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CHAIRMAN	OF	THE	BOARD	OF	BANCO	DEL	PACÍFICO	S.A.

Message from
the Chaiman of the 
Board of Directors

2021 was a year of important changes and challenges 
to continue on the path of overcoming the adverse 
effects	of	the	pandemic.	The	new	government	car-
ried out the vaccination plan and a set of measures 
that will surely be successful in the short term for 
the	expected	economic	growth.

In	 this	 regard,	 Banco	 del	 Pacífico,	 a	 financial	 refer-
ence,	innovative	and	technological	leader	in	the	sys-
tem,	undertook	some	initiatives	that	we	summarize	
in	this	report,	to achieve excellence in efficiency and 
profitability,	 and	thus	provide,	as	always,	 the	best	
quality	service	and	attention	to	our	customers.

This year we took advantage of a valuable oppor-
tunity	to	rethink	the	strategy,	correct	the	helm	and	
direction	of	 the	Organization,	which	meant	making	
significant changes with the objective of reducing 
and controlling expenses.	As	a	result,	we	have	been	
able to lay the foundations for sustainable growth in 
the	mid-term.

Banco	del	Pacífico	placed	a	total	of	USD 1,175 million 
in	loans	to	individuals	and	companies,	equivalent	to	
29	thousand	operations,	mainly	 in	productive	credit	

with USD 960 million,	USD	119	million	in	real	estate	
loans,	and	USD	95	million	 in	consumer,	educational	
and	microcredit.

The Bank will celebrate its 50th anniversary in 
2022,	and	we	expect	to	have	the	best	version	adapt-
ed	to	the	new	environment,	which	 increasingly	 re-
quires us to contribute to our main role and be the 
driving force to carry out a new offer of products and 
services	according	to	the	demand	of	our	customers.

As	Chairman	of	the	Board	of	Directors,	we	will	con-
tinue to support the management of Banco del 
Pacífico S.A. through its Executive Presidency and 
the	 best	 human	 and	 professional	 team.	We	 invite	
you to learn more about the bank in our annual re-
port,	and	we	thank	each	of	our	clients	for	the	trust	
placed in this noble and prestigious Organization that 
will continue to illuminate the path towards progress 
and	well-being	for	all.

“We invite you to learn more about the bank in our memory, 
and we thank each of our clients for the trust placed in this 
noble and prestigious organization...”

Dr. Iván Ayala Reyes

CHAIRMAN OF THE BOARD OF DIRECTORS 
OF BANCO DEL PACÍFICO S.A.

Sustainability Report 2021
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Message from the Chief Executive Officer

The adverse effects of the pandemic have not al-
lowed us to achieve a complete economic recov-
ery; the world is still struggling to overcome the 
health	and	economic	crisis,	which	in	some	cases	
has	been	deepened	by	the	arrival	of	new	variants.

Our commitment to recovery

2021	was	a	year	of	electoral	transition,	 in	which	
the newly elected government achieved a posi-
tive	impact	on	the	international	markets,	with	the	
country	risk	 indicator	dropping	from	above	1,200	
points	to	below	800	points.	In	line	with	this	pro-
cess	of	 change,	 the	new	government’s	 strategy	
focused,	in	its	first	100	days,	on	vaccinating	9	mil-
lion Ecuadorians against Covid-19 with a complete 
vaccination	 schedule,	 with	 the	 aim	 of	 boosting	
the	country’s	productive	and	commercial	sector.

Banco	del	Pacífico,	until	June	2021,	maintained	a	
business	model	with	a	focus	on	saving,	promoting	
social	and	financial	inclusion,	and	betting	heavily	
on	 technological	 development	 and	 innovation,	
consolidating our position as the second largest 
bank	in	the	financial	system,	with	the	trust	of	2.8 
million customers.

On	 the	 expense	 side,	 this	 transformational	 pro-
cess brought with it a large technological in-
vestment,	a	high	cost	of	payroll	and	advertising,	
which added to the crisis derived from the Cov-
id-19	pandemic,	caused a deterioration of our fi-
nancial indicators,	affecting	mainly	the	efficiency	
level,	 whose	 ratio	 was	 above	 70%,	 evidencing	
the urgent need to execute significant changes 
to control the levels of this item.

“I am pleased to address you, to present our Sustainability Report 
which includes the main aspects related to the management of Ban-
co del Pacífico carried out in 2021.”

EXECUTIVE	PRESIDENT	OF	BANCO	DEL	PACÍFICO	S.A.

Econ. Roberto González Müller

Sustainability Report 2021
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PRESIDENTE EJECUTIVO
DE BANCO DEL PACÍFICO S.A.

Understanding	 the	 difficult	 economic	 situation	
our	customers	were	going	through,	we	provided	
different financial solutions that allowed them 
to defer their long-term obligations in order to 
provide	 relief	 to	 their	 monthly	 payment	 flows.	
However,	 this measure had an impact on the 
generation of business income,	which	was	main-
ly	reflected	in	our	income	statement.

Recovering our financial and operational effi-
ciency and operational efficiency

For	this	reason,	since	July	2021,	with	the	change	
in	management,	it	was	necessary	to	rethink our 
institutional strategy, with the objective of prior-
itizing	financial	and	operational	efficiency,	on	the	
basis	 of	 sustainable	 growth.	 Therefore,	 we	 un-
dertook	a	process	of	drastic	cost	reduction,	which	
included the resizing of the organizational struc-
ture and the prioritization of those products that 
provide	greater	value,	both	to	the	client,	 raising	
the	quality	of	service	in	their	experience,	and	to	
the	 Bank,	 generating	 greater	 economic	 benefit	
and reducing the risk of credit products with a 
high	probability	of	non-payment.

In	this	same	sense,	by	evidencing	the	important	
share	of	96%	that	our	digital	and	electronic	chan-
nels maintain with respect to total transactions 
and contrasting it with our growing physical ser-
vice	structure,	we	took	advantage	of	the	oppor-
tunity to optimize our coverage network,	with-
out detriment to the quality and level of service 
we	provide.

Renewed collections and underwriting manage-
ment and loan management

To	mitigate	 the	effects	of	delinquency,	we	sus-
pended those loan products that did not contrib-
ute	 to	 our	 institutional	 profitability.	 In	 addition,	
we	 continued	 to	 provide	 financial	 solutions	 to	
our	clients,	improved	our	collections	process	and	
strengthened our methodology for granting new 
loans.

Likewise,	 in	 order	 to	 achieve	 an	 adequate	 level	
of forecasts and increase the level of non-per-
forming	 loan	 portfolio	 coverage,	 our institution 
assigned higher portfolio provisioning require-
ments, in accordance with the best practices of 
financial	prudence.	The	implementation	of	these	
measures allowed us to place our coverage ratio 
at	207%	at	the	end	of	the	year,	safeguarding	the	
resources	of	our	clients	and	shareholders.

Convinced of an optimistic outlook for 2022

With	 these	 actions	 implemented,	we	will	 begin	
2022 with operating expenses in line with the 
size	of	 the	business,	with a commercial strate-
gy that will allow us to grow in a profitable and 
sustainable manner; we will take advantage of 
technological platforms to provide a better user 
experience and we will maintain our persever-
ance	with	efficient	and	humane	collections	man-
agement.

In	 this	 way,	 we	 have	 embarked	 on	 the	 journey	
to return Banco del Pacífico to its leadership in 
efficiency and profitability,	which	will	 allow	 us	
to continuously provide our customers with the 
best	products	and	services	 in	the	Ecuadorian	fi-
nancial	system,	contributing	to	the	economic	and	
social development of the country as a private 
bank since 1972.

I	would	like	to	thank	once	again	our	shareholders,	
accounts,	collaborators,	and	stakeholders	for	the	
trust they have placed in us during these years 
and	I	invite	you	to	know	in	detail	the	essence	of	
the	Bank	through	our	annual	report.

Sustainability Report 2021
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General Business Description

Institutional Values

Banco del Pacífico S.A. is a private banking organization with 
a history of almost 50 years, which positions it as a prestigious 
financial organization in the market.

Passion

Collaboration

Integrity

AdaptationClient-oriented

Other Institutional Values: Inspiration,	Learning	Attitude,	Trascendence,	Well-being	and	Empathy.

To contribute to the development of the coun-
try with social responsibility,	generating	value	
for	clients	and	the	community,	through	univer-
sal	banking	with	human	talent.

To be leaders in efficiency and profitability in 
the	Ecuadorian	financial	system.

Mission

Our proposal

Sustainability Report 2021
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Key figures 2021

Assets

Liabilities

Gross portfolio

Obligations to the public USD	5,472 million

USD	7,050 million

USD	6,231 million

USD	4,293 million

1m 2m 3m 4m 5m 6m 7m

Equity

USD	819 million

Clients

2.8 million

51%

Female customers

Main strategic guidelines

Crecer
rentablemente el
negocio en forma 

sostenible

Alcanzar el mejor
nivel de eficiencia

operacional

Mejorar
significativamente
la experiencia del

cliente

In	order	to ensure sustainable growth,	starting	in	the	second	half	of	2021,	the	Bank	changed	its	strategy,	
focusing its efforts on financial and operational efficiency,	based	on	strategic	guidelines	that	will	add	
value	to	the	organization.

01

02 03

Achieving the best 
level of operational 

efficiency

To grow the
business	profitably	

and sustainably

Significantly
improve customer 

experience
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Agencies

94

15,396

2.0 million

USD 1,175 million

1.7 million

769

48

ATMs

Virtual centers

Non-bank
correspondents

Current Savings Accounts

Total amount of credit placed

Financial
Education

Beneficiaries

Private
companies

32,231

18
provinces

747

16,374

96%

Public
companies

Service points
nationwide

Share of digital and electronic
channels as a percentage of total
transactions

Coverage

2,608
Collaborators

Are female

57%

Sustainability Report 2021
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Banco del Pacífico´s coverage

16,374 

Banco	del	Pacífico	has	offices	in	18 of the 24 provinces	in	Ecuador,	with	a	total	of	16,374	service	points.

Service
Points

Sustainability Report 2021

Coverage

Internal Network

Total number or service points

Agencies

ATMs

ATMs

Non-Bank Correspondant

Collection Center

Extension Counters

ATMs Plus and Xplus

Virtual Center



Recognitions and main affiliations

Best Customer
Experience in the 
Banking sector in
Latin America

Best Customer
Experience in
Ecuadorian
Companies

Banco	del	Pacífico	in	2021	obtained	the	recognition	of	first	place	in	providing	the	Best	Customer	Experi-
ence	in	the	Banking	Sector	in	Latin	America	and	third	place	in	providing	the	Best	Customer	Experience	
among	companies	in	Ecuador,	awarded	by	the	consulting	firm	IZO and Pacífico Business School.

Adherence to the UN Global Compact
Banco	del	Pacífico	joined	the	UN	Global Compact Ecuador Hub	in	January	2021,	thus	aligning	ourselves	
with the 10 universal principles in four thematic areas: human rights, labor standards, environment 
and anti-corruption,	 in	order	to	take	actions	that	contribute	to	achieving	the	Sustainable Develop-
ment Goals.

12

PlacePlace

rdst
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In	addition,	the	Bank	is	affiliated	with	several	organizations,	in	order	to	establish	strategic	alliances	that	allow	
it	to	proactively	engage	with	its	stakeholders	in	sustainability	and	business	matters.

Banco	del	Pacífico	seeks	to	promote sustainable development to achieve the well-being of its customers 
and stakeholders.	In	this	regard,	it	generates	contributions	to	the	fulfillment	of	the	17	Sustainable	Develop-
ment	Goals	(SDGs)	of	the	United	Nations,	and	taking	into	account	all	the	internal	and	external	actions	and	
initiatives	that	have	been	deployed,	it	has	been	established	that	the	Organization	will	contribute	to	the	fol-
lowing SDGs:

Guayaquil Chamber of Commerce

Ecuadorian American Chamber of Commerce, Guayaquil extension

Member	of	the	Board	of	Directors	of	the	Huancavilca	Foundation.

Ecuadorian Consortium for Social Responsibility (CERES)

Sustainable Finance Protocol (ASOBANCA)

Sustainable Development Objectives

13
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GENDER
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ACTION

DECENT WORK
AND ECONOMIC
GROWTH



Efficiency and
Financial growth
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Banco del Pacífico is the country’s largest bank in terms of assets, and the 
most assets, and the one with the highest liquidity at the present time.

The Organization aims to be the first financial and service option in the country,	ensuring	the	sustain-
ability	of	the	organization,	with	prudent	risk	management,	working	to	achieve	the	highest	profitability	
and	efficiency	for	the	Organization	and	its	clients.

As	of	the	second	half	of	2021,	with	a	renewed	management	that	began	with	a	process	of	operational	and	fi-
nancial	restructuring,	the	Organization	continued	to	provide the best services and products to its customers,	
according	to	their	needs,	and	with	the	excellent	quality	that	characterizes	the	Bank.

The actions implemented guarantee a systematic growth, consistent with the size of the organization and 
the significant improvement of its indicators.

Loan Portfolio (gross)

Loan	Provision	Credits

Total Assets

Obligations to the Public 

Total Liabilities 

Total Equity

Gross Financial Margin 

4,287.8

212.5

6,951.5

5,151.5

6,157.5

793.9

381

4,292.9

260.0

7,049.9

5,471.7

6,230.9

818.9

401

5

48

98

320

73

25

20

0.1%

22.4%

1.4%

6.2%

1.2%

3.1%

5.2%

Results and balance sheet

Concept
2020 2021 Variation

USD %Figures in millions USD

Sustainability Report 2021
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Microeconomic	Efficiency	is	the	ratio	between	
operating expenses and the difference be-
tween	financial	income	and	financial	expenses	
(Gross	Financial	Margin).

It is important to consider that, in the last 
quarter of 2021, non-recurring expenses were 
charged to operating expenses, as a result of 
the restructuring of the Organization, which 
influenced	the	variation	of	the	indicator	to	be	
very	slight.	A	significant	 improvement	 in	this	
indicator	is	expected	for	2022	(below	55%).

Delinquency

2020 2.3%

2021 2.9%

2020 0.4%

2021 0.1%

Microeconomic Efficiency
(without provisions)

Portfolio coverage

2020 216.0%

2021 207.5%

Liquidity

2020

2020

36.0%

72.2%

2021

2021

36.1%

72.3%

ROE ROA

2020 3.9%

2021 0.7%

Technical Patrimony 
Key Factor

2020 15.9%

2021 15.8%

Financial indicators

Sustainability Report 2021



Financial sustainability indicators

Operating expense

Collaborators’	Salaries	and	Benefits	

Payments to Capital Suppliers 

Superintendencia de Bancos  

Contributions to the Superintendency of Banks

Community Contributions

0.60%

10.27%

-27.76%

0.36%

10.34%

-14.51%

Economic Value Generated -7.66%

Economic Value Distributed 
139.0

98.6

39.0

51.1

8.1

0.2

341.6

335.8
138.1

89.4

53.9

50.9

7.3

0.2

369.9

339.9 -1.19%

2020 2021
Variation %

Banco	del	Pacífico	plays	an	important	role	in	Ecuador’s	economic	activity.	Through	salaries	paid,	purchases	of	
goods	and	services	or	investments	undertaken,	among	other	examples,	the	Organization	generates	a positive 
economic impact throughout its value chain and on society.

During	2021,	the	Bank’s	contribution	to	the	Ecuadorian	economic	system	was	made	through	financial	flows	
directed	to	numerous	stakeholders	and	to	various	facets	that	contribute	to	sustainable	development.

Figures presented in millions USD

17
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Loan main figures

Loans placed by purposes

Loans placed by assets

Pacific MortgageAgile Credit

Productive

Consumption

Educational

Housing

Microcredit

Includes Real Estate Credit and Public Housing.

661

39

13

133

10

12,388

7,609

1,337

1,916

3,322

13,907

11,404

1,463

1,627

892

960

77

16

119

2

Destination
Amounts 2020

Amounts Amounts#Credits #Credits
Amounts 2021

In	2021,	the	Bank	promoted	its	strategy	to	lead	the	country’s	financial	system	in	different	segments,	
offering	loans	with	better	rates	and	preferential	terms.

TOTALES 856 1,17426,572 30,467

No. of disbursed
credits

No. of disbursed
credits

Disbursed
amount

Disbursed
amount

6,778 413

USD 30 million USD	38	million

*

*

Figures presented
in millions USD

Figures presented
in millions USD
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19

Corporate governance,
transparency and ethics
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The Bank has a Código de Gobierno Corporativo	that	governs	the	General	Shareholders’	Meeting,	the	mem-
bers	of	the	Board	of	Directors,	the	Executive	Presidency	and	the	collaborators.	This	document	provides	the	
Organization	with	the	framework	for	the	management	to	be	followed	by	the	management,	administration	and	
control	bodies.

Banco	del	Pacífico	has	been	consolidating	and	strengthening	its	corporate	governance,	focusing	on	the	role	
and operation of the General Meeting of Shareholders and its leadership in the Organization’s main policies 
and	strategies.	Likewise,	the	Bank’s	track	record	shows a progressive strengthening of its governing bod-
ies in the management of sustainability and associated risks,	in	accordance	with	the	highest	international	
standards,	currently	playing	a	key	role	in	it.

The Bank’s Corporate Governance is exercised by the General Meeting of Shareholders and its administra-
tion	corresponds	to	the	members	of	the	Board	of	Directors,	Executive	President,	Executive	Vice	Presidents,	
National	Managers,	Assistant	Managers	and	other	officers;	who	will	have	the	powers	and	responsibilities	
provided	by	the	Law,	the	social	statue,	their	appointments	and	powers,	regulations	and	internal	manuals.

The	General	Meeting	of	Shareholders	(GSM)	of	Banco	del	Pacífico	is	the	supreme	authority	of	the	Bank.	
The decisions it makes are based on the mandatory compliance with legal provisions and the current social 
statue	of	the	organization.	From	these	provisions	we	establish	the	rules,	areas	and	authorities	responsi-
ble	for	managing	ethical,	economic,	social	and	environmental	issues,	to	be	executed	by	the	organization’s	
collaborators.	The	Board	adheres	to	their	Regulations,	which	aims	at	determining	its	operating	principles.	

As	of	2012,	the	only	shareholder	of	Banco	del	Pacífico	S.A.	is	Corporación	Financiera	Nacional	B.P.,	where	
there	is	a	close	relationship	due	to	the	financial	nature	of	both	organizations	and	formally	established	for	
communication	and	accountability.

Governing Bodies

General Meeting of Shareholders

Banco del Pacífico establishes rules and guidelines for the good perfor-
mance of its collaborators, and as part of this, the governing bodies are 
responsible for providing the guidelines so that the Organization has the 
necessary tools for the correct management of its activities.

Sustainability Report 2021
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The members of the Board of Directors are elected by the General Meeting of Shareholders in order to 
execute	their	duties	for	a	period	of	two	years,	and	they	can	be	re-elected	indefinitely.

Directors	are	elected	on	the	basis	of	their	personal	achievements,	professional	career	and	academic	back-
ground	in	the	financial,	economic	and	social	sectors.	In	addition,	they	have	the	qualifications	issued	by	
the	Control	Body.

The	Board	of	Directors	has	as	its	main	mission	the	governance,	supervision	and	evaluation,	while	dele-
gating their day-to-day management to the Top Management department and other Governing bodies 
established	for	such	purpose,	focusing	its	activity	on	the	general	supervisory	and	control	function.

This	Corporate	Governance	body	has	its	own	regulations,	which	governs	the	functioning	and	organization	
of	the	Board,	in	addition	to	clearly	stating	the	matters	on	which	they	must	make	decisions,	according	to	
the	provisions	of	the	legal	framework,	the	Social	Statue	and	other	internal	policy	documents	that	govern	
their	actions.

Board of Directors

Directors

Director assesed by the Control Organism on January 18, 2022*

President of the Board

	 Dr.	Nelson	Iván	Ayala	Reyes

 Lcda.	Rosa	Antonieta	Alexandra	Dávila	Toro

	 Lcda.	Ruth	Noemí	Panchana	Matamoros

	 Ing.	Juan	Francisco	Jaramillo	Castillo

	 Ing.	Salvador	Patricio	Orellana	Bajaña*

Members
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Chief Executive Officer
The	Board	of	Banco	del	Pacífico	held	a	meeting	on	July	21,	2021,	where	they	decided	to	assign	the	Econo-
mist	Roberto	González	Müller	as	Executive	President	for	a	period	of	five	years,	with	his	duties,	powers,	and	
attributions	established	by	the	Law	and	the	Social	Statute	of	the	company.	

Economist	Roberto	González	Müller	was	qualified	by	the	control	organism	on	July	23,	2021.	Additionally,	he	
has	a	recognized	career	trajectory	in	the	Bank.

The CEO is responsible for the legal, judicial and extrajudicial representation of the Bank and,	as	an	ad-
ministrator,	has	all	the	duties,	powers	and	attributions	to	fulfill	the	aims	and	purposes	of	the	Organization.

Senior Management and Organizational Structure
Banco	del	Pacífico	S.A.	is	led	by	the	CEO	,	and	the	strategic	direction	is	centralized	in	the	Head	Office	located	
in	the	city	of	Guayaquil.	In	order	to	achieve	an	optimal	delegation	and	control	process,	the	Bank	has defined a 
pyramidal organizational model with a functional approach which has been divided into three major groups.

According to the provisions of the current regulation established 
by	 the	 control	 agencies;	 the	 “Internal	 Audit”	 and	 “Compliance	
Unit”	areas	report	directly	to	the	Board	of	Directors.

The	CEO	is	directly	advised	by	the	following	areas:	Legal	Counsel	
and	General	Secretary,	Integral	Risks,	Treasury	and	Finance,	Human	
Resources,	Strategic	Planning,	Integral	Operations,	Administration,	
Processes,	Technological	Resources	and	Banking	Security.

The Commercial Division is in charge of implementing the business 
strategy	of	the	Bank	in	order	to	achieve	commercial	goals.	In	or-
der	to	do	this,	 it	 is	supported	by	the	following	areas:	Marketing,	
Personal	Banking,	Corporate	Banking,	Payment	Methods,	Financial	
Channels.

1

2

3
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Committees and Commissions
To	achieve	a	greater	involvement	in	management	and	a	better	distribution	of	tasks,	Banco	del	Pacífico	has	
several Committees and Commissions that support the functions of the Board of Directors and Top Man-
agement,	whose	scope	covers	not	only	the	evolution	of	the	business	but	also	economic, environmental, 
social and control activities.	This	ensures	that	the	governance	system	is	carried	out	with	effectiveness,	
impartiality,	transparency	and	timeliness.	Through	the	existing	Committees,	the	Board	of	Directors	is	con-
stantly informed of the most relevant aspects regarding the management and actions undertaken by the 
Organization

The	regulatory	committees	are	created	in	accordance	with	the	provisions	of	the	legal	regulations,	and	those	
created by the organization (non-regulatory) are integrated while taking into consideration the best gov-
ernance	practices.

Regulatory Committees

Committee of Ethics

Retribution Committee

Audit Committee 

Comprehensive Risk -Management Committee

Four-monthly

Annual

Monthly

Monthly

Compliance Committee Monthly

Special Rating Commission
of Risk Assets

Quarterly

National Occupational Safety   
and Health Committee and Subcommittees Bimontly

Business Continuity Committee

Committee of Technologies
and Security of information

Quarterly

Four-monthly

COMMITTEES AND COMMISSIONS FREQUENCY OF THE SESSION
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Non-regulatory committees

Relevant aspects for the Board of Directors

Good Corporate Governance

In	regard	to	the	adoption	of	resolutions,	each	director	has	the	right	to	speak	and	vote,	and	resolutions 
are adopted by majority vote of those attending the meeting.	In	the	event	of	a	conflict	of	interest,	the	
Board member involved will abstain himself from voting and even from participating in the discussion of 
the	matter	in	question.

The	Board	of	Directors	adopts	decisions	and	resolutions	within	the	framework	of	the	Law	and	the	Social	
Statue,	especially	on	the	following	aspects:

Strategic Plan and Business Plan of Banco 
del	Pacífico.

Resolutions concerning the Financial 
Education Program

Approval	of	policies,	procedures,	method-
ologies and internal measurement sys-
tems,	Codes,	Regulations,	among	others.

Reports	 and	work	 plans	 issued	 by	 the	 Legal	
Representative,	Top	Management,	Committees	
and	Commissions.

Matters related to Comprehensive Risk Man-
agement and Risk Management of Money 
Laundering	and	Financing	of	Crimes,	such	as	
Terrorism.

1

2

3

4

5

COMMITTEES AND COMMISSIONS FREQUENCY OF THE SESSION

Corporate Governance and
Sustainability Committee Quarterly

Credit Committee

Procurement Committee

Weekly

Monthly

Assets-Liabilities Committee Monthly
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Capacity Building

Prevention of conflicts of interest

Regarding	Social	Responsibility,	the	axes	are	reported	and	measured	by	the	Board	of	Directors	as	the	
Bank’s	highest	body,	in	the	following	order:

For	this	purpose,	it	has	a	Code	of	Ethics	and	Conduct,	a	Policy	Manual	for	the	Prevention	of	Conflicts	
of	Interest	and	other	Corporate	Governance	documents	that	establish	relevant	aspects	which	allow	
detecting,	preventing	and	managing	possible	conflicts	of	interest	that	may	arise	from	the	development	
of	the	activities	carried	out	by	Banco	del	Pacífico.

In	order	to	avoid	conflicts	of	interest,	the	Bank	has	internal	policies	to	avoid	situations	such	as:

Development	of	other	professional	activities	related	to	the	Bank’s	line	of	business.

Improper	use	of	hierarchy.

Unwarranted	benefits.

Undue	payments,	acceptance	of	gifts	or	benefits.

In	 addition,	 mechanisms	 have	 been	 established	 for	 the	 disclosure and resolution of conflicts of              
interest and aspects related to the Anti-Bribery Management System.

According to Banco del Pacífico, it is essential that the Shareholders, members of 
the Board of Directors, Executive Presidency and officers avoid that their personal 
interests come into conflict with the interests of the Organization or its clients.

															During	2021,	the	members	of	the	Board	of	Directors	were	trained	on	the	following	topics:
																					Corporate	Governance	Program:	Strategy,	Corporate	Governance,	Sustainability,
	 										Innovation,	Leadership	and	Finance.
																					Prevention	of	Money	Laundering	and	Financing	of	other	Crimes,	such	as	Terrorism

               While the Shareholder was trained in::
																					Corporate	Governance	Program:	Strategy,	Corporate	Governance,	Sustainability,
	 									Innovation,	Leadership	and	Finance

Ethics axis, reported annually 
by	the	Ethics	Committee.

Economic axis, presented after 
the	close	of	each	month.

Social and environmental focus, 
presented six-monthly to the Board 
of Directors through the Strategic 
Planning	Report.
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Ethics and Integrity

Code of Ethics and Conduct
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Banco	del	Pacífico	has	a	Code	of	Ethics	and	Con-
duct whose application is mandatory for the 
Shareholders,	members	of	the	Board	of	Directors,	
Executive	Presidency,	officers,	and	other	compa-
nies	of	the	Financial	Group.	This	code	establishes	
the corporate values and principles of the Organ-
ization.

Ethics	and	compliance	management	are	pillars	of	the	Organization	‘s	governance.	This	is	based	on	inter-
national	standards,	legal	regulations	and	the	Code	of	Ethics	and	Conduct,	thus	contributing	to	the	crea-
tion	of	value	and	satisfying	the	needs	of	the	Bank’s	stakeholders.

In	compliance	with	the	regulations	of	the	Control	Body,	there	is	an	Ethics	Committee,	whose	main	pur-
pose	 is	 to	define,	promote and ensure a behavior with high standards of professional and personal 
excellence on the part of all collaborators.

This	Committee,	which	meets	every	four	months,	establishes	the	guidelines	of	the	Code	of	Ethics	and	
Conduct	to	evaluate	and	analyze	its	application,	addressing	issues	related	to	complaints	received	in	the	
ethics mailbox: etica@pacifico.fin.ec,	recommending	actions	in	case	of	any	inappropriate	behavior.	During	
2021,	the	Ethics	Committee	received	5	complaints	through	its	mailbox,	which	were	dealt	with	in	accord-
ance	with	the	Bank’s	internal	regulations	and	policies.

	 The	 document,	 updated	 in	 July	 2021,	 sets	 the	
guidelines for action that must be applied in 
all	 internal	 relations,	 as	well	 as	 those	 linked	 to	
shareholders,	 customers,	 users,	 suppliers	 and	
other	 parties.	 Its	 content	 is	 disseminated	 to	 all	
collaborators and is available to all stakeholders 
through the different dissemination channels of 
the	Bank.

Estructura
del Código

de Ética

Structure of 
the Code of
Ethics and
Conduct
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Institutional	values	and
Principles of Action

Compliance	with	the	Law	
and Existing Regulations

Respecting stakeholder
preference

Conflict	of	Interest

Information	Transparency
and	Confidentiality

Code Administration

Accountability
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Percentage of 
Trainees by
Category

Percentage of 
Trainees by 
Region

Employee Integrity
One of the most relevant issues for Banco del Pacífico is to internally ensure that it has upright 
and honest collaborators;	who	are	demonstrating	good	practices,	promoting	the	experience	of	val-
ues,	and	performing	controls	to	avoid	corruption		scenarios,	in	accordance	with	the	Bank’s	raison 
d’être	and	line	of	business,	in	order	to provide security, trust and credibility to all stakeholders.

The Bank maintains an adequate risk control system, cross-sectional management systems and 
trainings on the subject.	These	actions	mark	the	path	to	guarantee	the	security	of	collaborators,	
customers	and	other	stakeholders	associated	to	the	 Institution.	All	of	this	 is	carried	out	within	
the	compliance	framework,	according	to	the	regulations	issued	by	the	control	body	with	a	focus	
on	Risk	Management	of	Money	Laundering	and	Financing	of	Crimes,	such	as	Terrorism.

In	order	to	avoid	corruption,	the	bank	carried	out	trainings	on	its	policies:

Collaborators trained in anti-bribery issues

99%

98% 100%92%

28

99%

99% 98%

Coast

Administrative

Operational Top Management Board of Directors

Middle Rank

Highlands
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Another element to highlight is that 
in 2021 the Ecuadorian SGS rating com-
pany	ratified	the	Bank’s	ISO	37001:2016	
Anti-Corruption and Business Ethics 
certification,	which	establishes	meas-
ures for an organization to avoid brib-
ery practices by its personnel or any 
related	 party,	 helping	 to	 maintain,	
implement and improve existing con-
trols.

Anti-bribery policy

In	 order	 to	 ensure	 transparency	 for	
employees	and	interested	parties,	the	
Organization has the following e-mail: 
transparenciabdp@icloud.com where 
individuals can express themselves on 
acts contrary to the Anti-Bribery Pol-
icy.	The	bank	keeps	the	proper	discre-
tion	and	confidentiality	of	information.
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“At Banco del Pacífico the actions of its collaborators fall un-
der the standards of ethics and conduct by providing its fi-
nancial products and services, and fulfilling all applicable 
Anti-bribery Policy regulations. No acts contrary to those 
established by the antibribery management system are al-
lowed, failure to comply incurs in those penalties established 
in the internal work regulation. The compliance function will 
monitor their development and continuous improvement. 
Banco del Pacífico’s collaborators and stakeholders are free 
to express their thoughts on the implementation of this pol-
icy without any risks of retaliation.”

37001

Risk Control and Management
The	 Board	 of	 Directors,	 in	 accordance	 with	
Ecuadorian	 legal	 regulations,	 is responsi-
ble for comprehensive risk management.	
The Board of Directors must know and un-
derstand the risks inherent to the business 
strategy,	 assumed	 by	 the	 entity,	 as	well	 as	
comply	with	policies,	processes,	methodolo-
gies,	exposure	limits	and	contingency	plans.

For	 Banco	 del	 Pacífico,	 the	 comprehensive	
management of its most relevant risks (cred-
it,	liquidity,	market,	legal,	environmental	and	
social,	 operational,	 including	 technological)	
is a tool that combined with the precaution-
ary	principle	 in	decision-making,	has	proven	
to be the key to prevent economic losses 
and guarantee the long-term stability of the 
organization.

Sustainability Report 2021
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SARAS  System

Environmental and Social Risk

Banco del Pacífico has a Social and Environmental Risk 
Analysis System (SARAS) applied to commercial loans 
over US$350,000 with individual or accumulated risk 
per client
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The	policies,	procedures	and	methodology	used	for	Environmental	and	Social	Risk	management	are	docu-
mented	and	approved	by	the	Board	of	Directors.	The	SARAS	system	is	comprised	of	the	following	phases:

The	Organization	has	defined	within	its	internal	credit	policies	a	statement	on	respect	for	the	environ-
ment,	establishing	as	mandatory,	within	 the	credit	 applications	made	by	companies	whose	economic	
activity	has	been	determined	as	having	a	greater	impact,	the	delivery	of	environmental	reports,	on	the	
degree	of	carbon	footprint,	or	measures	adopted	to	mitigate	the	effects	of	its	operations.

The Bank has been implementing the environmental and social risk analysis (ARAS) to the commercial 
loan	portfolio	according	to	its	internal	policies	and	methodologies;	and,	during	the	year,	it	automated	this	
process	in	the	credit	analysis	flow.

Banco	del	Pacífico	has	a	financial	product,	Green	Credit,	which	offers	financing	to	clients	that	implement	
good	environmental	 practices,	 including	 clean	 technologies	 and	non-polluting,	 low-impact	 alternative	
energies.
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Subsidiaries
Banco	del	Pacífico	S.A.	is	the	head	of	the	Banco	del	Pacífico	Financial	Group.	It	has	two	subsidiary	
companies:  

					1.		ALMAGRO S.A.	-	Almacenera	del	Agro	S.A.,	located	in	the	city	of	Guayaquil.
					2.	Banco Continental Overseas N.V.	(BCO),	which	is	in	the	process	of	liquidation.

In	this	context,	for	purposes	of	shareholder	activism,	only	the	information	of	the	interactions	of	
Banco	del	Pacífico	S.A.	with	Almacenera	del	Agro	S.A.	is	reported	in	this	Annual	Report.

The	Executive	President	of	Banco	del	Pacífico	holds	the	position	of	Chairman	of	the	Board	
of	Directors	of	Almacenera	del	Agro	S.A.	On	this	basis,	and	due	to	its	shareholding,	Banco	
del	Pacífico	permanently	instills	guidelines	in	its	subsidiary	company,	that	have	an	impact	
on	its	ethical	and	sustainable	socio-environmental	management.

Since	 1976,	 Almagro	 has	 been	 providing	
warehousing, inventory management, 
dispatch and distribution services,	 ac-
cording	to	the	needs	of	 its	customers.	 It	
is also authorized by the Servicio Nacional 
de Aduana del Ecuador (SENAE) to oper-
ate	as	a	bonded	warehouse.

Regulated by the Superintendencia de 
Bancos	and	SENAE,	 it	 is	governed	by	the	
provisions	 of	 the	 Código	Orgánico	Mone-
tario	y	Financiero	and	the	Código	Orgánico	
de	 la	Producción,	Comercio	e	 Inversiones	
and	its	regulations.

Name: Almacenera	del	Agro	Almagro	S.A.

Guayaquil - Ecuador

Warehousing Company

98.7%

Location:

Type:

Participation:

Composition of the Board of Directors of ALMAGRO S.A.

Chairman of the Board

Principal Director

Ad-Hoc Secretary

Principal Director

Econ.	Roberto	González	Müller

Ing.	Gloria	Mercedes	Baquerizo	Morales

Ing.	Andrés	Vicente	Ollague	Alarcón

Lcda.	Ruth	Noemí	Panchana	Matamoros
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The customer at the center
of the business model
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Banco del Pacífico has been consolidating a customer-oriented business model that 
allows it to create loyal relationships, based on trust, quality of service, promoting the 
self-service culture, leveraging on the digital structure that has been growing to a great 
extent.

In	2021,	 taking	advantage	of	 the	existing	digital	 structure,	
the Bank improved the customer’s digital experience by up-
dating	and	incorporating	new	functionalities	in	both,	the	dig-
ital	and	electronic	channels,	making	them	more	user-friendly	
and	secure.

As	a	result	of	these	improvements,	the	digital	interaction	of	
our	customers	continued	to	grow	significanthy,	allowing	us	
to increase revenues from these channels by 27% compared 
to 2020 and to reach 43% of products sold digitally.

Banco	del	Pacífico	uses	a	Customer	Relationship	Management	(CRM)	that	allows	to	obtain	 integrated 
information on the relationship with each of its customers	with	a	single	application.

The	tool	provides	a	comprehensive	360-degree	view	of	the	products,	services	and	the	transactional	level	
that	customers	handle	with	the	Bank.
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Transactional channels with the customer 
in mind

Mobile Banking
In	2021,	the	Bank	made	available	to	the	public	the	new	version	of	the	
Mobile	Banking	 app,	with	 an	 innovative	 and	 avant-garde	 style,	while	
facilitating	customer	access	to	products	and	services,	with	an	easy	and	
simple	interaction,	from	the	comfort	of	their	home.

The	Mobile	Banking	app	has	renewed	functionalities,	such	as:	internal	
and	interbank	transfers,	payment	of	PacifiCard	credit	card	and	other	lo-
cal	bank	cards,	payment	of	basic	services,	Mobile	Payment	Order,	bal-
ance	and	transaction	inquiries,	among	others.

Transactions Active clients Annual channel growth

130 million 480 thousand 59%

Digital Transactions
Electronic Transactions

On-site Transactions4 %

96 %

Customer Relationship Management

Improving the digital customer experience
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Intermatico Virtual Banking

Automated Teller Machines 
and Self-Service Kiosks

This	 is	 Banco	 del	 Pacífico’s	 digital	 channel	 with	
the	highest	 transaction	 rate.	 	Banco	del	Pacífico,	
in which customers can make their statements 
of	 accounts,	 cards	 and	 services,	make	payments,	
transfers	and	investments,	request	to	defer	their	
consumptions	 or	 payment	 agreements,	 cash	 ad-
vances,	scheduled	savings,	among	other	services.

During	 2021,	 additional	 services	were	 incorporat-
ed	such	as	pre-cancellation	of	deferred	payments,	
credit	card	activation	and	data	updating,	with	the	
aim	 of	 bringing	 financial	 services	 even	 closer	 to	
customers.

The	use	of	electronic	channels	has	increased	signifi-
cantly	for	Banco	del	Pacífico	and	this	is	evidenced	by	
a	positive	annual	variation	in	its	transaction	volume.
 
At	the	end	of	this	fiscal	year,	98%	of	the	total	num-
ber of ATMs have migrated to an innovative tech-
nology model whose operating system is easier and 
higher	in	quality.	This	is	orienting	customers	towards	
a	digital	and	100%	tactile	approach.

On	the	other	hand,	with	regard	to	self-service	kiosks,		
there	was	a	significant	 increase	 in	 the	emission	of	
debit	cards,	exceeding	60	thousand	transactions	dur-
ing	the	year.

Annual
Transactions Active client Annual Channel Growth

258 million 575 thousand 37%

Increase in ATM transactions 
compared to 2020

Transactional increase in deposits 
and cash or check payments 

at Automated Teller Machines 
(ATMs) compared to 2020

Increase in self-service
kiosk transactions compared 

to 2020
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21% 22%33%
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App for digital sales
Onboard BdP
This application allows you to open savings ac-
counts	 instantly,	 without	 formalities,	 without	
initial	 deposit	 and	without	 going	 to	 the	 Bank.	
In	addition,	it	has	other	other	functions	such	as	
opening investments and applying for a Pacifi-
card	card.

In	this	way,	Banco	del	Pacífico	promotes	banking	
usage of more customers and encourages digital 
culture,	 by	 providing	 clients	with	 an	 easy	way	
to	obtain	bank	products	in	a	fast	and	safe	way.	

Savings Accounts 
opened in 2021

Investments made 
from the App

+ 159 thousand + 7.5 thousand
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Virtual Agent
Chatbot Sophi

It	 is	 a	 virtual	 assistant	 that	 uses	 artificial	 intelli-
gence and that is programmed to interact with the 
customer,	and	provide	information	about	the	Bank’s	
products	and	services.

It	 allows	 transactions	 such	 as	 balance	 inquiries,	
movements,	recharges,	delivery	of	passwords,	pay-
ments,	issuance	of	certificates,	among	others,	while	
serving users 24 hours a day on the following social 
networks:	WhatsApp	and	Facebook	Messenger.

Annual increase in
chats per customer 

Interactions
compared to 2020 

Annual customer
interactions with Sophi 

66% 68% 27.3 millones
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Cash Management
This digital platform allows the management of 
collections	and	payments	of	a	company	in	a	fast,	
secure	and	efficient	way,	from	anywhere.	In	addi-
tion,	the	status	of	transactions	processed	or	pend-
ing	 by	 the	 company	 can	 be	 known	 in	 real	 time,	
maintaining	the	integrity	and	confidentiality	of	the	
information.

In	2021,	we	continued	with	the	Cash	Management	
Redesign project to incorporate new functionali-
ties,	among	which	we	can	find:	digital	contracting	
of	 the	 platform,	 investments,	 massive	 opening	
of	savings	accounts,	notification	of	pre-approved	
loans,	 massive	 uploading	 for	 services	 payment,	
among	others.
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“Tu Banco Banco Aquí”
Payment and Collection 
channel 
This non-bank correspondent allows customers 
and non-customers of the bank to carry out pay-
ment	 and	 collection	 transactions	 at	 pharmacies,	
supermarkets,	stores,	among	others.
Through	 this	 channel,	 the	bank’s	 coverage	 is	ex-
panded,	making	quality	financial	services	available	
to	people.

Since	2021,	 the	Bank	has	had	a	new	transaction-
al platform through which non-bank correspond-
ents can carry out around 80 collection and pay-
ment transactions requested by customers and 
non-customers	of	the	institution	in	the	channel,	in	
addition to receiving online training to enhance the 
management	of	their	businesses.

Annual
Transactions Service Points

Crecimiento anual
de transacciones

15.2 million 15.3 thousand 15%

Active clients Annual 
Transactions

6,766
Of all business customers 
use Cash Management 34.4 millones

21%
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Investment	 products	 that	 allow	 to	 in-
crease	 the	 profitability	 of	 the	 clients’	
money,	according	to	the	amount	and	es-
tablished	term.	At	the	end	of	the	term,	
the money is returned along with the 
agreed	interest.

Product that allows you to manage 
money in an account through check 
writing or with the use of a Debit Card

Product	 that	 covers	 100%	 of	 consumer	
financing,	and	can	be	used	for	household	
goods,	travel	and	health	services.

Term deposit

Checking account Pacífico Credit

Foreign Trade Products
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Pacífico Mortgage

A mortgage loan product that allows 
the	acquisition	of	a	home,	with	the	best	
rate and term conditions in the market

Main products of Banco del Pacífico

Saving Account Pacificard Credit Card

Banking Fund Raising Bank Assets

Product that allows you to make pay-
ments,	inquiries,	withdrawals	and	trans-
fers	 in	 an	 easy	 and	 secure	way,	 allow-
ing	customers	to	achieve	their	financial	
goals	through	savings.

Credit line that allows domestic and 
international	 purchases,	 with	 benefits	
such	as:	mileage	accrual,	cash	advance,	
online	purchases,	Flex	Deferred,	and	as-
sistance	abroad.	

Product	that	allows	access	to	financ-
ing	 for	working	 capital,	 purchase	 of	
fixed	assets	or	any	project	 that	 the	
client implements

A portfolio of products that allows the han-
dling of international operations in an easy 
and secure manner with the intermediation 
of	Banco	del	Pacífico.	It	facilitates	the	obtain-
ing	of	financial	resources	to	guarantee	both	
the	 payment	 and	 goods	 dispatch,	 through	
a wide network of correspondent banks 
worldwide.

Business credit

As	a	financial	 institution	committed	to	the	development	of	society,	Banco	del	Pacífico	offers	various	
savings	and	credit	products	to	 its	customers,	which	contributes	to	boosting	the	Ecuadorian	economy	
and	promoting	business	activity.
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Information Transparency
The Bank’s actions are focused on raising the level of transparency and clarity of the information provided to 
customers	and	users,	both	in	the	commercial	offer	available	to	them	in	each	product	and	channel,	as	well	as	
in	the	fulfillment	of	their	requirements	and	instructions.

Banco	del	Pacífico	provides	its	financial	users	with	accurate and truthful information for each of the products 
and services it offers.	The	contracts	subscribed	by	customers	contain	the	terms	and	conditions	of	the	term,	
interest	rates,	fees,	interest	rates,	expenses,	duties,	and	other	relevant	information	that	allows	timely	deci-
sions	to	be	made	at	the	time	of	acquiring	any	good.	In	addition,	advertising	contains	necessary	conditions	of	
the	products	or	services	being	offered.

There	are	different	ways	for	managing	complaints	and	claims,	with	the	aim	of	dealing	with	them	properly	in	
line	with	the	policies,	and	fulfilling	the	corresponding	regulatory	requirements.
For	this,	we	provide	our	clients	and	users	with	several	channels	and	means	for	them	to	make	their	complaints:

Credit	Officials Bank Services Contact Center
webadminbp@pacifico.fin.ec

3731500

Website
www.bancodelpacifico.com

Virtual	Agent Sophi
096-772-3442

Social Network
@BancoPacificoEC
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Management Systems
Quality

Banco	del	Pacífico	has	 adopted	 ISO 9001 as part 
of the continuous improvement of its process-
es	and	 to	 improve	customer	 satisfaction.	To	 this	
end,	it	focused	its	scope	on	the	following	process-
es: emission and management of credit and debit 
cards,	payment	and	cardholder	services,	and	ATMs	
operations	for	Guayaquil’s	head	office	and	its	main	
office	 in	Quito.	Both	 internal	 and	external	 audits	
of the Quality Management System are carried out 
once	a	year.

9001 22301

Business Continuity

The Organization maintains its ISO 22301 certi-
fication	related	to	the	Business	Continuity	Man-
agement	 System	 for	 savings,	 checking,	 credit	
card	and	debit	card	products.	Having	a	business	
continuity management system allows us to op-
erate	continuously	against	disruptive	events,	so	
that	 the	main	 products,	 services	 and	 channels	
continue	to	be	provided	to	customers.

Sustainability Report 2021
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Customer Service
The Organization’s actions are focused on raising the level of trans-
parency and clarity of the information provided to customers and 
users,	both	 in	 the	commercial	offer	we	make	available	 to	them	 in	
each	product	and	channel,	as	well	as	 in	the	fulfillment	of	their	re-
quirements	and	instructions.

Customer
satisfaction

Source: IZO Group

Inquiries and complaints resolution
The	Bank	has	different	channels	 for	complaints	management,	 in	order	to	deal	with	them	 in	the	best	
possible	way,	in	line	with	policies	and	in	the	fulfillment	of	the	regulatory	requirements:	website,	social	
networks,	credit	officers,	contact	center	(3731500),	Sophi	virtual	agent,	among	others.	In	2021,	constantly	
looking	forward	to	achieving	the	best	customer	experience,	the	following	indicators	were	obtained	in	
terms of customer service and resolution of inquiries and complaints:

Inquiries	submitted	by	users	of	financial	services	 2.3 millones

Complaints	filed	by	users	of	financial	services	 104,604

Complaint cases resolved by the Bank 94,697

Complaint cases resolved by the Superintendencia de Bancos 406

Resolved	cases	compared	to	a	number	of	filed	cases 91%
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Since	the	onset	of	the	pandemic,	which	has	forced	
financial	users	to	make	greater	use	of	digital	chan-
nels,	 cyber-attacks	 worldwide	 have	 increased.	
Faced	with	 this,	 Banco	 del	 Pacífico	 established	 a	
strategy to strengthen its anti-fraud tools in order 
to	detect	cases	of	fraud,	in	a	timely	and	preventive	
manner,	when	it	comes	to	securing	products	offered	
by	the	bank.	 In	 this	way,	avoiding	financial	 losses	
and minimizing this type of events in the future; 
fulfilling	the	regulations	established	by	the	stand-
ards established by international brands and control 
agencies,	was	possible.

Timely and preventive response

Information security and privacy

Fraud prevention

Banco	del	Pacífico	has	an	information	security	department,	which	is	prepared	and	capable	of	understand-
ing	and	responding	to	the	needs	of	customers,	making	use	of	the	potential	offered	by	new	technologies.

The Entity manages technological risks through the implementation of a cybersecurity strategy that 
protects the information and security of customers, intangible assets and the operation of services. 
Therefore,	essential	security	measures	have	been	adopted	to	prevent	alteration,	loss,	unauthorized	pro-
cessing	or	access,	thus	guaranteeing	the	integrity	of	customer	information.

At	 the	 same	 time,	a culture of security is fostered among the collaborators so that they apply the 
necessary	technological	controls	 in	the	business	processes.	 In	addition,	there	are	policies,	procedures,	
international	standards	and	controls	to	manage	the	security	of	customers’	personal	data,	as	well	as	the	
transmission	of	this	information,	which	is	encrypted	under	a	secure	connection.	To	this	end,	the	depart-
ment	in	charge,	has	its	own	indicators	to	measure	its	management	on	a	regular	basis.

In	2021,	Banco	del	Pacífico	was not subject to any non-compliance, derived from violations of privacy or 
loss of customer data,	which	could	have	resulted	in	fines,	non-monetary	sanctions	or	warnings	coming	
from	regulatory	authorities.

Estimated savings generated with anti-fraud tools
One	of	the	main	objectives	of	the	Bank	is	to	minimize	customer	financial	losses	by	working	on	reducing	
transactional	risks	and	thereby	minimize	losses.

In	2021,	the	anti-fraud	tools	for	credit	cards	prevented	a	potential	fraud	of	USD	21.6	million.

Likewise,	prevention	control	panels,	that	allow	the	extraction	and	analysis	of	data	for	the	detection	and	
early	action	of	new	fraud	behaviors,	were	implemented.
In	addition,	artificial	intelligence	tools	were	implemented	in	the	franchises	with	which	the	Bank	works,	in	
order	to	detect	in	real	time,	any	type	of	incident	without	impacting	the	customer.
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The following tools stand out among the main ones:

The	 Bank	 has	 Artificial	 Intelligence	
franchise	tools	that	manage	to	fight	
card transaction fraud in real time 
without	 impacting	 the	 customer.	
These tools prevented many losses 
to	users.

To	 fight	 potential	 bank	 fraud,	 the	
Bank	 has	 Sentinel	 NG,	 a	 solution	
that provides a complete view of 
customer	 behavior,	 while	 reducing	
financial	losses	to	the	business	that	
have	been	caused	by	fraud.

In	 addition,	 the	 Organization	 uses	
Ethoca,	a	collaborative	network	be-
tween	banks	and	businesses,	which	
provides a better cardholder expe-
rience,	 allowing	 the	 prevention	 of	
fraudulent transactions and reduc-
tion	of	operating	costs.

Franchise Tools 
Fraudulent Withholding

Sentinel NG
Fraudulent Withholding

Ethoca
Fraudulent Withholding

USD 2
million

USD 1.1
million

Potencial card fraud amount avoided in the year

2.1

0.08 0.07 0.08 0.09 0.07 0.07 0.070.09 0.09 0.09
0.2

0.1

3.1

4

3

2

1

1.5

0.6

0.4

0.8

1.7
1.9

2.2
2.3

2.4

2.0

USD 1.1 million

Total fraud

Potencial fraud

USD 21.6 million

5 10 15 20 25

Potencial card fraud amount avoided per month
Amount	in	USD	million

USD 0.4
million

Ja
nu
ar
y

Fr
eb

ua
ry

M
ar

ch

A
pr

il

M
ay

Ju
ne

Ju
ly

A
ug

us
t

Se
pt

em
be

r

O
ct

ob
er

N
ov
em

be
r

D
ec

em
be

r



Our Collaborators
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The Organization’s collaborators are one of the fundamental pillars for the Bank’s growth. 
For this reason, we manage human talent responsibly, promoting the development and 
welfare of our collaborators, motivating and enhancing their performance. While ensur-
ing high occupational health and safety standards for our entire staff.

Our Team

Number of collaborators by age and region

Feminine

*	The	employees	do	not	have	a	collective	bargaining	agreement.

Overall Total

Region

Amazon

Coast

Insular

Highlands

Masculine
1,478

3 2 02 2 0 9

391 484 52322 375 71 1,695

7 17 00 4 2 30

237

638

273

776

12

64

172

496

161

542

19

92

874

2,608

1,130
Total
2,608
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Age From 18 to 30 From 31 to 50
Total

From 51
and over

Number of collaborators by gender
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New Employee Hires

This indicator increased compared to 
2020,	due	to	the	fact	that	the	Organiza-
tion made an adjustment to its organiza-
tional structure as of the second half of 
the	year.	

Focused	on	corporate	values,	collaborators	of	Banco	del	Pacífico	work	to	support	the	organization’s	objec-
tives.	To	dos	this,	the	Bank	employs	multiple	actions	and	initiatives	to	promote	the	integral	development	of	
its	collaborators.

In	order	to	achieve	a	good	working	environment	and	mutual	respect,	the	Bank	has	a	Code	of	Ethics	and	Con-
duct	which	contains	the	guidelines	that	each	of	the	Bank’s	collaborators	must	follow.

Integral Development of People

Overall Total

Region

Coast

Highlands

Insular

Amazon

16 10 130 31 0 88

3 4 08 3 0 18

1 0 00 0 0 1

0

20

0

14

0

1

0

38

0

34

0

0

0

107

Recruitments 2021
Average monthly

turnover

107 3.13%
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Age From 18 to 30 From 31 to 50 From 51
and over

Total
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Operative 20,1271

Administrative
33,0672

Middle Ranks

39,5163

Top Management

4,8524

Board of Directors

3,6475

7296

317

Total hours of training 101,969

Training hours by job position

Category Training
hours

Hierarchical
level

Banco	del	Pacífico	ensures the education and training of its employees from the moment they join the 
Institution, in order to strengthen their skills and knowledge.	In	2021,	training	management	prioritized	the	
development	of	the	necessary	needs,	focusing	on	a	new	modality	of	virtual	self-learning	(e-learning)	and	
operational	and	regulatory	training	which	derived	from	the	line	of	business.

The main objective pursued by the Bank through training is to provide its collaborators with the tools to 
achieve the established goals.	In	addition,	it	seeks	to	enhance	the	necessary	skills	and	knowledge	to	effec-
tively	respond	to	the	functions	they	perform,	and	to	the	changes	and	demands	that	this	new	reality	implies.

The logistics of training is evaluated through digital forms with the purpose of listening to the opinion of the 
employees	and	continuously	improving	this	management.	

Banco	del	Pacífico’s	training	program	is	established	by	ranks,	instead	of	dividing	it	by	gender.

Training
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Organizational culture: today’s work environments
Customer experience: design your customer’s experience
Design thinking: people-centered innovation
Customer experience: building customer loyalty
Agile project management
Conflict	management	tools
Time management and productivity
Negotiation and strategic communication
Strategic thinking
Scrum: managing teams
Service design: innovation in user experience
Negotiation techniques workshop
Digital sales: improving your competitiveness
Direct sales: negotiation and customer relations

New learning modality program (e-learning)

Best	post	COVID	practices		
Induction	to	Banco	del	Pacífico
Protection	and	defense	of	financial	consumer	rights
Internal	regulations	on	health	and	safety	
Internal	work	regulations
Credit	risk,	regulations	and	policies	
Operational risk and business continuity 
Information	Security
Anti-Bribery Management System

A	total	of	73	different	training	topics	have	been	provided	by	the	Bank	to	its	collaborators.
The main training programs were the following:

Main Operational Programs

Financial analysis
Cash management
CRM sales force
Double	international	certification	in	OKR
Collection school
Credit school
Banking services school
Cashier school
Comprehensive credit risk management
Data Governance
Virtual	Leadership
Women’s Corporate Governance and Top Management Training Program
Corporate Governance Program
Business Systematics
SSO for Health and Safety Committees
XXV	Latin	American	Congress	of	Internal	Audit	2021

Regulatory Programs
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The Bank evaluates its employees both in their job performance and in their interactions within the Or-
ganization,	since	it	is	a	process	of	continuous	improvement	and	monitoring	of	job	responsibility.	Regular	
performance evaluations are conducted in order to ensure the quality of the collaborators’ work and 
strengthen	the	Organization.

Talent Assessment

Employees with periodic performance evaluation by gender and job position

Overall Total

Board of Directors
Top Management
Middle Ranks
Administrative
Operational

Evaluated Evaluated EvaluatedTotal
Job

Category

2
9

209

813

439

0
7

93

620

409

2
16

302

1433

848

100%
100%

99.5%

99.3%

99.6%

0
100%

100%

100%

99.8

100%
100%

99.7%

99.8%

99.7%

1,472 1,129 2,60199.6% 99.9% 99.7%

The	remuneration	policy	of	Banco	del	Pacífico,	considers	the	rights	and	obligations	that	are	specified	in	the	
Code	of	Labor,	IESS,	SRI,	Constituent	Mandate	No.2,	Decrees	and	Official	Records	that	govern	the	members	of	
the	Board	of	Directors	and	the	Executive	level.

In	order	to	define	the	Bank’s	remuneration	scale,	a	“Job	Position	Assessment”	mechanism	is	used	while	con-
sidering	internal	and	market	equity.	If	there	are	new	job	positions,	we	request	support	from	well-known	Ex-
ternal	Consulting	Firms	in	the	industry	for	defining	the	corresponding	remuneration

Remuneration

All	Banco	del	Pacifico	employees	receive	organizational	benefits	aimed	at	providing	economic	stability	and	
security	in	access	to	health	care,	among	other	important	aspects.	This	way,	the	Bank	makes	sure	to	cover	all	
the	needs	of	the	collaborators.

Occupational well-being and quality of life
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Collaborators who returned to work after
completing their leave of absence*

Diversity and Equal Opportunity

*80% of women reinstated after maternity leave and 100% of men 
did it

In	 this	 same	 comprehensive	 regulation	 body,	
since	there	is	no	discrimination,	respect	and	val-
ue are declared and granted to people’s identi-
ties	and	differences.	
All acts of harassment and discrimination based 
on	 race,	 religion,	 sex,	 age,	 different	 capacities,	
sexual	 orientation,	 gender,	 nationality	 or	 any	
other	political,	 ideological,	 social	 or	philosophi-
cal	reason	is	completely	prohibited.	

Maternity

Maternity

Paternity

Paternity

Total

Total

Total

Total

Leave

Leave

90

72

90

72

42

42

132

114

0

0

90

72

42

42

0

0

42

42

Banco del Pacífico focuses on fulfilling the guidelines established in its internal policies, with 
regards to diversity respect and equal opportunities. In its Code de Ética y Conducta, Banco del 
Pacífico states that it promotes the opportunity for professional development. Additionally, it 
also aims at the inclusion of minority groups from the selection and internal promotion pro-
cesses, while taking into consideration the competence profile for the position

On	the	other	hand,	the	Management,	Hiring	and	
Rotation Policy promoted inclusive practices 
with no discrimination towards people who be-
long to minority or vulnerable groups such as: 
pregnant	women	or	who	are	breastfeeding,	 af-
ro-Ecuadorians,	 indigenous	 people,	 among	 oth-
ers; while respecting their cultures and tradi-
tions.

Maternity or paternity leave
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Occupational Health and Safety

Protection of our collaborators

Occupational risk management has a preventive and 
systematic	 approach.	 Although	 the	 main	 activities	
have	been	defined	to	take	care	of	the	health	of	col-
laborators	and	to	maintain	business	continuity,	while	
serving	customers	during	the	pandemic,	the	manage-
ment	system	has	also	been	strengthened,	based	on	
the	guidelines	of	 ISO	45001:	Health	and	Safety	Man-
agement System and the Healthy Organization Man-
agement	System.

The leadership of the Top Management and the partic-
ipation of employees through the Central Safety Com-
mittee and Occupational Health Committee has made 
it possible to implement actions to avoid exposure to 
Covid-19 and to take care of the mental health of the 
collaborators through the implementation of the psy-
chosocial	risk	program.

Overall Total

Physical Condition

People with special needs

Age

Pregnancy

Illnesses

Breastfeeding

Maternity	Leave

12

-

23

17

32

12

50

-

27

57

22

5

4

7

0

7

0

0

11

-

-

16

-

-

18

-

-

25

-

-

9

11

-

17

-

-

104

18

50

139

54

17

96 161 1827 43 37 382

Banco	del	Pacífico	guarantees	the	fulfillment	of	human	rights	in	its	operations,	while	promoting	respect	
for	the	dignity	of	people	and	their	rights.	It	is	indispensable	the	performance	of	the	Bank’s	collaborators	
who	are	attached	to	the	values	and	principles	of	the	Organization.

As	a	financial	institution,	it	is	essential	to	promote the responsibility to respect human rights and gen-
erate opportunities to have a positive impact throughout the value chain and with the different stake-
holders.	In	this	way,	the	Bank	contributes	positively	to	the	promotion	and	respect	of	Human	Rights	by	
foreseeing,	designing,	implementing	and	evaluating	key	operations,	processes	and	relationships.

50

Age From 18 to 30 From 31 to 50 Older than 50

Collaborators that belong to a vulnerable group by age and gender

Overall
Total
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Occupational Health and Safety Committees

Accident statistics* 

Percentage representation 

94.3%

By region

By gender

Total

Coast

Highlands

2

1

2

1

5

1

1

5

10

5

4

11

24

24

Within
the workday

In
Itínere COVID 19 ***

**

     Based on the identification of hazards and evaluation of occupational risks, Banco del Pacífico does not have any jobs categorized 
     as important or intolerable risks.
     Occurring to the employee while traveling from his home to his workplace, and vice versa.
     Guide for the Medical and Technical Qualification of Covid-19 as an Occupational Accident of IESS Occupational Risks

*

**

***
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Occupational risk prevention
The	preventive	management	focused	on	two	working	modalities:	teleworking	and	on-site	work,	by	identifying	
hazards,	assessing	risks	and	implementing	measures	for	these	activities.

The Safe Return to Work Plan Guide	was	disseminated	to	employees,	clients,	contractors	and	visitors	through	
the	Bank’s	information	and	communication	channels,	so	that	they	are	aware	of	and	apply	the	biosafety	meas-
ures	implemented	by	the	Bank.

Occupational risk management has a preventive focus,	which	is	continuously	improving	and	is	integrated	into	
all	the	Bank’s	processes.	Its	objective	is	to	prevent	injuries	and	health	deterioration	by	providing	employees	
with	safe	and	healthy	workplaces,	based	on	the	guidelines	of	ISO	45001	and	the	Healthy	Organization	Man-
agement	System.

Health	surveillance	has	also	been	one	of	the	important	actions	carried	out	this	year.	Thus,	during	the	months	
of	March	to	December,	vaccination was managed in all the bank’s offices through the Zonal Coordination 
Health Office.	In	addition,	the	bank	implemented	the	registration	of	vaccination	cards	through	an	application	
called Vaccinometer,	reaching	a	percentage	of	94.1%,	with	regard	to	a	complete	Covid-19	scheme.	In	addition,	
weekly	surveys	were	conducted	to	identify	suspected	Covid-19	cases,	acting	preventively	to	avoid	contagion.

The	telemedicine	service	continued	to	provide	care	to	employees	nationwide,	prioritizing	care	for	suspected	
cases	of	Covid-19	 infection.	Another	 important	aspect	was	 that	psychological	 telemedicine	services	were	
maintained during the year in order to safeguard the health and well-being of employees and the continuity 
of	the	business.

Central Committee

Head Building
Guayaquil

1
National

Subcommittees

25

National
Delegates 
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Actions against COVID-19

Occupational Safety and Health Rates and Figures

Through	a	communication	campaign	addressed	to	the	Bank’s	stakeholders,	the	guidelines	for	action	to	combat	
Covid-19	were	shared.	Among	the	actions	carried	out,	the	following	one	can	be	found:

Implementation	of	biosafety
guidelines

Cleaning and disinfection
of Bank areas

Provision of personal protective
equipment

Vaccination	record	using	the
Vaccinometer

Biosafety measures inspections

Health surveillance

Vaccination	management
for employees

Weekly Occupational Health
and Safety Survey

0.76%

0

0

9.15%

1.16%

Accident	frequency	rate	(including	cases	of	COVID	19)

Lost	Workday	Rate	(including	COVID	19	cases)

Fatalities occupational injuries or diseases

Incidence	rate	of	occupational	diseases

Absenteeism Rate

Guayaquil Biosegura Certification

In	order	to	strengthen	preventive	measures	to	avoid	the	spread	of	Cov-
id-19,	Banco	del	Pacífico	implemented	the	program	of	the	Municipality	of	
Guayaquil “Guayaquil Biosegura” whose main function was to validate 
and enforce the protocols established by the companies of the city of 
Guayaquil to ensure that citizens acquire goods and services in a safe 
manner

52
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Vaccination against COVID-19
Banco	del	Pacífico	arranged	through	the	Zonal	Coordination	Offices	of	the	Ministry	of	Public	Health	for	employ-
ees	to	be	vaccinated	against	the	Covid-19	virus.	At	the	end	of	2021,	a	total	percentage	of	94.1%	of	employees	
were	vaccinated	with	a	complete	vaccination	schedule.

Vaccinated collaborators 
with a complete

vaccination	schedule

In	May	2021,	the	Organization	carried	out	the	Guayaquil	Biosegura	certification,	in	17	agencies	in	the	city,	
to	provide	security	to	its	collaborators	and	clients.	

94.1%
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Delivery of oxygen tanks
The	Bank’s	medical	department,	for	the	purpose	of	providing	support	to	collaborators	who	presented	compli-
cated	health	conditions	as	a	consequence	of	Covid-19,	delivered	oxygen	tanks	with	their	instructions	kit.
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Social and environmental 
development
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Aldeas Infantiles SOS

Products and Services with a social focus

Through	an	affinity	card	collection	system,	this	card	aims	to	con-
tribute to the integral human development of thousands of children 
and	teenagers	who	are	orphaned,	abandoned	or	in	danger	of	losing	
their	parents’	protection.

The bank contributes with a percentage of the purchases made 
with	the	SOS	Children’s	Villages	affinity	card,	which	is	destined	for	
the	food,	education,	housing	and	clothing	of	the	children	who	be-
long	to	this	foundation.

The Bank has the following products and services with a focus on socio-productive development; among the 
main ones are:

Gross	Educational	Loan
Portfolio
Amount: Amount:

Gross Housing Portfolio Social 
and	Public	Interest

Alimony amounts received
for in 2021

USD 320 million

91.8% 68.9%

USD 59 million USD 561 million

Market Share Market Share

Banco del Pacífico plays an important role in promoting social and environmental de-
velopment in its relations with its different stakeholders, particularly with customers, 
suppliers and the community, seeking to have a positive impact on society.

Children’s Village
Credit Card 

Contributions made Contributions growth 

9,513 USD 59,597 14%
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Pacífico
Education
Loans

Housing
Loans

Judiciary
Savings
Account
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Responsible value chain
Our suppliers

Monetary value paid to suppliers Number of suppliers

Local
Suppliers

2,657 216

Overseas
Suppliers

Banco del Pacífico, being responsible with its value chain, establishes transparent 
relationships with its suppliers and contractors. Likewise, the Institution guaran-
tees fair, competitive and integral negotiation processes. To do so, it has internal 
policies and tools for the administrative suppliers’ management that regulate the 
procurement methodology.

Local	suppliers	are	located	in	different	parts	of	the	
country to meet the Bank’s demand at the nation-
al	level.	During	the	2021	period,	232	new	suppliers	
were	 incorporated	 and	 there	were	 no	 significant	
changes	in	the	structure	of	the	Bank’s	supply	chain.

USD 193 million

USD 159 million

2,873Total suppliers
100m 200m

2020

2021

National suppliers
92%
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Supplier qualification
In	accordance	with	the	requirements	of	the	Superintendencia	de	Bancos	and	internal	policies,	all	active	suppli-
ers	of	Banco	del	Pacífico	must	be	annually	qualified	by	a	specialized	external	company.

Currently,	the	qualification	process	evaluates	the	following	criteria:	business	profile,	operational	and	commer-
cial	capacity,	and	financial	capacity;	in	addition,	issues	such	as	social	responsibility	and	business	continuity	are	
evaluated	for	suppliers	that	are	defined	as	critical	by	the	risk	area.

Within	this	qualification	process,	it	is	ensured	that	suppliers and contractors maintain a behavior that follows 
the Organization’s corporate values and guarantee compliance with the best responsible business practices.	
Among	the	criteria	to	be	evaluated	in	the	Social	Responsibility	module,	the	following	stand	out:

Suppliers can contact the contracts 
and supplier’s mailbox to report any 
news regarding the procurement pro-
cess;	 in	addition,	meetings	are	sched-
uled	to	go	through	their	concerns.

Complaints and Grievance 
Formal mechanisms

SA 8000 certification

Disciplinary measures

Remuneration

Forced labor

Freedom of association 
and collective bargaining

Child labor

Discrimination

Work schedule

Occupational 
Health and Safety

Suppliers
evaluation

Criteria
to be

evaluated
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Action in the community

Corporate Volunteering

Financial Education

Aprendo con mi Banco Banco
“Learning with my Bank”

Banco del Pacífico, being consistent with its mission of contributing to the development 
of the country with social responsibility, continues promoting programs and activities 
that are based on creating awareness and citizen commitment, particularly with the 
proper management of finances and the promotion of a savings culture, through its Fi-
nancial Education Program, thus seeking the sustainability of the Institution

In	 2021,	 volunteers	 participated	 as	 instructors	 in	
the	financial	education	workshops	that	the	Bank	
provided	for	children,	young	people	and	adults.	A	
total of 55 volunteers participated in the following 
activities a total of 284 hours of unpaid work: face-
to-face	and	virtual	financial	education	workshops	
and	radio	program	announcements.

It	is	the	financial	education	program	for	children	and	teenagers.	In	2021
trainings	were	provided	to	55	educational	centers,	educating	2,527	chil-
dren	and	 1,534	teenagers	 in	Guayaquil,	Quito,	Machala,	Daule,	Manta,	
Babahoyo,	Nobol,	Salinas,	Galapagos,	Milagro,	and	Durán.	This	year	the	
workshops were conducted following a virtual format with interactive 
and	fun	learning	approaches.

Digital	tools	such	as	videos,	stories,	interactive	games	and	a	blog	for	young	people	were	also	disseminated,	as	
part	of	the	Financial	Education	Program.
The information can be found at www.educacionfinanciera.com.ec

Through	social	networks,	the	chapters	of	the	program	Mi	Banco	Banco	TV	on	YouTube,	in	which	children	teach	
children	about	financial	education,	were	disseminated.
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45,882

Total number of 
trainees since the 
beginning of the
program (2010)
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Mi Banco Banco me enseña
“My Bank teaches me”
It	 is	 the	 financial	 education	 program	 for	 adult	
audiences.	 In	 2021,	 a	 total	 of	 5,158	 people	 were	
trained	 through	99	webinar,	 E-learning	 and	 face-
to-face	financial	 education	workshops	 for	 sever-
al	companies,	institutions	and	Bank	collaborators.	
We	worked	mainly	with	Bank’s	client	companies,	
which received workshops for their collaborators 
on	topics	such	as	Healthy	and	Responsible	Debt,	
Healthy Economy and Personal and Family Finan-
cial	Control.	Workshops	were	also	held	for	work-
shops were also held for students from some 
universities	 in	 Guayaquil	 and	 Quito,	 focusing	 on	
money	care,	saving	strategies	and	budgeting	sav-
ing	strategies	and	budgeting.
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Another noteworthy initiative was the transmis-
sion	 of	 the	financial	 education	 radio	 program	 “Mi	
Banco	Banco	me	enseña”	 (My	Bank	Teaches	Me).	
There were 30 programs in which the public was 
educated	 on	 basic	 financial	 concepts,	 home	 and	
business	finances.	They	were	broadcast	on	Satur-
days	from	8:00	a.m.	to	9:00	a.m.	on	more	than	55	
radio	stations	in	several	provinces	of	the	country,	
thanks to an agreement signed with the National 
Ecuadorian	Broadcasting	Association	(AER).

In	September,	the	“Money	Day”	event	was	held,	which	is	a	symposium	aimed	at	training	university	students	in	
financial	education.	The	event	was	released	in	collaboration	with	Tecnológico	Espíritu	Santo.	The	objective	of	
this	event	was	to	generate	a	financial	culture,	to	build	healthy	personal	economies,	to	provide	tools	and	advice	
to	help	students	and	young	entrepreneurs	find	financial	wellbeing.

16,072

Children Teenagers Adults

2,527 1,534 5,158

Trainees number in 2021

Total

9,219

Total number of 
trainees since the 
beginning of the
program (2014)

Sustainability Report 2021



Sustainable Environmental Management

Banco	del	Pacífico	is	firmly	committed	to	the	en-
vironment	 and	 the	 fight	 against	 climate	 change,	
with the main goal of reducing the environmental 
footprint	in	its	operations	nationwide.

For	 this	 reason,	we	strictly	monitor	 our	 environ-
mental footprint by using three indicator catego-
ries: consumption of energy and natural resources; 
waste generation (mainly paper and carton) and; 
greenhouse	gas	emissions.	

The Organization has a Social Responsibility’s poli-
cy manual that promotes the acquisition
of materials with environmental requirements and 
certifications,	which	involve	sustainable	processes	
in	obtaining	their	raw	materials,	product	manufac-
turing and operational logistics until its delivery to 
the	bank.	In	addition,	it	has	procedure	manuals	for	
the	management	of	normal	solid	and	urban	waste,	
which establishes the proper treatment of used 
masks	by	our	 collaborators	 in	 the	offices	due	 to	
Covid-19.
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Eco-efficient
operations
Looking	 forward	 to	 implementing	
sustainable practices that seek the 
well-being of the community and the 
conservation	of	the	environment,	Ban-
co	del	Pacífico	 received	the	final	EDGE	
(Excellence	 in	 Design	 for	 Greater	 Effi-
ciencies)	certification	from	Green	Busi-
ness	 Certification	 Inc.	 This	 event	 took	
place in its annex building which is lo-
cated	 in	 the	city	of	Guayaquil,	next	 to	
the	main	building.
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In	February	2020,	Banco	del	Pacífico	obtained	the	pre-
liminary	certificate	and	after	a	rigorous	audit	process,	
where the design choices for the building were re-
viewed,	we	received	the	final	certificate	on	March	 17.	
These	design	choices	predict	a	25%	in	energy	savings,	
68%	in	water	savings	and	73%	of	less	embodied	energy	
in	materials.	Surpassing	the	20%	in	savings	established	
by	the	EDGE	standard.

The	building	has	LED	lighting	that	is	managed	using	an	automation	system	that	involves	the	use	of	lighting	sensors	
for	dimming	lights	and	photovoltaic	solar	energy.	This	system	assumes	15%	of	the	building’s	total	consumption.

To	save	water,	it	has	ecological	toilets	and	urinals	that	save	a	high	percentage	of	water	in	each	flush	and	the	instal-
lation	of	water	faucets	with	sensors	in	the	sinks,	which	generates	a	50%	in	water	savings.	There	is	also	a	recycling	
station	on	each	floor	for	the	proper	management	and	waste	segregation.
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Efforts	were	made	to	minimize	waste	generation	and	manage	it	correctly.	As	part	of	these
of	these	actions,	7%	kg	waste	were	recycled	which	in	comparison	to	2020.

Paper

Carton

Ferrous scrap

Aluminium

Glass/scrap batchPlastic

Copper

31,555 kilos

6,271 kilos

1,381 kilos

158 kilos

3 kilos211 kilos

7 kilos

Income USD 3,490

Income USD 535

Income USD 124

Income USD 42

Income USD 506Income USD 44

Income USD 29

Total weight in Kg: 39,586
Total income: USD 4,770
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Used toners and supplies

Used oils

Batteries

Hydrocarbon waste 

318 kilos

7 gallons

15 kilos

3 kilos

In	addition,	resulting	materials;	such	as	furniture,	partitions,	aluminum,	ferrous	scrap,	etc.,	coming	from	the	
remodeling	or	adaptations	process,	are	reused	or	recycled.	On	the	other	hand,	hazardous	waste	such	as	used	
oils,	vehicle	batteries,	generators,	or	lights,	etc.,	are	delivered	to	environmental	managers	duly	authorized	for	
this	purpose.

Material and Waste Management
Due	to	its	line	of	business,	the	bank	does	not	transform	materials	to	manufacture	products,	therefore,	it	ac-
quires	them	in	their	final	stage.	For	this	reason,	we	purchase	materials	and	services	that	include	internation-
ally	recognized	and	endorsed	certifications	that	contribute	to	the	reduction	of	the	impact	on	the	environment	
and the adoption of the best practices
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Environmental management in Galapagos agency

Climate change and energy
Banco	del	Pacífico,	as	an	entity	committed	to	reducing	its	footprint	on	the	environment,	remains	at	the	fore-
front	and	 implements	 innovative	 technologies	 to	produce	 renewable	energy	and	 reduce	 its	 consumption,	
especially	since	it	is	its	main	source	of	emission.

LED	lighting	in	offices	and	agencies	nationwide.

Electro-generators that reduce combustion gases

Implementation	system	of	switching	lights	on	and	off	and	air-conditioning	equipment.	

Implementation	of	photovoltaic	systems	at	the	Annex	building	in	Guayaquil,	which	
allows	to	save	10%	of	the	total	consumption	of	energy	in	the	building.

In	the	Galapagos	Islands,	the	Bank	has	a	category	
II	environmental	license	for	the	Santa	Cruz	office,	
which is assigned by the environmental authority 
for	 projects,	 works	 or	 activities	 whose	 environ-
mental	impact	or	risks	have	a	low	impact.	At	this	
place,	 we	 have	 an	 environmental management 
plan that fully complies with the local legislation 
and protection measures towards the species of 
the area.
This	plan	is	monitored	and	verified	through	bian-
nual technical visits by the environmental author-
ity	in	charge	of	the	insular	region.

* Energy consumption coming from the country’s public network. 
**Renewable energy that comes from the photovoltaic system installed in the annex building to the Guayaquil Head Office.

Electric Power consumption

Source of power generation Unit 2020 2021

Electric	Power	Consumption	(*) KWh 10,362,644 11,992,115

Solar	energy	from	annex	building	(**) KWh 75,920 75,920
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Emissions
As	part	of	its	environmental	management,	Banco	del	Pacífico	has	its	Carbon	Neutral	certification.	This	
management	translates	 into	an	annual	 reduction	of	the	carbon	footprint	of	the	Bank,	continuous	 im-
provement	 and	 operational	 excellence,	 proving	 its	 commitment	with	 the	 global	 fight	 against	 climate	
change.	

Since	2012,	the	bank	measures	 its	carbon	footprint	by	 identifying	the	main	equivalent	sources	of	CO2	
emissions	within	its	structure	and	the	corresponding	opportunities	for	improvement.	It	is	about	a	partial	
measure	of	the	carbon	footprint	that	does	not	encompass	the	total	operations	of	the	Bank,	but	a	repre-
sentative	sample	of	them	that	comprises	11	offices	in	the	following	cities:	Guayaquil,	Quito,	Galápagos,	
Manta	y	Cuenca.

* The Greenhouse Gas (GHG) inventory data corresponds to the months of January to August 2021.

Type Source of Emission 2020 2021 Variation

Scope 2
(Indirect) Electricity 2,926 1,445 -50.6%

Fuel

Refrigerant Gas A/A

GLP Kitchen

Biological Waste

Waste

312

158

12

56

7

3,471 1,834 -47%

221

126

8

25

9

-29.0%

-20.0%

-33.0%

-55.0%

+29.0%

Scope 1
(Direct)

The greenhouse gas emis-
sions considered are those 
generated by internal pro-
cesses that the organization 
has complete control over: 
electric	 power,	 vehicle	 fuel,	
refrigerant gas from air-con-
ditioning	 units,	 biological	
waste,	 GLP	 and	waste	 from	
the cafeterias in Guayaquil 
and	Quito.

To	measure	the	emissions	of	each	GHG	(CO2	-	carbon	dioxide	-,	CH4	-	methane	-,	N2O	-	nitrous	oxide	-,	
etc.)	expressed	in	tons	of	CO2e	per	year,	we	used	methods	and	tools	created	and	approved	by	experts,	
such	as:	2019	Refinement	to	the	2006	IPCC	Guidelines	for	National	Greenhouse	Gas	Inventories,	GHG	Pro-
tocol	Standards	del	World	Resources	Institute	(WRI),	Centro	Nacional	de	Control	de	Energía	(CENACE).	
The	results	of	these	measurements	are	updated	and	evaluated	on	an	ongoing	basis.

Sustainability Report 2021



65

Committed to sustainability
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Key Sustainability Policies
To	ensure	the	implementation	of	sustainability,	the	Organization	 is	guided	by	the	International	 ISO	26000	
Standard,	which	has	been	used	as	the	basis	to	develop	its	Social	Responsibility	Policies,	which	demonstrates	
the	Bank’s	voluntary	commitment	to	its	stakeholders.

The Bank has a Corporate Social Responsibility Policy Manual in order to have clear guidelines on ethical issues 
on	ethical,	economic,	social	and	environmental	issues,	as	well	as	to	adopt	the	best	Corporate	Responsibility	
practices,	based	on	the	following	fundamental	matters:
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Human
Rights Environment

Organizational
Governance

Labor Practices

Fair operating
practices

Consumer
issues

Active participation 
and development of 

the Community

Banco del Pacífico is firmly committed to sustainability, managing the needs of its 
stakeholders, the socio-environmental risks and generating value for its clients 
and society; in order to achieve the development of the organization, the well-being 
of the community and the conservation of the environment.
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We	have	adopted	both	international	and	national	regulations,	of	mandatory	or	voluntary	application,	regula-
tions,	codes	and	internal	policies	that	regulate	the	Organization’s	actions.

The regulations that frame the Bank’s sustainability management are varied 
and integrate different areas of the organization in a cross-sectional manner.
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Management standards

ISO

International and voluntary

ISO 9001	Quality	Management	System.

ISO 45001	Occupational	Health	and	Safety	Management	System.

ISO 22301	Business	Continuity	Management	System.

ISO 26000 Social	Responsibility	Standard.

Standard 37001 Anti-bribery	Management	System.

1

1

2

2

3

3

4

4

5

5

Universal	Declaration	of	Human	Rights.

United	Nations	Global	Compact.

Sustainable	Development	Goals	(SDGs).

Principles issued by the Basel Committee on Banking Supervision in the docu-
ment	“Strengthening	Corporate	Governance	in	Banking	Organizations”.

Principles of Corporate Governance of the Organization for Economic Coop-
eration	and	Development	(OECD).
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Stakeholders

Stakeholder dialogue management

They	are	defined	as	all	those	individuals,	organizations	or	entities	that	are	linked	to	the	Organization	and	
directly	or	indirectly	influence	its	business.	In	2021,	Banco	del	Pacífico	reviewed	and	updated	its	stakeholder	
map.	

The Organization encourages communication and closeness as tools for risk prevention and development 
of	opportunities	with	its	stakeholders.	This	is	why	it	maintains	a	close	relationship	with	its	main	groups,	in	
order	to	identify	the	trends	and	concerns	of	each	one	of	them,	establishing	differentiated	dialogue	mech-
anisms.

STAKEHOLDER PERIODICITYCHANNEL

Strategic
Partners

Regulatory
Authorities

Social 
Media

Community

Financial
Entities

Suppliers

Clients

Shareholder a)  Annual or extraordinary
b)  Monthly
c)  Monthly

a)  Ordinary General Meeting
b)		Interinstitutional	Liaison
c)  Sessions

Top
Management

a)  Monthly
b)  When required
c)  When required
d)  When required

a)  Top Management meetings 
b)		E-mail,	calls,	meetings	and	videoconferences
c)  WhatsApp
d)		Intranet
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Collaborators

a)  When required
b)  When required
c)  Permanent channel for
     reporting complaints against   
					the	Código	de	Ética	y	Conducta
d)  Four-monthly and bimonthly in
      the Ethics Committee and in
      the Occupational Health and
      Safety Committee
e)  When required

a)  Massive mailings
b)  WhatsApp
c)  Ethics Mailbox
d)  Participation in Committes
e)		Intranet

Regulatory
Authorities a)  When requireda)  E-mail

Clients

a)  Monday to Friday
     during working hours

b)  Daily,	according	to	the
     established schedules

c)  Daily,	according	to	the
     established schedules

d)  Daily,	24	hours	of	the
     day

e)  According to areas
     requirements

f)  Monday to Friday
     during working hours

a)  Customer Service
b)  Contact Center
c)  Social Networks
d)		Sophi	Virtual	Agent
e)  Studies and surveys
f)  E-mail: 
    webadminbp@pacifico.fin.ec 
    webadminpac@pacifico.fin.ec

Community

a)  Monday to Friday
     during working hours
b)  Daily,	24	hours	of	the
     day
c)  Half-yearly scheduling

a)  E-mail: webadminbp@pacifico.fin.ec 
                 webadminpac@pacifico.fin.ec 
b)  Website: www.educacionfinanciera.com.ec
c)		Face-to.face	and	virtual	training
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Strategic
Partners

Suppliers

a)  Prior to elaborating
     the report´s materiality
b)  When queries are
     required

a)  When requireda)  Telephone	communication,	mail	and	meetings

a)  Dialogue workshops
b)  Telephone	communication,	mail	and	meetings

Financial
Entities

a)  When queries are
     required

a)		Telephone	communication,	mail	and	meetings

Mass
Media

a)  When queries are
     requireda)  Telephone	communication,	mail	and	meetings
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Materiality Analysis
For	the	development	of	this	sustainability	report,	a	materiality	study	was	carried	out	by	means	of	a	survey	
of	relevant	topics	for	stakeholders,	applying	the	methodologies	and	principles	of	the	GRI	Standards	and	the	
Accountability	standard,	which	consider	the	participation	of	clients,	suppliers	and	collaborators,	as	well	as	the	
impact,	inclusion,	relevance	and	responsiveness	of	the	company.

Initial Analysis
and Benchmarking

Review of major sustainabil-
ity	trends.

Review of materiality of 
different banks in the region

Incorporation	of	criterion	
coming from the Board of 
Directors,	Shareholders	and
Top Management of the 
Bank

Surveys to Shareholders 
and members of the Board 
of	Directors.

Surveys to Top Manage-
ment,	collaborators,	clients,	
suppliers.

Data processing

Systematization of material
aspects

Contents	definition

Validation and internal 
prioritization

Identification of
stakeholder
expectations

Systematization of
materiality

Prioritization of material issues by stakeholder
The	prioritization	of	material	issues	was	made	according	to	the	importance	of	economic,	environmental	and	
social	impacts	for	the	Bank,	in	contrast	to	the	perception	and	opinion	of	stakeholders.

The following list shows the most relevant indicators that were placed in the materiality matrix:

	1.	Ethics,	transparency	and	anti-corruption.

	2.	Sustainable	financial	growth

	3.	Good	corporate	governance

	4.	Cybersecurity	and	data	protection

	5.	Digital	evolution	and	innovation

	6.	Compliance	and	risk	management

	7.	Customer	experience	management

	8.	Safety,	health,	well-being	and	quality	of	life.

	9.	Environmental	products	and	services

10.	Professional	Development	of	Collaborators

11.	Human	rights,	diversity	and	inclusion

12.	Financial	education

13.	Responsible	supplier	management

14.	Eco-efficient	operations	and	environmental	footprint

15.	Climate	change	management
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Climate
Changes

Eco-efficient
Operations

Suppliers

Financial
Education

Human
Rights

Occupational, Safety,
Health and Well-being

Environmental
Products

Development of
Collaborators

Customer
Experience

Risks

Good Corporate
Governance

Financial
Growth

Digital
Evolution

Ethics and
Transparency

Cybersecurity and
Data Protection

Materiality Matrix 2021
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Report’s Profile

Contacts

Credits

Banco	del	Pacífico	presents	for	the	eleventh	consecutive	year	its	Sustainability	Report.		This	report	has	been	
prepared	in	accordance	with	the	essential	option	of	the	GRI	Standards.

The	following	document	covers	the	management	of	the	organization	for	the	year	2021	(from	January	1	to	
December	31)	and	includes	the	activities	carried	out	in	the	country	by	the	Financial	Group,	as	well	as	the	com-
mitments	assumed	with	the	different	stakeholders.

This document has not been subject to a specic verication process by an independent third party in relation to 
the	application	of	GRI	standards.	There	are	no	restatements	of	information	in	this	Report.

Any communication regarding the Sustainability Report 2021 should be addressed to Strategic Planning 
Management	of	Banco	del	Pacífico.

Eduardo	González
Strategic Planning
wegonzal@pacifico.fin.ec
(+593-4)3731500 ext 40201

Report production: Strategic Planning Area
Design and photography: Sheep Studio Creativo
Website: www.sheep.com.ec
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Alejandra	Torres
Strategic Planning
avtorres@pacifico.fin.ec
(+593-4)3731500 ext 40203

Rafael Pérez del Solar
Strategic Planning
rmperez@pacifico.fin.ec
(+593-4) 3731500 ect 40083
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GRI content index

73

Sustainability Report 2021

For	the	Content	Index	Service,	GRI	Services	has	confirmed	that	the	GRI	content	index	in	the	report	is	clear,	and	
that	the	references	for	each	included	content	are	aligned	to	the	indicated	sections	of	the	report.

The	service	was	performed	on	the	Spanish	version	of	the	report
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www.bancodelpacifico.com

https://www.bancodelpacifico.com/personas/inicio

