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Senior Management

Silvio Pedrazzi
Chief Executive Officer

Mr. Pedrazzi took office as Chief Executive Officer and Board 
Member of Intesa Sanpaolo Bank Albania on 1st October 2013.
Mr. Pedrazzi started working in the Italian Banking System in 1978 
and joined Intesa Sanpaolo Group in2000. He held, in Italy,  the 
positions of Director General in Cassa di Risparmio di Spoleto 
(1996-2000) and in Cassa di Risparmio di Ascoli Piceno (2000  - 
2006). Abroad he was appointed as First Deputy Chairman of 
the Management Board in Banca Intesa Beograd (Serbia, 2006 
– 2008) and as Chairman of the Supervisory Board in Pravex Bank 
(Ukraine, 2008 – 2014); 
Mr. Pedrazzi was also the Head of Commonwealth of Independent 
States (CIS) & South Mediterranean Area Department of Intesa 
Sanpaolo (Italy, 2012 – 2013), in charge to coordinate the Intesa 
Sanpaolo Subsidiaries based in the Russian Federation, Ukraine 
and Egypt. In Bank of Alexandria he was as well appointed as a 
Board Member and Chairman of the Audit Committee.

Mr. Pedrazzi, in Albania, is currently active also in the following 
key Business Associations:

• Association of Albanian Banks (AAB): Chairman of the Board 
(2018)

• Foreign Investors Association of Albania (FIAA): Member of 
the Board (2018) and former Chairman (2015 – 2017)

• Confindustria Albania: Founder and Member of the General 
Council (2017)

• Albanian Investment Development Agency (AIDA – State 
Agency, 2015): Member of the Board of Directors
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Dario Grassani
Deputy CEO

Mr. Grassani took office as Deputy Chief Executive Officer of Intesa 
Sanpaolo Bank Albania on 1st May 2017, with direct responsibility 
on ICT, Operations, CFO and Risk Management functions.

Before joining the Bank, Mr.Grassani has been Chief Financial 
Officer and Member of the Management Board in Intesa Sanpaolo 
Banka of Bosnia and Hercegovina since 2010.

He started his career in Intesa Sanpaolo Group in 2010 and after 
some training in different functions of the Head Quarter he has 
worked in several other international branches and subsidiaries of 
the group: France, Hong Kong, New York, Canada, Hungary and 
Ukraine.

He graduated in Political Science at University of Studies in 1997, 
in Milan, Italy.

Mr.Grassani represents ISP Bank Albania as Member of the 
Executive Committee of the Italian Chamber of Commerce in 
Albania.
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Julian Çela
Chief Financial Officer 

Mr. Cela holds the position of Chief Financial Officer. 

Mr. Cela is responsible for coordinating the preparation and 
monitoring of Strategic Plan and annual budgets, presenting and 
reporting accurate and timely financial information, asset liability 
management and treasury as well as accounting and procurement 
activities. He joined the Bank (former American Bank of Albania) in 
2004. His prior work experience was at Procredit Bank in Internal 
Audit Department.

Mr. Cela has graduated in Finance and Banking at University 
of Tirana, Economic Faculty. In 2003-2004 he completed an 
accelerated finance and banking curriculum, a Georgetown 
University Program, at University of Wisconsin.

Ervin Xhomo
Head of Corporate & SME Division

Mr. Xhomo is currently holding the position of the Division Head 
of Corporate & SME in charge of the Corporate, SME, Product and 
CRM & Network Support’s Departments.

Previous experiences of Mr. Xhomo include management positions 
at Banca Italo Albanese (BIA) as Head of Credit Office for 2 years, 
Treasury Responsible at BIA and at Emporiki Bank and BIA Main 
Branch Manager. Since 2008, by the merger of BIA with American 
Bank of Albania, Mr. Xhomo was first appointed as Head of 
Corporate Department followed by the promotion as Division 
Head since 2009 thanks to his consolidated experience and 
know how in commercial business and credit risk management, 
associated with a thorough knowledge of treasury products. 
Moreover for a transitory period of almost 1 year months during 
2015-2016, Mr. Xhomo was holding also the position of Retail 
Division Head, contributing to positive indicators at retail banking. 
Mr. Xhomo holds a bachelor’s degree in Business Administration 
from University of Tirana and a Master Degree in Business 
Administration from Nebraska University in cooperation with 
University of Tirana.
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Klodiana Piqani (Keçi)
Head of Retail Division

Mrs. Piqani holds the position of Head of Retail, covering the 
whole network of the Bank including Individual segment and 
Small Business, as well as other supporting departments for the 
development of these client segments. Mrs. Piqani joined Intesa 
Sanpaolo Bank in 2013, initially in the Risk Management Division 
holding for three years the position of Head of Risk Analysis, and 
later the current position. 

Before joining the Bank, Mrs. Piqani has developed an extensive 
experience in other Banks such as ProCredit and Societe generale 
Albania, in the latter holding important managerial positions such 
as Branch manager of Main Branch of Tirana as well as Head of 
Department for the Business Promotion.

Mrs. Piqani graduated in Finance & Accounting in the University of 
Economics of Tirana, and is in the process of finalizing a Masters 
Degree in European economic Studies at the University of Tirana in 
conjunction with Bamberg University. During these years she has 
followed and has been certified in various courses and trainings in 
the banking field.

Jola Dima
Head of Risk Management Division

Mrs. Dima holds the position of Head of Risk Management 
Division, covering the areas of Underwriting, Non-Performing 
Loans, Credit, Market and Operational Risks.

Following her initial experience in a Group member Bank in Milan, 
she joined the Bank (former American Bank of Albania) in 2005, 
initially at CFO Division and later managing Market, Operational 
and Credit Risk Departments. 

Ms. Dima is Deputy Chairman of ISBA committees, including 
Credit, Financial, Underwriting, Asset Quality and Operational Risk 
Committees.

Ms. Dima graduated with Laude in Business Economics at the 
University of Bologna, Italy in 2001 and later completed two 
master degrees, in Management and Information Technology 
(ALMAWEB, Bologna) and Banking Risk Management (UNSBC, 
Tirana).
During these years she has lectured in different private universities 
and followed professional training courses related to her area of 
interest.



Annual Report 2017

10

Albina Mançka
Head of Operations Division

Mrs. Mançka holds the position of Head of Operations Division, 
covering the areas of Back office, Real Estate and Security. 

Mrs. Mançka has a twenty year successful experience in 
management, project financing and coordination in financial 
institution(s) and private companies. Prior to joining the Bank 
(former American Bank of Albania) in 2007, she worked for seven 
years for Albanian-American Enterprise Fund, where she managed 
the biggest and most important investments of the Fund in Real 
Estate area. Mrs. Mançka’s experience also includes management 
of the first private telecommunication company, managing 
position in different USAID projects, private consulting company 
as well as lecturing at the State Economic Faculty in the subjects 
of Strategic Management.

Mrs. Mançka graduated at the University of Tirana, Economic 
Faculty. In 1995 she was awarded a Fulbright Scholarship and in 
1997 she obtained her MBA from Wisconsin University, USA.

Alketa Lamçe
Head of IT Division

Mrs.Lamçe holds the position of Head of ICT Division, where her 
responsibilities include development of IT strategies, IT applications 
and infrastructure, IT projects and IT services support.
 
Mrs. Lamçe joined the Bank (former American Bank of Albania) in 
1999 and she has worked in different leading positions, such as 
Head of Information System Department and Deputy Head of IT. 

Before joining the bank, Mrs. Lamçe worked as a Developer at 
INIMA and IT specialist at Savings Banks of Albania.

Mrs. Lamçe has a degree in Applied Mathematics, Faculty of 
Natural Sciences, University of Tirana and completed the Master in 
Business Administration, University of Tirana (Nebraska University 
Program). Throughout her outstanding career, in addition to 
successfully leading complex projects, she has attended numerous 
advanced trainings on ICT, Banking and Leadership Development 
Program. 

Mrs. Lamce represents ISP Albania in the Albanian Association of 
Banks as chairman of the ICT Committee established in February 
2017.
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Ledia Plaku
Head of Legal Department
 
Mrs. Plaku holds the position of Head of Legal Department.

Mrs. Plaku has a long and remarkable career in the Bank, which 
starts back on year 2000 at former American Bank of Albania and 
includes managerial positions such as Head of Legal, Compliance, 
Human Resources, General Secretariat and Physical Security 
Department(s). Before that, she used to work for PMU/Immovable 
Properties Registration System as Head of Legal Department and 
has also taught Law at the Faculty of Law, University of Tirana.

Mrs. Plaku graduated in Law at the University of Tirana and 
completed the Master of Laws at Queens’ University, Canada (full 
time). She has attended advanced courses on Leadership such as 
Executive Program, Emerging Leaders at London Business School, 
U.K and Leadership Development Program organized by Intesa 
Sanpaolo Group.

Ms. Ledia Plaku is member of Tirana Bar Association since May 
2003.

Ediola Biçaku
Head of Internal Audit Department

Ms. Biçaku holds the position of Head of Internal Audit.

Ms. Biçaku joined Intesa Sanpaolo Bank Albania in April 2017. She 
brings a wide range of experiences from a 10+ years of career in 
audit. Prior to joining ISBA, she worked in National Commercial 
Bank (BKT). She began her professional banking career in 2006 
working at BKT Internal Audit Group as an assistant auditor and 
achieved all hierarchical audit rankings within the Group. She 
served as Responsible Person for the design and maintenance of 
audit methodologies, prior to becoming the Manager of Internal 
Control Department under Internal Audit Group in 2014, in 
charge of establishing new functionalities of continuous audit for 
the company. 

Ms. Biçaku graduated from the Political Sciences Faculty, Ankara 
University in Turkey, with a Bachelor’s degree in International 
Relations. During these years, she has attended a series of 
professional training courses related to her areas of responsibility.

She is a passionate audit leader and has prepared several training 
modules on a variety of topics related to international standards of 
internal audit, periodic and continuous audit, COSO framework, 
control optimization, fraud prevention and detection.
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Markeljan Rriska
Head of Compliance and AML Department

Mr. Rriska holds the position of the Head of Compliance and AML 
Department.
Mr. Rriska joined the Bank (former American Bank of Albania) in 
April, 2004 and has held different positions such as Head of Legal 
Affairs Unit and Deputy Head of Legal Department. In September 
2002, he was admitted at Tirana Bar Association where he still is 
a member. 

Following a successful experience as Attorney at Law, he was 
appointed Head of Legal Department and Public Relationship 
at Albanian Shares Register, a position held until 2004. His vast 
experience in Legal Departments enabled him to accrue a depth 
of professional expertise and proficiency. Mr. Rriska has taught 
several Law Courses during his career.

Mr. Rriska graduated in Law at the University of Bucharest, 
Romania. He has attended the Leadership Development Program 
and Compliance Function Training organized by Intesa Sanpaolo 
Group.

Entela Zigori
Head of Human Resources and 
General Secretariat Department

Mrs. Zigori holds the position of Head of Human Resources and 
Organization Department.

Mrs. Zigori started her professional career in the Bank (former 
Banca Italo Albanese) in June 1993.

Through the years Ms. Zigori has been part of the management team 
of the Bank holding the position of Responsible of Administration 
Division in charge of Financial Control & Accounting Department, 
HR Department, IT Department and Treasury Back Office. In March 
2008, following the reorganization of Intesa Sanpaolo Bank 
Albania sh.a., she was appointed as Head of Human Resources. 
Her main contribution is dedicated to the development and 
growth of the Human Resources capital.

Mrs. Zigori has a Bachelor Degree in Industry Economics, Faculty 
of Economy at Tirana University. She has also gained other 
qualifications through many courses and programs including 
Leadership Development Program, Business Communications, 
IFRS and Banking & Finance.

Macroecoanomic
Environment and
Banking Sector
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Over the course of 2017, as well, the Albanian 
economy continued to grow at a more rapid rate, 
and returned to a cyclic recovery, after having 
achieved the highest growth rates since 2008, 
when Albania started to suffer the consequences 
of the global economic crisis, resulting in slower 
rates of domestic growth. According to INSTAT, 
over 9 months into 2017, the average GDP 
growth rate stood at 3.87%, as compared to 
3.37%, in the previous year, with such growth 
being driven by major electricity-related projects 
for the construction of the Trans Adriatik Pipeline 
(TAP) designed for the transport of natural gas, 
and the hydro-power plants on the Devoll River, 
the improvement of activity in the trade-related 
services, the growth in domestic construction, 
and the recovery of the processing industry. 

Over 9 months into 2017, the construction 
sector headed the economic growth largely 
because of the major projects involving the 
TAP and the Devoll hydro-power plants, whose 
implementation went on at a high rate, and 
the recovery of the construction-related market 
domestically. Wholesale and retail trade saw 
slower rates than in the previous year. The 
processing industry recovered following the 
anaemic growth over the two preceding years, 
thus reflecting an improved situation surrounding 
international market prices. 

Following the 2016 significant recovery, 
consumption featured similar levels as those seen 
over the 9-month period into 2017. Stagnation 
of consumption, as compared to the acceleration 
of the economic growth, is mainly due to the 
fact that recovery was largely attributed to the 
impact of the major projects.

The Bank of Albania estimates that, over the 
fourth trimester into 2017, the economic growth 
slightly slowed down. 

During 2017, Albania was faced with a 
pronounced power crisis as a result of the 
extremely long period of draught, which obliged 
the Operator of the Electricity Distribution 
(OSHEE) to turn to imports so as to ensure power 
supply, which weakened the finances of the 
company, with its activity just on the upswing.

General Overview
The year 2017 saw an acceleration of increase in 
the consumer price index (CPI), however, it was 
still below the Bank of Albania target of about 
3%, for the sixth year in a row. Nevertheless, 
the CPI hit its highest since 2012. Consumption 
recovery put slight pressure on price increases, 
but the low imported inflation, fed by the 
underpricing in euro as compared to the local 
currency, had an adverse impact on it, too. In 
2017, average annual inflation rose to 2.00%, 
from 1.29% in the previous year. The inflationary 
pressures were higher in the first half of the year, 
driven by food prices, reflecting the unfavourable 
weather, which accounted for the rising of prices 
of domestic products. In the second half of the 
year, the CPI came down below 2%, impacted 
mainly by the drop in the domestic product 
prices. 

The low inflation environment enabled the Bank 
of Albania to continue to pursue a monetary 
easing policy for the seventh year in a row. 
However, this was the first year, following 
September 2011, that the central monetary 
financial institution did not bring down the base 
rate, holding it at the historical minimum levels 
of 1.25%. The Bank of Albania has indicated that 
it will continue to pursue a policy conducive to 
monetary easing, at least until late 2018.

Over 9 months into 2017, foreign direct 
investments in Albania saw an annual drop of 
4.20%, running into EUR 677 million. The two 
major projects, namely, the TAP and continuation 
of works for the construction of the hydro-
power plants on the Devoll River by the Statkraft 
Energy, were the main factors that accounted for 
holding high levels of foreign investments. The 
TAP Project is expected to complete in 2019, and 
there is a risk that its completion may result in 
an investment decline, if new sources of foreign 
capital investments are not found.

In 2017, the credit rating agencies gave a positive 
and constant assessment for Albania, and 
continued to place emphasis on the efforts made 
by the Albanian Government in favour of the 
fiscal consolidation and public debt reduction. 
In February 2017, the three-year-long expanded 
mechanism of the Fund (EFF), on the basis of 
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which the Albanian Government received a loan 
of EUR 377.3 million, was terminated. Following 
the termination of the agreement, the FMN has 
formally entered the programme post-monitoring 
phase, in which it will be closely involved in 
monitoring the economic developments.

In August 2017, Standard & Poors’ credit rating 
for Albania stood at B+, with stable outlook. 
Standard & Poors underscored the Government’s 
efforts to uphold the rule of law, and considered 
that the judicial reform will help improve the 
business environment in Albania. 

In 2017, the Moody’s rated Albania at B1, 
with a stable outlook. Having regard to the 
fiscal consolidation and the reforms carried out 
by the Government, Moody’s has expressed 
concerns about risks possibly attributable to 
climate-related causes, as was the case with 
the draught as related to the energy sector, 
and the overflooding and frost as related to the 
agriculture sector.

In the Global Competitiveness Report 2017-
2018, Albania was ranked 75 out of 137 
countries, moving ahead 5 places in the rankings 
contained in the report from the previous year, 
thus having the best place as compared to the 
other countries across the region. Albania has the 
best ranking in the health and primary education 
index, ranked 36th. Albania’s poorest ranking 
concerns innovation and sophistication factors, 
with innovation being ranked 87th. 

In the World Bank report ‘Doing Business 2018’ 
(referring to 2017), Albania is ranked 65th, 
down 7 places, whereas one year before it 
ranked 58th out of 190 economies covered, and 
had made discernible progress, moving ahead 
32 places. Deterioration in the ‘Doing Business 
2018’ ranking came from issues concerning tax 
payment, and the solvency issue. Overall, the 
less performing categories in Albania include tax 
payment, power supply, obtaining of building 
permits, and enforcing of contracts. 

Towards the end of 9 months into 2017, the 
unemployment rate among the population over 
15 years of age was estimated at 13.6%, being 
0.6 percentage points lower than in the previous 
year, according to data from the Labour Force 

Survey. Improvement is attributable to increase 
in employment largely in the non-agriculture 
private sector, with services playing the main 
role.

According to estimates of the Bank of Albania, 
private investments continued to go up over the 
course of 2017, however, they tended to slow 
down over the second half of the year. The Bank 
of Albania considered that the third trimester 
into 2017 saw a slow increase in investments, 
as a result of a constrained public investment 
growth rate and a lower contribution of private 
investments. Preceding and indirect indicators 
suggest a similar level of the domestic demand 
growth over the fourth trimester, as well.

Over the course of 2017, imports of ‘Machinery, 
equipment, and auto parts,’ being an indicator 
of investments in economy, increased by 2.4%, 
whereas ‘Construction materials and metals’ 
expanded by 0.8%, with the rates thus being 
notably slower than in the previous year, while 
the major projects are moving towards their 
completion.

In 2017, Albania became a preferred tourist 
destination. Foreign visitors in the country 
reached a record number of 5.2 million, with an 
annual increase of 8.1%, thus accounting for the 
recovery of the trade and service sector.
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Macroeconomic 
environment in 2017
In Albania, economic growth rates accelerated 
over the first and second trimester, and slowed 
down over the third trimester. According to 
estimates of the Bank of Albania, the slowdown 
of the economy has also continued over the last 
trimester of the year. 

Over the first trimester into 2017, the domestic 
product growth stood at 3.96%, slightly 
accelerated over the second trimester, to pick 
up to 4.09%. Over the first half of the year, 
the economic growth was absolutely led by 
the construction sector. Over the first trimester, 
construction accounted for 1 percentage point, 
and over the second trimester, it accounted for 
the rise to 1.84 percentage points, or nearly to 
half of the growth. Other sectors, which impacted 
on the growth over the first 6 months into the 
year, included ‘Trade, transport, accommodation 
and food service,’ and ‘Extractive and processing 
industry.’

Over the third trimester, impact by construction 
was abated and reduced to 0.68 percentage 
points, with ‘Trade, transport, accommodation 
and food service,’ which was boosted by the 
notable recovery of tourism at home, as a result 
of the high number of foreign visitors, taking 
over. The Bank of Albania has estimated that, 
over the fourth trimester, economic growth 
continued to be driven by the service sector 
growth, whereas its slowdown reflects the 
slowdown in the construction sector activity and 
in certain branches of industry.

Irrespective of the slowdown over the third 
trimester, construction sector showed the 
highest economic growth over 9 months into 
2017. Over the 9 months, this sector indicated 
an annual growth standing at 14.898%, with 
the highest rates thus being reported, at least, as 
of 2010. The major projects for the construction 
of the TAP and the hydro-power plants on 
the Devoll River have been the key factors 
that have impacted on such growth, with the 
domestic sector being in the meantime boosted 
considerably. Over 9 months into 2017, building 
permits across Albania doubled on a yearly basis, 

whereas the capital growth stood at 157%, 
indicating that such sector would grow over the 
mid-term period, as well.

The extractive industry was the second sector 
revealing the highest economic growth, being 
estimated at 6.46%, which had recovered from 
a slowdown in the previous year, when it only 
grew by 1.55%. The main reasons behind such 
recovery were the favourable international 
circumstances regarding the oil and mineral ore 
prices, and the smooth running of such sector, 
operating along active processing patterns. 

Over the 9-month period, the wholesale and retail 
trade increased by 4.05%. Improved employment 
indices, renewed trust in the economy, and the 
country’s turn into a preferred tourist destination 
have impacted on the improvement of such 
indicator over the last two years. However, such 
growth slowed down over the course of 2017.
‘Public administration and defence; mandatory 
social security; education; health and social work 
activities’ have also impacted on the economic 
growth, which, over an election year, accelerated 
to 5.50% over the 9 months, from 2.87% in the 
previous year. 

Over 9 months into 2017, private consumption 
increased by 2.55%, slightly slower than in 
the previous year, when its growth picked up 
to 2.88%. Private consumption was especially 
high over the third trimester, when it rose to 
3.25%, reflecting the recovery of tourism. Final 
consumption by public administration featured 
a higher growth, by 5.94%, from 3.78% in the 
previous year, reflecting the added expenditure 
prior to the general elections held in June. 
The Bank of Albania estimates that, from the 
perspective of the aggregate demand, the 
economic growth was for the most part boosted 
by the growth of private consumption.

In 2017, too, the agriculture sector continued to 
be weak, with its growth being lower than 1.00% 
for the third year in a row, and lower than in the 
previous year. The unfavourable weather marked 
by frost and overflooding adversely affected 
such sector, which accounts for nearly 20% of 
the domestic gross product. Over the 9-month 
period, the agriculture sector grew by 0.59%, 
from 0.69%, which was a modest growth over 
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the course of 2016, thus indicating that such 
sector reports structural issues, including low 
productivity due to lack of the economy of scale 
and land fragmentation, and the fragmentation 
of the production cycle chain. All of these result 
in a low level of competitiveness across the 
sector.

Over the course of 2017, the consumer price 
index ranged between 1.70% and 2.80%, 
with its growth being accelerated significantly 
as compared to 2016, and hitting its highest 
since 2012. The first part of the year saw higher 
inflation, which was accounted for by the 
raising of prices of food products, as a result of 
unfavourable weather. Over the third trimester, 
inflationary pressures abated, to pick up again 
over the fourth trimester, as a result of the 
inflation of housing-related categories.

Over the course of 2017, ‘Foods, non-alcoholic 
beverages’ have driven the overall rise in prices. 
Acceleration of inflation was also accounted for 
positively by the rising of fuel prices, and the 
‘Rent, water, fuels and electricity’ and ‘Alcoholic 
beverages and tobacco’ pillars. The ‘Clothing and 
footwear’ and ‘Furnishings, home appliances and 
home maintenance’ pillars weighed in adversely.

The consumer price index continues to be below 
the Bank of Albania target of about 3.00%, thus 
reflecting still a weak consumption. The Bank of 
Albania estimates that, from the macroeconomic 
standpoint, such growth reflects the state of 
cyclical development of our economy, and 

the low levels of imported inflation. The low 
imported inflation and overestimation of local 
currency represent other factors, which help hold 
such index below the central monetary financial 
institution target.

The Bank of Albania estimates that further 
increase in the aggregate demand, and better 
use of the productive capacities are expected to 
create the necessary conditions for the return of 
inflation to target by around mid-2019.

In 2017, for the first time since 2011, the Bank 
of Albania did not change the interest base 
rate, holding it at the historical minimum level 
of 1.25%, whereas the base rate level seems 
to have hit the bottom. The Bank of Albania 
has signalled that it will continue to pursue the 
monetary policy depending on its goal to retain 
inflation at about 3% in the mid-term period, by 
relying on the target for inflation. The monetary 
easing policy is expected to be pursued until the 
end of 2018. Furthermore, over the mid-term 
period, the monetary policy will continue to be 
tending to stimulation, so as to ensure stable 
convergence of inflation towards target.
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(5.20)

139.90

105.50

2014

2.00

17.30

2.23

1,427.80

3,934.90

73.10

(4.10)

139.70

126.00

2015

2.20

14.20

3.37

1,501.90

4,124.80

72.40

(1.80)

137.40

124.10

2016

1.80

13.6

3.87

1,555.00

4,535.50

71.50

-2.00

134.10

119.00

2017
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Over the course of 2017, the monetary easing 
policy was mainly intended to help ensure 
reduction of costs concerning loans in lekë, 
whereas the deposit interest rates slightly 
increased. Such tendency has been witnessed 
for the second year in a row, thus indicating that 
there is no room now for reducing the deposit 
interest rates. In December 2017, the average 
monthly rate for the new loans in lekë came 
down to 4.29%, from 4.63% in December 2016, 
thus reaching its lowest level ever. Lending for 
the economy has continued to be weak for the 
third year in a row, as a result of the still tight 
lending conditions imposed by the banks, the 
weak demand by the large undertakings, and the 
lack of feasible projects, as well as the effect of 
accounting in writing off the loans, which have 
exceeded the three-year timeline for repayment. 
For the second year in a row, the term deposit 
interest rates in lekë are on the upswing, thus 
reflecting the yield of the treasury bills, as well as 
an effort by the banks to attract the depositors, 
who have left because of the low interest rates. 
In December 2017, the average rate of the new 
term deposits (1-60 months) in lekë was 0.92%, 
from 0.88% in December 2016. 

After a period of decline or stagnation, exports 
recovered notably after two years in a row. In 
2017, they picked up to 12.1%, following a 
growth of only 0.12% in 2016, on a yearly basis. 
Good performance of the ‘Textiles and shoes’ 
and ‘Construction materials and metals’ pillars 
had a major impact, and together accounted for 
77% of the total exports growth rate. Exports of 
‘Minerals, fuels and electricity’ were not able to 
recover, and in the other pillars of less impact, 
‘Foods, beverages and tobacco’ and ‘Machinery, 
equipment and auto parts’ registered the highest 
level of exports.

Exports of ‘Textiles and shoes’ saw a positive year 
in 2017. This pillar, of which main advantage is 
the cheap labour force, and which relies on the 
active processing pattern, had an annual growth 
of 10.10%, being slower than in the previous 
year, when the annual growth stood at 18.33%. 
In Albania, ‘Textiles and shoes’ have over the last 
three years become the largest pillar of exports, 
totalling 43.08%, having nearly the same weight 
as in the previous year.
In 2016, for the first time, the ‘Construction 

materials and metals’ stood as the second largest 
pillar in the country, amounting to 16.05% of 
the total, from 13.09%. Such pillar registered the 
largest export growth, with 37.35% annually, 
driven by the positive performance of the 
construction material industry and the recovery 
of the exports of metals. 

The ‘Mineral ores, fuels, and electricity’ pillar 
dropped by 7.46%. A shrinking pillar for the 
fourth year in a row, it reflected the unfavourable 
passing circumstances concerning international 
market prices, as well as the curbing of domestic 
investments. Dry weather had an adverse impact, 
as well, as it did not allow export of electricity. 
In 2017, ‘Mineral ores, fuels, and electricity’ 
became the largest third pillar in the country, 
with 15.78% of the total. In 2013, such pillar 
ranked first, with 40.31% of total exports.
Exports of ‘Foods, beverages, and tobacco’ had 
a solid double-digit growth standing at 18.67%. 
In 2017, though with not much of a foothold 
to rely on, exports of ‘Machinery, equipment, 
and auto parts’ grew significantly by 33.77%, 
as a result of increased investments in the auto 
part manufacturing sector, operating largely on 
the active processing pattern. The other pillars, 
accounting for a small part of total exports, had 
a relatively modest growth.  

Italy continued to be the main partner of the 
country in terms of exports, accounting for 
53.49% of the total, suffering a drop of 1.07 
percentage points as compared to the previous 
year. Exports to Italy showed a growth of 9.89% 
annually. Textiles and shoes constitute around 
62.65% of exports to the neighbouring countries.
For the fourth year in a row, Kosova continued to 
be the second trade partner of the country, with 
7.66% of the total. In 2017, following a drop in 
the previous year, exports to the neighbouring 
country picked up again, accounting for 26.01% 
annually. ‘Mineral ores, fuels, and electricity’ and 
‘Construction materials and metals’ are the main 
products exported to Kosova. 

With the doubling of exports over the past year, 
Spain again claimed its place as the third partner 
of Albania, with 5.49% of the total. ‘Mineral 
ores, fuels, and electricity’ (petroleum oil) make 
up the main pillar exported to this country. 
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A mild increase in exports by 5.87%, with 4.25% 
of the total, landed Greece as the fourth partner 
of the country. 

Germany became the fifth partner of the country, 
with 3.98% of the total. Exports to this country 
grew by 7.94%.

Imports increased by 8.10%, which was mostly 
accounted for by ‘Mineral ores, fuels, and 
electricity.’ Italy is the chief trade partner in terms 
of imports, as well, with 28.62% of the total, 
followed by Turkey and Germany, respectively, 
accounting for 8.11% and 8.10%.

In 2017, the trade balance deteriorated again, 
with -5.19%, even though at a slower pace than 
in the previous year, thus reflecting the highest 
growth in value of imports. The import-export 
ratio stood at 43.60%, a slight improvement as 
compared to 42.04% in the previous year. 

In 2016, one euro was on the average converted 
to 134.10 lekë, being underpriced by 2.40% 
as compared to the previous year. Euro is for 
the third year in a row losing points in the 
internal market. Except for January, when it 
was converted to a high of 137 lekë, euro has 
been weak in the internal market, over the 
course of the year. The greatest weakness was 
noticed between May and June, when euro was 
converted to 131.98 lekë, thus registering the 
lowest exchange rate since September 2009. 
Later on, euro recovered, with the exchange rate 
to drop again during the summer period, being 
the season characterised by a higher supply due 
to the arrival of emigrants. By the end of the year, 
euro was converted to 133 lekë. The increased 
supply of hard currency, as compared to the 
demand, and slight improvement in the balance 
of payment deficit are considered to be the main 
factors weighing in the significant strengthening 
of the local currency over the past two years.  

Over the course of 2017, the dollar was also 
underpriced, being on the average converted to 
119.00 lekë, from 124.10 lekë, being the average 
for the previous year, thus mostly reflecting the 
overpricing of the local currency as against the 
whole basket of currencies. 

Until the end of the first 6 months, the Bank of 

Albania held 2 of the scheduled auctions with a 
view to increasing its reserve in hard currency, for 
a total of EUR 18 million.

Over 9 months into 2017, emigrants’ remittances 
amounted to EUR 464 million, showing a slight 
increase of 3.10% as compared to the same 
period of the previous year. An increase in the 
remittances has been seen for the fourth year 
in a row, after they hit their historical low in 
2013. Reinvigorated emigration cycle is one 
of the main reasons behind the increase in the 
remittances. According to data from INSTAT, 
after 2011, the number of persons emigrating 
from Albania increased significantly, amounting 
on the average to around 40 thousand persons 
annually. 

By the end of the third trimester into 2017, 
the unemployment rate fell to 13.60%, from 
14.20% in 2016, according to data from the 
Labour Force Survey, thus showing a significant 
drop as compared to the highest unemployment 
rate of 18.20% in the first trimester into 2014. 
The second and third trimesters saw a constant 
reduction in unemployment rates, thus reflecting 
an improved economic activity. The most solid 
reduction in the unemployment rates, with 2.06 
percentage points, was seen among young 
people aged 15-29 years, with the reduced 
unemployment rates among the males accounting 
mostly for it. Improved service activity is the main 
factor impacting on the improved employment 
indicator among the young people.

By the end of the third trimester into 2017, 
the average monthly salary for those having a 
public sector job was 60,500 lekë. As compared 
to the end of 2016, the change in the average 
monthly gross salary for those having a public 
sector job was 11.08%. After a number of years 
of fiscal consolidation, in the first half of the year, 
the Government increased the salaries of those 
employed with the public administration. In 
real terms, the increase in the average monthly 
gross salary for those having a public sector job 
came to 9.03%, whereas the year before it was 
negative at -0.40%. 
Over 11 months into 2017, the total fiscal 
revenues continued to be on the upswing, 
growing by 6.00%, annually. 
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Over the course of 11 months, the revenues from 
the value added tax (VAT), excise duty, and profit 
showed the most positive growth, respectively, 
with 5.70%, 8.90%, and 5.50%, annually. All 
the other items of the tax revenues and customs 
duty revenues were positive. The VAT remains 
the item that accounts most for the revenues to 
budget, with 32.25% of the total. Profitability 
of revenues from the local government was also 
higher, with such revenues growing by 23.40%. 
Unlike the previous year, when expenditures 
were kept under control by reducing them by 
0.80% on a yearly basis, in 2017, which was 
an election year, over the course of 11 months, 
expenditures increased by 11.50%. Over the 
course of 11 months, capital expenditures also 
increased significantly, by 30.40%.
Increase in expenditures at a higher rate than 
revenues caused the budget to switch from the 
2016 surplus to the deficit, even though it was 
43.20% lower than the one planned for the 11 
month-period.

By the end of 2017, the expected budget deficit 
is -2.00%, showing a slight increase as compared 
to the previous year, when it fell to -1.80%.
By 2017, public debt was expected to reach 
71.50% of the GDP, showing a drop of 0.90 
percentage points, as compared to 2016. 
Constantly reducing the budget deficit 
and running primary surplus will allow the 
Government to gradually reduce public debt, 
and bring it to 59.90% in 2019, and at the same 
time, increasing the amount of foreign debt, with 
a view to reducing pressure and dependence on 
financing from the internal market.

PERFORMANCE OF CURRENT ACCOUNT BALANCE SHEET ACCORDING TO ITEMS 2008 - 2017

Current Account  (mio EUR) (1.370)

(16)

(3,349)

917

(2,431)

(27)

833

(1.329)

(15)

(3,054)

751

(2,304)

(24)

782

(1.018)

(11)

(3,254)

1,172

(2,082)

(21)

696

Current Account  (% against GDP)

Imports  (mio EUR)

Exports  (mio EUR)

Trade balance sheet  (mio EUR)

Trade balance sheet  (% against GDP)

Remitances from emigrants

2008 2009 2010

(1.185)

(13)

(3,647)

1,406

(2,242)

(23)

669

2011

(1.022)

(10)

(3,525)

1,525

(2,000)

(19)

680

2012

(1.049)

(11)

(3,696)

1,732

(1,964)

(18)

545

2013

(1.287)

(13)

(3,945)

1,826

(2,119)

(21)

592

2014

(1.105)

(11)

(3,890)

1,737

(2,153)

(21)

598

2015

(1.030)

(12)

(4,216)

1,772

(2,444)

(22)

615

2016

-519*

(8)

(4,669)

2,036

(2,633)

(24)

464*

2017

Banking sector
Over the course of 2017, the banking system 
continued to grow across almost all the indicators, 
even though the growth rates remained modest. 
Increase in assets was slowed down, lending was 
slightly expanded, whereas deposits indicated 
negative progress. The banking system made 
a most positive progress in reducing the non-
performing loans, which also impacted on the 
improved financial result of the system.
According to data from the Bank of Albania, 
by the end of 2017, assets across the system 
totalled 1.44 trillion lekë, with an increase of 

2.70% as compared to December 2016 (the 
year before, increase in assets stood at 6.79%). 
In 2017, unlike the previous year, when the 
system invested the free money into purchasing 
Government securities, the banks preferred the 
other financial institutions and lending for the 
economy.

By late December 2017, the loan stock intended 
for the economy accounted for 549.95 billion 
lekë, with a slight increase of 0.50%, as compared 
to the end of the previous year. Ruling out the 
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effect of loan write-off, the loan intended for the 
economy grew by 1.18% (the data on the loan 
without the effect of loan write-off are for the 
9-month period). 

The banks continued to be driven towards 
lending money in lekë, whereas lending in hard 
currency suffered a drop to 50.37%, from 53% in 
December 2016. Early 2018, the Bank of Albania 
announced a de-Eurosation strategy intended to 
reduce the use of euro in the Albanian economy, 
which would help increase the effectiveness of 
the monetary policy of the central monetary 
financial institution.

By late 2017, the total of deposits amounted 
to 1.00 trillion lekë, with the annual drop being 
1.29%. Over a number of years, deposits have 
been performing poorly, with this reflecting the 
reduced deposit interest rates, as a result of the 
monetary easing policy that the Bank of Albania 
has been pursuing for seven years now. Deposits 
in hard currency continued to perform better 
than those in lekë. In December, deposits in hard 
currency (mainly, euro), constituted 52.72% of 
the total.

The de-Eurosation policy pursued by the Bank 
of Albania includes a plan of measures, which 
will help increase the costs for keeping euro in 
the banks. The rate of obligatory reserve for 
obligations in hard currency rises to 12.5%, from 
10%, and for obligations in lekë falls to 7.5%, 
from 10%, in the past. The measures are also 
intended to help raise borrowers’ awareness 
about the risks associated with borrowing in 
hard currency. In more concrete terms, the banks 
will have to suggest an alternative loan in lekë to 
the borrower.

Over the course of 2017, the profit across the 
system, as reported according to local standards, 
amounted to 22.07 billion lekë, with an increase 
of 138.12% as compared to the previous year. 
Reduction in expenditures with provisioning 
was the main reason behind improved profits, 
whereas gross revenues from the activity dropped 
by 13.61%.

Increased profits also impacted on the improved 
indicators of the profitability. The return on assets 
(RoA) increased from 0.74% by the end of 2016, 

to 1.54% in December 2017, and the return 
on equity (RoE) increased from 7.15% in 2016, 
to 15.71% by the end of 2017. After a decline 
of three years in a row, the capital adequacy 
ratio rose, amounting to 16.60% in 2017, from 
15.71% in December 2016.

Towards the end of the year, the non-performing 
loans showed a significant decline, amounting 
to 13.23%, with a drop of 5.04 percentage 
points as compared to the year before. The 
Bank of Albania estimates that the drop in the 
non-performing loans reflected the improved 
economic activity, the effect of the measures 
taken to reduce them, and the continued efforts 
made by the banks and the business for clearing 
and restructuring their balance-sheets.

Towards the end of 2017, the banking system 
still numbered 16 banks, however, soon it is 
expected for such number to be reduced to 
14. In December 2017, 100% of the capital of 
the Veneto Banca S.p.A. was transferred to the 
Intesa Sanpaolo S.p.A. Such movement took 
place because, in June 2017, the Italian Group 
Intesa Sanpaolo S.p.A. purchased a number 
of assets and obligations of the Veneto Banca 
S.p.A., including the Veneto Banca S.p.A. based 
in Albania. Early February 2018, the National 
Bank of Greece sold its branch based in Albania 
to the American Bank of Investments (ABI).

Towards the end of the third trimester into 
2017, the banking system continued to be 
well- diversified by origin of capital: respectively, 
27.85% from Turkey, 16.98% from Austria, 
13.54% from Greece, 12.75% from Italy; 15.20% 
include banks with Albanian capital; 5.77% with 
French capital; 2.30% with German capital; 
2.85% with American capital, and 2.76% with 
capital from other countries.

Towards the end of 9 months into 2017, the 
banking system numbered 494 branches, 
namely, 9 branches less than in the previous 
year. They numbered 6,909 employees, namely, 
41 employees less. 

(Source of data: Quarterly publications of the 
GDP, INSTAT; Labour Forces and Labour Market 
Survey, T III 2017, INSTAT; Data on the banking 
system, Bank of Albania; Data on the balance of 
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payments, Bank of Albania; Association of Banks; Bank of Albania, Fiscal statistics, 11-month period 
of 2017, Ministry of Finances)

DATA ON BANKING SECTOR 2007 - 2016

Total assets (million ALL) 833,681.50

76.63

35.72

56.96

47.20

396,264.33

0.29

0.71

619,790.40

0.58

0.42

7.30

0.91

11.35

17.23

6.46

195.00

815.00

23.90

886,309.00

77.20

38.52

57.92

49.60

440,397.35

0.32

0.68

662,426.00

0.56

0.44

3.50

0.42

4.58

16.17

10.27

209.00

871.00

24.00

990,631.00

81.00

39.30

63.94

48.70

483,130.00

0.33

0.67

785,225.00

0.51

0.49

6.70

0.72

7.58

15.38

13.61

195.00

980.00

20.00

Total assets against GDP (%)

Total loans against GDP (%)

Total deposits against GDP

Loan to economy against total assets (%)

Total loans (in millions ALL)

Loan weight in ALL

Loan weight in foreign currency

Total deposits (in million ALL)

Deposits’ weight (in million ALL)

Deposits’ weight in foreign currency

Net results (in billion ALL)

Return on assets (%)

Return on equity (%)

Capital Adequacy Ratio (%)

Non-performing loans level 
(% against total)
Money outside depositing corporates 
(billion)
Money supply-money liabilities 
(billion ALL)

Money outside Banks/money supply (%)

Source: Bank of Albania

*the figueres are as of September 2017

2008 2009 2010

1,120,168.10

86.40

41.20

66.60

48.37

541,899.80

0.35

0.65

875,230.00

0.52

0.48

0.71

0.07

0.76

15.56

18.94

194.90

1,070.00

18.20

2011

1,187,983.00

88.24

41.20

69.10

46.70

554,732.00

0.39

0.62

930,703.00

0.51

0.49

3.76

0.33

3.78

16.17

22.76

192.70

1,123.40

17.15

2012

1,234,321.00

90.89

40.35

69.96

44.39

547,928.00

0.40

0.60

950,088.00

0.52

0.48

6.56

0.54

6.43

17.96

23.22

198.90

1,148.90

17.31

2013

1,293,721.00

91.50

39.61

69.13

43.28

559,987.00

0.42

0.58

977,421.00

0.52

0.48

11.19

0.89

10.53

16.84

22.76

217.66

1,195.08

18.21

2014

1,317,843.00

91.22

37.82

68.34

41.47

546,794.00

0.44

0.56

985,574.00

0.50

0.50

15.69

1.20

13.16

16.04

18.22

230.60

1,216.17

18.96

2015

1,407,286.00

93.70

36.46

67.53

38.91

547,602.00

0.47

0.53

1,014,197.00

0.48

0.52

9.27

0.74

7.15

15.71

18.26

249.25

1,263.45

19.73

2016

1,445,330*

96.23

36.62

66.64

38.05

549,950.00

49.92

50.08

1,000,939.00

47.28

52.72

22.07

1.54

15.71

16.60

13.23

265.15

1,266.09

20.90

2017

(Data Source: Quarterly Publications of GDP, INSTAT; Labor Force Survey and Labor Market, 2017, INSTAT; Banking 
System Data; Bank of Albania; Association of Banks; Business Confidence Index, Bank of Albania)
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4,453,877
604,295

2,483,816
428,899

2,054,917

4,545,726
783,972

2,668,971
457,876

2,211,096

4,257,405
704,326

2,767,228
483,508

2,283,719

3,886,218
702,719

1,983,959
327,203

1,656,756

148,030,490
47,188,237
61,278,982
25,343,535

121,279,675
19,283,626

128,746,864

141,427,369
45,000,001
56,320,615
23,902,937

118,842,127
19,432,580

121,994,789

149,528,532
45,239,962
57,980,881
17,106,968

125,974,220
19,504,474

130,024,058

154,246,157
48,542,286
58,533,127
20,171,066

127,711,325
19,709,442

134,536,715

1.39%
10.66%

4.52%
1.73%

18.18%
227,468

566

2016 2017 Change Change in %
4,257

813
5,071

(2,147)
213

2,284

1.6%
11.9%
44.5%

0.13
149,529

45,240
125,974

19,504

1.56%
11.38%

4.03%
0.95%

16.58%
214,026

570

3,886
771

4,657
(2,290)

(15)
1,657

1.53%
11.71%

3.20%
0.60%

17.57%
224,955

578

-371
-42

-413
143

(227)
-627

1.07%
8.41%
2.74%
0.34%

18.91%
232,360

579

-8.7%
-5.2%
-8.2%

6.7%
-106.8%

-27.5%

1.1%
8.6%

49.2%
0.13

154,246
48,542

127,711
19,709

-0.5%
-3.4%
4.7%

4,718
3,302
1,737

205

3.2%
7.3%
1.4%
1.1%

Income Statement
Net Interest Income
Net Fees and Commissions
Pre-tax Income
Taxes
Profit

Balance Sheet
Total Assets
Loans 
Securities
Due from Banks
Deposits
Capital
Total Liabilities

Indicators
Profit / Assets
Profit / Total Capital
Income from interest / Assets
Interest expense / Liability
Capital Adequacy
Net Assets / Employee
Number of employees

FINANCIALIST AT A GLANCE

Amounts in ALL/1,000

 2014    2015                2016                2017

INTESA SANPAOLO BANK / KEY FIGURES

Net Interest Margin
Non Interest Income
Total Revenue
Operating Expenses
Loan Provisions
Net Income

Return on Average Assets
Return on Equity
Cost/Income Ratio

Total Assets
Total Loans (gross)
Customer Deposits
Total Shareholders’ Equity
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Management
Discussion
Domestic Environment

At the end of 2017, GDP growth is projected 
to increase roughly 4%, higher than 3.5% of 
the previous year.  The uptrend is backed by 
continued strong domestic demand, declining of 
unemployment rate, higher trade balance, higher 
investments, reforms towards EU accession that 
improve the business climate and a strengthening 
EU recovery, offsetting the negative effects from 
the phase-out of large FDI projects.
In 2017, the value of exports was ALL 273 Bln, 
increasing by 12.1%, compared with previous 
year and the value of imports was ALL 626 Bln, 
increasing by 8.1 %. Trade deficit was ALL 353 
Bln, increasing by 5.2 % compared with the same 
period of 2016. The groups affected positivity 
in annual increase of exports, are: Construction 
materials and metals, Textile and footwear. By 
country of origin or destination, the countries of 
the European Union, and particularly Italy, remain 
our main trading partners for both exports and 
imports.

The positive development trends will continue 
during the 2018 and 2019. The Albanian 
economy will continue to grow over the 
medium-term horizon, underpinned by the 
improvement in the external environment and 
the favourable financing conditions at home by 
the accommodative monetary policy.  Inflationary 
pressures increased, but remain insufficient to 
ensure the stable return of inflation to target.

The current accommodative monetary policy 
stance remains appropriate. The policy rate has 
been at a historical minimum of 1.25% since 
May 2016. According to the CB the monetary 
tightening will not take place at least until the 
second half of 2018. In December 2017 the CPI 
is 1.8%. A year before it was 2.2%. Inflation 
would rise, due to stronger domestic demand 
and food price hikes.

According to bank of Albania, the credit to the 
private sector recorded an average annual growth 
of 3.2% in Q4, standing at 36.4% of the GDP at 
the end of year. The portfolio growth of credit 

to the private sector, adjusted for the exchange 
rate effect, is around 5%. The local currency 
loan portfolio grew on average by 9.5% during 
2017, or 2% higher than in 2016. The share of 
this portfolio has increased during the last years, 
representing currently around 47.1% of total 
credit or 1.3 % higher than in the previous year.
Notwithstanding the positive performance, 
private sector funding (need for loans) continues 
to grow at moderate rates, reflecting the still weak 
demand and the still tight lending standards.
Loans and Deposits are expected to grow with 
2.0% each in 2018.

Intesa Sanpaolo Bank Albania 2017 Main 
Challenges and Achievements

Historical minimum interest rates impacted 
on Bank’s Net Interest Income. Despite the 
difficulties in the domestic market, the bank 
successfully managed to overcome the sector in 
terms of performing loans growth. 

Positive results have been delivered also in other 
commercial components. The bank managed 
to grow in terms of number of customers and 
profitable transactions in most business units. 

The Bank made significant progress during 2017 
in the following aspects: 

Solid capital position: while following the 
Bank’s strategy for 100% dividend distribution, 
the capital adequacy ratio was further improved 
in 2017 reaching 18.91%, keeping ISP Albania in 
a comfortable position for taking advantage of 
organic growth opportunities  

Credit quality: further improvement: The NPL 
stock in 2017 decreased significantly by ALL 
2,471 mln or some 39%. The later together with 
the increase in performing loans pushed further 
down the NPL ratio by 6.0% reaching 7.9% in 
December 2017.  

Commercial activity: optimistic growth and 
a well-positioned commercial model focus on 
higher growth in all business segments. Double 
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digit improvment shown in 2017 in Large 
Corporate, Individuals and Small Business making 
2017 a stunning year in terms of lending growth. 

Low cost-to-income ratio below 50%: 
confirming efficient assets management. Cost 
saving initiatives and improved control systems 
ensured another year driven by operational 
efficiency. 

Manage risk well

Credit Risk 
Credit Origination quality was at healthy levels 
with   just 1.08% of new lending for the last 
three years recording 90+ days average vintage.  

New lending leveraged on acquired know-how 
and awareness of sectors’ specificities, predefined 
solutions, policies & products, mainly mentioning 
Energy and Agribusiness as components of 
volumes increase. Such results involved also 
partnerships and risk sharing agreements with 
experienced players such as IFC and EBRD.

The Bank, in compliance with Group rules, has in 
place a Risk Appetite Framework (RAF) with 
regards to the control of main risks such as Credit 
Concentration risk, Real Estate risk, Sovereign 
risk, Foreign Exchange credit risk, etc.

Since 2016 the function of Proactive Credit 
Exposures Management (PCEM) is established, 
having a more proactive credit quality monitoring 
and addressing credit deterioration since the first 
signals. 

A new framework on Credit Control activities 
has been established by setting up 1ST and 2ⁿd 

level controls on credit area. These controls are 
aimed at a prompt and better identification of 
any inadequate credit practices and mechanisms 
as well as ensuring effective corrective actions.  

The Bank is ready to apply IFRS 9 standard from 1 
January 2018 in terms of Business model, asssets 
risk classification by stages and calculation of life 
time credit losses for stage 2 classified exposures. 

NPL management

In 2017 continued the trend of significant 
improvement in loan portfolio quality. The Bank 
continues to outperform the Banking sector 
average regarding the reductions of NPL having 
lowered their percentage by (9.1% vs 14.3% as 
of November 2017). These results mainly depend 
upon:

• NPL stock Reduction to healthy levels 
enabled by good collection results, 
coupled with the moving off balance 
sheet of staled positions as per Central Bank 
regulations.

• Early intervention on positions potentially 
object of restructuring/rescheduling 
avoiding portfolio deterioration combined 
with support/involvement by Under-writing 
team and the new PCEM role, in defining 
solutions from early revision stages to later 
deteriorated ones.

• Repossessed Assets function within 
NPL Management Department started to 
generate positive results with regards to 
assets marketing and sale.  

Other Risks 

The Bank, in compliance with Group rules, 
implemented the most updated Basel III 
provisions on Liquidity Risk and Interest Rate 
Risk measurement and monitoring. 

Retail Banking

During 2017, Retail Banking continued down 
the path of sustainable growth, marked by an 
increase in customer base for all segments, and 
specifically by13% in Individuals and 20% in 
Small business, as well as an increase in cross-
selling activity. The bank extended the adaptation 
and creation of products for each and every 
customer segment, in line with its aim to provide 
appropriate products and services for all. In this 
regard, the Credit Card product was launched 
in April, hence completing the whole specter 
of card products offering ranging from Pre-paid 
cards, to the Visa Inifinite Card, an exclusive 
product offered on invitation basis only.
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In support of all business segments, the 
improvement and excellent use of the Customer 
Relationship Management platform (CR-ISP) 
further consolidated customer insights and 
analysis which are crucial also in designing 
products which meet these customer needs. The 
wide and extensive range of campaigns launched 
during the year have given positive results in 
sales as well as services. 

Lending attracted the main focus in 2017. The 
efforts in applying new process flow, pricing 
structure, shortening and improvements of 
processing time, combined with an aggressive 
new customers acquiring approach, proved 
successful in all customer segments resulting 
so in an increase of overall in retail performing 
loan volumes of 32% year – on - year. Due to 
the revised and improved features of consumer 
loans products for all Individual segments, the 
Bank had especially a remarkable performance 
in this business stream both in terms of numbers 
and new volumes, impacting positively not only 
in terms of net increase performing volumes but 
in terms of profitability as well. As a result of a 
well-defined strategy for both existing and new 
customers, during 2017 the Division achieved 
the goal to increase Customer loan penetration 
by 1% vs 2016.

Quality of the lending portfolio has been another 
aspect closely monitored which is always a 
priority for the Bank. The measures taken through 
continuous performance review as well as timely 
and holistic addressing of first signs of possible 
customer defaults, proved successful and result 
fromthe proactive cooperation and hard work 
from all related divisions and departments.

The strategy on deposits is build around activities 
focused on improving the ratio between deposits 
in local currency to those in foreign currency, 
as well as actions to meet customer demands 
in terms of tenor diversification and interest 
repayment options. New products such as 
Standard Term Deposits products with 10, 15, 
21 months tenors were successfully launched 
this year in line with this strategy, enriching 
the customer’s choice of maturities; whereas 
the revision of existing 18, 30 months deposit 
products, enabling the renewability option, 
further completed the range of deposit features 

available. Notwithstanding the very challenging 
and competitive Interest Rate environment, the 
Division overall YoY performance was positive 
with a total increase 2017 vs. 2016 of 1.8%. 

Harmonized also with the Corporate Social 
Responsibility goals, Intesa Sanpaolo Bank 
continued to further sustain the Women 
in business program. During 2017, 23 new 
customers were credited in the amount of 1.56 
Mio euro and 40 business benefited from support 
and advise granted from EBRD.

Constant efforts were made during 2017 to 
facilitate lending also in the agrobusiness sector. 
In cooperation with EBRD the Bank managed to 
introduce new instruments on risk management 
which not only helped increase lending and 
lower cost of risk, but also to improving access 
to credit to this important business sector. The 
agreement with EBRD signed during 2017, 
will enhance the development of sustainable 
financing in the agricultural sector, providing 
a viable and continuing line of business credits 
for this specific sector upon which the bank has 
been focused for the past three years.

Furthermore, in the scope of branch footprint 
optimization, the bank not only rebranded 
the existing Vlora Sadik Zotaj Branch, but also 
opened a new branch in Rruga Bardhyl. Situated 
in a convenient location and refurbished in a feel-
at home style, Rruga Bardhyl branch will address 
the needs of the businesses and people living in 
this substantial area of the capital.

Pursuing the trail of latest technological 
developments, Intesa Sanpaolo Bank Albania 
further increased its efforts towards digitalization. 
As a forerunner to the digital transformation 
path, the Bank In 2017, undertook some major 
steps towards safe authentication and the 
digital branch. The introduction of fingerprint 
authentication, after the successful piloting in 
some branches in Tirana, will be further extended 
to the network both in Tirana and outside, and 
enhanced with digital timing and contracts, thus 
paving the way for additional transformation 
activities to come and with an aggressive target 
to be implemented within 2018. 

In light of continuous improvement of its 
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channels, the bank started in 2017 the process 
of replacement of the ATM fleet with newest 
devices and successfully completed the 
implementation for 13 of them. Such investment 
aimed to improve not only customer experience, 
but also channel performance. Furthermore 
the Internet Banking service was restyled 
(including an improved layout, reconception 
of the login page, restructuring of the menu 
as well as introduction of new functionalities) 
in order to  make it more user friendly and 
convenient. Meanwhile, the launch of the with.
intesasanpaolobank.al minisite, an online tool 
for getting quick information on digital services 
of the bank, is expected to further enrich the 
customer experience in the path of digital 
footprint expansion.

Corporate Banking & SME

During 2017, Corporate & SME Division continued 
to be a significant contributor in overall bank’s 
revenues. For the third year in row, Corporate 
& SME segments to Intesa Sanpaolo Bank 
Albania, succeeded to improve market share on 
performing loans, while playing a substantial role 
in the improvement of the Bank’s loan portfolio 
quality ratios. 

Special attention was paid to business 
development and customers’ base expansion, 
either on lending or operational customers. In 
the course of last year the Bank intensified its 
participation in Energy Projects, Wholesale 
/ Retail Trade, contributing to a double digit 
growth in Coprorate & SME’  lending portfolio 
of 17%.  Besides, Corporate & SME segments 
consolidated their position in the market, with 
a specific goal of achieving higher than average 
sustainable growth, to both in lending and non-
lending revenues as well as market share, with 
particular focus in SME.  

Increasing of the Transaction Banking revenues 
has been in the focus of ISP Group in 2017.  As a 
result, significant achievements are registered, in 
terms of non-interest income generated by Cash 
Management products/services, as well as Trade 
and Structured Trade Finance.    

Given the importance of the Customers 
Relationship Management to Corporate & SME, 

human time and efforts were dedicated on further 
improvements of the quality of services, as well 
as the customer’s approach in terms of tailored 
made solution offered.  Our main objective 
has been to maximize the value generated by 
business clients adopting common strategies to 
serve segments with specific needs, improving so 
the Corporate & SME customers’ satisfaction, by 
leveraging to our Bank’s CRM platform. 

On the other hand, significant importance has 
been given in building synergies with other 
business segments of the bank, with final aim to 
enhance cross selling.

Finance and Capital Market

Year 2017 was challenging due to consistent 
interest rate volatility of the domestic currency 
as well as the pressure of the negative territory 
of EUR currency. Treasury and ALM Department 
had on high focus the efficient management 
of the assets and liabilities with the scope of 
minimizing the exposure of the balance sheet 
toward the interest rate risk and the mitigation 
of the negative impact in net interest income.
 
Under these circumstances, and notwithstanding 
the volatility of Albanian government securities 
yields in local currency, Treasury & ALM 
Department throughout the year succeeded 
in managing security portfolio to produce 
sustainable income, in line with the previous 
year. This was made possible without neglecting 
a cautious short-term and long-term liquidity 
management for all currencies toward which 
the bank is exposed and through continuous 
management of the exposure toward the foreign 
exchange risk.
 
The Department, closely related to the activity of 
Corporate & SME and Retail customers, has been 
competitive in trading the financial instruments 
like Spot Foreign Exchange transaction and 
Albanian government securities in the retail 
market, both increased compared to previous 
year. 
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Volume of Securities Portfolio (Balance of yearly average)
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ICT Management

The ICT division started the year 2017 with the 
accomplishment of high importance projects 
inherited from the previous year, such as Co-
Operation (aimed at transferring the technological 
infrastructure regarding all critical services in 
the ISP group data centres already available, 
ensurining the parent company standards with 
regards to the main data centers and disaster 
recovery features), and fully committed to 
dedicate all efforts to the new objectives and 
innovations of the year. 2017 was a year of 
heavy but yet challenging project portfolio, 
covering regulatory requirements fulfillment, 
ISP group strategic initiatives and even local 
implementations for collaborative support to our 
banking business.

The strategy of implementing modular 
information systems, as building blocks of 
the same platform, continuoued to be of 
great advantage both from the perspective 
of implementation and integration within the 
existing technical infrastructure, as well as for 
the simplicity of adopting new systems and 
functionalities within the existing business 
processes.

Focusing on fulfillment of regulatory requirements 
from ECB, Bank of Italy and ISP Group governance, 
ICT division had a remarkable contribution in the 
implementation of new international accounting 
standards IFRS9, for defining methodological 
approaches to the new drivers of classification 
and impairment methodologies, through the 
execution of IFRS9 Project and enhancement of 
the existing solution.

ICT division achievements towards the 
implementation of ISP group strategic initiatives 
were also very important milestones of 2017. 
One of the main initiatives in this perspective was 
Big Financial Data project, which was launched 
during 2016, and fully implemented during 
2017. Being a successful project, Big Financial 
Data (BFD) was a great contribution to the 
success of other related projects, such as Early 
Warning System & Credit Management Cockpit, 
which rely completely on BFD data model which 
big benefits are yet to come. With a suitable 
data governance model and centralized IT data 

architecture, BFD already started to take the 
place of several existing reporting packages, such 
as Homogeneous, SSM, P.An.Da and Sicomoro.
Other initiatives of ISP Group during 2017 include 
important projects such as Global Transaction 
Banking International Platform (GTB), to enable 
our Bank to be part of ISP Group centralized 
Payment Factory solution, and Nuovo Anagrafe 
di Gruppo (NAG) to collect, manage, store and 
control the customers’ personal data at ISP Group 
level in full compliance with Albanian legisltation. 
The former was successfully concluded within 
2017 and the latter is aimed to be finalized in 
the beginning of 2018.

Despite having to allocate most of the ICT 
resources in the above-mentioned duties, ICT 
division successfully managed to engage in the 
internal initiatives of the Bank as well.  

Several initiatives inherited from 2016, aiming 
release of new services, and improvement of 
existing ones, with focus on the card business, 
and electronic channel services, were finalized 
during 2017. Among these are included 
implementation of Credit Cards, additional 
functionalities introduced in the electronic 
channels to increase interaction with customers, 
improved layout of the electronic channels, and 
implementation of new services.

New internal initiatives of the year 2017 had in 
focus the digital services, like introduction of 
digital signature and digital authentication. These 
services were already introduced in two branches 
of the Bank within the year. Introduction of the 
same services in all other branches is in scope of 
the ICT division objectives for 2018.

New banking products & services, like leasing 
and insurances, also started to be designed and 
implemented during 2017, aiming to be offered 
to the customers in the first half of 2018.
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Operations

Intesa Sanpaolo bank Albania was one of the 
pioneers that implemented the Group’s standards 
for “A new way of banking aimed at making 
people feel ‘at home’ by focusing on a welcoming 
customer service and human relationship, with the 
branch at the heart of the relation with customers”. 
The work for increasing client’s satisfaction 
continued during 2017 with rebranding one 
of the branches in Vlora city, Rruga S.Zotaj and 
reallocation/rebranding of Hoxha Tahsim branch 
in Rruga Bardhyl. Both investments make these 
branches a place of partnership, an open place for 
dialogue, meetings, communication and work, a 
friendly customer service, strengthening human 
relations. The new layout offers many diversions 
while waiting to be served: besides internet 
access, clients can also read one of the many 
books available for consultation, enjoy a good 
cup of coffee in a very relaxed environment while 
listening to the background music, which mitigates 
the surrounding ‘working’ noise. In addition to all 
the customer’s facilities and friendly environment 
the new branches offer better working conditions 
for the staff of our Bank as well, more natural 
light, more fresh air and more spacious working 
place. An added value is the re location of Hoxha 
Tahsim Branch in Rruga Bardhyl, branch that 
becomes a Flagship Branch for the upcoming new 
or rebranded branches. 

Intesa Sanpaolo Bank Albania established new 
standards in working environment during 2016-
2017 with the refurbishment of Head Quarter 
in Rruga I.Qemali. Optimization of surfaces, 
cost saving and application of Health and Safety 
standards in working environment, pleasant 
working places established a new standard in 
banking industry in Albania and these standards 
are  applied in the offices of Head Quarters that 
operates in Rruga e Barrikadave.   Intesa Sanpaolo 
Bank Albania continues to be a leader institution 
in Albania in meeting the Health and Safety 
requirement in terms of respecting the legislation 
and not only. Implementation of these standards 
are supported strongly by the High Management, 
Operation Division and other structures of the bank 
to operate as an effective and active instrument in 
respecting the health, security and safety of the 
staff, clients and collaborators. In this contents is 
invested on Fire Protection System in Head Quarter 

in Rruga I.Qemali, investment that is an added 
value on fulfillment of Health and Safety Standards.  
In addition, we have invested in three branches in 
order to replace the old fuels heating systems with 
a new, environmental friendly AC systems. 
Main focus of the Operation Division for the 2017 
was again optimization, cost saving and increase 
of customer satisfaction all in the light of corporate 
and social responsibility. 

The evolution of ISP Group Information Security 
Model, formalized within the Group Information 
Security Guidelines which was revised in year 2017 
introduced major changes in order to comply 
with international standards. As such, operational 
activities of IT Security became part of the Security 
and BCM Department, this way adopting an 
end-to-end approach to information security by 
introducing internally to the department IT Security 
solutions implementing functionalities, providing 
new competent functions of Security Operation 
Centre (SOC) and Identity Management which 
were added to the existing governance and control 
functions already present. In this revised context, 
the whole regulatory set of documentation has 
been revised, starting with the high level security 
policies, new reporting information flows to the 
management and security standards for each 
respective security area of competence and up 
to the creation of detailed security procedures 
reflecting the re designed standards.       

Several IT Security technological initiatives and 
projects have been activated in year 2017 such 
as Information classification project which 
aims to comply with European GDRP (General 
Data Protection Requirements) mandatory 
regulation, Centralized access management - 
Single Sign On for an improved cross system 
access rights management, Configuration and 
Patch management solutions for the reduction 
of security weaknesses in new and existing 
systems as well as implementation of a Antifraud 
management platform which aims to eliminate 
e-channels and other categories of frauds. The 
year 2017 security initiatives greatly improved the 
technological posture of the bank making front 
successfully to any kind of risk that accompanies 
the rapid evolution of the international and local 
technological market.
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Financial 
Performance Review
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Financial Review¹
In 2017 ISP Albania reported a net profit of ALL 
1,657million. In comparison with 2016, net 
revenues decreased, mainly driven by lower net 
interest income and higher regulatory expenses. 

Transaction-based revenues continued to reflect 
growth in commercial activity, partially offset by 
accounting adjustments and higher commission 
expenses from card. Operating cost were 
successfully maintained under control although 
intercompany expenses drove them higher than 
previous year. Credit quality positively improved 
and contributed in keeping provision expenses 
and cost of risk at minimal levels. 

Year 2017 was another challenging year for Intesa 
Sanpaolo Bank Albania. Revenues environment 
negatively affected mainly due to the following 
macroeconomic factors:

• Domestic interest rates on loan and deposits 
remain in historical minimum levels. 

• Despite the monetary policy easing and excess 
liquidity, credit growth remains stagnant as 
banks continue to clean up their balance sheets 
and remains unwilling to lend to corporates, 
while are increasing foreign placements.

The net profit decrease in 2017 by ALL 627 Mln, 
from ALL 2,284 in 2016 to ALL 1,657 million, was 
in particular driven by extra income on NPL’s during 
2016, translated in lower NII and normalized loan 
charges in 2017 compared to the release of 2016.  

The analysis is made based on 2017 and 2016 
results according to IFRS. If otherwise stated, all 
figures are presented in millions of ALL.

Results 2017 Highlights 

• Net Interest Income at ALL 3,886 mln, down 
8.7% (2016: ALL 4,257 mln)

• Net Commissions at ALL 703 mln, down 0.2% 
(2016: ALL 704 mln)

• FX result at ALL 392 mln, up 7% (2016: ALL 
366 mln)

• Operating Income at ALL  4,657 mln, down 
8% (2016: ALL 5,071 mln)

• Operating Costs at ALL 2,290 mln, up 7% 
(2016: ALL 2,147 mln)

• Operating Margin at ALL  2,367 mln, down 
19% (2016: ALL 2,924 mln)

• Net Income at ALL 1,657 mln, down 27% 
(2016: ALL 2,284 mln)

Lending Results – entirely generated 
in domestic market

• Total performing loans in Dec-2017 at ALL 
44,707 mln, up 14.8% from Dec-2016

 
     Out of which:
• Large Corporate performing loans in Dec-2017 

at ALL 24,964 mln, up 15% from Dec-2016
•  Small Business performing loans in Dec-2017 

at ALL 3,864 mln, up 21% from Dec-2016
•  Individual performing loans in Dec-2017 at 

ALL 7,700 mln, up 24% from Dec-2016

Credit quality - further improvement 

• Improved credit quality, with a decline in the NPL 
ratio in all business units. Total Nonperforming 
loans in Dec-2017 at ALL 3,834 mln, down 
39% from Dec-2016

     
     Out of which:
• Large Corporate nonperforming loans in 
     Dec-2017 at ALL 2,468 mln, down 40% from 
     Dec-2016
• SME nonperforming loans in Dec-2017 at ALL 

480 mln, down 43% from Dec-2016
• Individual nonperforming loans in Dec-2017 

at ALL 646 mln, down 39% from Dec-2016

Strengthened capital position – 
notwithstanding 100% dividend 
distribution 

• Regulatory Capital in Dec-2017 at ALL 15,212 
million, up by 5% from Dec-2016 mainly 
as a result of increase in reserve due to the 
difference in net profit of GAAP versus IFRS.  

• Capital Adequacy Ratio at 18.91%, up by 
1.34% (Dec 2016: 17.57%)
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Cost discipline and efficiency measures 
to offset decrease in operating income

• Cost income ratio at 49.2%, up 6.9 % (2016: 42.3%) 
Taking into consideration higher intra-group expenses generated by strategic projects and incentives 
for Personnel,total operating costs were managed substantially in line with previous year.
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Operating Income

Operating Income dropped in 2017 by 8%, primarily driven by net interest income at ALL 3,886 million 
lower than 2016 with 8.7% as a result of:

• Lower net interest income

Net interest income decreased, reflecting persisting decrease of interest rates. Affecting income from 
loans and securities, partially offset by lower expenses on deposits. 
To be emphasized the extraordinary income from NPL in year 2016 with ALL 602 Mln. In 2017 the bank 
received ALL 310 Mln from NPL, impacting NII with a fall of ALL 292 Mln.

• Higher commissions income in core commercial categories

Net commission delivered 0% change in 2017 mainly due to higher commission income generated from 
(Trans-Adriatic gas Pipeline) in 2016 and guarantee commissions. The bank successfully managed to 
fully offset this missing income with the following contributors:

• Current Account Commissions increased by 4% in 2017 compared to 2016 driven by the increase 
in customer number by 6%.

• Payment commissions increased by 7% in 2017 compared to 2016.
• Net credit cards increased by 84% in 2017 due to the nonrecurring positive impact of newly 

introduced fee “ATM surcharge”.

FX result related to commercial activities in 2017, though sustained by nonrecurring positive impact BSh 
revaluation and Sale of Binds, increased with 7% compared to 2016.
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• Higher other net operating expenses 

Other operating expenses went up 26% year on year primarily due to nonrecurring negative impact of 
introduction of:
• “Resolution Plan expense” accounting for ALL 67 Mln.
• Corporate deposits inclusion in the schema of “Deposits Insurance Agency” 
      impacting with ALL 24 Mln

Total Operating Costs

Operating cost resulted 7% higher than 2016.
During 2017 the Bank managed to keep cost income ratio below 50%, despite higher intercompany 
expenses, ICT maintenance costs related to recent ICT investments and higher security expenses in 2017. 
Branch reallocation at better locations and at lower running costs still resulted as a positive contributor 
in 2017. Cost reductions compared to 2016 were achieved for most of cost categories thanks to:
• Target-oriented procurement activities, the Bank has negotiated better terms in almost all 

administrative costs in collaboration with central procurement. 
• Enhanced cost control for all cost centers

As in the past, aligned with Bank’s strategy, the bank keeps under particular focus the lowering of 
“run the bank” costs by leveraging on the development of economies of scale through ISG Central 
Procurement.

Operating Expenses

2016

2,147
2,290

2017

Cost/Income Ratio

2016

44.5%
49.2%

2017

Improved credit risk

As NPL ratio was further reduced significantly in 2017, the Bank benefited from a minimal cost of risk.
The following events determined the yearly loan impairment costs:

• Off balance sheet movements of some exposure due to regulatory requirements asking for additional 
impairment charges

• Improvement of some NPL and closing NPL exposures through cash collections and collateral 
executions, contributing in loan impairment release.  
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Dec 2013

NPL  ratio

NPL  
coverage ratio

Cost of risk

Dec 2014 Dec 2015 Dec 2016 Dec 2017

33.7% 26.5% 19.9% 13.9% 7.9%

40.6% 51.0% 44.9% 36.6% 40.4%

5.8% 2.4% 2.3% -0.5% 0.03%

Legal Disputes

On December 2016, the Bank had twentyfour 
outstanding litigations. 
The internal Policy for “Operating Rules for 
Accounting for Provisions on Contingent Liability 
and Contingent Assets” approved by Board of 
Directors on July 2014 outlines the rules for 
establishment of provision on litigations as well as 
the actors involved in the process. 

Based on the above policy, provisions have been 
duly recognized when present obligation have 
been evidenced or when a probable outflow 
of resources has been estimated to settle the 
probable obligation.

Forward looking statement

During 2017 the bank managed to prepare 
the draft Business Plan 2018-2021 in line with 
group strategic guidelines. We remain firm in our 
confidence that the Bank is properly positioned for 
following its key strategic guidelines in 2018:

Increase revenues in a very competitive 
environment while improving fee based 
contribution

• Enhance product cross selling by leveraging on 
ISP product factories.

• Proactive Sales Approach
• Enhance Pricing Capability
• Wealth Management & Insurance Growth

Drive the digital transformation while 
reviewing the role of the physical network

We aim to drive the digital transformation while 
reviewing the physical network as follows:
• Online Products, Services and Experience 

by developing and update online banking 
platform, by improving features and 
functionalities, aiming to drive customers on 
using internet banking as their first choice

• Digital Processes by leveraging on group 
projects such as Big Financial Data

• Physical network optimisation though 
introducing and promoting online features, 
thus reducing the physical usage of the 
branches

Improve credit quality - NPL Management

Optimization of collection processes by improving 
the monitoring of performance & effectiveness 
Identify opportunities to accelerate further 
deleveraging of selected NPLs portfolios also 
through disposals, leveraging on the experience 
and best practice in the processes obtained during 
the previous years:

• Crash program on eligible off-balance 
exposures

• Focus on deleveraging the repossessed assets
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Improve cost discipline - Cost efficiency 
throughout processes review 

We aim a continuous analysis of potential cost 
reductions based on different sourcing possibilities 
– use the “Make or Buy” approach.
The ATM fleet replacement aiming in diversifying 
the range of services offered through ATMs as 
well as reduce the cost of serving in branch to 
customers who want to make deposits.

By leveraging on Procurement Centralization 
and optimizing Sourcing Strategy aiming cost 
reductions, attaining economies of scale and 
improving the expenditure process.
Reducing the cost of service through shifting 
clients towards channels. 
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Corporate 
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Corporate Social 
Responsibility
Intesa Sanpaolo Bank Albania joins Intesa 
Sanpaolo Group efforts to provide qualitative 
banking and financial services to its customers 
and activates ways to promote development 
in all the areas in which the bank operates. Our 
commitment is the continuous improvement of 
relationships with all the actors interacting with 
our Bank; the society and all our stakeholders; 
our employees, our customers, our suppliers, 
our shareholders and our environment. We pay 
special focus to the community where the bank 
operates, believing that building strong relations 
of confidence and trust, will further facilitate and 
improve our growth toward future economic 
challenges. We promote a style of growth that 
focuses on sustainable results and the creation of a 
process based on the trust deriving from customer 
and shareholder satisfaction, a sense of belonging 
on the part of our employees and close monitoring 
of the needs of the community and the local 
area. We take responsibility for prudent savings 
management, we commit to expanding access 
to credit and financial instruments to everyone, 
and we support sustainable development of the 
entrepreneurial system, aware that our decisions 
have a significant direct and indirect impact on 
the natural environment and on the community. 
In providing its best services to all parties the 
bank is guided by the Code of Ethics, which is a 
governance tool, and part of the wider vision of 
the bank’s social and environmental responsibility 
and attributes primary importance to our relations 
with our stakeholders. We consider the Code of 
Ethics as our constitutional charter, a governance 
tool containing voluntary commitments, beyond 
those required by Legislative rules in order to merit 
the trust of our stakeholders. From constructive 
dialogue with our stakeholders springs a process 
that activates a circle of continuous improvement, 
through listening to requests and balancing them 
with respect to company strategy.

RELATIONSHIP WITH CUSTOMERS

In 2017 we grew significantly in customer base, but 
important is the qualitative growth that is reflected 
in exceeding the goal by growing Active Customer 
base by +6% in Consumers and 8% for Small 

Business. During 2017, the Bank has significant 
progress in the development of the way we 
understand the complexity of customer base. The 
customer interactions in bank is moving every day 
from ‘in person’ to ‘digital’ channels. That’s why 
we are working to optimize the costs of traditional 
face-to-face advice, with a clear evolution towards 
a more ‘proactive’ approach. In this term:

• The bank has identified the ‘hybrid advisory’ 
model as the best and most competitive fit for 
consumer advice. We are able to collect clients 
interest in real time on our products and services 
through on line channels (Internet and Mobile 
Banking applications). Once a customer starts 
online, sending his or her interest, this first 
digital interaction is followed by the advisory 
contact (real time interaction). 

• Our focus is also to invest in technology for 
making the bank able to detect changes in 
customer behavior in real time during their 
digital interactions with bank applications. 
Toward the customer interaction improvement 
the use of analytics tools to capture the 
behavioral data has been one of the main 
investment of 2017 for ISBA. We are already 
engaged to use analytics to extract relevant 
life events of the client. The bank stores an 
incredible amount of valuable data about its 
clients, especially when they start interacting 
more and more digitally.  This process listens 
the machine logs coming from e-channels 
depending on clients eligibility and based on 
some rules generate and deliver a notification 
to advisor like ‘Hints’. These events are 
related when clients abandon the Contracts/
Calculations page in Internet and Mobile 
Banking applications. ‘Hint’ is communicated 
to Relationship Manager and can also activate 
a “follow up” communication to customer in 
order to maximize business opportunities. This 
is reached by using the Splunk technology for 
reporting on Web, e-Applications. 

• Other improvement during the Year is the 
introduction of all information on Bank 
products in the form of Product Catalog to 
Internet and Mobile Banking applications. It is 
also a very good possibility to capture interest 
to on-line channels as a form of self-directed 
Next Best Product.

Corporate 
Social Responsibility
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• Next-best-Product makes the conversation 
with our clients trust worthy. During this year 
the Retail has paid attention in improvement 
of the ‘Next Best Product’ approach. ‘Next-
Best-Product’ involves determining what the 
best product is during any interaction (out of 
a library of possible products recommended 
from outbound sales, service campaigns), in 
any channel – and then suggesting that action. 
Some elements of improvements during the 
year are:

 • As result of model revision we reached  
 to increase the number of products in the  
 basket by including the products from the  
 ‘Loan Family’.
 
 • The movement of ‘Next-Best-Product’  
 offer to more channels like Call Center,  
 e-mail and e-channels allows for more  
 intimate conversations and interactions.  
 And of course, the volumes are also   
 moving, from outbound campaigns to a  
 lot of inbound interactions.

The outcomes are not only more sales but 
improved customer experiences and customer 
relationships, because actions are personalized and 
relevant. Meanwhile, we prefer to work in ‘Test-
and-learn approach’ mode that means continuous 
monitoring and refinement of communication 
initiatives.

Given the significance that Corporate and 
SME customers have for Intesa Sanpaolo Bank 
Albania, as a strong potential for increasing bank 
revenues, a dedicated team within Corporate and 
SME Division was established which has been 
a continuous support to Relationship Mangers, 
in their efforts to intensify Corporate and SME 
customers relationship with the bank, with the 
ultimate purpose to better meet their business 
needs, improve customer satisfaction and also 
increase bank’s revenues.

Although acquisition of new customers either 
lending or non-lending ones, continued to be the 
focus of the bank during 2017, strong emphasis 
was also placed on retention of existing customer 
base and further relationship improvement. 
This is why special attention was given to data 
analysis from each interaction with Corporate & 
SME customers, in order to be able to anticipate 

customers’ necessities and provide personalized 
service, thus building a loyal customer base for the 
bank.  

Monitoring of the overall health of Corporate 
and SME customers business, through our CRM 
platform, enabled the bank to create a healthy 
environment for accurate forecasts, proactive 
monitoring of developments and proper allocation 
of resources, which leads to a better service to our 
business customers.  

Special approach was built on transaction banking 
products penetration to business customers, 
which resulted in higher client activity ratio, and 
increased revenues.

RELATIONSHIP WITH EMPLOYEES

The employees of Intesa Sanpaolo Bank Albania 
sh.a. are the backbone of the daily business. 
They are the crucial system underpinning our 
organization’s power to grow and succeed. The 
bank esteems the significance and role of each 
employee and to this aim the bank attempts to 
create encouraging and constantly changing 
working environment and attracting work 
matching to the requirements placed upon time. 
The bank believes very important that behind 
the achieved success stay key facts that are the 
professional knowledge of the employees and the 
quality of services provided to clients. 

Training isn’t just important for our bank, it is vital! 
Continuous professional development supports our 
bank employees acquiring new skills and building 
upon them the aptitude for achieving high results 
and assuring a progressive performance. 
For the new recruits the orientation is a great 
opportunity to introduce them the bank, 
its products, its culture and policies and the 
competitive banking market. 
A well-designed training program which was 
developed in 2017 transmited to the bank 
employees what was expected of them and, 
more importantly, how to meet the expectations. 
As previous years many trainings were organized 
internally, locally, and/or in cooperation with ISBD 
training structutures, including:

• “Insurance Intermediary” - all Branch Managers;
• “Small Business - Training Academy” - Junior 
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and Senior Small Business Relationship 
Managers

• “GECO training + Focal Group Training 
Sessions” – Branch staff

• “New Credit Card Product and specific 
features” – RSA, JT, BM, Call Center

• “Albania Agribusiness Support Facility”– 
Agrobusiness Relationshiop Managers

• “First Aid in workplace” – all colleagues 
• Many other trainigns organized by the Albanian 

Banking Association – Governance, SME, Risk 
Management, Retail, Audit, AML, Fraud and 
Information Security. 

Initiated during year 2016, ISP launched the Talent 
Management Program, which succeeded 
for ISBA sh.a. with further steps in 2017 from 
the selection phase and the participation on 
that program with staff of our bank. To these 
participants it is given an opportunity to follow 
an international and professional tailor-made 
development path within a duration of 3 to 5 five 
years. This initiative is fostering the development 
of bank’s internal resources, based on merits and 
professionalism.

In ISBA sh.a. we assure equal opportunities 
regarding jobs and development tools within 
the professional development and growth. The 
performance and development for our employees 
is the annual GPS evaluation system which main 
task is not only to evaluate the employees targets 
vs results achieved but also to plan employees key 
tasks and targets supporting the bank’s strategy 
for ther upcoming period. 

In one of the message of our CEO Mr. Pedrazzi 
addressed to staff during year 2017, was the 
message from the ISBD of Intesa Sanpaolo Group 
that developed the International Healthcare 
Programme with the goal of offering the best 
possible help for Employees who suffer from 
serious diseases. The Progamme ensures that 
colleagues with serious diseases will not be left 
alone and will receive the best possible care. 
All Employees with open-ended employment 
relationships are automatically enrolled in the 
Programme. From this innovative programme is 
expected the improvement of well-being and the 
reinforcement of the sense of belonging for the 
employees as part of Intesa Sanpaolo Group.

“Open Talk Session” is a continuous initiative of 
the CEO of the bank inviting all staff of the bank to 
participate freely and have an opportunity to listen 
and discuss on the theme as specified. The session 
of May 2017 focussed on a discussion concerning 
the objectives of the Bank, the achievements and 
the future strategy. 

RELATIONSHIP WITH 
SHAREHOLDERS

Intesa Sanpaolo Bank Albania guarantees timely 
and transparent communication to shareholders 
and to the financial community in general, with 
the intent of providing clear, complete and 
prompt information on the status of the Bank’s 
implementation of strategies and the results it 
achieves. 
The Bank has established a specific relation with 
its shareholders, based on transparency and 
full mutual trust.  We act in such a way that the 
value of all shareholders’ capital invested in Intesa 
Sanpaolo Bank Albania is protected and increased 
in a sustainable manner. We invests in enhancing 
this trust with information flow through different 
communication channels as: the publication of 
the financial statements after each semester, 
annual reports and press releases in the Bank’s 
website, keeping the continuous correspondence 
and organizing frequent meetings with the 
Shareholders Assemblies in writing or in their 
physical presence. The Bank’s capacity to generate 
constant growth in profitability is also determined 
by high liquidity, the further improvement of the 
capital base, the reduction of operating costs, 
rigorous and prudent provisioning policy as well 
as the continuous and careful crediting to support 
the economy. 

RESPONSIBLE MANAGEMENT OF 
THE SUPPLY CHAIN

We believe that behaviour based on listening 
and sharing ideas with our suppliers fosters the 
ongoing improvement of those relationships, 
reinforcing them and generating reciprocal value. 
Our attitudes are based on trust that involve the 
suppliers in an active role and that lead them 
to promptly report problems that require the 
identification of a common solution. We believe 
that a clear and transparent attitude contributes 
to maintaining enduring relationships with our 
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suppliers. We are convinced that integrity is a 
fundamental premise of these relationships. 
Our choice of suppliers is based on clear and 
proven criteria through objective and transparent 
procedures. We guarantee equal opportunity 
in the selection of suppliers and commercial 
partners, taking into account their compatibility 
with and capacity for the size and needs of our 
company. Intesa Sanpaolo Bank Albania criteria on 
supplier and technology selection are part of the 
process to have a better environment and energy 
efficiency equipment. The Bank is now part of the 
Procurement Centralization by applying the ISP 
Group standards.

RAISING AWARENESS ON 
SUSTAINABLE DEVELOPMENTL 
GOALS

During 2017 Intesa Sanpaolo Bank Albania 
aimed at raising awareness on the Sustainable 
Development Goals (SDG). Some of the most 
important activiteies organized during the year 
according to these objectives were:

Someone has prepared a postcard for you! 

Bank employees supported SOS Village initiative, by 
buying 229 charity cards prepared by the children 
of this village. Every year, SOS Village organizes 
postcards’ sales campaign to raise more funds 
pursuant to enhancing the wellbeing of children in 
this village. Postcards bring together and sum up 
the ideas of young children, who have managed 
through their sincerity, kindness and creativity to 
delightfully convey and extend the end of year 
wishes.

Hunger is the hardest kind of poverty, and no 
one deserves it! Food Packages for the people 
in extreme poverty!

During April, Intesa Sanpaolo Bank Albania 
colleagues collaborated with the Albanian Food 
Bank, for supporting the people in very difficult 
conditions who cannot afford even the food.  
Within two weeks ISBA colleagues working in 
Head Office have managed to collect about 115 
kg of food. The food has been collected from 
Food Bank Albania and then has been delivered 
by them to a social canteen that provides food for 
200 persons 2 up to 3 times/week.

Solidarity for FOOD! 112 volunteers of ISBA 
& 3,700 kg of food collected to fight hunger!

On the weekend of 2 and 3 December, 112 
persons from Intesa Sanpaolo Bank Albania 
employees volunteered for collecting food to 
support people that live in very difficult conditions, 
for fighting extreme poverty and hunger. Our CEO, 
Mr. Peddrazzi, was also among our volunteers.  
This initiative was organized for the first time 
in Albania as a threefold collaboration of Food 
Bank Albania, CONAD supermarkets and Intesa 
Sanpaolo Bank Albania. To be mentioned is the 
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Blood Donation: Donate Blood, save a life!

For the seventh consecutive year ISBA colleagues 
donated blood in 29-30 May and in 23-24 
November, under the special attention of Mr. 
Natale Capodicasa – President of Albanian Blood 
Donors Association. The initiative occurred during 
the working hours in two special areas within 

the Bank premises  37 donations are made  
from Bank’s employees during  2017 (15 more 
employees volunteered to donate, but  for health 
reasons couldn’t be part of this initiative) .  Blood 
donation is one of the solidarity gestures used 
mostly (70-80% of cases) for helping Albanian 
children suffering from Thalassemia. 

fact that the staff of the Branches outside the 
capital such as Vlora , Shkodra, Elbasan, Lushnja, 
Fier and Korca participated in this activity. Except 
our 112 volunteers, many of ISBA colleagues 
were present in the 18 points of CONAD stores by 
purchasing food and donating it for the people in 
need. The entire activity was organized after a very 
successful experience of “Giornata Nazionale della 
Colleta Alimentare” in Italy. Food Bank Albania is 
a nonprofit organization that closely cooperates 

with Federation of European Food Banks (FEBA). In 
Albania the average expenses on food are almost 
the 50% of a family’s budget. The lower the family 
budget, the higher percentage is necessary for 
the daily food. This percentage to 80% for the 
more marginalized families.  The team spirit and 
the solidarity of the 112 volunteers from Intesa 
Sanpaolo Bank demonstrated during this initiative 
were really impressive: 3,700 kg of food collected! 
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Children’s ‘s Day, 1st of June! All the children 
have the right to celebrate!
On June 1st, the bank’s staff contributed with 
clothes and toys for orphaned children, in 
cooperation with the Albanian Red Cross.

“THE ART OF SAVING”, A DAILY VALUABLE 
KNOW HOW FOR ALL AGES! 

Intesa Sanpaolo  Bank Albania joined the 
initiative of INTESA SANPAOLO GROUP & Savings 
Museum (Museo del Risparmio), Gallerie d’Italia 
& the Historical Archive to celebrate The World 
Savings Day! Intesa Sanpaolo Bank Albania in 
cooperation with the Ministry of Education & 
Sports supported the financial education in early 
ages by offering voluntarily through its employees 
the role of instructors presenting two curricula 
(multimedia labs) prepared by the Museum of 
Savings  in Turin, dedicated to the age groups 
of elementary and secondary schools. During 
these days approximately 10% of our colleagues 
volunteered to teach in elementary and secondary 
schools throughout the country. Nearly 1300 
kids aged 6-10 years old and more than 600 kids 
aged between 11-14 years old were be part of 
this initiative, where bank employees will share 
the basic concepts of saving and its importance 
in accomplishing dreams. Kids will engaged 
through games and quizzes in order to familiarize 
them with the concept of personal finance 
management, identifying targets, categorizing 
them in time and creating opportunities for an 
open discussion about basic financial concepts by 
working in teams. This initiative, being the first of 
its kind, is supported by an external and internal 
communication campaign through all the bank’s 

social channels in FB & LN, continuing to enhance 
the awareness about the “Art of Saving” in every 
age group and affirming the contribution of the 
Bank in the area of Financial Education in Albania.

November, The Month of Enterpreneurship!

Mr. Silvio Pedrazzi, CEO of Intesa Sanpaolo Bank 
Albania, as a supporter of financial education 
and youth development initiatives, shared on 
November 30th his experience with the students 
of the Sami Frashëri High School speaking about 
the “Entrepreneur Guide” following the “National 
Month of Entrepreneurship”, organized by Junior 
Achievement in Albania. This initiative aimed to 
share the experience of successful entrepreneurs 
with the youth.

Volunteer mentoring!

For the third consecutive year ISBA in collaboration 
with Junior Achievement of Albania offered 
volunteer mentoring in 13 classes of high schools 
in Tirana. This is an initiative to educate and 
empower young people, in order to help them 
position better in the labor market as skilled 
entrepreneurial-minded workers. Our colleagues 
from ISBA offered once/week their input on the 
high schools by being present approximately 
one hour every week during lessons offering 
practical skills and enabling the students to enjoy 
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an exceptional opportunity to acquire practical 
working experience in running a student-owned 
and student-led mini enterprise. 

Leader for 1 day!

In collaboration with Junior Achievement of 
Albania Organization ISBA supported the Leader 
for 1 Day activity. One student of excellence of 
high school Harry Fultz, shadowed the Head of 
Risk Division for gaining practical experience and 
acting as a leader during the whole business day

Open lessons

ISBA’s Chief Executive Officer together with the 
Chief Financial Officer, offered an open lesson 
at the University of New York in Tirana with the 
theme: “Intesa Sanpaolo Bank Albania and the 
banking sector, preparation of Financial Statements 
and Analysis”.

Head of HR and Organization and the Head of the 
Organization & PMO Office, gave two open lessons 
for The third year of the Finance Department on 
HR Planning and the Assessment Techniques and 
Classification of Workplaces.

The Head of Risk Management Division, at our 
Bank , delivered a lecture on “The role of a systemic 
bank to ensure stability in the financial sector”. 

New York Tirana university learned more on 
Internal Audit! 

On June 13, 2017, a group of students from 
New York Tirana University visited the Bank’s 
training center where the Head of Internal Audit 
prepared a specific presenation for enhancing their 
knowledges on the future challenges of Internal 
Audit as one of the most important functions of 
the Bank!

Students are always welcomed at our 
branches!

In the framework of Global Money Week, Intesa 
San Paolo Bank Albania in cooperation with the 
Albanian Association of Banks, organized visits for 
high school and university students in its seven 
branches in different cities of Albania. About 250 
students visited our premises and  our experts 
explained them how a bank works and how they 
create and offer their products to their clients. 
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One Price for the Best students, Italian 
Language Speakers!

Intesa Sanpaolo Bank Albania supported the 
initiative of Italian Chamber of Commerce in 
Albania for scholarships in Italy to be awarded to 
the best Italian language students with the aim of 
keeping satisfactory levels of demand for Albanian 
students who wish to study in Italy. 

15th of May, the International Day of Families!

2017’s observance of the International Day of 
Families (UN) focused on the role of families and 
family-oriented policies in promoting education 
and overall well-being of their members. In 
particular, the Day raised awareness of the role of 
families in promoting early childhood education 
and lifelong learning opportunities for children 
and youth. In support of the SDG 4, a postcard 
was prepared for raising awareness and delivered 
to all employees !

Celebrating Women’s day! 2018

For celebrating International Women’s Day 
Intesa Sanpaolo Bank Albania delivered a special 
postcard to all employees, for raising awareness 
on the role and the power of women in society! 
This postcard contained the United Nations - 2017 
Theme: “Women in the Changing World of Work: 
Planet 50-50 by 2030”

“Women in Business-WiB” , a  specific and 
dedicated product for women!

Intesa Sanpaolo Bank Albania participated in one 
of the top strategic priority program of EBRD, and 
became a Partner Financial Institution (“PFI”) on 
the Western Balkans Women in Business Program, 
which was created for the purpose of supporting 
Women in Business Micro, Small and Medium-
sized Enterprises in the Western Balkans. The 

Program included three components: 

1. Financing: including Loan and Risk Sharing 
option, facilitating increase access to finance for 
women-led enterprises, and enabling Bank to offer 
more favorable loan conditions, including reduced 
collateral requirements and longer tenors; 

2. Technical Cooperation component: consisting 
in a dedicated fund to support ISBA to better use 
funds for growth and development;

3. WiB Support component: facilitating increased 
access to know-how. 
In accordance with the agreement signed with this 
EBRD, almost 2 million EUR loans were disbursed 
and the feed back received from the clients was 
very good. 
 
ISBA signed the memorandum of collaboration 
with the Ministry of Social Welfare and Youth 
for WORK PRACTICES PROGRAMME! 

Intesa Sanpaolo Bank Albania was one of 14 
biggest companies in Albania that signed an 
agreement with the Ministry of Social Welfare 
and Youth on 26th of January 2017. Mr . Silvio 
Pedrazzi (CEO) signed this agreement with the 
objective of supporting young proffesionals, 
graduates of the study programs of the first cycle 
“Bachelor” for performing work practices at the 
Bank for 3 months, offering them a professional 
experience and enhanced know-how of the real 
working environment. Through this agreement all 
the students that applied through the web page 
of this Ministry selecting the Bank, were invited 
to peform the work practice programme and 22 
students were trained in details regarding the Bank 
and their duties!

Strengthening partnership for employement 
of  persons with disabilities!

Intesa Sanpaolo Bank Albania participated in the 
table “Strengthening partnerships for employment 
of people with disabilities” organized by the 
Deputy Minister of Social Welfare and Youth, at 
the premises of the Youth Center of Tirana on 
February 23, where some successful businesses 
share their experiences in hiring People with 
Disabilities in fulfilling their legal obligations and 
implementing Corporate Responsibility Policies of 
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their respective corporations.  During 2017 one 
more person with disabilities is hired by Intesa 
Sanpaolo Bank Albania.

Intesa Sanpaolo Bank Albania participated in 
“the career day” organized by the University of 
Tirana, Epoka and Metropolitan Universities!

On 20th of  April, our Bank participated at the 
Career Day “Take your Step ...” organized by the 
Faculty of Economics, University of Tirana and 
at the Fourth Career Fair organized by Epoka 
University and Metropolitan University.  These 
activities served as a good opportunity to gather 
CVs for the best students for vacancies, but also by 
providing intership opportunities and to familiarize 
the students with the real market and demands of 
work.

“Work & Study” Fair

In cooperation with the Municipality of Tirana, the 
Bank participated in the “Work & Study” fair open 
to the public during 3 days, where colleagues 
from the Department of Human Resources and 
Organization had the opportunity to collect CVs 
of applicants and students interested in jobs or 
working practices.
During 2017 133 students were internships in 
Intesa Sanpaolo Bank Albania.

Two packages linked with dedicated products 
for students! 

Following agreement with the German Embassy 
and Italian Embassy, ISBA  is acting as a “guarantor” 
to these Embassies in Albania for students applying  
for student’s Visa, aiming to facilitate the Visa 
process for this category of customers. 
The agreements consists into the following: 

1. ISBA certifying the student’s financial capability 
against the funds deposited;

2. ISBA assuring the usage of these funds by the 
students, according to a schedule predefined 
by the Embassy or transefering the funds in the 
country they are living during their studies.
As end of 2017, 268 albanian students that study 
in Germany and 200 other albanian students that 
study in Italy benefited from these agreements.
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April 28th, World Day for Safety and Health at 
Work!

For celebrating this Day, The Council of Safety and 
Health at Work of Intesa Sanpaolo Bank Albania, 
spread an awareness message for all emloyees, for 
increasing the corporate culture and awareness for 
more security and health for all bank staff and for 
the customers. A special postcard accompaigned 
this message, containing information on this day 
and on United Nations 2017 Theme: Optimize 
the collection and use of OSH data. The World 
Day for Safety and Health at Work is an annual 
international campaign to promote safe, healthy 
and decent work. It is held on 28 April and has been 
observed by the International Labour Organization 
(ILO) since 2003. The Health and Safety council is 
functions in Intesa Sanpaolo Bank Albania since 
2011 and meets regularly.

International Day of Small and Medium 
Enterprises!

17 November 2017 - The 8th edition of the 
International Day of Small and Medium Enterprises 
was organized by Italian Confindustria in 
collaboration with associations and businesses, 
focusing on the fight against fake goods. For the 
second consecutive year, Confindustria Albania 
was included in this initiative that in coollaboration 
with Intesa Sanpaolo Bank Albania organized 
a visit of the students of the Catholic University 
“Our Lady of Good Counsel” at the premises of 
the Bank’s Training Center. The students were 
able to get familiar with the Bank’s everyday work 
and its focus in the field of Financial Education 
and the future of Banking through an interesting 
presentation prepared by the Director of Human 
Resources and Organization.

ALBANIA Soils  Land! Consume ALBANIAN! 

Intesa Sanpaolo Bank Albania participated at 
the Fair “ ALBANIA plows its land! Consume 
ALBANIAN!” organised on 29th of Nëntor at  
Mother Teresa Square. Intesa Sanpaolo Bank has 
in focus the Agro Sector and is an active player in 
the market by offering products and services for 
Agro Business, investments and loan packages of 
favorable interests, accompaigned by a specialized 
advisory service through Agros managers in the 
main cities of the country! The key word of this fair 
was the return to the “Made in Albania” products, 
a variety of Albanian products from all categories 
of Agro, Food and Handicraft.

Enhance financing on Agro  sectors: Constant 
efforts were made during 2017 to facilitate lending 
for the agribusiness sector. Through cooperation 
with EBRD the Bank managed to introduce new 
instruments on risk management which not only 
helped increase lending and lower cost of risk, but 
also to improve access to credit to this important 
business sector. The agreement with EBRD will 
enhance further the development of sustainable 
financing in the agricultural sector, providing a 
viable and continuing line of business credits for 
this specific sector where we have focused for the 
past three years.
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Technology and innovation in Banking 
Services!

Novathon #withPBZ, the Innovation Marathon 
of Intesa Sanpaolo Group was jointly organized in 
collaboration with Privredna Banka Zagreb  in 
Zagreb on 23-24 September. The 24-hour coding 
competition was attended by 144 participants 
form 7 competing countries in 24 teams, 22 
international speakers, 21 partners and more 
than 300 guests. Learn more about winning 
ideas at www.novathon.net. Intesa Sanpaolo 
Bank Albania had its representatives as mentors 
and experience- sharing. The bank aims to be at 
the forefront of the innovation competition in 
providing digital banking services through “user 
friendly” platforms of internet banking and mobile 
banking (Intesa Mobile).

Support for the innovation week!

ISBA sponsored the “Innovation Week, 13-22 May 
2017”, supported by the Ministry for Innovation 
and Public Administration. In this event, students 
of different profiles formed working groups 
and competed with their business ideas.  These 
groups received advice from mentors and experts 
from the business. From ISBA this activity was 

supported also mentored by 3 colleagues (Legal 
Department, IT Division and Alternative Channels) 
who voluntarily leaded student teams.

September 22nd, Customer Satisfaction Day!

The focus of the Bank is to establish and maintain 
long lasting relations with its customers through 
customer care and the quality of its banking 
products and services. The Bank strongly believes 
that customers should always be at the center of 
its attention and for the bank is essential to have 
an ongoing dialogue that leads to truly understand 
their expectations and maintain excellent relations. 
To this aim, the Bank continuously implements 
systems and tools to simplify the products and 
maintains clear communication with the customers 
regarding bank products and services through all 
its available channels like ATM, Internet Banking, 
Mobile Banking, SMS and e-mail.
In this regard, the Customers’ Satisfaction Day the 
activities accomplished during the year, referred to 
three main pillars.
-  Introducing new services according to 
   customers’ wishes 
-  Customers’ feedback is collected through
   different channels thus, having a full picture, we
    have been able to identify gaps and fix problems. 
-  Improving the complaints handling system
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20th of June 2017 – World Refugees Day!

Intesa Sanpaolo Bank Albania joined UNHCR 
awareness campaign for the World Refugee 
Day, on 20.06.2017. The latest figures from the 
UN Refugee Agency, UNHCR, show that at least 
65.6 million people- 1 of every 113 members of 
the human family - have been forcibly displaced 
within their own countries or across borders. This 
awareness campaign “Now more than ever 
we stand with Refugees! # WITHREFUGEES” 
included:

• A dedicated postcard with a  solidarity message 
and with hashtag # WITHREFUGEES during all 
day in all our ATM screens

• An internal e-mail with this postcard and a 
UNHCR awareness message to all colleagues, 

• An e-mail specific footer was used when 
exchanging internal and external mail during 
one week.

ECO Tirana Competition” YOU CAN!” Intesa 
Sanpaolo Bank Albania awarded the best 
creation!

The Bank supported the School Competition with 
the theme  “ Differential Collection of Waste and 
its Sustainable paths”, a competition promoted 
by the Municipality of Tirana and Eco Tirana with 
students from different high schools of the capital. 
A “Samsung T280 GALAXY TAB A” tablet was 
delivered as a prize for the Sami Frasheri High 
School student Ola Gurthi for her work, which was 
rated as first for authenticity and functionality. 

A contribution for the New Bazar Square in 
collaboration with Tirana Municipality!

Intesa Sanpaolo Bank Albania  contributed in the 
one of the most significant areas of the capital, 
by donating  7 trees of 100-year-old olives to 
Avni Rustemi square at new Bazar. This area was 
inaugurated on the  summer day ,14th of March by 
the Tirana Mayor Mr. Erion Veliaj and the country’s 
Prime Minister Mr. Edi Rama.
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Earth hour, a solidarity action for climate 
change! 

On 25th of March 2017, for 60 minutes,  all the 
lights of the Intesa Sanpaolo Bank premises were 
turned off in support of the Global Campaign of 
the EARTH HOUR, a symbol of our commitment 
for the planet! Additionally, a post card with the 
theme “60+: Turn off your lights and Light up your 
ideas!” was also delivered to all colleagues inviting 
them to join this hour as a solidarity action for 
climate change! 

5 June 2017 - World Environment Day - I’m 
With Nature!

The World Environment Day (WED) is the most 
important day to encourage awareness raising 
and environmental protection activities around 
the world. Intesa Sanpaolo Bank Albania, like 
every year, promotes this special day! The target 
audiences were all employees and all customers 
using the Bank’s ATM network. This 2017 theme 
of this activity was  “I AM WITH NATURE!”. An 
e-mail footer and a postcard were used for about 
two weeks when exchanging emails. The postcard 
was also placed on the Bank’s ATM network to 
raise customer awareness.

21st of September, International Day of 
PEACE!

Intesa Sanapolo Bank Albania joined the 
International Day of PEACE! 2017 theme for this 
day was “Together for Peace: Respect, Security 
and Dignity for All”. The International Peace 
Day was created in 1981 by the United Nations 
General Assembly. The purpose of this day is to 
unite people and to remind them that humanity 
is common, in support of objective no. 16, Peace, 
Justice and Strong Institutions.

22nd of May, International day for Biological 
diversity!

For celebrating this day the Bank delivered an 
awareness message to employees por protection 
of the biodiversity with the UN 2017 theme: 
“Biodiversity and Sustainable tourism”; “Protecting 
biodiversity is in our self interest! Biological resources 
are the pillars on which we build civilizations”. 

27th of September, World Tourism Day!

World Tourism Day 2017 presents a unique 
opportunity to raise awareness on the contribution 
of sustainable tourism to development among 
public and private sector decision-makers and all 
stakeholders. In this day Intesa Sanpaolo Bank 
Albania increased awareness of all employees 
through a dedicated postcard with the theme:

Are you a responsible traveller?
This World Tourism Day, whenever you travel, 
wherever you travel, remember to: 
RESPECT NATURE, RESPECT CULTURE, AND 
RESPECT YOUR HOST.
TRAVEL, ENJOY AND RESPECT!
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2 June The day of the Italian Republic!

Intesa Sanpaolo Bank Albania Bank, as one of the 
largest Italian businesses in the country, supported 
the Italian Embassy in organizing the event of 2 
June, the Day of the Italian Republic, held at the 
Ambassador’s residence. This was also a good 
opportunity for creating new synergies in the 
economic development field, as the event had a 
significant participation of successful businesses in 
the country.
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Statement on compliance with Corporate
Governance Code
Shareholders Structure of the Intesa 
Sanpaolo Bank Albania Sh.a

  Bank’s Shareholders as of 31 December 2017
  Structure by owner type       Share All/1.000 (*)   Stake %

  Intesa Sanpaolo S.p.A.       5,562,517    100

(*) Share ALL is a value of the held shares of Intesa Sanpaolo Bank Albania Sh.a, expressed in the nominal value of ALL 
multiplied by number of the shares held.

Statutory Bodies of the Bank

According to Article 15 of the “Statute”, the 
Statutory Bodies of Intesa Sanpaolo Bank Albania 
Sh.a are as follows:

a) General Shareholders’ Assembly;
b) Board of Directors;
c) Chief Executive Officer;
d) Audit Committee.

General Shareholders’ Assembly

Except for the cases when it is otherwise provided 
by the Law no. 9901, dated 14/4/2008 “On 
Entrepreneurs and Commercial Companies”, the 
rights of the shareholders for the issues related 
to the activities and operation of the Bank are 
exercised through the General Shareholders’ 
Assembly.
The General Shareholders’ Assembly is Ordinary 
or Extraordinary in accordance with the Law and 
“Statute” of the Bank.

Among others, the “Ordinary Assembly” takes 
decisions on the definition of Business Strategies, 
appointment and dismissal of Board of Directors 
members, Audit Committee members and external 
auditors. Whereas the “Extraordinary Assembly” 
takes decisions on Statute amendment, increase or 
decrease of the registered capital, reorganization 
of the Bank (merger or division), Bank’s dissolution 
(liquidation in solvency) and distribution of annual 
profits.
General Shareholders Assembly takes its decisions 
with simple or qualified majority in accordance 
with the “Statute” of the Bank.

Board of Directors

The Board of Directors is composed of an odd 
number of individuals, not less than five and 
not more than nine members. Its members are 
appointed by the General Shareholders’ Assembly 
for a mandate of no longer than four years with 
the right to re-election for the same mandate 
without limitation.

The Board of Directors is a decision-making and 
supervisory body and, among others, decides on: 
the election of the Chairman and Deputy Chairman 
of the Board of Directors; appointment and 
dismissal of the Chief Executive Officer; approval 
of the of the governance and business strategies 
of the Bank; organizational, administrative 
and operational structure and activities; Bank 
management related issues.

The Board of Directors meetings are held at least 
four times a year. Meetings may be validly held also 
by the use of remote connection systems through 
different means of communication, including 
electronic ones.

The members of the Board of Directors in 2017 are 
as follows:

Vojko Čok - Chairman
Chairman of the Board of Directors
Independent Member

Paolo Genovese
Deputy Chairman of the Board of Directors
Independent Member
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Mr. Marco Santini 
Member 
Head of Corporate Banking, International 
Subsidiary Banks Division, Intesa Sanpaolo

Salvatore Catalano
Independent Member

Gabriele Gherardi
Head of People Management and Development 
Sub-Department, 
International Subsidiary Banks Division, Intesa 
Sanpaolo, Italy

Silvio Pedrazzi
Member
Chief Executive Officer, Intesa Sanpaolo Bank 
Albania

Ilir Panda
Independent Member

Chief Executive Officer

The activity of the Bank is directed and organized 
on continuous basis by the Chief Executive Officer 
(CEO).
The Chief Executive Officer is responsible for the 
management of the Bank within the limits of the 
powers granted by the Board of Directors and 
“Statute” of the Bank who has the right to submit 
the proposals to the Board of Directors and to 
the Committees set up by the Board of Directors 
and ensures the enforcement of the decisions of 
the Board of Directors and General Shareholders’ 
Assembly.

Mr. Silvio Pedrazzi is the Chief Executive Officer of 
the Bank.

Audit Committee

The Bank has an Audit Committee composed of 
three members appointed by General Shareholders’ 
Assembly for a 4-year period, with the right to re-
election. The Audit Committee reports to the Board 
of Directors and supports the latter in the decision-
making and supervision process of the Bank.

The Audit Committee conducts its supervisory and 
controlling activities based on the “Statute” of the 
Bank and the local Laws and legislation.

Relations between the Bank and its 
Shareholders

The Bank observes the provisions of the Law 
no. 9901, dated 14/04/2008 “On Entrepreneurs 
and Commercial Companies” and other relevant 
valid legislation applicable for the protection of 
Shareholders’ rights, as well as the regulation on 
timely provision of all the relevant information on 
the company and provisions on convening and 
conducting its Shareholders’ Assembly meetings.

The Bank applies the principle of shareholders rights, 
equal access to information for all shareholders 
and other relevant principles pursuant to the Code 
of Ethics and Code of Conduct.
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Audited Financial
Statements
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INTESA SANPAOLO BANK 
ALBANIA SH.A.

Financial Statements as at for the year ended
31 December 2017

(with independent auditors’ report thereon)
Audited Financial
Statements
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Organizational
Structure of the Bank

Board of Directors 
Chairman
Vojko Čok

CEO
Silvio Pedrazzi

Internal Audit
E.Biçaku

*Deputy CEO Dario Grassani

Legal
L.Plaku

Comliance 
& AML
M.Riska

HR & 
Organization

E.Zigori

General 
Secretariat

N.Koco

PR & Marketing
Communication

E.Bisha

AML
D.Nase

Organization 
& PMO

M.Bakalli

HR Admin. 
& Payroll
a.i E.Zigori

People Mng.;
Recruitment;

Training & Dev.
a.i E.Zigori

Internal Com. 
& CSR

a.i E.Zigori

Retail
K.Piqani

Corporate & SME
E.Xhomo

Risk Management
J.Dima

Operations
A. Mançka

ICT
A.Lamçe

CFO
J.Çela

LEGEND

Division Department O�ce

Organizational
Structure of the Bank
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Intesa Sanpaolo Bank Albania 
Business Network

Nr. City Branch Address

1.

5.

2.

3.

4.

20.

21.

22.

23.

24.

25.

Tirana

Durrës

Durrës

Elbasan

Fier

Lushnja

Korça

Head O�ces & 
Main Branch

+355 52 262 367

+355 52 220 121; 238 150

+355 54 242 243 

+355 68 757 3880 / 3881

+355 35 225 830 / 1 / 4 / 5

+355 82 252 838

Branch at the Beach 

A.Goga Branch

Elbasan  Branch

Fier Branch

Lushnja  Branch

Korça Branch

Str. “I.Qemali”, Nr. 27 P.O. Box 8319

Lgj. 13, Hekurudha Plazh – Beachside 

Str. “A.Goga” 

Bvd. “Qemal Stafa”  

Lgj. “15 Tetori”  

Municipality Square

Blvd. “Republika”, Korça

International Airport “Nënë Tereza”
(Mother Tereza)

Call Center: 08006000 
(Free from Albtelecom & Eagle)
+355 4 22 76 000 / +355692080903

+355 4 2390808/810/812/816/821
+355 4 2390830/831/832/833/834

+355 4 22 76 313/310/324/304 
/302/303/300

+355 687573520/2/3/4/8

Str. “Elbasanit”, crossroad with 
Str. Jul Variboba

Rr. Barrikadave BranchTirana

Tirana Rinas Branch

Str. “Dritan Hoxha” Nd 203 H 1Lapraka Branch

Rr. Elbasanit Branch

Tirana

Tirana

Str. “Barrikadave”

+355 4 453 99 66 / 8

+355 4 24 19 761 /2  
+355 4 22 69 972

Tirana6. Blvd. “Zogu I” Branch Blvd. “Zogu I” Train Station

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Tirana

Durrës

7.

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.

18.

BRUNES Branch

TEG Branch

Rr. e Kavajës Branch

Rr. e Durrësit Branch

Blvd. “B. Curri”  Branch

Rr. e Dibrës  Branch

Komuna e Parisit Branch

Kombinat  Branch

Rr. Bardhyl  Branch 

U.S.A Embassy Branch

Italian Embassy Branch 

Durrës Main Branch

Tirana Durrës Highway, km 7

Commercial Center Tirana East Gate - TEG, Farka 

Str. “Kavajës”,  Gurten Center (Volkswagen)

"Rilindja" Square Str. “Durresit” 

Blvd. B.Curri (Tiranë e Re) 

Str. “Dibrës”,  in front of Vila Gold

Str. “Medar Shtylla”, Nd. 27 H. 4 (Tiranë e Re) 

Str. “E Qelqit” 

Str. “Bardhyl” Pallatet Progin – Building 

(Only for the Embassy) Rr. “Elbasanit”

(Only for the Embassy) Rr. “L. Dukagjini” 

Lgj.No 1,  Str. ”Taulantia”, Suqare “M.Ulqinaku” 

+355 48 33 2246 / 43

+355 48 845 116/117

+355 687573552/3/4/6/9

+355 687573560/1/2/3/4/5/6

+355 4 22 13 039

+355 4 2419 715 / 766/ 767

+355 4 24 66 981 / 3 / 4

+355 4 24 77 300 / 2

+355 687573580/2/5/6/7

+355 4 22 93 375

--

+355 52 220 151/2/3/4

+355 52 22 45 28; +355 52 22 00 50
+355 687573830/2/3/4/619. Durrës Train Station Branch Str. “Kristaq Rama” near the Train Station 

+355 55 242 663/5; 
+355 687573960/2

+355 32 236 170 / 1Lgj. "22 Tetori", Blvd. "Republika"Berat BranchBerat32.

31. Kavaja Kavaja Branch Blvd. "Indrit Cara"

+355 33 229 548 / 
+355 33 228 380

+355 33 225 925 / 912

+355 84 268 282

+355 21 524 97 4 / 5

+355 22 246 065; 248 184

Str. “Sadik Zotaj” 

Lgj. “18 Shtatori” 

Blvd. “Gjergj Fishta” P. Rest. Jolly

Str. “13 Dhjetori”

Rr. “Sadik Zotaj” Branch

Gjirokastra  Branch

Lezha Branch

Shkodra Branch

Vlora

Gjirokastra

Lezha

Shkodra

27.

28.

29.

30.

Vlora Main BranchVlora26.
Lagjia Pavarësia-Skelë, 
Hotel Vlora Internacional

Bank Bussiness
Network
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Intesa Sanpaolo Bank Albania 
Business Network Map 

Tiranë
Durrës

Elbasan

Fier

Lushnjë

Korçë

Vlorë

Gjirokastër

Lezhë

Shkodër

Kavajë

Berat
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Intesa Sanpaolo Group 
Italian Network

1Mediocredito Italiano 

Fideuram 89

1Banca IMI 

29Banca Prossima
1,222 

Intesa Sanpaolo
NORTH WEST 

Subsidiaries  
BranchesCompany Branches 

41 

Banco di Napoli 4
Banca Apulia 2

 

Mediocredito Italiano
 

2

10 Banca Prossima 

606 Banca CR Firenze 289 

Intesa Sanpaolo
CENTRE

Subsidiaries  
BranchesCompany Branches 

Fideuram 

Banca IMI 
 

1 
Banca Nuova 1

Intesa Sanpaolo

SOUTH
Subsidiaries  

BranchesCompany Branches 

96 Banco di Napoli 549 

Fideuram 
 

27 
Banca Prossima  20 
Banca Nuova 20
Mediocredito Italiano 2

92 Banca Apulia
 

Intesa Sanpaolo

NORTH EAST
Subsidiaries  

BranchesCompany Branches 

88

603 CR del Veneto 297
CR in Bologna 153
CR del Friuli Venezia Giulia 94

 

Mediocredito Italiano 2
Banca Prossima 16
Fideuram 56

Intesa Sanpaolo

ISLANDS
Subsidiaries  

BranchesCompany Branches 
209 

10 
Banca Prossima  9 
Mediocredito Italiano 1 

Fideuram  
72 Banca Nuova 

CR di Forlì e della Romagna

Figures as at 31 December 2017
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Intesa Sanpaolo Group 
International network

Representative Offices 

AFRICA

Cairo

Figures as at 31 December 2017
(1) International and Regulatory Affairs
(2) 19 branches in Romania deriving from the Aggregate Set of Veneto Banca
(3) The Representative Office of Santiago ceased to operate on 17 January 2018

Representative Offices Subsidiaries

Bank of Alexandria

Country

Egypt

Branches

172

EUROPE
Direct Branches

Intesa Sanpaolo Bank Albania
Veneto Banka Albania

32
15

Intesa Sanpaolo Banka BosnaiHercegovina 54
Privredna Banka Zagreb
Veneto Banka Croazia

195
6

VUB Banka 1
CIB Bank 76

1

SubsidiariesCountry Branches

Intesa Sanpaolo Bank Ireland
Banca Fideuram
Intesa Sanpaolo Bank Luxembourg
Intesa Sanpaolo Bank Romania

1
1

30
37

158
Banca Intesa
Banca Intesa Beograd
VUB Banka 230

52Banka Koper

50Pravex
Banca IMI
Banking  Intesa Sanpaolo Private

1

1

1

Intesa Sanpaolo Bank Luxembourg 
1Intesa Sanpaolo Private Bank (Suisse)

Direct Branches
AMERICA

Washington D.C.  
Representative Offices

New York

OCEANIA

Sydney

Representative Offices

ASIA

Beirut

Representative Offices Direct Branches

Doha
Dubai
Hong Kong
Shanghai
Singapore
Tokyo

Mumbai
Seoul

Abu Dhabi

Jakarta
Ho Chi Minh City

Beijing

Frankfurt
Istanbul
London
Madrid
Paris

Brussels (1)

(2)

(2)

Moscow

Romania
Warsaw

Albania

Bosnia and Herzegovina
Croatia

Czech Republic
Hungary
Ireland
Luxembourg

Romania
Russian Federation
Serbia
Slovakia
Slovenia
Switzerland

United Kingdom
Ukraine
The Netherlands

Subsidiaries 

Intesa Sanpaolo Brasil   

Country 

Brazil 

Branches

1  

(3)




