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It is especially meaningful for me to present our BICECORP 2018 Sustainability Report,
an exercise in transparency that we have undertaken now for the third year in a row,
wherein we share an account of both our practices and our guiding principles. This
report affirms our organization’s social and economic performance in our two primary
lines of business: Banco BICE and BICE Vida.
We are endorsed by a history that goes back over four decades, with a distinguishing
mark that is the product of excellence and responsibility in the management of our
business. We are known for doing things the right way and under a strict framework of
ethics and values, the cornerstone guiding our activities and actions.
As such, our commitment in this regard has been bolstered by sound corporate
governance that strives to guarantee the highest standards of conduct, which are
applied across the board among all our organization’s employees, regardless of their
position or rank. In this vein, we updated the Code of Conduct and Manual for the
Prevention of Asset Laundering, Financing of Terrorism, and Crime, which deepens our
dedication to integrity and honesty in every process and action performed.
Our results from the period we are reporting on confirm that work based on good
corporate practices creates relationships of trust, a pillar for the sustainable development
of business. This viewpoint has been assimilated into the interactions of our employees,
thus solidifying a healthy corporate culture that has resulted in an excellent service for
our customers. Therefore, we have focused on providing our teams with the greatest
opportunities and the best possible environment for their personal and professional
development. This effort has been rewarded by employees in the results from the Work
Climate Surveys where they indicated high rates of overall satisfaction, which delights
us and motivates us as an organization.
Within this framework, we have reinforced our objective of overall well-being by
maintaining open and honest dialogue. We encourage this behavior in interpersonal
relationships, making it possible to move forward in Banco BICE’s collective bargaining
process with benefits that are among the best in the market.
Our employees value belonging to an organization where diversity is an attribute. We
have worked to promote gender equity, and our efforts were recognized with the 2018
‘Driving Female Talent’ Award won by BICE Vida. Although almost more than half of our
staff is female, the challenge for the industry is to take steps forward in equality and
bridge the existing gaps.
This corporate culture sets us apart from the rest, as we provide our customers with
the very best financial solutions. We depend on our expert professionals, who offer a
responsible service and appropriate responses to the specific needs of each and every
person.
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We have first and foremost made progress in digitization and innovation, aiming to
provide a modern, quick, and smooth service experience. Today, our customers are able
to enjoy the benefits of digital banking, making it possible to perform banking operations
at any time and place, and in line with the concepts and functions of Mobile First, which
have been successfully implemented. Likewise, our focal point in innovation aims to
leverage the company-wide cultural change we have prompted to develop creative ideas
for providing an excellent experience.
In 2018, we forged major partnerships to promote transformational initiatives, and we
also stimulated the development of collaborative ecosystems between the financial
industry and the world of technology. In doing so, we are seeking to expand the digital
path we have mapped out by holding the first “Hackathon” with universities, developers,
and startups from throughout Chile and Latin America.
This scenario presents significant tasks in cybersecurity, which we have addressed with
very special care, and have integrated them as a strategic pillar of our management
to protect our customers’ data and maintain the security of our operations. To do this,
we have implemented actions based on international best practices and incorporated
cutting-edge technology. We are also devoted to educating and informing our customers
and employees about how to practice safe behaviors in their online transactions.
Because we recognize the social role we have and the impact of our activities in different
spheres and stakeholders from society, we strive to make a contribution by creating
value that goes beyond financial performance. For this reason, our Sustainability Policy
features lines of action where we rally to generate positive changes in education by
supporting children and young people from at-risk sectors. Thus, we continued with our
commitment to the school network from the Primary Education Society. The aim of this
is to increase their opportunities and stimulate social mobility, thereby incorporating a
student internship program into our organization.
We also focused on providing the senior citizens from Fundación Las Rosas with
renovated and comfortable homes, while celebrating the 10-year mark in our relationship
with them. In addition, in 2018 we initiated a partnership with Fundación Emplea to
increase the employability of people in vulnerable situations, where we hope to provide
benefits to over 3,000 participants.
Lastly, I would like to thank each and every one of the members of BICECORP, and
specifically our employees for their efforts, professionalism, and dedication. Our evenkeeled road to growth is the result of a job well done, with the firm belief that transparent
and responsible management allows us to create social and economic value with a longterm vision. I would also like to acknowledge all of our customers and anyone with ties
to BICECORP for instilling their trust in us and allowing us to preserve the Holding as
one of the soundest and most reliable in the market.

APPENDIX

Bernardo Matte Larraín
BICECORP Chairman
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INT
RO
DU
CTI
ON
BICECORP, which was founded in 1978
and belongs to the Matte Group, has
been in the capital market for over forty
years, offering financing, protection,
savings, and investment services, thus,
making us one of the major holdings in
the country.
We have a presence throughout Chile
and have diversified into seven business
lines:

BICECORP 2018
SUSTAINABILITY
REPORT

2,705

MESSAGE FROM
THE CHAIRMAN

EMPLOYEES

INTRODUCTION

CHAPTER 1
BUSINESS
STRATEGY

CHAPTER 2
EMPLOYEES

CHAPTER 3
CUSTOMERS

CHAPTER 4
COMMUNITY

CHAPTER 5
CORPORATE
GOVERNANCE,
ETHICS, AND
TRANSPARENCY

CHAPTER 6
PREPARATION OF
THE REPORT

GRI INDICATORS

Commercial
Banking

Asset Management,
Financial
Intermediation,
and Corporate Finance

Life Insurances

Real Estate
Business

Mortgage Loans

Auto Financing

Asset
Securitization

Banco BICE,

BICE Inversiones
Administradora General
de Fondos S.A.,

BICE Vida Compañía
de Seguros S.A.

BICE Vida Compañía de
Seguros S.A.,

BICE Hipotecaria
Administradora
de Mutuos
Hipotecarios S.A.

BK SpA,
BICE Crediautos Ltda.

Securitizadora
BICE S.A.

BICE Factoring S.A.,
BICE Agentes de
Valores S.A.,
BICE Corredores de
Seguros Ltda.

BICE Renta Urbana S.A.,

BICE Inversiones
Corredores de Bolsa S.A.,

Servicios de
Administración
Inmobiliaria SpA,

BICE Chileconsult
Asesorías Financieras S.A.,

Servicios de Asesoría
Inmobiliaria y Empresarial
SpA

BICE Carteras S.A.

1,397

220

872

18

67

127
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EMPLOYEES

EMPLOYEES

EMPLOYEES

EMPLOYEES

EMPLOYEES

EMPLOYEES

EMPLOYEES

MMUS
$7,932

MMUS
$8,969

MMUS
$5,040

MMUS
$823(*)

MMUS
$996

MMUS
$202

MMUS
$126

Investments

AUM

Assets

Managed Assets

Current Amount
of Loans Managed

Investments

Current Amount
of Issued Bonds
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* Includes real estate assets maintained by BICE Vida in its balance sheet.
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1.1 WE ARE BICECORP

CHAPTER 3
CUSTOMERS

Here at BICECORP, we are committed in our work to providing
personalized, excellent financial services while at the same
time providing our customers with solutions and products that
fulfill their needs for a greater well-being.

CHAPTER 4
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We conduct our business while adhering to our corporate
philosophy revolving around five fundamental pillars that guide
our daily work.
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Mission
We are an organization that contributes to the development
of the financial sector through the creation and distribution
of innovative and customized products and services, with
extensive knowledge of our customers, and entirely focused
on fulfilling their needs related to: Financing, Protection and
Savings and Investment, and while guaranteeing the creation
of value for shareholders on an ongoing basis.

GRI INDICATORS
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Vision
To be a leading organization in the financial market, providing
our customers with an excellent service, and with the highest
quality of service in the industry through the participation
of a highly-competent and innovative human team that is
committed to the shareholders’ long-term objectives.
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LEADERSHIP
INTRODUCTION

CUSTOMERORIENTATION

Outstanding quality of
service in the industry
in all segments in which
BICECORP and its
subsidiaries participate.
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To be an organization
featuring specialized
business areas that
allow us to get to know
the customer and
develop long-term
relations that are
mutually beneficial,
while guaranteeing
loyalty.

RESULTS-ORIENTATION
To continuously maximize
our levels of profitability
and efficiency.

CHAPTER 3
CUSTOMERS

We are known for having a spirit of service, for placing people at the center of our
activities, both in terms of our organizational dynamics and in our relations with external
customers, such as the community, suppliers, and shareholders. In other words, we aim
to create value for our stakeholders, thanks to a team of employees who are both excellent
individuals and professionals. As such, we put human relationships at the forefront, and
we strengthen these relations thanks to the operationalization of four corporate values:
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1.

SERVICEORIENTED
ATTITUDE

Which is made tangible by our internal and external customers
through the provision of an excellent service, thereby transparently
respecting confidentiality and undertaken commitments, responding
quickly to their needs, and anticipating their requests.

2.

COMMITMENT

This entails ongoing engagement with the company, constantly
boosting their development, prestige, image, and results through
professional and ethical collaboration.

3.

FLEXIBILITY

This means opening up to the possibility of learning new professional
competencies that make it possible to always display a positive and
proactive attitude in the face of change, thereby becoming agents for
change with the ability to anticipate them.

4.

TEAMWORK

Where the development of pleasant working environments based on
human relations of trust, integrity, and respect to form teams with
a high level of performance are a distinguishing factor within our
companies.
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OPERATIONAL
EFFECTIVENESS
Having technologies,
operational models,
and processes
available that guarantee
accessibility, promptness,
and security for customers
in their operations
with BICECORP
or its subsidiaries.

PERSONNEL
All of our employees are
important and they are
our primary asset. They
comprise a work team
that is motivated and
committed to our strategic
plans and guidelines.
They are also flexible and
are constantly developing
their values and
professional
competencies.

BICECORP 2018
SUSTAINABILITY
REPORT

1.2 GROWTH AND BALANCE

INTRODUCTION

Our corporate culture calls on us to provide our customers with a comprehensive
solution, while constantly seeking out opportunities for growth and the creation of value
and acting responsibly and ethically within a framework of controlled risks. As such, we
have developed organically while focusing on the stability of our business, maintaining
a sound competitive position, and solidifying the trust our customers place in us on a
daily basis.

As such, BICECORP periodically reviews the risks that affect the corporation and its
subsidiaries, and also gathers information on controls related to each of these risks.
This activity reinforces and complements the individual risk management performed
by each of its companies. The Senior management of BICECORP and its subsidiaries
participate in this process, which includes the managers and heads of management of
the different types of risks.

This approach is underpinned by a long-term vision, and here at BICECORP we strive
for the development of a long-term sustainable business over time. Therefore, each
and every one of the business decisions we make is done while focusing on the bigger
picture.

Types o Risks
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Our outcomes are the result of work based on good corporate practices and the
unconditional compliance with ethical and legal standards, where our transparent
management is a distinguishing feature.
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1.3 RISK MANAGEMENT
From the very beginning, the road we have mapped out has involved well-balanced
growth as part of the strategy, and our almost 40-year history as a Holding are a
testament to our success. We have moved forward with conviction and confidence, and
with high risk ratings given by the rating agencies, who gave us an AA at BICECORP and
Banco BICE, as well as an AA+ at BICE Vida.
Set against this backdrop, BICECORP’s risk approach continues to be the maintenance
of a sound and healthy environment of control, an indicator of a corporate culture that is
also healthy, and which enables efficient and upright management.
Risk Management Model
The model includes five stages, in line with the Policy and Procedure for Risk Control
and Management:

1.
2.
3.
4.
5.

IDENTIFICATION OF RISKS
RISK ASSESSMENT AND ANALYSIS
RISK CONTROL
MONITORING AND REVIEW
REPORTING

BICECORP and its subsidiaries are exposed to different types of risks that are inherent
in their lines of business.

STRATEGIC
These risks involve the potential loss of value or reputation due to ineffective
strategies, the inappropriate implementation of the strategy, or the incapacity
to respond to changes surrounding the business.
TECHNICAL
This refers to the possibility of experiencing significant deviations or loss in
terms of what was estimated, due to deficient selection and assessment of
the risks covered by a life insurance company prior to accepting a business,
or as the result of unexpected or catastrophic events, even when a number
of necessary actions have been performed to mitigate the risks.
OPERATIONAL
Risks related to failures in operations arising from inadequacy or errors in
internal processes, from personnel, systems, or applicable internal controls,
or even as the result of external events.
FINANCIAL
This refers to negative financial results related to the non-compliance of
customers, debtors, and counterparts, to movements in market values, or
to the improper management of the company’s sources of financing and
investments.
COMPLIANCE-RELATED
Risks related to the non-compliance of all types of regulations, laws, and
other legal documents, in any field, which regulate the actions of BICECORP
and its subsidiaries, as well as the actions of its employees.
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As proof of the fact that we do things right here at BICECORP, and as a result of
an equation in which we integrated knowledge, efficiency, and responsibility into
the market, in 2018, we were acknowledged with a ‘Salmon Award’ and four ‘APV
Salmon Awards’ granted by the prestigious financial newspaper Diario Financiero, and
LVA Indexes in the Mutual Fund investments, thus recognizing the risk/profitability
relationship in four categories:
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BICE
Shares
North America

BICE
Aggressive
Strategy

BICE
Shares
North America

BICE
Most Aggressive
Strategy

BICE
Well-Balanced
Strategy

1st place
US Equity
Fund Category,
Long-Term Series

1st Place
Moderate Balanced
Fund Category,
APV Series

1st place
US Equity
Fund Category,
APV Series

2nd Place
Aggressive Balanced
Fund Category,
APV Series

2nd Place
Moderate Balanced
Fund Category,
APV Series

1st Place

2nd Place

10-Stock
Category

5-Stock
Category
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The Long-Term Mid-Cap Series BICE Acciones Chile Mutual Fund was awarded by
Morning Star as the best National Variable Income Mutual Fund. Along with these
awards, we received a major acknowledgment from El Mercurio Inversiones, which
highlighted the solid management of our Bank and the Stockbroker in this regard, thus
receiving first place in stock portfolios with positive returns (over the IPSA index).

BICE Vida was awarded in the third edition
of the 2018 ‘Driving Female Talent Award’ as
the best company in the Insurance sector.
This award was granted by Fundación Chile
Mujeres, PwC Chile, and PULSO newspaper,
which included 52 companies in this year’s
running for the award. The purpose of
this award is to shine the spotlight on the
companies from our country that promote
female work, which have a high rate of
female hiring, and strive to develop women
within the organization.
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BICECORP has 2,705 employees throughout Chile. This professional human team is the
spirit and driving force of our institution. They stand out for their great level of dedication
and their commitment to our company’s distinguishing mark, where transparency in
internal and external relations is a fundamental pillar of the organizational culture.
One of the most significant efforts made at BICECORP involves the creation of positive
experiences for our employees, because they are the key factor that allows us to set
ourselves apart from the rest of the companies in our sector. This is why we make
efforts to generate the utmost consistency between the values we declare and our
actions.
The role played by supervisors is fundamental because they are the ones developing
the work team and building relationships of trust and ongoing dialogue. They are also
the ones who turn errors into educational opportunities for everyone, and they also take
on the role of educators in the technical field and understand that they are role models.
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We firmly believe that the organizational cultures that generate high productivity and
levels of commitment are those where a significant part of the Management’s vision
is focused on the overall well-being of its employees. Therefore, BICECORP places
priority on positive interpersonal relationships and stable environments. As such, the
Work Climate Survey, which is administered once a year at Banco BICE and every 18
months at BICE Vida, makes it possible to obtain important information about how the
values and business strategies are being conveyed, so as to ensure the implementation
of actions to continue improving and tackling the challenges inherent in our line of work.
The results provide relevant information for putting together work programs that are
spearheaded by the HR Management at both institutions.

Banco BICE

Our employees are not just the heart and soul of the company. They are also our primary
brand ambassadors, given they represent the essence of BICECORP. One of our most
significant tasks has been to implement HR management policies and procedures that
promote internal equity, the support of diversity and inclusion, excellence in activities,
and a deep calling for serving others, whether an internal customer or a co-worker,
because these values guide our actions.

Measuring climate is a powerful tool for learning about strengths, gaps, and creating
necessary changes aimed at deepening relationships of trust, the quality of work, and a
sense of belonging, which are fundamental elements in our culture. In 2018, Banco BICE
obtained its best result from the last 10 years on its survey “Building the BICE of the
Future,” where it achieved a 90% positive perception of the work environment. Overall
satisfaction also went up in comparison with the previous year, adding up to 96%. The
survey saw a 91% response rate among employees, which exhibits the consistency
of the outcome and the commitment of each of them to using the opportunities and
channels to be heard that Management places at their disposal.

Our employees are not
just the heart and soul of
the company. They are
also our primary brand
ambassadors, given they
represent the essence
of BICECORP .

Banco BICE is renowned for its great vocation for servicing external customers, which
led it to create a tool that would make it possible to assess the service relationship
existing between the Bank’s various internal customers. The Internal Customer Survey
(ECI in Spanish) evaluates the most frequent interactions between internal customers
and suppliers, and the aim of this is to address “organizational pains” through plans that
are made with the purpose of achieving the best internal relations. In 2018, 92 services
were evaluated with a 96.6% response rate. The results of this were consistent with
the previous year, which is a positive indicator in light of the fact that 12 new services
were created. In addition, the services that ranked as “Excellent” increased to 4%. This
demonstrates there was improvement in practices due to the diverse plans of action
that were applied, as well as the creation of multidisciplinary work panels to resolve
specific issues.
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2.1 WE MEASURE EMPLOYEE SATISFACTION

Additional efforts were made in internal communication, the purpose of which is to
connect the different realities present in the Bank and consistently make the branches
feel closer to headquarters. Some of these actions include the “Soy BICE” internal
magazine with spaces featuring the business plans and new initiatives, technological
breakthroughs, and also opportunities to get to know employees outside of the
workplace, while boosting the sense of team and valuing diversity. The in-person events
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include the weekly breakfasts and the visits conducted
by the General Manager to present the Bank’s results
and yearly plans. Lastly, significant efforts were made
for the Bank’s anniversary, where all employees from
Antofagasta to Puerto Montt were brought together to
celebrate a new year, where the individual collaboration
of everyone who is part of BICE was on display.

Overall Results from the Banco BICE
Climate Survey

2008
2009

CHAPTER 2
EMPLOYEES

2010
2011
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2012
2013

CHAPTER 4
COMMUNITY

CHAPTER 5
CORPORATE
GOVERNANCE,
ETHICS, AND
TRANSPARENCY

77%
75%
80%
82%
84%
85%

2015

88%

2016

88%

2017

89%

2018
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90%
Survey Percentage

In 2018, BICE Vida implemented a Climate Survey that
was different than the one from previous years, with a
more specific scope in certain issues, and which sought
to obtain a thorough diagnostic assessment of its work
environment. This survey had a 99.9% response rate
and the results were positive. They indicated that 79%
of employees are happy working at the company, while
89% note the company’s commitment and concern for
people as a distinguishing feature.
Areas included in the survey:
Company loyalty
Trainings
Opportunities for development
Compensations and benefits
Relations with Supervisors, Assistant
Managers,
Managers,
and
Senior
Management
Communication
Quality and Innovation
Processes and procedures of my work
Information, Support, and Infrastructure
Work Life
Teamwork
Attributes and culture
Quality of customer service

80%

2014

BICE Vida

The “I AM BICE VIDA” campaign was launched in 2018
as part of strengthening the corporate culture, and with
the conviction that a healthy internal climate enables
both organizational and personal growth, where a sense
of belonging is fundamental to motivation. The aim of
this was to reinforce the company’s attributes and
identify employees with the following:
Collaboration
Passion
Creativity
Integrity
Service
Excellence
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2.2 GENERAL DESCRIPTION OF OUR STAFF

2017
2018

53%
53%

Women
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We are proud to have employees who enhance our sound corporate culture, and we are
happy to see how the company’s efforts to fulfill their professional and personal needs
result in commitment, stability, and trust, which is reflected in the fact that over 27% of
our personnel has been with BICECORP for over nine years.
These are the attributes that define us, and we have also focused on increasing the
diversity of teams, commitments, and guidelines underpinned by our Policy of Diversity
and Inclusion. Because we strive to improve rates from year to year, in 2018, 2% of our
personnel was comprised of foreign nationals, in comparison to 1.6% from 2017.
In both gender and age groups, we exhibit significant consistency in our companies,
where we have 53% women and 47% men. These numbers demonstrate good balance
in this area. Likewise, different generations come together and define our personnel,
where we have employees who are Millennials¹, Generation X², and Baby Boomers³,
thus showcasing the value that is created by bringing young professionals together with
professionals who have developed a career at the company.

47%
47%

Men

Percentage of Employees

BICECORP Personnel by age group
2017
2018
21%
21%

< 30 years

32%
31%

30 and 40 years
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28%
29%

41 and 50 years
15%
15%

51 and 60 years
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4%
4%

61 and 70 years
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...more than 27% of
our personnel has
been at BICECORP for
more than nine years.
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> 70 years

Percentage of Employees

BICECORP personnel by length of time at the company
2017
2018

41%
40%

< 3 years
19%
18%

3 and 6 years

13%
15%

6 and 9 years
9 and 12 years

1
2
3

14

0%
0%

Generation born between 1982-1994
Generation born between 1965-1981
Generation born between 1945-1964

> 12 years

9%
8%
18%
19%
Percentage of Employees
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Total
employees
by areas of business
BANCO
BICE

BICE
INVERSIONES

1,397 220
people

BICE VIDA

people

BICE RENTA
URBANA

872 18
people
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BK SpA

127
people

people

BICE
HIPOTECARIA

67
4

BICE
SECURITIZADORA

people

people
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Banco BICE personnel by age group

Banco BICE has 1,397 employees, of which 57% are men and 43% are women. Since
2017, the company has adhered to the Gender Equity Index prepared by Fundación
PROhumana in order to promote and increase representation of women in the
institution, and we made a great commitment to this through plans and strategic actions
that were geared towards achieving this purpose.

2017
2018

17%
18%

< 30 years

31%
30%

30 and 40 years

We can happily state that over 30% of our professionals have been with the company
for over nine years, thus affirming the soundness of our corporate culture and the trust
our employees have placed in us. This has led to the continuity of the business, which
improves the service experience for our customers.

32%
32%

41 and 50 years
16%
15%

51 and 60 years
The trend underwent slight variations in age groups under 30, where there was a
1% increase in employees in this age segment in comparison to 2017. In 2018, the
percentage of the segment between 41 and 50 years old stayed the same. This
highlights our interest in not only relying on young talent but also on professionals who
have a history and who contribute their experience to strengthen teams. We are also
well aware of the migratory phenomenon the country is experiencing and take care to
incorporate representatives from other nationalities into our teams. As such, 1% of our
employees are foreign nationals.
In this regard, we work dedicatedly to increasing the diversity of our company. We know
we still have work to do to have the active participation of employees with disabilities
at all levels of our culture. Given this scenario, in 2018, we held workshops to build
awareness and implemented surveys to collect information and identify employees
and their family members who live with disabilities. The purpose of this was to create
employment opportunities in the Bank and contribute to real inclusion through providing
jobs in necessary roles needed by the institution. In the same vein, we have published
job opportunities on the website www.incluyemechile.cl and we participated in the
First Inclusion Expo. In order to link the supply with the demand, we have created
partnerships with various foundations, municipalities, and with ESACH (Subsidiary
Service Company of the Chilean Safety Association) to assess job openings.
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Banco BICE personnel by time at the company
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Banco BICE Employees by type of workload, by region
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At BICE Vida, we have made a strong commitment to
diversity. Thus, we have employees from the majority of
Latin America (42 professionals). Women also represent
the largest part of the workforce, as they add up to 69%
of personnel in comparison with 31% men, out of a total
of 872 employees.
We also have significant variety in age representation,
with employees under 30 and up to over 70. Although
32% are between 30 and 41 years old, a significant
percentage is over 51, accounting for approximately
24%.
One of the major milestones from 2018 was complying
with the 1% from the Inclusion Act, as there were eight
people who were performing various jobs within the
company. As part of the road to furthering an inclusive
culture, we began to do work with the Fundación
Emplea, which boosts the employability of people in
vulnerable situations.
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BICE Vida personnel by age group
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BICE Vida Employees by type of
contract and gender

BICE Vida employees by type of contract and region
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New Hires and Staff Turnover

Banco BICE

At BICECORP, we are interested in attracting the best talent, and we aim to be a company
that provides opportunities for all, from young talents to seasoned professionals. This is
why we have recruiting and selection processes in order to take on the best talent, who
not only share the company’s same DNA and core values, but also have the knowledge
and are technically fit for the job.

Although there was a decrease in the Holding’s overall personnel in comparison to
last year, in 2018, Banco BICE hired over 150 people, out of which 47% are under 30,
and 31% belong to the segment between 30 and 40. Therefore, the entry of a high
percentage of “Millenials” indicates how Banco BICE is an attractive place for many
people to start their professional careers, which they will share with a large group of
professionals from “Generation X” and the “Baby Boomers.”

An induction process is held for new employees, which marks the initial milestone
where the specific tasks of each role are addressed, the corporate culture, and the
regulatory aspects that govern the work to be performed.
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We aim to maintain the balance, and although there was a larger number of men hired,
there was also a larger number of men who left the company during the reported period
in comparison to women.
The greatest number of employees live in the Metropolitan Region at both Banco BICE
and BICE Vida. However, in line with increasing Banco BICE’s presence throughout
Chile, an increase has been seen in the hiring rate in the V and II regions, where new
hires have been made as the result of new branches being opened.
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Banco BICE hires by gender
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BICE Vida
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Nationwide, the branches that experienced the greatest increase in employees
are in Arica, Coquimbo, and La Araucanía, which all had a hiring rate of over 30%. A
distinguishing feature of BICE Vida is that 100% of the staff works full time.

Although high female representation was again observed with the entry of 195 women
in contrast to the 77 men who joined the company, this is also a trend in the number
of departures logged, with more women having left the company. Regarding age,

BICE Vida employee hires by gender

BICE Vida hires and rate by age
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BICE Vida employee hires by region
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we are happy to confirm that we continue to be the company with opportunity for all
Generations, and although the largest increase was seen in hires in the 30-40 segment,
the number of employees over 41 also went up, and six professionals over the age of
60 were also hired.

Rate of Hires
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In 2018. BICE Vida registered more departures than entries. This was a product of the
new commercial model aimed at promoting the external sales channel as a complement
to the management and internal work of the company, which is a feature of the
insurance industry. Given this scenario, the trend to hire went down in both genders in
comparison with the previous year.
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BICE Vida employee departures by gender
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Banco BICE employee departures by region
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BICECORP’s salary gap considers all of the company’s employees, who are differentiated
by type of position. This calculation is done based on the average salaries of women
divided by the average earnings of men for each of the professional categories
considered.
We reaffirm our commitment to continue bridging the gaps and becoming the best
place to work. To achieve this, we are making a systematic effort to increase the hiring
of women in managerial positions.
When it comes to monetary compensations, we focus our policies on meritocracy and
good performance across the board at all of our companies. The salary gap decreased
at the Assistant Manager level, and at the level of Managers, Mid-Level Employees and
Administrative Staff, and Professionals and Technicians, the rate remained over 83%,
which makes us one of the organizations with the smallest gap in the financial industry.
Specifically, the difference observed in Vendors is related to the variable income, which
has no direct relation to the gender of the people in this role.
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Employee Relations

BICE Vida

BICECORP’s corporate philosophy places concern for people and human relationships
at the center of our activities. Given this, and in line with this philosophy, relations with
Unions have become an important pillar of our management, and the idea is for this to
be a beneficial channel for communication between both parties.

The organization maintains open and smooth dialogue with both labor union
organizations operating at BICE Vida, thus providing channels for communication that
make it possible to work together and find responses and solutions to diverse needs
presented by both boards. Thus, with 47% of employees who are union members, the
organization places priority on maintaining ties with the unions. It also has a collective
bargaining agreement of equal characteristics for both union organizations, which will
be in force until December 2019.

At both Banco BICE and BICE Vida, relations with their Unions have been founded on
ongoing, open, and transparent dialogue through work groups that address the various
problems and objectives to be fulfilled jointly, and with a long-term approach that will
thus guarantee merit and social justice.

BICE Vida collective bargaining agreements
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Banco BICE
In 2018, as a result of ongoing, constant work where listening and trust are essential
parts of dialogue, Banco BICE moved the collective bargaining processes up with its
two labor union organizations, in a non-regulated framework, with an agreement to
extend to non-unionized employees, and a duration of 36 months. With unionization at
42%, major agreements were made in terms of bonuses, leave, and allowances, thus
positioning these benefits among the best in the market. During this process, all issues
that were important for the BICE community were raised, and modifications were also
made to the dress code and early time of departure, given that achieving a balance
between work and family life and promoting wellbeing inside the organization are pillars
of our organizational activities.
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The benefits were not offered to Managers
and Assistant Managers.
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The agreements were
made with 100% of the
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At BICECORP, we have a special commitment to our employees’ development and
both technical and value-based training that is part of the framework of our Internal
Development Policy, and which is aligned with a forward-looking strategy and humanoriented approach. Through this, we aim to keep people challenged, and we have teams
who are up-to-date on specific matters related to the business, resulting in a better
service for our customers.
Within this approach, talent management is essential for the sustainability of the
business, and it involves an organizational challenge and also systematic work to attract,
develop, and retain people with outstanding performance and future potential within
the company, as well as monitor the potential of executives to take on positions with
greater responsibility.
The fundamental pillars of the Training and Education Programs (see Appendix:
BICECORP Career Development Model, Banco BICE Trainings, BICE Vida Trainings)
are based on four areas: Accreditations and Regulations, Education Grants, Technical
Training, and Cross-Disciplinary Training. Lastly, BICECORP grants an annual scholarship
to an employee with exceptional performance and sends him/her to complete an MBA
program at a prestigious university abroad.

Banco BICE
At Banco BICE, we recognize that the management of knowledge is fundamental for
personal development, which has a positive effect on the development of the business.
We have been happy to observe that our policies and programs aimed at achieving
this have raised the levels of employee satisfaction, who evaluated the preparation and
assistance they received for their personal development positively, and where 83% also
highlighted that they had learned and grown professionally during the past year. We
seek to empower our employees by providing them with tools to proactively develop
their professional talents and competencies.
Therefore, the 2018 Training and Education Plan was based on the development
initiatives defined using the Performance Evaluation from the previous year, which also
aims to fulfill the specific needs of the strategic management of the business for a
better service. The activities were structured into three large areas:

TECHNICAL TRAINING PROGRAMS AND SKILL
DEVELOPMENT
The program in Communication and Service Quality
stands out here, in which 104 employees participated,
especially for Tellers and Administrative Staff at the
Bank’s Service Desk in the Metropolitan Region.
There were also internal lecture cycles on issues
related to Voluntary Social Security Savings, Financial
Statement Analyses, and Company Valuations. The
external lectures focused on ethics in business, digital
banking, managing the effectiveness of commercial
teams, and the participation of women team leaders
in the “Women at the Helm” Forum.
SCHOLARSHIPS FOR UNDERGRADUATE AND
GRADUATE STUDIES
We award 35 employees: 20 receive scholarships for
undergraduate programs, 9 for Master’s and MBA
programs, and 6 professional certificates.

GRI INDICATORS
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CERTIFICATION PROCESSES (REQUIRED BY
REGULATORS)
We support and manage the accreditation of all
employees who provide services to our subsidiaries of
BICE Inversiones, Corredores de Bolsa S.A. and BICE
Inversiones Administradora General de Fondos S.A.
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Moreover, a group of employees completed the Executives in Training Program, which
was created to speed up the development of qualified talent in as little time as possible,
and where the internships in specialized technical areas and the shadowing process
with mentoring in commercial areas played fundamental roles.
Although there was a slight decrease in hours of training in comparison with the
previous year, it was the administrative positions that received the greatest amount of
training in 2018, followed by supervisors, along with professionals and technicians, thus
focusing on the teams with the greatest amount of people.

Banco BICE hours of training per employee
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It is essential to develop our employees’ skills and talents in order to create value at
the professional and personal level and further a sense of commitment and motivation,
while considering their performance outcomes as their own potential for development.
This way, a foundation is laid for attaining the company’s strategic objectives.

There are diverse curricular topics, ranging from general subjects such as Service
Culture, Leadership, Self-Care and Emotional Intelligence, to specific matters from
the industry, where we have an agreement with the Insurance School to have certain
courses.

To do this, a yearly plan is developed that incorporates technical training (skills specific
to the field), as well as cross-disciplinary training, training on education (the funding of
academic programs), and trainings on accreditation and regulatory courses. Regarding
education, in 2018 we awarded three new full undergraduate scholarships, in addition
to the other three employees from 2017, and two MBA graduate degrees were also
funded.

Likewise, with the aim of boosting people’s competencies and skills in the topics they
know best, in 2018 we implemented the Positive Psychology Program, which began
with supervisors, and managers and assistant managers, and then was extended to the
rest of the teams due to the positive reception it enjoyed.

Along with the aforementioned, all new employees who join the company undergo
an induction process and the five regulatory modules: Prevention of Asset Laundering
and Financing of Terrorism, Law 20,393, Operational Risk Management, Manual on
Transactions and Code of Conducts and Ethics.
Some of the milestones from 2018 include the implementation of Curricula for nine
job categories (educational needs that were lifted in 2017), with the aim to consolidate
and improve training in the different sectors, thus developing plans for each group. The
program made it possible to offer trainings by using diverse methodologies: in-person,
e-learning, on-the-job instruction, coaching with a supervisor, and self-learning.

Thus, two training sessions were held over a three-day period with two teams of
professionals (45 assistant managers in one and 91 supervisors in another) to identify
employee strengths, learn specific techniques, and prepare plans of action.
Overall, despite a decrease in the hours of training in comparison to 2017, there was
an increase in the trainings geared towards supervisors, assistant managers, and
managers. This was in contrast to last year, where vendors, administrative staff, and
technical professionals received a larger number of courses. Thus, we maintain a balance
in the range of two years for all types of positions and we provide equal opportunity for
development to all.
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BICE Vida average hours of
training per employee

60

43

HOURS

HOURS

2017

2018

Number of hours of training

BICE Vida average hours of training
by gender
2018
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2017

46

38

67

47

hours

hours

hours

hours

Number of hours of training
28
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2017
2018

TOTAL HOURS

Administrative

Manager and
Assistant
Manager

22

of training

41

10

43

52

24

Supervisors

18

44

employees
trained
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Vendors

78
Hours of education

29

of training

872

61
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Technical
Professionals

HOURS
AVERAGE

104

160

courses and
activities
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Banco BICE performance evaluation by gender

2.4 PERFORMANCE EVALUATION
88%
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Performance Management is an essential tool for optimizing the performance,
development, and employability possibilities of employees. The outcomes of the
performance processes allow decisions to be made regarding promotions, raises, and
education programs.
It is fundamental for supervisors to conduct follow-up of performance, and the instances
of feedback between a supervisor and the employee enable identification of gaps and
achievements, while focusing on making any adjustments that may be necessary.

Banco BICE
We have a firm belief that it is essential to know each employee in depth to be able to
design career plans. Therefore, the initiatives and processes that are part of Performance
Management aim to bolster and improve performance so as to design ad-hoc programs
for each person. This process includes three stages: the definition of objectives, dialogues
on performance at the halfway point of the year to align expectations and give feedback on
performance up until that date, and performance evaluation at the end of the year.
With this in mind, we place priority on internal movement, and we offer possibilities
for development to employees with good results. In 2018, the number of applications
received on our Internal Applications Portal increased by 60%. We published 32
openings on this site, thus demonstrating transparency in this matter.
As such, the Succession Program made the promotion of 89 employees possible,
which represents a 27% increase from 2017. Along with this, 30 employees took on
a supervisory role for the first time and six employees were appointed to assistant
management positions.
In 2018, 93% of the staff was evaluated, which included employees who had been at the
company for the minimum amount of time necessary to be evaluated, and employees
who were not absent on long-term leave.

...we place priority on
internal movement, and
we offer possibilities for
development to employees
with good results.

Performance evaluation
percentage
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2017
2018

93% 94%

92%

Banco BICE performance
evaluation by job category

2017
2018

92%
92%

Administrative
Commercial
Executive
Senior
Executive

97%
96%
50%
0%
100%
98%

Managers

92%
96%

Supervisors
Professionals and
Technicians

88%
91%

Assistant
Managers

94%
98%
100%
100%

Vendors

Percentage of employees with a completed
performance evaluation
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BICE Vida performance evaluation by job category

Performance Management is a process involving two stages that are carried out
annually: performance evaluation and the definition of objectives. The latter considers
quantitative and qualitative aspects that are communicated to the employee during the
first quarter of the year. In 2018, 87.6% of the staff was evaluated, which included
employees who had been at the company for the minimum amount of time necessary
to be evaluated, and employees who were not absent on long-term leave.
BICE Vida performance evaluation by gender
95%

2017
2018

95%
95%

Administrative

Managers
and Assistant
Managers*

69%

91%

GRI INDICATORS
Performance evaluation
percentage

90%

Professionals
and Technicians

94%
99%

87%
74%

Vendors

Performance evaluation percentage
* In 2018, this category was rearranged.

The numbers correspond to completed evaluations
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84%

94%
93%

Supervisors

APPENDIX

2017
2018

86%
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2.5 OVERALL WELLBEING
We promote a number of benefits for our employees through
diverse programs and actions at each of our companies. These
benefits are focused on increasing the physical and mental
wellbeing of employees with monetary and non-monetary
compensations that enable a better quality of life.
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Banco BICE 2018 Accomplishments
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MEALS
Based on the premise of “a healthy mind in a healthy body,”
we highlight the full renovation of the dining hall, a need
that was brought up by the employees themselves through
the Climate Survey. The new meal service includes stations
with a variety of healthy, homemade options, among others,
where employees can choose whatever fits their needs,
even with options for people who are diabetic or gluten-free.
The dining hall also produces nutritional information on the
meals offered, as well as education on healthy eating.
PHYSICAL ACTIVITY
In the same vein as a healthy lifestyle, and to promote
physical activity among employees, the 1+1 program was
implemented, where employees can become members
of the Sports Club for only CLP $1,000. This allows the
employee and their family to have access to the gyms that
are part of this offer and also be able to participate in the
different sport options offered by the Bank, which covers
the rest of the expenses associated with the facilities and
instructors. Some of the activities offered are yoga, soccer,
running, shooting club, and fishing.
HOME LIFE
We take special care and concern to provide our employees
with the ease to be able to achieve balance between their
work and home life. Along with the parental leave that was
opted for by 23 women, we also have a nursery school
for children up to four and a half years old, and a daycare
center service for children with disabilities. It is also equally
important to be afforded flexibility at work in certain cases,
where both the mother and the father may need the time
to resolve issues and they can feel at ease to be able to go
back to work.
RECOGNITION
Lastly, and in recognition of the seniority of our employees,
awards were given for years of service at the company for
those who had been at Banco BICE for 10, 20, 30, and 35
years, at an event held at the traditional Club de la Unión in
Santiago.
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Banco BICE General Benefits

TIME
HEALTHCARE
Supplementary health
insurance without a co-pay for
the employee and dependent
family members
Advance and Supplemental
Allowance for medical leave
Life Insurance
Disaster Insurance
Dental Insurance

Personal Day
Academic Exam
Birthday

FAMILY
BICE Family Event
Day of the Mini Employee
Gifts for children under the age of 13
Corporate volunteering

BONUSES
March
School
PSU (College Entrance Exam)
September Patriotic Festivities
Christmas
Winter
Births
Weddings
Vacation
Bereavement
Living
Daycare
In-home childcare
Children with special needs
Nursery School

PHYSICAL ACTIVITY
Sport options
Annual Party Sports Club
BICE Mini Soccer Tournament
Benefits with Gyms throughout Chile

BENEFITS
GRANTED BY
CCAF/ACHS
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BICE Vida General Benefits

The “We are Vida” program that we have implemented for
three years now includes activities associated with four
fundamental pillars: Community, Physical Activity and
Recreation, the Environment, and Health. All employees
participate in this through diverse activities, where different
professionals come together, and they create connections and
reaffirm the values of the corporate culture.

COMMUNITY
The aim is to create spaces for interaction among our
own employees, as well as with their family and the
broader community. To do this, initiatives are promoted
that encourage their participation in activities such as: the
celebration of “children’s day,” corporate volunteer work
with Fundación Las Rosas, the celebration of mother’s
and father’s days, September Patriotic Festivities, school
vacation, among others.

TIME

HEALTHCARE
Accident Insurance
Life Insurance
Supplementary Health Insurance
Disaster Insurance
ACHS/operational
3 first days of medical leave
Snack
Loan for emergency help

HEALTH
We promote healthy lifestyle practices in terms of eating
and healthy living.

PHYSICAL ACTIVITY
Recreational workshops
Gym
Internal Soccer Tournament
Sport Groups
Masses
Fundación Las Rosas

PHYSICAL ACTIVITY AND RECREATION
We encourage our employees to participate in sport
activities such as Internal Tournaments, Workshops, the
use of the Company Gym, and the Insurance Olympic
Games, which were held in November 2018 and saw the
participation of 90 employees.
THE ENVIRONMENT
We strive to create awareness about the use of water and
energy, to promote recycling practices, and to develop
initiatives that allow us to live together in greater harmony
with the Environment. Recycling containers were installed
in our headquarters in response to our employees’ needs.

Leave to move homes
Leave for preventive exams
Personal day
Bereavement leave
Friday workday

BONUSES
School
Daycare of Nanny Bonus
Fall
September Patriotic Festivities
Christmas
Vacation
Wedding/civil union
Bonus Birth
Death fees bonus
CPI biyearly readjustments

FAMILY
Summer and winter school for
employees’ children
Gifts for children under the age of 13
Christmas outing for children
Children’s Day
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2.6 HEALTH AND SAFETY
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We promote a safe and healthy workplace for our employees through our Policy on
Prevention, Safety, and Occupational Health. The different procedures established in
this policy allow us to prevent occupational accidents and diseases by timely identifying
and assessing the risks associated with different occupational activities.

Banco BICE
During 2018, we received the survey results assessing Psycho-social Risk in the
organizations, which is a protocol for mandatory legal compliance established by the
Superintendence of Social Security (SUSESO in Spanish). We are happy to report that
we obtained the “no risk” rating, which exempts us from applying the survey again
during the next four years, because it is certified that Banco BICE has workplaces that
are free from work-related stress.
The work of the Joint Committees stands out and one of them obtained the highest
certification by a loan agent. In addition, all of the branches and the headquarters were
addressed through evacuation drills in the event of an emergency, thus improving times
by 30% in comparison to the previous year and demonstrating that a culture of safety
is being solidified at our Bank. Furthermore, given that it is essential to target muscularskeletal work in BICE employees, active-pause exercises were done, which ended up
being not only a space to work out, but also a space for humor on the different teams.
Lastly, efforts were made to align approaches in terms of prevention and good practices,
which were disseminated at the yearly seminar organized by the Bank’s committees.
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...we promote a safe
and healthy work
environment for our
employees .

In 2018, BICE Vida placed special emphasis on work in this area, and systematized
and updated manuals, roles, and responsibilities, as well as a change in the loan agent
adhered to by the company. These decisions allowed the organization to lower the
accident rate thanks to a stricter and more methodical approach, thereby establishing
high goals.
This approach was also extrapolated to the external work. As such, the Safety Policy
was formalized with Suppliers, who must comply with safety criteria that we have
established to protect our teams.
The Risk Prevention Committee was also successfully created at all branches, the Joint
Hygiene and Safety Committees were updated (which support and complement the
management of Risk Prevention Officers), and major health and prevention campaigns
were carried out, such as the new ophthalmologic program conducted in the regions,
and vaccination in large branches.
Furthermore, in 2018, a new Psycho-Social Risk Survey was implemented, in which we
obtained positive results which demonstrated low risk in all evaluated aspects. This is
a testament to the good management aimed at a healthy work environment, and open
communication in the physical environment that is safe and motivating.
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At BICECORP, we stand out from the rest due to our excellent service, where we
are renowned for our dedication, transparency, and ethics in the management of
our organization. Along with quality, building trust, and a personalized service, these
attributes are at the very core of our activities and actions in our relationships with our
customers and with society.
MESSAGE FROM
THE CHAIRMAN

INTRODUCTION

CHAPTER 1
BUSINESS
STRATEGY

CHAPTER 2
EMPLOYEES

Thus, our philosophy and service culture are upheld by expert teams, where our
professionals perform a role of advisor that requires them to know customers and
their needs in depth, to be able to provide them with specialized, responsible, and
comprehensive information about the market, thus brokering the best and most
convenient financial solutions. A relationship of loyalty and trust is built, where we
develop long-term ties and prioritize close and individualized treatment in each case
so as to provide a targeted and distinctive value proposition depending on their needs.

Banco BICE
Our Customer Service Policy defines the procedures that allow us to
guarantee the promise of value and service, which was updated in 2018 and
considers the following principles:

A.
B.

Given this scenario, we maintain guidelines and policies that are instructions and guides
to ensure excellence. These policies are assessed and reviewed by the corresponding
managers at each of BICECORP’s subsidiaries. Various committees also review them,
and they receive the approval of the Board of each Subsidiary so as to observe good
practices across the board.

C.
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D.
E.

RELATIONSHIPS OF TRUST
Relationships with customers must be based on values such as trust,
honesty, integrity, and respect.
TRANSPARENCY
Customers must be provided with all necessary information to completely
understand the relevant aspects of the financial products and services
offered by the Bank, so that they can make their decisions freely and
responsibly. Therefore, the information provided must be clear, complete,
truthful, and updated.
PERSONALIZED SERVICE
Bank employees must always acknowledge the needs of every single
customer, and create value propositions that adequately fulfill these, while
providing personalized and quality services to fulfill the desired requests.
FULFILLMENT OF UNDERTAKEN COMMITMENTS
Bank employees must follow through with commitments undertaken
and provide appropriate responses within the promised time frames for
customer requests.
KINDNESS, RESPECT, AND A SERVICE-ORIENTED ATTITUDE
Bank employees must provide customers with a comprehensive service
with kindness and respect, and this behavior must be displayed even in
situations where there are discrepancies, problems, or differences with any
of them. All disregarding or writing off of customers of the Institution must
be avoided by employees, as well as any arbitrary discrimination.
Bank employees must assume responsibility for each problem that may
arise with customers and try to produce responses of a high standard in as
little time as possible, while providing information on these solutions using
simple and clear language.
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F.

If an employee is not able to communicate immediately with a customer,
it must be a priority to contact them as soon as possible. The Bank has a
commitment to attend to customers 24 hours a day, 365 days a year through
in-person or remote channels.
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WILLINGNESS TO SERVE
Bank employees must always be willing to serve customers, as this is a key
element to establishing long-term relationships.

G.
H.

RESPONSIBLE SALES
Bank employees must advise each customer responsibly so that he/she can
obtain the products required according to their needs and actual financial
capacity.
CONFLICTS OF INTEREST
Bank employees shall apply the principles established in the Policy on
Conflicts of Interest of the Institution.
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Regarding the principle on Responsible Sales, Banco BICE has placed special attention
on offering products to each segment, where the customer has full knowledge of the
benefits and risks associated with the contracted service. Understood as suitability or
responsible advising, we have a strong commitment to ethics, which are employees
fully adopt. As such, the aim is for the customer to understand the scopes of the
product and also to ensure the customer is in the right segment according to the needs
and requirements expressed by them.
Lastly, and consistent with increasing our presence throughout Chile, in 2018 we
reached a major milestone by opening a branch in the V region in the city of Viña del
Mar. This had been a long-held desire of the Bank, which involved a major development
plan to be more available to our customers in the region. We also added an employee in
La Serena to attend to all regular BICE customers in the region.

A relationship of loyalty and trust is built with
our customers, where
we promote long-term ties and prioritize
close and individualized treatment ...
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BICE Vida’s commitment is to remain a customer-oriented company, and to be recognized
for its high degree of reliability in the insurance industry. As part of this, we have a
Customer Service Policy that aims to elevate and guarantee the standard of our service,
and to adhere to the regulations of the Compendium on Good Corporate Practices
from the Self-Regulation Council of the Chilean Insurance Company Association, while
making sure to maintain an outstanding relationship with our policyholders.
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3.1 DIGITAL TRANSFORMATION
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We made significant breakthroughs in 2018 on the road to digital transformation, with
the aim to strengthen the efficiency and security of our products and services. Digital
Banking stands out as a promise of excellent service that results in the speed and
transparency of processes and involves saving time that contributes to the simplification
of the lives of our customers via an easy and user-friendly experience.

THE FUNCTIONS AND ATTRIBUTES OF OUR BICE DITIGAL
BANKING SIMPLIFY BANKING OPERATIONS AND THE LIVES
OF OUR CUSTOMERS
PRIVATE SITE

We redesigned our website to simplify
the experience of our customers.

NOTIFICATIONS

Notifications to the Banco BICE App
on operations with a debit or credit
card, online payments, investments,
and password changes.

ON - OFF

Temporary blocking of debit and
credit cards via the Banco BICE App
and bice.cl.

OPERATIONS
WITH THE APP

Our customers can invest in Mutual
Funds, Fixed-Term Deposits, and
process their Personal Loan.

TOUCH ID

Access to the Banco BICE App
through a digital fingerprint.

Banco BICE
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As part of the Digital Plan, we have placed special emphasis on improving the
experience of our customers and guaranteeing 24/7 banking operations in a speedy
and timely manner. As such, the work based on the concept of Mobile First aims to
strengthen and increase the functions of Mobile Banking, thus allowing customers to
access information on their products, disbursement of credit, and make investments at
any time and place, with the aim to convert the mobile platform into an additional sales
channel.
With this vision in mind, the user interface of the BICE application was adapted in order
to provide a simple and functional tool where the customer can quickly find what is
needed. To continue providing an ongoing value proposition, nine mobile functions stand
out among this year’s accomplishments, such as the opening or receiving of fixed-term
deposits, contributions to Mutual Funds, and greater usability of the foreign currency
account (as well as paying credit cards in dollars). New services were also introduced
that are related to on-line notifications for greater traceability and monitoring of actions,
and a digital signature to speed up procedures.
To increase the entry of new customers, in 2018 it began to be possible to become part
of Banco BICE digitally by filling out a form on the Internet, which makes processes
speedier and more flexible, and also inspires trust and provides security in the transaction
of our customers’ data. The digital standards for enrollment in BICE Investments also
improved, with the purpose of this being taken care of remotely for customers who are
already enrolled with other products.

BENEFICIOS.BICE.CL Inviting our customers to enjoy new
experiences.
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Consistent with the speed of changes and the road to greater digitization, permanent
steps forward were made by changing the way things are done from a manual form to a
remote one, and a major leap was also made in Business Intelligence (BI) to offer better
products that are better tailored to the personal needs of customers.
A tool was developed to facilitate access and speed, which will offer and process
insurance electronically with a digital signature, thus saving the customer time and a
trip to the bank.
Likewise, one of the great accomplishments was the makeover of the online branch,
with a focus on the transactional banking this enables and the complete information on
transactions, earnings, and the costs of products. This new outlook is part of our actions
to further our commitment to the transparency of management, which is based on
expert knowledge of the market and leads us to be able to earn our customers’ trust.
In fact, our vision of the future aims to leverage a cultural change that is already
underway, thus integrating a new view regarding the digital work that is not only
changing the way of doing things but the way in which we relate with our customers
and the best way to address their needs. Given this, our partnership with the Anacleto
Angelini Innovation Center at the Pontifical Catholic University of Chile (CIUC) seeks to
promote a business outlook where innovation is at the center of change, with the aim
to develop creative ideas geared towards improving our services through disruptive
products and practices for an outstanding experience. Thus, we strengthen the road
to innovation by working on new projects in collaboration with the Chilean Economic
Development Agency (CORFO) for long-term transformational initiatives.

(...) with the aim to
develop creative ideas
geared towards improving
our services through
disruptive products
and practices for an
outstanding experience .
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3.2 CYBERSECURITY

INTRODUCTION

The protection and security of customer data and information is a priority for us at
BICECORP in all processes. This is why we strive to have the best systems that make it
possible to anticipate, detect, and prevent any risk to privacy. This approach has involved
significant work that entails a cultural and organizational change surrounding the
digitization of processes. To do this, investments have been made in the implementation
of cutting-edge technology and also in educating and training teams on a new way of
doing things, while aiming for a more secure and efficient management.
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On the other hand, although there was an incident in 2018 where information was leaked
that affected the national banking industry, Banco BICE customers were not affected
by this event because security protocols were promptly activated. In turn, BICE Vida
did not experience any customer data losses or leaks during the reported period either.
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Banco BICE
In light of the dizzying, break-neck speed at which there are breakthroughs in digital
processes, the plans of action aimed at increasing security in operations were fasttracked in 2018. As such, cybersecurity became one of the strategic pillars of work
contained in the Five-Year Plan and in the Operational Risk Management, and it focuses
on mitigating any potential event that could threaten the Bank’s security and our
customers’ sensitive information.
To fulfill this purpose, two teams have been set up to work with a roadmap based on
best international practices. On the one hand, they are developing a policy framework to
monitor and manage risks related to information security, and on the other hand, they
are addressing issues related to the tactical area and implementation of the definitions
that are established regarding cybersecurity.
The following actions were implemented:
Upgrades in the Bank’s transactional Behavior Monitoring System (SOC),
along with an external assessment for a diagnosis and analysis of the Bank’s
situation with cybersecurity.
It was decided to expand the protection software to 100% of the company’s
equipment.
A comprehensive plan for theoretical-practical education and training of our
employees was prepared regarding data protection, and this campaign was
spearheaded by the Information Security Department of the Operations and
Technology Division.
Strengthening of the prevention strategy. A central monitoring system was
implemented that operates 24/7 to identify possible risks online and prevent
cyberattacks.

Although cybersecurity is a nationwide challenge, we constantly promote and inform
our customers about how to maintain secure banking behaviors and identify frauds.
We implemented the BICE PASS app as a way of digging deeper into better forms of
protection. This app operates with the highest security standards in the industry and
allows customers to verify and authorize online transactions from their mobile device
without any need to use an additional security system.
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At BICECORP, we aim to instill an honest, responsible, and friendly service-oriented
culture while maintaining open and ongoing dialogue with our customers. Our objective
is to advise our customers and provide them with clear information, with excellent
service that also involves being attentive to their concerns and needs while resolving
incidents in a timely and transparent manner.
This is why each and every product offered comes with consulting and instructions on
its use and possibilities, and we provide clear, up-to-date, and truthful information to be
able to make the best decisions. An example of this is that in 2018 there were no fines
nor warnings incurred involving non-fulfillment in product advertising or marketing, nor
any penalties or fines regarding non-fulfillment related to the provision of information,
either at Banco BICE or BICE Vida.

We have diverse channels available for our customers, both remotely and in person:

CHANNELS OF COMMUNICATION

By phone
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BICE VIDA

Branches and cashiers

Branches and cashiers

Service Desk

Customer executives

Self-Service

Service executives

Descubre Magazine

Self-service

Customer executives
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BANCO BICE
In-person

Product executives
Contact Center

Contact Center

Website

Website

Virtual Branch

Virtual Branch

APP

APP

Digital

Enews markets
Enews benefits

Automated
ATMs

ATMs

Facebook

Facebook

Twitter

Twitter

Instagram

Instagram
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BICE Vida

We strive to attend to and resolve our customers’ concerns while reinforcing our
commitment to excellence. This is why we have strict and rigorous procedures contained
in our Model for Responding to, Logging, Managing, and Resolving Complaints, which
establishes the timeframes and ways to respond to requests.

Our Procedure for Managing Queries and Complaints identifies and defines the
framework for action for receiving, conducting follow-up, and providing a timely
response to these queries and complaints, while upholding the quality standards of
the service and the value we promise to our public of interest on a daily basis and
guaranteeing regulatory and legal compliance.

In terms of service complaints, those complaints entered directly into the Bank by
customers are differentiated from those that customers formally bring to the attention
of public agencies, such as the Association of Banks and Financial Institutions of Chile
(ABIF), the National Consumer Service (SERNAC), the Financial Market Commission
(CMF), or the Superintendence of Banks and Financial Institutions (SBIF).
Internal complaints follow management processes for which we have worked hard to
resolve with protocols and efficient actions. Although we do receive complaints from
auditing agencies, these have gone done in comparison with the previous years, and
there have been no fines nor penalties; rather, they involve correcting information and
delays in the send date, such as in the case of CMF, which was resolved by revising the
processes and defining the Customer Information Procedure.
In turn, a negotiation is currently underway with SERNAC to which the banking industry
has been submitted, and it involves providing a compensatory solution to customers
due to the performance of the Protection Lines product.

Regardless of the channel through which complaints are received, the Procedure
applies across the board, and time frames are established depending on the nature
of the request. Along with this, a periodic report is generated with the status of all
requests and their respective responses.
Via complaint management, we aim to detect potential operational, commercial, and
administrative problems through the analysis of submitted queries. This way, we are
able to establish channels of internal communication that make it possible to conduct
follow-up and satisfactorily resolve detected issues.

BICE Vida type and amount of complaints

372
412

BICE Vida Complaints
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Banco BICE type and amount of complaints
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Number of complaints
2017
2018
79
64
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No. of complaints 6
from other entities 5

1

2017
2018

119
143

447

CMF Complaints 0
SERNAC
Complaints

26
47

CMF Complaints

32
32

SBIF Complaints

SERNAC Complaints

Number of complaints
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To continue to be preferred by customers and to maintain our leading position, it is
essential to improve management and thus increase the level of trust of our customers.
This is why we measure the level of satisfaction of our customers using different tools
and studies. Overall, we have been recognized in the banking industry as one of the
banks that instills the greatest amount of trust, which has been a defining feature of the
Bank itself and all the subsidiaries of the BICECORP Holding.
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Moreover, the preference and loyalty of our customers can be observed in the
recommendations they give about the company, which is something we measure using
the Net Promote Score (NPS) tool. Its indicators provide us with an accurate view of
compliance management of loans and the satisfaction of our customers.

CHAPTER 2
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Although general satisfaction went down by one point in 2018 in comparison to the
previous year, from 72 to 71 points, we seek to work to improve customer management
as the cornerstone of our business. In this regard, we are proud to have high service
quality indexes in different areas, with Digital Transformation standing out, where we
have had positive breakthroughs over recent years and have obtained 70% satisfaction
in technological initiatives, which are considered to be easy to use and which respond
to the customers’ needs.
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Banco BICE Overall NPS
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2017

72

2018

71

NPS Score
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In this same vein, and within the framework of digital initiatives that enable us to improve
the quality of our customer services, one of the defining milestones of 2018 was the
entry into operation of the CRM system (Customer Relationship Management), a tool
that makes it possible to improve the management of relationship and interactions via
the sales and contact channels, while standardizing the ways of working and obtaining
a 360° view of the needs of each customer to be able to provide an even more efficient
and personalized service.
The entry into operation of CRM entailed efforts in change management, which, via
trainings for the Commercial Area, Services, and Contact Center, brought the organization
together to transform the approach towards in-depth knowledge of the customer to
be able to provide a comprehensive and accurate service for their specific needs. A
thorough and distinctive work plan was applied for each case based on the profile of
the employees so that it would be properly implemented, and the system adopted,
resulting in a cultural change for an outstanding customer service and experience.
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...we have been
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banking industry
as one of the banks
that instills the
greatest amount
of trust, which has
been a defining
feature of the Bank
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BICE Vida Overall NPS

BICE Vida has worked to change the intelligence behind the insurance world so as to
provide innovative solutions through an excellent service and expert consulting. While
upholding our standard, in 2018 we obtained 68% customer loyalty, as observed in the
monthly survey administered to over 14,000 policyholders.
We strongly believe that good results are the product of transparent, caring, and reliable
work. Therefore, we applied actions based on the indicators from the NPS score that
aim to improve the customer’s experience, which is assessed in the monthly committee
meetings, to increase their satisfaction in the different lines of business and the different
channels and opportunities for interaction with the company.
We were consistent with last year in terms of the overall indexes, and experienced
outstanding growth in the area of Group Insurances, reaching up to 69% thanks to the
improvement initiatives implemented. As such, and with the aim to boost our value
proposition for customers, we are making great efforts in Business Intelligence (BI)
through different tools that allow us to learn more about the market and the behavior
of the population. The purpose behind this is to plan out fair, personalized, and less
risky solutions for the future given the growing needs of our clients, especially in such
important areas like Annuities.

2017

68

2018

68

NPS Percentage

BICE Vida NPS by line of business

84%
82%

Annuities
63%
59%

Life Insurance

63%
69%

Group Insurance
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As part of our value proposition, and within the framework of our Sustainability Policy1,
at BICECORP we have defined a working approach towards the community that involves
us making a contribution through our competencies as a company, and in sync with our
primary lines of business. We strongly believe that socially responsible management
strengthens relationships of trust and contributes to the viability of the activity over the
long term. From this point of view, we rallied to support children, young people, and
senior citizens and sought to create positive impacts in terms of:

INTRODUCTION
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Caring for Senior
Citizens
Improvements in
Infrastructure

CHAPTER 2
EMPLOYEES

The commitments undertaken in each area involve the active participation of our employees through
volunteer work, which has a positive impact and increases a sense of belonging, a feeling of wellbeing,
and teamwork.

CHAPTER 3
CUSTOMERS

Education

Moreover, BICECORP provides ongoing support to the community through the contributions and
donations that the corporation and its subsidiaries make directly to different non-profit organizations,
such as educational foundations, foundations that protect the elderly, and cultural foundations devoted
to the distribution of food for people of little means.
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LIST OF DONATIONS

SOCIEDAD DE INSTRUCCIÓN PRIMARIA (SIP)
FUNDACIÓN JUAN PABLO II
CORPORACIÓN LA ESPERANZA
FUNDACIÓN LAS ROSAS
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RED DE ALIMENTOS
HOGAR DE CRISTO
FUNDACIÓN MI PARQUE

GRI INDICATORS

FUNDACIÓN BENÉFICA CULTURAL AND EDUCACIONAL TEATRO DEL LAGO
FUNDACIÓN PAZ CIUDADANA

APPENDIX

CENTRO DE ESTUDIOS PÚBLICOS
CONSEJO CHILENO PARA LAS RELACIONES INTERNACIONALES
SOCIEDAD DE FOMENTO FABRIL
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1

Go to our website to read our Sustainability Policy at www.bicecorp.com/ PracticasdeGobiernoCorporativo
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We are convinced that education is society’s driving force and the impacts created
through education stimulate social mobility. At Banco BICE, we have striven to develop
various opportunities to open up paths to education through partnerships, and thus
provide young people with new opportunities and encourage our employees to take on
the role of agents for change.

their junior year of high school with a specialty inAccounting and Management from the
Colegio Eliodoro Matte Ossa, who did their internships at different departments in the
Bank and provided their support in responsibilities related to their studies. The internship
allowed them to apply their education while being supported by 20 employees who
served as their head teachers during this process throughout the year.

Given this scenario, we reaffirmed our commitment to the SIP School Network and
the partnership with Fundación Chile DUAL, which promotes a number of initiatives to
support the educational process of young people from little means, and to further the
technical training of future generations who will work in the financial sector. Thus, we
launched the first internship program and for the very first time received 20 students in

This process was assessed by the head teachers themselves regarding the progress
made in learning, and the school itself also analyzed the knowledge the young people
acquired during their internships. The survey administered to the students also
confirmed that the experience had been received positively, where 90% of them stated
being very satisfied with their learning process.

TESTIMONIALS FROM
STUDENTS ON THEIR
HEAD TEACHERS

I thank him for his
willingness to teach me
everything, and in a
good way .

“I am grateful for having been given the
possibility to be with different people every
day so that they could teach me”.
“Besides teaching me technical concepts
about the Bank, he taught me values that I
didn’t think were necessary for
the workplace, but they will undoubtedly help
me to develop as a person and an employee”.
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hours of collaborative

WORK

At the same time, we continued with our practicum program for students in higher
education for technical and professional careers, thus incorporating over 80 students
into different areas in the Bank to cover the different requirements that would allow
them to apply their theoretical knowledge and learn about the professional world with
the support of our employees. The Bank found this opportunity to be essential to get to
know the talented young people and it is an important source for future processes of
recruitment and selection.
In line with strengthening education and increasing access to opportunities to develop
talents, we held the first “BICE Hackathon” together with Digital Bank Latam2, where
university students, startups, and developers were invited to create digital solutions
that would contribute to improving the experience of the Bank’s customers based
on their actual needs. Encompassed in the digital strategy, the contest also enabled
the formation of collaborative ecosystems between the financial industry and the
technological world, which we are sure will strongly boost innovation, creativity, and
digital transformation.
This is how 27 teams of young people participated in the day-long event to develop
three broader ideas for improvement in Factoring, Savings, and Mortgage Loans.
There was a judge’s panel comprised of employees, consultants, and sponsors, and
10 proposals were chosen to continue to be worked on. The three winning solutions
received a significant cash prize and also the achievement of what it means to have their
solution used in the Bank.

20

22

MENTORS

LOCAL
TEAMS

(managers and executives
from the areas of
business associated with
the challenges)

and in-person

FOREIGN
GROUPS

5

that participated remotely

(Argentina, Colombia, Ecuador, and Panama)

100

people
working on

TECHNOLOGICAL SOLUTIONS
2
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Organization that promotes the development of the Fintech industry in Latin America.

BICECORP 2018
SUSTAINABILITY
REPORT

Financial Education

MESSAGE FROM
THE CHAIRMAN

INTRODUCTION

CHAPTER 1
BUSINESS
STRATEGY

CHAPTER 2
EMPLOYEES

A core element of our efforts in education is also to facilitate the learning of financial
information, which is complex and cumbersome for many. This is why we concentrate
our efforts on children and young people, because financial education is essential to
have informed citizens who are able to make the best decisions for their economic
wellbeing.
Starting with the children of our employees, we held the third edition of the Day of
the Mini Employee, a yearly activity organized by HR and Human Development
Management, where children can get to know their parents’ workplace and also learn
about the basic concepts of finance in a playful and simple manner with the help of
child’s characters and specialized instructors.

228

CHILDREN PARTICIPATED
nationwide
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BICE Vida

2018 National Collection for Fundación Las Rosas

BICE Vida has been supporting the senior citizens of Fundación Las Rosas for over ten
years now, and this bond is not only observed in the financial contribution made but also
in the improvements in the Foundation’s homes.

The National Collection for Fundación Las Rosas was done in 2018 in order to raise CLP
$110 million, an amount of money that was intended for 29 homes operating from La
Serena to Osorno, where more than 2,200 vulnerable elderly adults reside. Because it
recognizes this reality, BICE Vida actively participated by putting out collection boxes
and raising funds in the different areas of the company.

In 2018, we worked with Home No. 5 (Nuestra Señora de la Paz), a sponsored institution,
where different repair jobs were done on the infrastructure, and ongoing support was
provided to the home. These activities were done thanks to the significant financial
contribution from the company and its employees.

Jeans Day
At the end of 2018, the company held its Jeans Day campaign, where employees go
to work with blue jeans on. The purpose of this was to raise funds for purchasing new
hospital beds for the residents of Home No. 5 Nuestra Señora de la Paz. This initiative
was widely accepted inside the company, in which 266 employees participated at our
different branches distributed throughout the country.
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ELECTRICITY LIGHTING
The home’s lighting was replaced with
LED bulbs in the following sectors:
Hallways on the first and second
floors.
Bathrooms on the first floor.
Dining room.
Living room.
Assistant Office.
Entryway.
Kitchen.
Food pantry.
Cleaning supplies pantry.
Religious Director’s Office.
Chapel.
Installation of LED lights on outside
patios.

Tree trimming in the boiler sector
and the infirmary sector.
Trimming in the main garden.

ROOF
General gutter cleaning.
Change of gutters in the living room.
Change of gutters in the auxiliary
bathroom sector and painting.
Change of roof in the auxiliary
dressing room.
Structural
reinforcement
and
change of roof in the main entrance.
Roof and gutter repair in the laundry
room.
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Installation of four circuit breakers
for the heaters.
Installation of two 250-liter heaters
for the men’s and women’s
bathrooms.
Replacement of the shower drain in
the women’s bathroom.

KITCHEN
Purchase and replacement of the
industrial stove.
Purchase and replacement of the
portable burner.

Fundación Emplea
In parallel, and in line with our social role, we began to work with the Fundación Emplea,
which boosts the employability of individuals in vulnerable situations by funding classes
for over 3,000 participants, including migrants, elderly adults, homeless individuals,
women heads of households, and many others. Through this approach, we aim to
provide opportunities for the participants and support the creation of courses that can
educate people in areas needed by our company. As such, in 2018 the Administrative
Assistant course was developed, which had 20 students, and we were able to give two
people from the Foundation work in different areas at our company.

Local Heritage Conservation
During 2018, BICE Vida upheld its support of the remodeling project of the Plaza de
Armas of Santiago. In conjunction with the Municipality of Santiago, it aims to recover
the historical value of the emblematic Portal Bulnes and Fernández Concha, thus
promoting the Plaza’s importance to heritage and tourism, which is a central point of
the city’s downtown area.
BICE Vida granted funding for this project for four years, and which includes its opening
in 2019, and where the focus is on reestablishing the traditional architecture of both
archways and boosting its commercial activity that includes a new and major culinary
hub for the capital’s downtown area.
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BICECORP’s Corporate Governance aims to ensure the proper financing of the Holding
and its subsidiaries, thus establishing strategic guidelines that permit good business
development and protecting the company’s interests and its publics of interest, which also
makes it possible to create value for society.
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Responsibility for upper management of BICECORP and its primary subsidiaries falls
on their Boards, which are chosen at ordinary meetings by their shareholders, and are
supported in their tasks by different supporting committees that have been formed. These
committees are comprised of Directors and members from senior management, and their
General Manager is responsible for the day-to-day management of each company. In 2018,
the Holding’s Board, comprised of nine members, held 12 ordinary sessions.
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5.1 POLICIES AND PROCEDURES
BICECORP and its subsidiaries have a number of policies and procedures aimed at
regulating corporate practices and the behavior of all of its employees1. These are reviewed
and updated on an ongoing basis based on new regulatory and social requirements that
arise regarding responsibility, ethics, and corporate transparency:
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1.

CORPORATE GOVERNANCE CODE

2.

DIRECTORS’ CODE OF CONDUCT

3.

POLICY ON DIVERSITY AND INCLUSION

4.

SUSTAINABILITY POLICY

5.

POLICY AND PROCEDURE ON RISK CONTROL AND MANAGEMENT

6.

POLICY ON CONFLICTS OF INTEREST

7.
8.
9.

POLICY ON SUCCESSION AND THE REPLACEMENT OF SENIOR EXECUTIVES
FREE-COMPETITION POLICY
OTHER INTERNAL PROCEDURES AND POLICIES

1
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For further information, consult the 2018 Financial Report at
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5.2 CORPORATE GOVERNANCE STRUCTURE2
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Shareholders’
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Board
Auditing Committee
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AREAS OF SUPPORT

INTERNAL AUDITING

General Management

Structure of the Subsidiaries

OPERATIONAL RISK

Shareholders
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Board

COMPLIANCE

_ Auditing Committee
_ Committees with participation
from Directors
_ Other supporting committees
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General Management

RISK CONTROL AND MANAGEMENT

5.3 DIVERSITY AT BICECORP
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BICECORP’s Board is comprised of nine incumbent members with different skills and
knowledge, who have had a long professional career and make up a diverse group, thus
promoting the diversity of perspectives in decision-making and business development.
We aim to continue increasing representation by gender and nationality on our teams,
thereby reaffirming our commitment to keep on promoting gender equity in our
subsidiaries and while adhering to different initiatives that strive to achieve this purpose.
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Although over 60% of the BICECORP Board is over the age of 51, the age group of the
primary executives is ages 41-50 and 51-60, and all members of the Board are men. In
terms of length of time in the position, over 80% of top executives at BICECORP have
been with the company over 12 years.

2
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BICECORP senior
executives by gender

BICECORP Board by gender

BICECORP senior executives
by nationality

89%
men
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100%

100%

0%

0%

Chilean

men

11%

women

women

Directorio BICECORP por nacionalidad

11%

foreign

BICECORP senior executives by age group

nationals
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< 30 years 0%
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30 and 40 years 0%
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40%

51 and 60 years

40%

61 and 70 years

< 30 years 0%
30 and 40 years

11%

41 and 50 years

11%

20%

> 70 years 0%
Percentage

51 and 60 years

33%

61 and 70 years

33%

> 70 years

41 and 50 years

BICECORP senior executives by length of time at the company
11%

< 3 years

20%

Percentage
3 and 6 years 0%
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BICECORP Board by length of time
< 3 years

11%

9 and 12 years 0%

3 and 6 years

11%

> 12 years

6 and 9 years
9 and 12 years

34%
11%

> 12 years

33%

Percentage
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5.4 ETHICAL MANAGEMENT
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Here at BICECORP, we work with strict ethical pillars that guide and regulate our daily
activities and also provide a framework for action and behavior that furthers our corporate
philosophy. Our distinguishing mark lies in the integrity and honesty we display in every
process, decision, and action performed by everyone who is part of the Holding and its
subsidiaries.
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Along with unconditional compliance with the legal requirements and standards of
the different regulatory entities in the financial market, the Board abides by a Code of
Corporate Governance that regulates the primary duties of the company’s Directors,
and promotes principles such as honesty, responsibility, good faith, and transparency,
including appropriate handling of conflicts of interest to which the Directors could be
exposed when performing their positions.
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Our Board is committed to guaranteeing that BICECORP and its subsidiaries are
governed in line with the highest standards of business and ethical conduct, and the
best management practices.

INTRODUCTION

Likewise, the subsidiaries and BICECORP have a number of policies and procedures
aimed at regulating the behavior of their employees and the best corporate practices,
as well as preventing fraud in the operations of each of their companies, including the
Manual for Transactions and Actions and other Values and the Code of Conduct. The
Code, which was updated in 2018, addresses the individual responsibility of BICECORP
employees and its subsidiaries in the following matters:

CONFLICT OF INTEREST
HANDLING OF CONFIDENTIAL INFORMATION
USE OF PRIVILEGED INFORMATION
INFORMATION OF INTEREST FOR THE MARKET
MANUAL FOR TRANSACTIONS OF SHARES AND OTHER SECURITIES BY
BICECORP AND ITS SUBSIDIARIES
CUSTOMER RELATIONS

CHAPTER 3
CUSTOMERS

MANAGEMENT OF MONEY AND GOODS IN THE COMPANY
SUPPLIER RELATIONS

CHAPTER 4
COMMUNITY

EXCLUSION OF ILLEGITIMATE BUSINESS
BUSINESS BEHAVIOR
USE OF POWERS
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USE OF THE NAME OF BICECORP
E-MAILS AND INTERNET
ASPECTS RELATED TO PERSONAL CONDUCT
POLICY ON GIFTS AND INVITATIONS
DONATIONS
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OBSERVANCE OF FAIR COMPETITION AND OF ANTITRUST LAW
CRIMINAL LIABILITY OF THE COMPANIES
CHANNEL FOR REPORTING OFFENSES
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COPYRIGHTS
CONSUMER PROTECTION
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Prevention of Crime
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The management of the Compliance area is a cornerstone for maintaining ethical
behaviors and complying with laws that regulate our business, and which BICECORP
establishes as a priority for the actions of all employees, regardless of their position,
because doing things the right way is a defining hallmark of the company. Therefore, and
via the Crime Prevention Model (MPD in Spanish), strict prevention controls are upheld
regarding the risks associated with asset laundering and the financing of terrorism,
corruption, and the bribery of national or foreign officers, which are stipulated by laws
on Criminal Liability of any Legal Person and on the Prevention of Asset Laundering and
the Financing of Terrorism. A reflection of this and of the healthy control environment at
BICECORP and its subsidiaries is the fact that there were no operations evaluated due
to cases of corruption in the period.
Our Crime Prevention Model considers the existence of a Manual for the Prevention
of Asset Laundering, the Financing of Terrorism, and Crimes, which was approved by
the company’s Board in October 2014, and was updated most recently by the Board
in December 2018. This was done so as to account for the new crimes introduced
into Law No. 20,393 (improper management, private-to-private corruption, incompatible
negotiation, and improper appropriation). Furthermore, the primary risks of crimes of
corruption to which the company is exposed are described in the BICECORP Crime Risk
Matrix, and the controls established to mitigate this possible occurrence are indicated.

At the same time, all Holding employees receive trainings on the MPD through an online
course given every two years, so as to raise awareness and further our adherence to our
ethical and legal commitment. In 2018, Banco BICE also developed a regulatory portal
on the corporate Intranet to provide internal employees with easy access to information
on standards and procedures. Moreover, no donations were given by our subsidiaries to
political parties or representatives.

Free Competition
BICECORP is implementing a compliance program with the regulations on free
competition at the corporate level, meaning Banco BICE and subsidiaries and
BICE Vida and related companies. As a part of this program, the BICECORP Board
appointed a head of free competition and approved the Policy on Free Competition.
This policy provides guidelines for all employees on the way to comply with
the regulations on this matter. This policy was ratified by the Boards of Banco
BICE and BICE Vida, which then appointed a person responsible for this matter.

Channels for Reporting Offenses

There are two instances of reporting in the Crime Prevention Model, with the objective
of keeping a log and monitoring the ethical management and good practices of corporate
governance. The reports from the Head of Crime Prevention are presented twice a year
to the respective Boards of BICECORP, Banco BICE, and BICE Vida; therefore, the
members of these are well-informed of all the activities that are being developed to
prevent crimes from being committed. Likewise, a quarterly report is prepared for the
Ethics Committee and PLAFT of Banco BICE.

Maintaining ongoing communication with our stakeholders and customers is
fundamental for timely, kind, and transparent management that makes it possible to
prevent or detect possible irregularities. Thus, we have channels for reporting offenses
available for all people who may need to report on any activity that could entail a violation
or breach, which operates anonymously and confidentially, and which can be accessed
through each company’s website. We urge people to use this in pursuit of the ongoing
improvement of our activities.

On the other hand, all employees have received inductions on Ethics and the Code of
Conduct and on Law No. 20,393. They also sign an addendum to their employment
contract, which establishes the obligations, prohibitions, and internal sanctions
considered in the Crime Prevention Model. Similarly, the existence of the MPD (Crime
Prevention Model) is communicated to BICECORP suppliers and subsidiaries through
an addendum in contracts with service providers, whereas for occasional suppliers,
an announcement on the Crime Prevention Model has been included on the Purchase
Orders. In this vein, in 2018, Banco BICE and BICE Vida did not present any cases in
which contracts were revoked or not renewed with partners or business suppliers due
to violations involving corruption.

BICE CHANNEL FOR REPORTING OFFENSES:
www.bice.cl/canal-denuncias
BICE VIDE CHANNEL FOR REPORTING OFFENSES:
www.bicevida.cl/publicacion/canales-de-denuncia.html
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BICE Vida

Banco BICE

In 2018, BICE Vida’s Strategic Risk Management entered into operation, whose
purpose is to handle and manage bank-wide risks and the reputations of the
company. This area was fundamental for clarification and joint work with the
Financial Market Commission (CMF) regarding the investigation conducted on the
irregularities detected by some annuity sales agents in the market, in the processing
of retirement applications for future pensioners. These regularities affected all of the
life insurance companies and pension fund managers in the country. Although it was
not successfully demonstrated that there was any harm to pensioners, improper
benefits were indeed verified for the vendors (not necessarily for the companies).

On the other hand, and in relation to the legal actions related to improper competition
and free competition, there are three reports of offenses grouped into just one
lawsuit in proceedings before the Court of the Defense of Free Competition, which
is in the probatory phase, and these offenses were filed between the months of
April and June 2018 by Cryptocurrency negotiating companies against ten banks as
the defendants, including Banco BICE. The reports denounce supposed violations of
free competition as a result of the closure of checking accounts that the plaintiffs kept
open at some accused banks, and also based on the refusal of other banks to open
checking accounts for them. Banco BICE is a part of this last group of defendants.

BICE Vida has made all efforts to reaffirm and further the good practices adhering to
honesty, transparency, and responsibility. In this regard, Strategic Risk Management, in
conjunction with the Auditing department, conducted various actions geared towards
training the sales force on regulations and full compliance with these, emphasizing the
social role of this work. Likewise, and to promote management based on good corporate
practices with the highest global standard, in 2018, BICE Vida’s compliance department
spearheaded the first self-assessment on compliance of Market Behavior Principles
(NCG 420), which was submitted to the CMF. This exercise that aims to solidify the ethical
culture brought together different areas of the company and the Board to identify possible
gaps in certain fundamental topics, with the aim of improving the Company’s behavior
towards the market. In addition, the self-assessment on the principles of Corporate
Governance and Risk Management (NCG320) was applied for the third time, thus
allowing BICE Vida to adhere even more closely to the principles required by this standard.
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In its third exercise in reporting, BICECORP is addressing the Global Reporting Initiative Standards
(GRI) in conformity with the Essential option.
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Here, we present the actions carried out between January 1 to December 31, 2018, and all of our
reports are yearly. Therefore, the last report conducted corresponds to the year 2017, and which
is available on our website at www.bicecorp.com. We would like to highlight that it has not been
necessary to rewrite or make changes to the preparation of the reports, because all of them have
followed the previously defined methodology.
On the other hand, we have identified our Stakeholders and have striven to maintain smooth and open
relationships with them as part of sustainable and responsible management. We seek to not only
contribute to the country financially, but also by including a social component.
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BICECORP STAKEHOLDERS
TRADE ASSOCIATIONS
Insurance Company Association.
SHAREHOLDERS
Natural and/or legal persons who have shares in the company.
BANKS
Financial institutions dedicated to managing the money of their customers,
granting loans, and providing financial services.
EMPLOYEES
Company workers, sales executives, and labor union organizations.
CUSTOMERS
Natural or legal persons who access products and services offered by the
company.
EDUCATIONAL INSTITUTIONS
Technical or professional educational organizations where future company
employees are recruited (i.e. Insurance School).

SUPPLIERS
Companies that provide services related to the company’s line of business
and/or products or services that are not strategic for the business.
REGULATORS
Labor Inspection Department, the Financial Market Commission, Pension
Superintendence, SERNAC, Social Security Superintendence, Internal
Revenue Service, SERVIU, Ministry of Public Works, and Municipalities.
CIVIL SOCIETY
Citizens, communities, and social organizations with whom the company
has ties, NGOS, consumer organizations (ODECU/CONADECU), and
social networks.
COMPETITION
Other insurance sales companies, insurance brokers, real estate
companies, annuities, and possible actors who could compete in each of
the company’s businesses.
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As part of the 2018 Sustainability Report preparation process, and in compliance with
the four principles for preparing GRI reports (Stakeholders, Sustainability Context,
Materiality, and Completeness), we identified the most relevant issues to be considered
in this exercise, which are presented in the Materiality Matrix. To do this, we conducted
surveys to part of our direct stakeholders and included the strategic outlook of our
senior executives, which we had gathered through interviews. This was in addition to
certain actions carried out, which are detailed below:
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STAKEHOLDER IDENTIFICATION
Stakeholders to be targeted were defined at BICECORP team meetings and
through external consulting. The purpose of this was to discover the issues that
were of greatest importance and relevance to them, and about which they would
like to receive in-depth information from BICECORP.
An outcome of this activity was to survey the following via mail: employees,
suppliers, and customers (both Banco BICE’s and BICE Vida’s).

INTERVIEWS OF SENIOR EXECUTIVES
Personal interviews of Banco BICE’s and BICE Vida’s senior executives were
conducted to learn about the vision and administration of BICECORP and its
subsidiaries. These executives shared their strategic vision and the primary issues
of the business based on the vision of the area they manage.

UNDERSTANDING THE TRENDS AND CONTEXT OF SUSTAINABILITY IN
THE MARKET
National and international benchmarking was carried out to learn about the leaders
in sustainability in our sphere of action and to also discover the trends, relevant
issues, and best practices, both in the banking and insurance industries.

ANALYSIS OF IDENTIFIED INFORMATION
Once we had obtained the aforementioned information, we submitted it to
a qualitative and quantitative analysis to have it organized to build our 2018
materiality matrix.
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MATERIALITY MATRIX
Taking into consideration the inputs and information analysis, below we present
our material issues for this 2018 report.
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As part of the identification process of the essential issues for preparing this report, in
which we aim to present structural issues, we believe that one of the challenges we have
as an organization is to carry out actions and initiatives in the environmental field, which
is an aspect that was included on the surveys and is relevant for the banking industry.
Within this framework, it is noteworthy that Banco BICE has had an area specialized
in funding Non-Conventional Renewable Energy (NCRE) generation and transmission
projects for over 10 years now, with a portfolio of more than 20 projects and close to 200
MW of installed capacity1. The work that is done in this field seeks to support advocacy of
sustainable projects that stimulate the development of clean energy.

1
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www.bice.cl/nosotros/sustentabilidad
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MATERIAL ISSUE
Very high importance

1.

COVERAGE
(Internal/external area where the
primary impacts are produced)

REGULATORY AND LEGAL COMPLIANCE

Internal

OPERATION AND TRANSPARENCY OF CORPORATE GOVERNANCE

Internal

ETHICAL MANAGEMENT

Internal

COMPLIANCE OF SERVICES AND PRODUCTS OFFERED

External

TRAINING ON ANTI-CORRUPTION, IMPROPER COMPETITION,
AND ANTITRUST PRACTICES

Internal

PROTECTION OF CUSTOMER DATA WORK CLIMATE

External

SURVEY

Internal

INCREASING ACCESS TO SERVICES OFFERED (DIGITIZATION)

External

9.

MEASUREMENT OF CUSTOMER SATISFACTION

External

CHAPTER 3
CUSTOMERS

10.

TRAINING ON ETHICAL MANAGEMENT

Internal

CHAPTER 4
COMMUNITY

Medium importance
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2.
3.
4.
5.
6.
7.
8.

11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.

TRAINING AND EDUCATION OF EMPLOYEES
RELATIONSHIP WITH ORGANIZATIONS FROM CIVIL SOCIETY
EMPLOYEE OCCUPATIONAL HEALTH
UNIONS
SHAREHOLDER PARTICIPATION IN THE BICECORP STRATEGY
FINANCIAL EDUCATION AND KNOWLEDGE
TRANSPARENCY OF PRODUCTS AND SERVICES OFFERED
ECONOMIC VALUE GENERATED AND DISTRIBUTED
POLICIES ON DIVERSITY AND INCLUSION AND NON-DISCRIMINATION
EMPLOYEE BENEFITS
PERFORMANCE MANAGEMENT AND RECOGNITION OF EMPLOYEES
SUPPLIER RELATIONS
MANAGEMENT OF COMPLAINTS AND SOLUTIONS
ACTIONS INVOLVING THE INCLUSION OF INDIVIDUALS WITH DISABILITIES
GENDER EQUITY ACTIONS
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Primary affiliations to entities from the sector, and other organizations,
and organizations of interest at the national and international levels
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The Bank Association is one of the trade associations that groups together all private
banks established in the country, as well as international banks that keep representative
offices in Chile.
One of their basic objectives is to sponsor all actions that allow the associated institutions
to contribute to the increase in national prosperity with greater efficacy.

The Chilean Leasing Association is an entity with over 34 years in the domestic market
and which groups together the leasing divisions from the main banks in Chile. It offers
a broad and complete line of financial products through their affiliates in a quick and
personalized manner, as it has extensive experience and knowledge of this market.

Direct and Digital Marketing Association of Chile, whose main objective is to establish
responsible marketing and incorporate and safeguard good practices in this field,
especially in the use of databases. This aim is for this to be done while maintaining the
importance and validity of business and advertising communications.
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The Asociación de Administradoras de Fondos Mutuos de Chile A.G. (AAFM - Association
of Mutual Fund Managers of Chile) seeks to collaborate in the development of the
savings and investment market and promote excellence in the management and
commercialization of third-party funds.

The objective of the Chilean Factoring Association (ACHEF) is to publicize the practice
of factoring, meaning the benefits of selling and transferring of invoices or checks to the
factor company to obtain assets immediately, conducting technical studies, and orienting
associates on future business.

The Asociación de Aseguradores de Chile A.G. (Insurance Company Association of Chile)
aims to stimulate sustained growth of the insurance company industry by highlighting
the positioning of insurance as a pillar of development. It also represents the sector and
contributes a valid and reliable technical opinion.

The work of the Asociación Corredores Banca Seguros A.G. aims to develop the insurance
company field by increasing access to the contracting of this service at all socioeconomic
levels and activities in the country, while representing the interests of policyholders and
partners. It is a major pillar of social and economic development of Chile and shares an
independent, global, and technical vision.
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The mission of the Chilean Association of Investment Fund Managers (ACAFI) is to
promote a suitable business and investment climate that contributes to the development
of the country’s economy and the capital market.
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The Chilean Chamber of Construction (CChC) is a trade association with the objective
of promoting development and advancement of construction as fundamental leverage
for the development of the country in the context of a social market economy based on
private initiative.

The Guillermo Subercaseaux Institute of Banking Studies is recognized as one of the
oldest organizations in Latin America in this specialty, and its experience has served as
a foundation and pillar for the creation of similar institutions in other countries from the
region. Likewise, it has been an effective vehicle for making the financial sector a pioneer
in the organization of training activities and specialization in work, even before the Chilean
education system set its sights on education based on work-related competencies.

The Auto-Regulation Council of the Insurance Companies of Chile was formed to be the
entity responsible for ensuring the comprehensive application of the Compendium on
Good Corporate Practices that insurance companies have pledged to respect. It is also
the organization appointed to give recommendations on the best way of providing an
adequate service to its customers in an environment of healthy competition.

The National Association of Advertisers of Chile (ANDA) aims to represent the guild and
the defense of the freedom of commercial expression, advertising ethics, and taking
action for there to be metrics and transparent and credible information. Its purpose is also
to build a direct and fluid network of contacts in the marketing area and the dissemination
of methodologies and “good practices.”

Fundación PROhumana is a Chilean, non-profit, non-partisan, independent, and selfsufficient organization, which defines its identity as a “DO TANK” that takes action based
on reflexive and critical viewpoints, and is comprised of people who strive to identify,
promote, and coordinate good practices for Sustainable and Comprehensive Human
Development.
It identifies its linchpin as “Corporate Sustainability,” understood as a parent concept
for promoting a new civic ethics that contributes to stimulating fair and sustainable
development, as well as a participative, dialogue-based, and co-constructive democracy
of the future and of the development of the country.
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COMPANIES
Banco BICE
BICE FACTORING S.A.

COMMERCIAL BANKING

BICE Agente de Valores S.A.
BICE Corredores de Seguros Ltda.

CHAPTER 2
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BUSINESS/ACTIVITIES
Companies: Financing, cash management,
external trade, payments, and collection.
Individuals: credits (lines of credit, consumer
credit, credit cards, and mortgages), insurance,
and payment methods. Treasury. Insurance
brokerage.

BICE Inversiones Administradora General
CHAPTER 3
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BICE INVERSIONES

de Fondos S.A.

Mutual funds and investment funds, asset

BICE Inversiones Corredores de Bolsa S.A.

management, distribution of third-party funds,

BICE Chileconsult Asesorías Financieras S.A.

financial intermediation, and corporate finance.
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BICE Vida Compañía de Seguros S.A.

individual and group life and health insurance.
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BICE Hipotecaria Administradora de Mutuos
Hipotecarios S.A.

Financing through endorsable mortgage loans.

BK SpA

Auto loans and leasing for people and

BICE Crediautos Ltda.

companies.

Securitizadora BICE S.A

Securitization of contracts and future flows.
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PROPERTY AND LEGAL FORM

SUPPLY CHAIN

Business Name: BICECORP
Type of corporation: Publicly Traded Corporation
Registration: In the Securities Registry of the
Financial Market Commission under No. 0479
Legal Domicile: Teatinos 220, 4th Floor, Santiago, Chile
Taxpayer ID Number: 85741000-9
Telephone Number: +56 2 2692 2000
Fax: +56 2 2692 2030
E-mail: inversionistas@bicecorp.com
Website: www.bicecorp.com
Channel for reporting general offenses:
denunciasgenerales@bice.cl
Channel for reporting offenses related to Law No.
20,393: denuncia20393@bice.cl

At both Banco BICE and BICE Vida, we have strategic,
high-impact partners for operations and continuity of
the business. This is why we engage in responsible
relationships to be able to provide continuity to the
supply chain.

Documentos Constitutivos
BICECORP se constituyó por escritura pública con
fecha 2 de noviembre de 1978, otorgada en la notaría de
Santiago de don Enrique Morgan Torres, con el nombre
de Sociedad Chilena de Consultoría Financiera Ltda.
Un extracto de esa escritura se inscribió a fojas 11.774
N° 6.328 en el Registro de Comercio de Santiago del
año 1978, y se publicó en el Diario Oficial de fecha 16
de noviembre de 1978. La actual denominación social
BICECORP fue acordada en junta extraordinaria de
accionistas con fecha 2 de marzo de 1994, reducida a
escritura pública el 7 de marzo de 1994, en la notaría de
Santiago de don Enrique Morgan Torres.

In 2018, positive progress was made in the management
of suppliers, and overtime hours went down thanks to
better organization through a digitization process brought
about by the Holding’s strategic guideline. Furthermore,
flow technologies have been being implemented and
integrated for some time now, as well as the approval of
supplier invoices, among other actions that have made it
possible to speed up and organize internal and external
management and relationships with suppliers.
The aim of all of these actions has been to have
greater control over management and traceability of
transactions, and to reduce times waiting for payment,
all in line with the ‘Propyme’ label in favor of SMEs.

PRIMARY SUPPLIERS
OF BANCO BICE
Superintendencia de Bancos e Instituciones
Financieras
Transbank S.A.
Sistemas Oracle de Chile S.A.
Xinergia laboral Outsourcing Ltda.
Bolsa de Comercio de Santiago
Inversiones El Rauli S.A.
Tesorero Municipal de Santiago
Operadora de Tarjetas de Crédito Nexus
Conservador de Bienes Raíces
Famass Spa
Depósito Central de Valores S.A.
Redbanc S.A.
Ey consulting limitada
Sodexo Chile S.A.
Pedro Guglielmetti Widmaier
Centro de compensación automatizado S.A.
Oracle Financial Services Software Chile Ltda.
Visa International Ltda.
Ingeniería y asesoría en computación y
comunicación Neosecure S.A.
Telefónica Móviles Chile S.A.
Enel Distribución Chile S.A.
Soc. Inf. de Servicios Sermaluc Ltda.
Dimacofi S.A.
Magnolia Spa.
Sonda S.A.
It People Externalizadora de Servicios
Sociedad Constructora Río Ñuble Ltda.
Salesforce.com inc.
Tinet Soluciones Informáticas S.A.
Sociedad Operadora de la Cámara de
Compensación de Pagos
Gtd Teleductos S.A.
Inmobiliaria centros comerciales Spa
Workmate Empresa de Servicios Transitorios
Ltda.
Mega archivos S.A.
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Servipost S.A.
Empresa Nacional de Telecomunicaciones
Empresa de Servicios Transitorios Mvs Spa
Sociedad comercial Ran Security Spa
Kpmg auditores consultores Ltda.
Asesorías Falcom Ltda.
Ingeniería informática Kibernum S.A.
Tata Consultancy Services
Comunidad Edificio Teatinos 280
Adaptive Security Spa
Ases y servicios computacionales Ltda.
CCLV, Contraparte Central S.A.
Microsoft Corporation
Dimension Data Chile S.A.
Amf Seguridad Spa
Santos Inmobiliaria S.A.
Reuters limited - agencia en Chile
Comunidad Edificio Teatinos 220
Tesorería General de la República
Dell Computer de Chile Ltda.
Servicios Helpbank S.A.
Minera Valparaíso S.A.
Gemalto Chile Ltda.
Imagemaker It S.A.
Rentas FI Ltda.
Comder Contraparte central S.A.
Financial Technologies Chile S.A.
Tutorial Spa.
Bloomberg
Sonda Gestión Servicios Profesionales
Microsoft Chile S.A.
Liberty Compañía de Seguros Generales S.A.
Inmobiliaria Alba Ltda.
Dimension S.A.

Inmobiliaria San Benito S.A.
Soc. Molina y Nunez Ltda.
Empresa de transportes Transvip Spa
Indexa S.A.
Telefónica empresas Chile S.A.
Play Latam Spa
Sinacofi S.A.
Compañía de Seguros Generales Continental S.A.
Inversiones de la Patagonia S.A.
Sofos Chile Spa.
Banco Security
Francisco Javier Leiva Carvajal
Csi Chile Spa
Servicios Aeroportuarios S.A.
Central de Restaurantes Aramark Ltda.
Orbis Data Spa
Ingeniería Ases en Computación y
Comunicaciones
St Computacion S.A.
Pentacrom Servicios S.A.
Inversiones y Asesorías Cloud Solutions limitada
Asicom S.A.
Asociación de Bancos e Instituciones Financieras
de Chile A.G
Sociedad de Recaudación y Pagos Ltda.
Mantención Eléctrica Itp Spa
CMPC Tissue S.A.
Importaciones y Exportaciones Tecnodata S.A.
Creasys S.A.
Sociedad Informática Siglo 21 Ltda.
Comunidad Edificio Manantial
Bolsa Electrónica de Chile
Marketing directo Nora García Huidobro y Cía.
Ltda.

PRIMARY SUPPLIERS
OF BICE VIDA
PMS
DCV
Oracle
Sysone
Xerox
Microsoft
UHC Abogados
Sodexo
CBRE
PPI CHILE
REDECOM
Bofill Mir & Alvarez Jana
Fitch Ratings
ICR Clasificadora de Riesgo Ltda.
I-MED

SIGNIFICANT CHANGES
IN THE ORGANIZATION
AND ITS SUPPLY CHAIN
Significant changes were reported for 2018 at Banco
BICE:
Closure of the Vicuña Mackenna branch
Opening of the branch in Viña del Mar
Closure of auxiliary cashiers (2) and the relocation
of its staff
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BICECORP S.A.
Banco BICE
BICE Inversiones Corredores de Bolsa S.A.
BICE Inversiones Adm. General de Fondos S.A.
BICE Corredores de Seguros Ltda.
BICE Agente de Valores S.A.
BICE Factoring S.A.
Compañía de Inversiones BICE Chileconsult S.A.
BICE Servicios Financieros S.A.
BICE Hipotecaria Adm. de Mutuos Hipotecarios
S.A.
Securitizadora BICE S.A.
Profin S.A.
Promociones y Servicios Ltda.
BICE Carteras S.A.
BICE Chileconsult Internacional S.A.
BAM Asset Management Ltda.
BICE Chileconsult Asesorías Financieras S.A.
BICE Crediautos Ltda.
BICE Renta Urbana S.A.
BICE Chileconsult Finanzas y Servicios Ltda.
BICE Vida Compañía de Seguros S.A.
BICE Chileconsult Servicios Financieros Ltda.
Comunidad Edificio Compañía Plaza de Armas
BK Spa
Servicios de Administración Inmobiliaria Spa
Servicios de Asesoría Inmobiliaria y Empresarial
Spa

BICECORP CAREER
DEVELOPMENT MODEL

BOUNDARYLESS CAREER
DEVELOPMENT MODEL

Talent management is an organizational challenge faced
in a more complex manner by the market every day, and
it encompasses the systematic work to attract, develop,
and retain those individuals who stand out for their
performance and future potential inside the company.
At BICE, the foundation of talent management is career
development. This is why it is essential to encourage
organizational decisions with an emphasis on the merit
and commitment of our employees.

Career and Succession Plans
These are documents derived from the analysis
of the organization, which include the professional
career development processes employed to stimulate
activities intended to improve employee competencies,
promote their mobility, and identify their potential for
internal promotion.

Thus, our internal development policy allows us to:
Keep people challenged and committed to their
development.
Fulfill the needs of a generation of professionals
that seeks to be exceptional right from the start of
their careers and to make rapid progress.
Monitor the potential of executives to take on
positions with greater responsibility in the future.

Coaching
Coaching is a guided and structured process of ongoing
improvement that brings the coachee closer to the
optimal performance requirements predetermined by
the company for their current position.
Rotation and Lateral Movements
The use of rotation is based on the idea that employees
are provided with a range of knowledge by moving
between different jobs and business areas, which
will allow them to perform tasks at a higher level and
discover the diversity of jobs existing within their
professional field.
Mentoring
This is the relationship between two individuals in which
one of them is more experienced (and usually older),
and acts as a guide, counselor, model, and teacher to
the other with lesser experience (generally younger).
In contrast to coaching, this is a long-term process and
does not only aim for the student to improve his/her
current performance, but rather, it aims to prepare him/
her for future performance.
Promotion
Willingness of the organization to fill its job openings
with employees coming from lower levels in the
organizational hierarchy. These promotion processes
constitute an incentive for employees that goes beyond
sheer financial retribution.
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Accreditations and regulations
CFA Institute
CAMV Exam
ACIV accreditation exam
Regulatory
Private guard retraining
CAMV exam prep
Educational scholarships
Audit accountant
Accountant for financial companies
Executive Professional Certificate in innovation
Professional Certificate in project management
and administration
Professional Certificate in service experience
Professional Certificate in agribusiness
management
Professional Certificate in professional leadership
Professional Certificate in HR management
Business Administration
Financial Business Administration
Business Administration with a focus on finance
Financial Administration
Finances
Master’s in Marketing Management
Master’s in Social Ethics and Human
Development
MBA
Technical degree in financial business
administration
Technical degree in financial and banking
operations
Master’s in Innovation
Financial technician

Technical
Banking book
Tax training for international markets
Digital banking lecture
Lecture on business ethics

Financial Market Commission
Purchase of books GARP exam part i
Chilean Congress NUT
National Congress on Internal Auditing CONAI
Queries from the sql server 2012-2014
Course on time management
Derivative documentation
2018 Osorno Fruit Summit
Assessment of real-estate projects
Assessment of the impact of training using ROI
methodology
Finovate
Women at the helm forum, the age of the woman
FTP: implications for IRR
Foundations of internal control
Foundations of itil v3
Management of quick projects
Lead cybersecurity manager ISO 27032
Law 20393
Pay statement and calculation of wages
Operational Risk Manager Certificate
Banking products
SEC Cyber Program 2018
Basic Qlick view
Credit risk
Seminar on digital transformation of financial
services
Workshop on effective selection
Deep learning workshop - tensorflow
Techniques for effective presentations

Cross-Disciplinary
Budget management and borrowing
Application of techniques for effective
communication and service quality
Advanced Excel course INACAP
Excel
Performance evaluation feedback
Feedback and calibration
Management of effectiveness of commercial
teams
English
Customer experience program
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Accreditations and regulatory courses
Regulatory Course
Accreditation and refreshing knowledge of DL
3,500
Techniques for the sale of annuities according to
current regulations
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Educational scholarships
Technician in Business Administration
Accounting Technician
Technician in Management Control
Technician in Marketing and Commercial
Management
Audit Accountant
Business Administrator
Financial Technician
Professional Certificate in Project Preparation,
Assessment, and Management
Professional Certificate Tax Assistant
MBA
Technical
How is 2018 shaping up?
5th International Conference for the Insurance
Company Industry
Upgrades to the Tax Assistant due to the Reform
Lecture on the Profile of a white-collar thief
and Ways to Prevent Violations Orchestrated by
Leadership
Leadership Conference on “what does a leader
do”
National Internal Auditing Conference “Internal
Auditing: The Future is Today”
Application of Fundamental Concepts and
Aspects in Voluntary Social Security Saving (APV)
and its Tax Benefits
Application and use of effective employment
legislation
Applying skills to detect frauds.
Hiring of foreign nationals
IFRS 9 Update
Sworn Statements
Definition and Implementation of Risk Appetite
Challenges of Internal Auditing in the Digital Era
Arbitration in Insurance Critiques of the Rules of
the Code of Commerce
The Internal Auditing Process Under a Modern
and Value-Based Approach
Risk Assessment

Corporate Forum on Pension Improvements for
Chile
Guide for Implementing an Ongoing Auditing
Model Successfully
Financial Accounting Tools for Executive
Secretarial Management
Tools for Applying Consultative Selling Techniques
Impact of Technology in the Insurance Industry
Conducting an Internal Audit
Annuity Insurance and the Pension System.
Conflict Management and Customer Disputes.
Handling the Fundamentals of General Insurance
and Life Insurance
Managing Social Security and Tax Tools at
Insurance Companies
Managing Project Planning in Administrative
Management
Our Funds
New IAS (15), (16) and (9) IFRS
Development of sales agents program
PMO: Creation and Implementation
Flexible Product with Mutual Funds and Capital
Plus
Traditional Products
Second interview
Seminar on “Grounds and Repercussions of the
Constitutional Court’s Ruling on Sernac’s Powers”
Sub-contracting
Techniques on Wages, Compensations, and
Severances
Techniques on Customer Retention and Loyalty
Cross-Selling and Up-Selling Techniques
Sales Techniques and Handling Closures
APV Taxation
Workshops on Critical
Cybersecurity Positions
Safe Leader Course
Official Course and PECB Certification
Digital Transformation
Assessment of real-estate projects
Rapid management of projects with scrum
Metrics and indicators of the security of
information
Application of financial techniques in Insurance
Companies
Practical Application of Accounting in Insurance
Applying International Financial Reporting
Standards 9, 15, and 16
Self-assessment Market Behavior
General Accounting in Administrative
Management
Applied Statistics in Commercial Activity
Fundamentals of the Capital Market and

Investment Regulations
Financial Mathematic Management
Mathematical Tools for Commercial Activity
Tools for the Operation of Financial Derivatives
Financial Instruments for Market Valuation
Financial Mathematics Applied to the
International Financial Reporting Standards IAS IFRS

Cross-Disciplinary
Power BI
Excel
Productive time management
English
Development of Effective Communication Skills
I am BICE VIDA Induction
Innovation
Skills for Increasing Empowerment and
Proactivity
Techniques for Work Organization in
Administrative Management
Techniques for Neuro-linguistic Programming
Techniques for Executive Secretarial
Management: Communication Tools
Techniques for effective performance in Executive
Secretarial Management
Convention for Managers, Assistant Managers,
and Supervisors Managing for strengths
Techniques for Skills to Increase Collaboration
and Connection between Work Teams
Corporate Governance
Leadership Tools and Team Development
More and Better Conversations
High-Impact Presentations

For further information on this report and the issues addressed, write
to the following e-mail address: sustentabilidad@bicecorp.com
or on our company website: www.bicecorp.com

Banco BICE Location: Teatinos 220, 4th Floor, Santiago, Chile
BICE Vida Location: Providencia 1806, Santiago, Chile
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