BOLÍVAR 
EMPLOYEES TO THE 
COMMUNITY:
IN 2016, MULTIPLIED THE 
NUMBER OF VOLUNTEERS 
BY SIX AND THE HOURS 
DONATED BY NINE, 
COMPARED TO 
THE PREVIOUS YEAR.

2015 2016

VOLUNTEERS HOURS 
DONATED VOLUNTEERS HOURS 

DONATED

Financial Education 67 355 85 559

Road Safety 24 31 69 251

Aflora 49 266 12 108

Emprende País 78 663 67 830

Cultivarte ND ND 811 8,389

Deliveries by Constructora ND ND 195 1. 041

Total 218 1,315 1,239 11,178
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FOREIGN SUBSIDIARIES

Through our corporate volunteering in foreign subsidiaries, we achieved the participation 

of our employees in activities that generate value for communities, while encouraging 

their solidarity and social and environmental commitment.

Honduras
La Tigra National Park is the main producer of drinking water for the country's capital, so 

every year, we carry out a session to support this natural reserve. In 2016, we donated 

camera traps to monitor the species inhabiting the area, and our employees and their 

families had the chance to learn about the importance of preserving protected areas by 

hiking, building trash cans, and painting restrooms and the eco-hotel.

We also increased the number of volunteers working with Cultivarte. Our employees 

had the opportunity to take part in transforming the life of children and young people 

through various activities. In 2016, we had the participation of more than 100 volunteers.

Costa Rica
We made locative repairs in national parks and protected areas, and carried out tree 

planting and waste collection activities. Our volunteers contributed to the maintenance 

of protected areas, by supporting park rangers in order to improve the conditions of the 

infrastructure and trails of the national parks where we carry out activities. In 2016, we 

cleaned the age-old aqueduct intake tank located in the Guayabo National Monument; 
in the Carara and Volcán Irazú National Parks, we prepared two trails to improve visitor 

mobility, and in the Rincón de la Vieja National Park, we made locative improvements to 

the park ranger's house.

El Salvador
In 2016, we focused our efforts on community development, environmental conservation, 

social service and education; we rebuilt the nests of the sea turtles, worked on reforestation 

activities, supported the Environmental Fund through the Guardianes Ambientales 

Program and built houses for low-income communities through Techo.
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SOCIAL INVESTMENT

We worked on strengthening initiatives with innovative, sustainable and measurable 

components that effectively contribute to the needs of a population, and created strategic 

partnerships with the public, academic and social sectors in order to be able to measure, 

through innovative methodologies, our contribution to the social transformation of the 

communities we impact with our projects.

The work fronts on which we based our actions are: childhood, adolescence and youth, 

coexistence and peace, grants and invitations.

In 2016, we announced seven invitations in different regions of Colombia, regarding 

topics related to financial empowerment for women who are head of the household, and 

life projects for young people. In addition, we created a partnership with the Colombian 

Family Wellness Institute (ICBF, for the Spanish original) to reach 23 municipalities focusing 

on topics of preventing teenage pregnancy and emotional repairs for young people in the 

juvenile criminal responsibility system.

Throughout the year, we invested COP 5.9 billion in Colombia and Honduras.

EMPRENDE PAÍS

At Fundación Bolívar Davivienda, we known that dynamic entrepreneurship with high 

growth potential is an effective instrument for social and economic development.

Through our Emprende País program, we 

intend to create better paying jobs and a 

culture that rewards merit and effort, as well 

as promote innovation and invigorate certain 

low-growth industries. We have also selected 

successful entrepreneurs in order for them to reach their maximum growth potential in a 

sustainable and profitable manner.

In 2016, we took an important step to begin taking the program to cities, such as Cali and 

Bucaramanga, through partnerships with local chambers of commerce. The Valle Impacta 

program is already a benchmark in the region and has boosted the entrepreneurial 

ecosystem.

IN 2016, WE MADE SOCIAL 
INVESTMENTS FOR 
COP 5.9 BILLION IN 
COLOMBIA AND HONDURAS.

31 DAVIVIENDA MENTORS 
TOOK PART IN 
ºEMPRENDE PAÍS: 
THEY DONATED 
221 HOURS BENEFITING 
139 COMPANIES.
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31 Davivienda mentors took part in Emprende País by donating 221 hours, 
including presidents, vice presidents, directors, managers, supervisors and retirees. 
The program has supported a total of 139 companies.

AFLORA

The country's stability and progress depend to a large extent on the strength 
and management capacity of its institutions, particularly in the social sector.

Aflora, a program of Fundación Bolívar 

Davivienda, is a path for developing 

skills for providing assistance to social 

organizations in their process of maturing, 

and is intended to promote abilities in the 

leaders of the social organizations, so their management will allow them to be sustainable 

and have a greater impact on the region where they operate.

We support the growth of social organizations through components of training, networks 

and monitoring. In order to do so, we have a virtual platform that allows us to monitor the 

process of each organization.

Participating social organizations carry out the self-testing of the McKinsey Capacity 

Assessment Grid, which measures their organizational capacity and their classification in 

one of the four levels: formalization, take-off, growth and maturity.

 

In the year 2016, 91 Colombian municipalities, 600 organizations in Aflora and 
another seven organizations changed levels, while 141 organizations were certified 
with the "Committed to Accountability" seal.

COLOMBIAN YOUTH PHILHARMONIC ORCHESTRA

More than just an orchestra, the Colombian Youth 
Philharmonic Orchestra is a tool that empowers 

the development of young talent with repertoires, 

conductors, soloists, concertmasters and world-class 

performances. In 2016, we had 96 artists and carried 

THROUGH AFLORA, 
WE SUPPORTED 
THE GROWTH OF 
SOCIAL ORGANIZATIONS 
THROUGH COMPONENTS 
OF TRAINING, NETWORKS 
AND MONITORING.

COLOMBIAN YOUTH 
PHILHARMONIC 
ORCHESTRA IN 2016:
96 ARTISTS,
15 CONCERTS,
9 CITIES,
11 THOUSAND 
SPECTATORS.
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out 15 concerts in nine cities, attended by nearly 11 thousand spectators. We also 

recorded “The Rite of Spring”, which will be presented in the year 2017.

SIMÓN BOLÍVAR NATIONAL JOURNALISM AWARD

For 41 years, the Simón Bolívar National 

Journalism Award has recognized the best 

journalists of Colombia, becoming a model of 

excellence for the practice of journalism and 

a motivation for this discipline that is essential 

to strengthen democracy.

The Award ceremony has become an event of national importance, with the highest 

standards in its production. It has been attended by President Juan Manuel Santos and 

special guests of very high levels, such as Jorge Volpi, Ramón Andrés, Gay Talese and Ethan 

Zuckerman. The ceremony is attended by more than a thousand people from the most 

important sectors of the country, and it is covered by the mainstream media.

For details regarding our programs, go to the Fundación Bolívar Davivienda website by 

clicking here.

SIMÓN BOLÍVAR 
NATIONAL JOURNALISM 
AWARD:
MODEL OF EXCELLENCE 
FOR THE PRACTICE OF 
JOURNALISM IN COLOMBIA.
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In 2016, we carried out a Materiality analysis aimed at the focus of our most relevant 
aspects, which had been previously defined in 2014. This analysis represents a framework 

of action and a guide that reflects the importance of each aspect to the organization, as 

well as its stakeholders, which allows us to adapt to the constant evolution of the sector. 

The scope of the Materiality assessments applies for the Bank and its subsidiaries in 

Colombia. However, we have made progress in aligning the Sustainability Strategy with 

our foreign subsidiaries. In Honduras, El Salvador and Costa Rica1. 

PRESENTATION OF THE ANALYSIS
The material aspects for 2016 were defined 

in four (4) stages, which are described 

below:

1 For the countries of Central America, Honduras, El Salvador and Costa Rica, material aspects were reported, 
which showed progress in management and were aligned in 2016, in accordance with Colombia's 
Sustainability Strategy. The material aspects that showed the greatest progress were those of the 
environmental dimension: eco-efficiency, products and programs, and they were aligned with the ESRMS. 
In the social dimension, we continued to increase the coverage of the financial education program and 
strategic philanthropy by opening Cultivarte in Honduras and Costa Rica.

MATERIALITY REPORT
DAVIVIENDA 2016

IDENTIFICATION

1

2      PRIORITIZATION

3
VALIDATION

REVIEW      4
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1. Identification Stage
The aspects we had been working on were validated by those responsible for the information 

through Upper Management to identify the relevant and strategic aspects for the business, 

bearing in mind the Organization's corporate strategy, as well as our internal and external 

commitments: Global Compact, Green Protocol, Dow Jones Sustainability Index and the 

Bank's Social and Environmental Policy. We also took into account the guidelines and aspects 

proposed by the Global Reporting Initiative - GRI G4 Guidelines; we analyzed the Materiality 

exercise of the sector under the Colombian trade association, Asobancaria, in order to align 

ourselves with the strategic aspects identified by all financial entities, and we reviewed the 

best practices of banks, particularly those listed in the Dow Jones Sustainability Index (DJSI).

The result of the process allowed us to group our strategic aspects and reduce the number 

thereof from 36 to 20, 16 of which were aspects that we had already been managing and 

four that we will manage over the next two years, in accordance with the studies we 

conducted for the sector. These new aspects include: responsible investment, information 

security and cybersecurity, brand management and human rights. 

2. Prioritization Stage
In order to prioritize the aspects to be managed in 2016, an assessment was done on 

the importance of these aspects for the development of the Bank's strategy and for our 

stakeholders.

We used measurements from Low to Very High to evaluate the importance and 

management of the aspect for the Bank and its stakeholders.

Aspects such as the Corporate Governance, Risk Management, Economic Growth have 

remained more relevant because they are criteria that are directly related to the core 

business. In turn, the aspects related to talent development and training increased in 

relevance and environmental aspects remained at the same level.

3. Validation Stage
The results of this process were shared and validated with the Bank's Upper Management. 

Similarly, the commitment to monitor the management of these programs was ratified, 

and the Corporate Responsibility Department and the Environmental Officer were defined 

as guarantors of the execution of said strategy. They will present the results to the Board of 

Directors on a semi-annual basis.
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4. Review Stage
After publishing the Sustainability Report, the material aspects and the respective 

management thereof was carried out with the assistance of Deloitte. This process is carried 

out every two years in order to review the Company's current context, review its material 

aspects, and, if necessary, redirect the Sustainability Strategy and the importance of each 

Material aspect.

For 2017, we have new challenges, such as aligning our material aspects with the 

Sustainable Development Goals (SDGs), standardizing our reporting structure with the 

GRI standards, as well as beginning to assess the four new aspects identified this year in 

further depth.
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DIMENSION FRONT ASPECT
STAKEHOLDER 

AFFECTED

Economic Corporate 
Governance

1 Corporate Governance, ethics 
and transparency

All

Business 2 Generate economic, social and 
environmental value for our 
stakeholders

All

3 Responsible investment Employees
Upper 
Management
Customers

Risk 4 Corporate risk management All

Suppliers 5 Development and strengthening 
of our suppliers and partners

Suppliers

6 Management of sustainable 
processes and policies on the 
value chain

Suppliers

Innovation 7 Innovation and information 
technologies

Employees
Upper 
Management
Customers

Customers 8 Management of customer 
relations

Customers

9 Brand management Employees
Upper 
Management
Customers

10 Information security and 
cybersecurity

Employees
Upper 
Management 
Customers

MATERIAL ASPECTS
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DIMENSION FRONT ASPECT
STAKEHOLDER 

AFFECTED

Environmental ESRMS 11 Assessment and monitoring 
of possible environmental and 
social impact of our customers 
and third parties, taking into 
account the impact of climate 
change

Customers
Upper 
Management
Shareholders
Investors
Creditors
Professional 
Groups 
IFC

Eco-efficiency 12 Efficient management of natural 
resources

Suppliers
Employees
Professional 
Groups

Environmental 
products and 
programs

13 Products and programs with 
environmental and climate 
change benefit

Customers
Creditors
Professional 
Groups 
IFC
Community

Social Human Capital 14 Development of human capital Employees
Upper 
Management
Board of 
Directors

15 Attracting and retaining human 
talent

16 Occupational health and safety

17 Human Rights

Financial 
inclusion

18 Products and programs with 
social benefit

Customers
Community

Financial 
education

19 Design strategies to increase the 
coverage of financial education 
programs

Customers
Community
Professional 
Groups

Strategic 
Philanthropy

20 High-Impact Social Investment Community
Employees

MATERIAL ASPECTS (CONTINUATION)
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INDEPENDENT REVIEW MEMORANDUM

 

 
 
 
 
 

Independent Review Memorandum 
Independent Verification of Banco Davivienda's 2016 Sustainability Report 

 
 

Scope of Our Work 
We have reviewed the adaptation of the contents of the 2016 Sustainability Report to the 4.0 
version of the G4 Guidelines for the preparation of Sustainability Reports of the Global 
Reporting Initiative (GRI). 

 
 

Verification Standards and Processes 
We have carried out our work pursuant to ISAE 3000 - International Standard on Assurance 
Engagements Other than Audits or Reviews of Historical Financial Information issued by the 
International Auditing and Assurance Standards Board (IAASB) of the International Federation 
of Accounts (IFAC). 

 
 

Our review consisted of questioning Management and several Banco Davivienda departments 
that participated in preparing the Sustainability Report and in the application of certain 
analytical procedures and review tests by sampling, which are described below: 

 
 
• Interviews with Banco Davivienda employees to learn the principles, systems and 

management approaches applied to prepare the report. 
 
• Analysis of the processes to collect and validate the data presented in the report. 

 
• Verification, through review tests based on a selection of a quantitative and qualitative 

information sample corresponding to the GRI indicators and Davivienda's own indicators 
included in the Sustainability Report, and the appropriate compilation thereof using data 
provided by Banco Davivienda information sources. 

 
 

Confirmation that the 2016 Sustainability Report is prepared in accordance with the GRI 
G4 methodology in its essential "in accordance" option. 

 
Basic general content: 
We confirmed that the Report meets the requirements of the essential option of the general 
aspects of GRI G4. 

 
Basic specific content: 
We reviewed the management approach and GRI indicators of the following material aspects: 

Deloitte & Touche Ltda. 
Corficolombiana Building 
Calle 16 Sur 43 A-49 Piso 9 y 10 
Nit 860,005,813-4 
Medellín 
Colombia 

 
Tel : 57(4) 313 88 99 
Fax: 57(4) 313 32 25 
www.deloitte.com.co 

 

 

 
 
 

Audit.Tax.Consulting.Financial.Advisory 

 
 

A member firm of 
Deloitte Touche Tohmatsu 

Responsibilities of the 
Management of Banco 
Davivienda and Deloitte 

 
 The organization is 
responsible for the 
preparation of Banco 
Davivienda's 2016 
Sustainability Report and 
the content thereof. It is 
also responsible for defining, 
adapting and maintaining 
internal management and 
control systems from 
whence it obtains 
information. 
 
 Our responsibility is to 
issue an independent report 
based on the procedures 
applied in our review. 
 
 This Report was prepared 
exclusively for the 
organization according to 
the terms of our service 
proposal. We are not liable to 
third-parties apart from 
Company Management. 
 
 We have carried out our 
work in line with 
independence regulations 
set forth in the Code of 
Ethics of the International 
Federation of Accountants 
(IFAC). 
 
 The scope of a limited 
review is substantially 
narrower than that of an 
audit. Therefore, we do not 
express an audit opinion as 
regards the Sustainability 
Report. 

DELOITTE & TOUCHE LTDA. 
Jorge Enrique Múnera D. 
Partner 

 
 
 
 
 
 

Bogotá, March 2017 
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Material aspects GRI and/or Banco Davivienda Indicator 

Innovation and information 
technologies 

 Dav1. Skills management programs that encourage 
development and improvement of products and services. 

Corporate Governance, ethics 
and transparency 

 Dav3. Complaints about Breach of the Bank's Corporate 
Governance Code 

 G4-SO6. Value of political contributions by country and 
recipient 

Generate economic, social and 
environmental value for our 
stakeholders 

 G4-PR5. Results of surveys measuring customer satisfaction. 
 G4-FS7. Monetary value of products and services designed to 

provide a specific social benefit for each business line broken 
down by purpose. 

Management of sustainable 
processes and policies on the 
value chain 

 Dav10. Supplier assessment through the Environmental and 
Social Risk Management System - ESRMS, which includes 
environmental, labor, human rights and community criteria. 

 Dav11. Assessment of operational risks in the value chain. 
 Dav12. Describe actions to incorporate sustainable 

criteria in the hiring process. 
 Dav13. Carry out the semi-annual supplier assessment on 

criteria such as: quality, compliance and post-sales service. 
 Dav14. Describe actions to keep suppliers informed. 
 G4-EC9. Proportion of expenditures on local suppliers in 

places where significant operations are implemented. 
 Dav15. Supplier training and development programs. 

Assessment and monitoring of 
possible environmental 
and social impacts of our 
customers and third parties, taking 
into account the impacts of climate 
change. 

 G4-FS2. Procedures for the assessment and control of social 
and environmental risks in business lines. 

 G4-FS3. Processes for monitoring customers' 
implementation of social and environmental requirements 
included in agreements or transactions. 

 G4-FS4. Process(es) for improving staff competence to 
implement the environmental and social policies and 
procedures applied to business lines. 

 G4-FS9. Coverage and frequency of audits to assess the 
implementation of environmental and social policies and the risk 
assessment procedures. 

 Dav16. Result of the assessment of environmental and social 
criteria in the assessment of investments. 

Efficient management of natural 
resources 

 Dav17. Measurement of the use of paper 
 G4-EN23. Total weight of waste, by type and disposal 

method. 
 Dav18. Amount in tons of paper recycled 
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 G4-EN3. Energy consumption within the organization. 
 G4-EN8. Total water intake by source 
 G4-EN15. Greenhouse gas emissions (Scope 1). 
 G4-EN16. Energy indirect greenhouse gas emissions 

(Scope 2). 
 EN17. Other indirect greenhouse gas emissions (Scope 3). 
 Dav19. Initiatives that promote sustainable construction. 

Products and programs with 
environmental benefit 

 G4-FS8. Monetary value of products and services designed to 
provide a specific environmental benefit for each business line 
broken down by purpose. 

 Dav21. Description of environmental programs that have been 
reported during the period. 

Development of human capital 

 G4-LA9. Average hours of training per year per employee 
by gender and work category. 

 G4-LA10. Skills management and lifelong learning programs 
that encourage the employability of employees and assist 
them in managing their career endings. 

 Dav22. Skills management and lifelong learning programs that 
encourage leadership 

Occupational heath and safety  G4-LA6. Rates of absenteeism, occupational diseases, lost days 
and number of work-related fatalities, by region and by gender. 

Attracting and retaining human 
talent 

 Dav23. Rating of the Organizational Climate Survey. 
 G4-LA11. Percentage of employees who receive regular 

performance and career development reviews, by gender. 
 G4-LA1. Total number of employees, rate of new employees 

and employee turnover, broken down by age, gender and 
region. 

Products and programs with 
social benefit 

 G4-FS14. Initiatives to improve access to financial services 
for disadvantaged people. 

 G4-FS13. Accessibility in low-populated or 
disadvantaged areas. 

 Dav25. Initiatives to improve the product's service and 
quality 

Design of strategies to increase 
the coverage of financial education 
programs 

 G4-FS16. Initiatives to improve financial education and 
literacy according to the type of beneficiary. 

 Dav26. Initiatives to improve the whole population's access 
to the Financial Education Program 

Invest in the community to 
achieve social transformations 

 G4-EC1. Investment in social development 
 G4- SO1. Percentage of operations that have 

implemented local participation mechanisms, impact 
assessments and development programs. 
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Conclusions 
As a result of our review, no issues have come to light which lead us to believe that the Banco Davivienda 2016 
Sustainability Report contains significant errors, or that it has not been prepared in accordance with the Guide 
for the Elaboration of Sustainability Reports of the Global Reporting Initiative (G4) in its essential "in accordance" 
option. 

 
 

Main observations and recommendations regarding GRI and WBCSD1 principles 

 
 

Accuracy 
 

 Observations 
We identified that Banco Davivienda reports its sustainability management in detail by means of the large-scale 
deployment of material aspects and indicators. However, some of its indicators may refer to the same 
information. 

 Recommendations 
Deloitte advises Banco Davivienda to prioritize the material information that it wants to communicate to its 
different stakeholders by grouping some of its material aspects and validating the value of each of their 
indicators, always giving relevance to quality information over quantity. In addition, Banco Davivienda is advised 
to publish the exact data of its indicators in order for its stakeholders to have the precise figures of its 
management efforts. 

 
ANNEX 1 Statement of Independence 

 
Deloitte is one of the leading providers of professional services in auditing, taxes, consulting, and advising on 
finances and sustainability for public and private organizations in diverse industries. With a global network of 
member Firms in more than 185 countries, Deloitte provides its clients with world class features and high quality 
service. Approximately 
250,000 professionals are committed to being the standard of excellence. 

 
We hereby confirm our independence from Banco Davivienda. All our employees carry out yearly updates to the 
Ethics Policy, where we specifically declare that there are no conflicts of interest with Banco Davivienda, its 
subsidiaries, and its stakeholders. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1: World Business Council for Sustainable Development. 
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Public Relations and Social 
Responsibility Department 
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BECAUSE GIVING BACK 
TO SOCIETY WHAT IT 
HAS GIVEN US, 
IS HOW WE BUILD 
HAPPINESS.
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