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In this year of daunting challenges, we proved 

once again that being there for our clients is 

our priority. We remained close by, in constant 

communication, offering them the support they 

needed to feel safe and protected. We have 

always been known as an inclusive bank, capable 

of deep solidarity and social responsibility.  

And this year, more that ever, we proved it.
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MESSAGE
from the Chairman of     
the Board of Directors
102-10, 102-14, 102-15

To our stakeholders:

We have been through one of the most complex 
years of all time, due by a situation that can be 
summed up in one word: COVID.

The crushing blow the pandemic dealt to humanity 
stirred concern and uncertainty and triggered a 
global health crisis. For the first time in history, the 
entire world’s economy stopped at the same time. 
Nobody was prepared.

We are facing the greatest challenge of our 
generation. The world is seeing its deepest economic 
contraction since the Great Depression of 1929; in 
Mexico, GDP shrank 8.5% and hundreds of thousands 
of formal jobs were lost. The change was radical   
and immediate.

Solidity and solidarity are our defining 
characteristics

But at Banorte, we always find room for growth in 
a crisis, and this time was no exception. Unfazed by 
the uncertainty, we put our best foot forward. 
I am convinced that our biggest achievement as an 
institution was to remain solid.

The strength of our capital and our skillful handling 
of liquidity were priorities in this period of worldwide 
crisis. Banorte gained prominence as one of the 
country’s best capitalized banks, with a capital 
adequacy index of 20.2%, well above the regulatory 
minimum and the requirements of Basel III.

Mexico’s Strong Bank remains strong, as recognized 
by the prestigious magazine The Banker, which 
named us Bank of the Year in Mexico.

Being strong allowed us to stand firmly behind   
our people.

We were the first to launch a program to support 
clients by deferring their loan payments for four 
months—a total of 630,000 accounts.

Aware that families and businesses needed us more 
than ever, we continued to work with and to trust 
them. At the close of the quarter, our loan portfolio 
had grown by 5%, totaling more than Ps. 802 billion.

Digital acceleration

We quickly understood that to maintain our solidity 
and capacity to respond to the challenges, we need 
to rely exceptionally on technology.

Through digital developments, we helped millions 
of people do their banking securely and efficiently, 
without leaving their homes. The pandemic inspired 
us to make progress this year that we thought would 
take a lot longer.

Faithful to our philosophy of banking in a digital 
world and believing in Mexico, at a time when few 
dared to invest, we launched the Banorte-Rappi 
partnership, which allowed us to reach a public   
that requires products and services with   
non-traditional characteristics.
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Social responsibility

We participated in the First Anniversary of the U.N. 
Principles for Responsible Banking, of which we were 
founding members. In this we express our conviction 
that banking is key for the world’s economic 
recovery, and that it must be sustainable.

We also ratified our commitment to the Principles  
of Women’s Empowerment and the Ten Principles of 
the United Nations Global Compact, of which we are 
signatory members.

We continued to gain strength as sustainability 
leaders. We were awarded the Institución ALAS20 
award, and selected for fourth year in a row as part  
of the Dow Jones MILA Pacific Alliance Index.

What lies ahead for 2021?

I am confident that with worldwide rollout of 
vaccines, as activity gradually resumes and new 
stimulus measures are launched in the US economy, 
by the second half of the year we will have a more 
promising economic reality.

It will be a period of reactivated consumption, new 
businesses, new clients and more opportunities, 
which we will all be competing for. Only those best 
prepared will come out ahead.

The market will clearly be complex, we know that, 
but it’s a terrain we’re well familiar with, because 
we understand better than anyone the families and 
companies of each region of the country.

For 2021, I see a Banorte with good results for 
our shareholders, with a clear improvement in 
profitability, and double-digit growth in profits. 

A bank with a larger loan portfolio, because we trust 
the Mexican people, and will take advantage of the 
digital transformation to place clients at the center 
of our attention.

An institution that cares for and supports its 
employees and is close to the communities where 
we work.

We see a Banorte that believes in Mexico, and a 
Mexico that remains strong. 

Carlos Hank González

Chairman of the Board of Directors
of Grupo Financiero Banorte

I am convinced that our 
biggest achievement 
as an institution was to 
remain solid.”

“
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MESSAGE 
from the Chief Executive Officer
102-10, 102-14, 102-15

Humanity faced a severe and unexpected public 
health crisis in 2020, the effects of which extended 
to many spheres far beyond health, including the 
economy and society. Governments were faced 
with a difficult dilemma and decided on controlling 
the curve of contagion through social distancing 
policies and partial lockdowns of activity, at the 
cost of economic performance. With this, in the 
second quarter of the year, the world saw its worst 
recession since the Great Depression of 1929, due 
to a two-edged shock: on the supply side, due to 
supply chains and global values disrupted, along with 
company closures; and on the demand side, due   
to a sharp drop in the income of both companies  
and families.

This complex situation required an unprecedented 
economic policy response around the world. Central 
banks cut interest rates in unison and carried out 
liquidity injection and credit programs. Governments 
undertook their most ambitious fiscal stimulus 
programs ever, close to 15% of global GDP according 
to the International Monetary Fund.

Hand-in-hand with families, authorities and 
businesses, we at Banorte joined in responding to 
the call, introducing measures that ranged from 
the deferral of payments on credit cards, car loans, 
payroll loans, small-business and personal credits for 
clients affected directly or indirectly by the effects 
of the pandemic, to extending through 2021 the 

comprehensive reconstruction program we began 
to help people recover from the 2017 earthquakes, 
called Banorte Adopta una Comunidad. 
Additionally, and always keeping the health of our 
clients and employees foremost, we introduced 
innovative systems for serving our users, like 
the ability to make appointments with branch 
executives using technological platforms. 

Throughout the second half of the year, the 
world began to see a recovery spurred by the 
introduction of reopening programs and sanitary 
protection measures, the effects of economic 
policy measures and more promising prospects 
for the development of vaccines by various 
pharmaceutical companies. This situation was 
also reflected in the performance of international 
financial markets, which took something of 
a breather after the strong risk aversion and 
disruptions seen in the months between March  
and May.

In this highly complex climate, Mexico experienced 
a contraction of close to 8.5% in its GDP during 
the year, its worst since 1932, with a downturn in 
virtually every industry, although the most heavily 
affected were those associated with investment, 
consumption (particularly durable goods) and 
services (particularly entertainment and leisure, 
which depend more heavily on social interaction). 
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External demand was hardest hit at the outset of 
the pandemic, but recovered toward the end of the 
year, supported by fiscal and monetary stimulus 
programs in the United States and a reactivation of 
that country’s economy.

In Mexico, the economic policy response came 
mainly from Banxico, which cut its benchmark rate 
by 300 basis points during the year, from 7.25% 
to 4.25%, and announced a series of measures 
or facilities to strengthen the financial position 
of companies and families. In general, the severe 
emergency of 2020 had markedly adverse effects 
on the economy, and its aftermath may last for some 
time, prompting structural changes that will require 
further adaptation and flexibility on the part of 
families, companies and governments.

At Grupo Financiero Banorte, we know that one of 
our competitive strengths is our thorough knowledge 
of clients’ needs. Because of this, in March we 
were the first bank in Mexico to start up a support 
program for consumer credit and small business 
loan customers. These support programs originally 
offered four-month grace periods, on average, and 
then further extensions of one or two months in 
particular cases. Approximately 630,000 clients 
signed up for the programs, the basic objective of 
which was to always be there for our clients, and to 
support them during the emergency.

Despite the difficulties of the situation, banking 
operations were unaffected, and more than 90% of 
our branches across the nation remained open to 
address the needs of clients, while maintaining firm 
safety procedures at all times. More than 80% of our 
administrative personnel continued their work from 
home, which revealed the remarkable strength and 
solidity of our security processes and systems, which 
for years have been a priority for this institution. 
Meanwhile, we also remained in close communication 
with our investors, with an uninterrupted program of 
virtual meetings.

One of the most important of the trends seen last 
year, which has been a plus for our strategy, has 
been the growing adoption of digital channels in line 
with changing habits and client preferences, who 
have chosen to migrate much of their purchasing 
to online shopping, instead of going to traditional 
bricks-and-mortar stores. As result, today less than 
4% of total transactions are carried out at   
our branches.

In the last 18 months, we have introduced ambitious 
efforts to strengthen our mobile channel, adding 
digital products and services and making the app 
easier to navigate, improving the client experience. 
Today our digital offering includes the opening 
of digital checking accounts, credit cards, payroll 
loans and mutual funds, all without having to visit 

We have worked hard to 
strengthen our digital tools and 
thus to be closer to our clients.  
We will continue to move forward, 
to always honor our slogan: 
Mexico’s Strong Bank.”

“
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a branch. We will continue to strengthen these 
services, listening closely to our clients through a 
steady stream of Net Promoter Score (NPS) surveys 
in all channels, and taking immediate action based on 
this feedback. To do this we will rely on our “Banorte 
Cells” system, an innovative system for working 
with multidisciplinary teams, which substantially 
accelerates execution. 

Five years after establishing our 20/20 strategic 
plan, we are pleased to present the results one year 
early, thanks to the effort and commitment of all of 
us who make up the Banorte family.

Achievements

2014 Commitment 
2020 

2019 2020

Net income* 15,228 30,456 36,528 30,508

EPS 5.49 10.98 12.66 10.58

ROA 1.5% 2.2% 2.3% 1.8%

ROE 13.2% 20.0% 20.1% 14.8%

NIM 4.7% ~ 6% 5.6% 5.3%

Efficiency index 48.5% 37% - 39% 39.1% 41.4%

Cross sale index 1.79 2.2 2.02 2.04

*Millions of pesos

Of course, the heavy impact of the global pandemic 
was bound to affect the results of the year. Although 
we did not meet all the goals established for the 
close of 2020, all of our indicators were better than 
we projected in 2019, thanks to the firm commitment 
of all of our stakeholders.

Looking ahead to the future, our strategic priorities 
will continue to be digitally transforming the bank, 
innovating, strengthening and adding functions to 
our web and mobile channels, and bolstering our 
offering of products and services through our new 
strategic partnership with Rappi. All of this in order 
to meet the needs of every one of our clients. 
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With regard to the loan portfolio, we intend to 
grow prudently, taking advantage of our analytical 
capacities to learn more about each client and  
offer them products efficiently.

We will continue to focus on maintaining cost 
discipline and improving our efficiency and 
profitability metrics. And last but by no means least, 
we will continue to strengthen our capital base, 
aligned with the vision of being the Strong Bank   
for Mexicans, and the best financial service company 
in Mexico.

With an eye to making sustainability an integral part 
of our operations, we have participated in a series of 
key national and international initiatives since 2009, 
which have kept us at the forefront in areas that are 
priorities for our industry, and have made us agents 
of change in environmental, social and corporate 
governance matters. In this regard, we will always 
support initiatives whose ultimate goal is  
sustainable development.

Firmly committed to the Sustainable Development 
Goals (SDG) and the Paris Agreement, in 2018, 
after two years of work drafting the Principles for 
Responsible Banking, we signed our adherence as 
founding members. Throughout this report, you   
will find an account of the actions we have taken  
to strengthen our commitment to a more  
sustainable economy.

Our strategic priorities will continue 
to be digitally transforming the 
bank, innovating, strengthening and 
adding functions to our web and 
mobile channels.”

“

I would like to express my deepest gratitude to our 
clients and investors for the confidence placed in us 
during this atypical, challenging year; to our Board 
of Directors, local and regional board members, and 
to each and every employee, who once again proved 
their dedication and commitment to coming out 
ahead despite difficult circumstances.

Thanks for being part of   
the Great Banorte Family!

Marcos Ramírez Miguel
Chief Executive Officer of Grupo Financiero Banorte
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Banorte is the most 
valuable Mexican brand in 
the Banking 500 ranking 
for 2020, published by the 
prestigious magazine The 
Banker, ranking number 
137th in the world.

Fe
br

ua
ry

Afore XXI Banorte and 
Operadora de Fondos are rated 
A+ in the report on Principles 
for Responsible Investment, 
compared to an average 
industry rating of A. 

Banorte was ranked   
9th among the best places  
to work in terms of diversity 
and inclusion, according  
to the Great Place to  
Work institute. 

A
ug
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t

M
ay

For the tenth year in a row, 
Grupo Financiero Banorte 
obtained SRE distinction 
from the Mexican Center 
for Philanthropy (CEMEFI), 
in recognition of our 
commitment to socially 
responsible management. 

M
ar

ch

Best Workplaces 
awarded Banorte the 
“Computrabajo” price 
as the best company to 
work at in Mexico.

Ju
ne

Institutional Investor cited 
Banorte’s solidity and 
leadership as a financial 
Group and ranked its 
executive team the best 
in the Mexican finance 
and banking industry, and 
second in Latin America.

Ju
ly Banorte was rated Mexico’s best 

bank in the Lafferty 1,000 Global 
Banking Database, standing out 
among a thousand of our peers due 
to our client-centric approach. 
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 Sustainability highlights

O
ct
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er

Afore XXI Banorte 
was recognized by 
the Mexican National 
Retirement Savings 
System (CONSAR) 
as the number one 
administrator in terms of 
operating capacity.

se
pt

ie
m

br
e

Se
pt

em
be

r Grupo Financiero Banorte 
comes in third in the ranking 
of Best Places to Work in the 
Banking, Insurance and  
Finance industry. 

N
ov

em
be

r Banorte and Rappi began 
offering RappiCard, an 
innovative value proposal that 
combines the best in financial 
services and e-commerce.

The Latin American Security 
Association (ALAS) 
awarded recognitions to 
Grupo Financiero Banorte 
in various categories: 
responsible investment, 
corporate governance and  
sustainability.

Grupo Banorte obtained a 
rating upgrade from the MSCI 
index, from “A” to “AA.” 

D
ec

em
be

r The Banker named Banorte Bank 
of the year 2020.

Reforestamos México, Conafor, 
BIOFIN/PNUD and Universidad 
Anáhuac recognized Banorte 
for its best business practices in 
favor of the nation’s forests. 
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2020 Achievements 

 
 

Bank

• Joint venture with the Swiss private bank 
Lombard Odier, to offer our private banking 
clients a global investment fund that is 
unique in this country.

• Banorte was the first bank to sign the 
Framework Agreement on Bilateral 
Cooperation with Sinosure, the Chinese 
Government’s export credit agency.

• As a result of collaboration between the 
Foreign Trade, Agribusiness and Business 
Banking teams, the average balance of  
foreign trade credit to import-export  
clients in this industry grew by 250%  
during the year.

• Operadora Banorte was the first institution 
in Mexico to certify execution of the 
investment strategy in funds under   
ISO 9001 standard.

• Offers Payroll Loans through web and 
mobile channels, benefiting 13,000 clients 
who were able to access credit easily 
without having to go to a branch.

• Through an alliance with Rappi, a CLABE 
account was facilitated for clients of this 
platform by which they can receive funds 
from other institutions and transfer   
funds and make cardless withdrawals.

• CoDi Comercios was released with more 
functions for receiving payments and 
enhanced administration.

• We rolled out a Mobile Deposit service that 
allows clients to deposit checks quickly  
and simply from their mobile devices,  
from anywhere. 

Insurance

• Seguros Banorte ranked 8th in terms of 
premiums written in the industry, with a 
market share of 5.3 percent. 

• Banorte placed a parametric insurance policy 
in the casualty branch to cover the beaches 
and reefs of the state of Quintana Roo. 

• The insurance company is working on 
moving the digital channel to a new app, 
re-designing the website, virtual store, and 
social media presence.

• Measurement of the Net Promoter Score 
(NPS) index was extended to various 
points of service, including purchases of 
insurance in real time at Banorte branches 
and Telemarketing, and responses to car and 
casualty insurance claims.

           
Pensions

• A leader in the market, with more than  
49% of the accounts auctioned by the  
social security institutes.

• Pensiones Banorte created a chatbot  
to serve clients in its digital channels   
(Web, WhatsApp, App). 

• More than 60% of loans to pension holders 
were placed through digital channels. 
Pensiones Banorte Digital (PBD) is the first 
product on the Mexican market that can be 
acquired by phone, using voice signature as 
proof of acceptance.

• We use the INE fingerprint authentication 
service as an alternative method for 
completing paperwork and proof of life.
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Retirement Fund Manager

• Best Pension Fund in Mexico for the fifth 
year in a row, according to World Finance.

• First time earning the Social Responsible 
Enterprise (SRE) distinction.

• First retirement fund manager to sign the 
United Nations Principles for Responsible 
Investment. First and only retirement fund 
manager so far to invest technological 
and human resources in developing the 
methodology and analysis of responsible 
investment; which is not required by law 
until 2022.

• First and only retirement fund manager to 
adopt the code of Conduct of the Chartered 
Financial Analyst (CFA) Institute. We meet 
international standards of ethics, honesty, 
commitment and professionalism in the 
investment process.

• Bronze category in the Morningstar 
classifications for the second year in a 
row, placing it among the elite global  
fund managers, citing the firm’s efforts  
to reinforce and keep investment  
processes stable.

• Creation of model portfolios for managing 
additional retirement funds, in order to make 
investment more efficient, track risk and 
improve commercial attraction.

• The company’s digital transformation  
picked up speed with new technologies  
that increase business capacities,   
improve process efficiency, reduce costs 
and ensure data security according to  
the highest standards.

• First retirement fund manager to digitalize 
withdrawal procedures for unemployment, 
full withdrawal and marriage, which 
distinguishes it from the competition and 
was well received by clients.

• Launch of a new WhatsApp channel 
associated with the Afore’s institutional 
phone number as well as a mirror chatbot  
on the website to give advice, receive 
account statement requests and help clients 
with digital processes.

• Release of a “lite” app and redesign of the 
website based on client voice analysis and 
behavioral analysis.

Distribution of sustainability topics 
throughout this report

For the first time, this edition of our integrated 
annual report includes sustainability topics as part 
of the various chapters of our value model. In other 
words, what we formerly presented in a separate 
sustainability chapter is now integrated throughout 
the document as part of our current business 
vision regarding environmental, social, corporate 
governance and sustainable finance issues.

Quarterly

Aware of the importance of non-financial 
performance indicators to our investors and other 
stakeholders, we have included our performance in 
environmental, social and governance (ESG) matters 
in quarterly reports starting in the third quarter of 
2020. With this, we keep the abreast of the highlights 
of each reporting period and of the performance of 
our portfolios in sustainability matters.

The quarterly reports for 2020 can be viewed at:  
 https://investors.banorte.com/en/financial-

information/quarterly-reports
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GFNorte structure
102-1, 102-4, 102-5, 102-7, 102-45, 203-2, FS13, FS14

Throughout its history, Grupo Financiero Banorte has 
been characterized by growth through the acquisition 
of various businesses aligned with the strategy of 
growth, solidity and diversification. This is the reason 
for the solid position in holds in its various subsidiaries 
at present, which are shown below.

GFNorte’s equity in subsidiaries

Banco Mercantil del Norte, S. A. 98.26%

Arrendadora y Factor Banorte, S.A. de C.V., 
SOFOM 99.91%

Almacenadora Banorte, S.A. de C.V. 99.99%

Casa de Bolsa Banorte, S.A. de C.V. 99.99%

Operadora de Fondos Banorte, S.A. de C.V. 99.99%

Ixe Servicios, S.A. de C.V. 99.99%

Banorte Ahorro y Previsión, S.A. de C.V. 99.99%

*In July 2020 the merger of Sólida (the merging company, which 
continued to exist afterwards) and Arrendadora (the merged 
company, which ceased to exist) took effect. Additionally, Sólida 
changed its name to Arrendadora y Factor Banorte, S.A. de C.V., 
SOFOM, E.R.

GFNorte provides service to its clients through a 
network of channels that includes more than one 
thousand branches, more than 9,000 automatic teller 
machines, close to 17,000 correspondents and around 
160,000 point-of-sale terminals. The evolution of these 
service channels over the past three years, as well as the 
transaction volume in each of them, is shown below.

2018 2019 2020

Branches 1,150 1,182 1,193

Transactions 
(millions) 176 162 123

ATMs 8,423 8,919 9,387

Transactions 
(millions) 675 715 645

Correspondents 28,227 14,181 16,984

Transactions 
(millions) 49 32 22

Internet – number  
of active clients* 1,562,497 2,774,205 3,669,281

Transactions 
(millions) 1,385 1,175 799

Mobile Banking – 
number of active 
clients*

1,508,744 2,082,674 2,946,732

Transactions 
(millions) 296 672 1,085

Point of Sale 
Terminals (POS) 158,735 166,505 159,780 

Transactions 
(millions) 417 586 717 

Billing (millions  
of pesos) $311,178 $373,587 $402,822 

Call center (millions 
of calls received)* 86 84 84

*The data published last year is different from the current year 
due to an update.

Our geographic coverage through our branches and correspondents is as follows:

Number of 
offices

Number of 
Mexican 

municipalities  
covered

Percentage 
of Mexican 

municipalities 
covered

Banorte branch network 1,193 332 13.5%

Correspondent network 16,984 1,632 66.4%

Correspondents located in municipalities where 
Banorte has no branches 4,480 1,305 53.1%

Correspondents located in municipalities where 
there are no branches, Banorte or otherwise 152 100 4.0%

Total municipalities in Mexico: 2,457. Source:   www.inegi.gob.mx
Municipal coverage of Mexico’s banking infrastructure: Source:   www.cnbv.gob.mx/Paginas/PortafolioDeInformacion.aspx
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With the bank’s infrastructure, which covers the 
entire Mexican republic, we not only serve our 
clients but we can bring more financial instrument 
choices to more people. By supporting them with 
registration and payouts from Ministry of Wellness 
programs, 1.2 million people have benefited, 90% 
of them in the subprime segment (new clients).

Macroeconomic climate 

Challenges and opportunities ahead in 2021

We continue to face daunting prospects for 2021, 
although there is more room for hope. Projections 
by multinational organizations like the International 
Monetary Fund and the World Bank look forward to 
a significant recovery of the world’s economy (+4.5% 
on average for 2021, vs. -4% in 2020), based on the 
efforts of central banks and governments to maintain 
expansive monetary policies, vaccination programs 
throughout the world and a gradual resumption 
of economic activity. The risks of these estimates 
lie in the possibility of new outbreaks or modified 
strains of the coronavirus that cannot be promptly 
countered by the application of vaccines, given 
the problems of mass production and distribution 
necessary to achieve herd immunity. There is the 
additional possibility of further financial fragility 
in some countries due to high debt levels, which 
have growth as an increasing amount of stimulus is 
necessary to deal with the crisis.

The outlook for Mexico is similar to the rest of the 
world. We expect the Mexican economy to grow by 
4.1% this year, driven mainly by external demand. 
This assumes a likely boost from the implementation 
of USMCA, the new free trade agreement between 
Mexico, the United States and Canada, parallel to the 
new strategy of global regionalization to mitigate the 
risk of an overconcentration of sourcing from China. 
Additionally, the continuation of ambitious fiscal 
stimulus in the United States may mean significant 
opportunities for Mexican exporters. Expectations on 
domestic demand are more cautious, with substantial 
challenges remaining in the first half of the year, 
but a brighter outlook for the second half. The most 
significant of these challenges lie in investment, 
discretional consumption and non-essential services. 
The scope and degree of the vaccine’s efficiency 
will be a key catalyst for creating conditions more 
favorable for domestic demand. 

Within this general outlook, we stand firmly by 
our commitment to being a strategic partner to 
Mexican families and businesses. Banco de México is 
likely to resume its policy cycle of easing monetary 

conditions, with a benchmark rate that could end the 
year at 3.50%. This in a context of economic growth 
that still lags behind what it had achieved before 
the pandemic, and inflation that may end the year at 
3.7%, within the range of tolerance above and below 
Banxico’s 3% target. In terms of fiscal policy, 2021 
may be similar to what we saw in 2020. Based on 
this macroeconomic framework, Mexico is expected 
to maintain its investment grade status with the 
world’s leading rating agencies.

This year, too, we must take into account some 
important geopolitical factors. The electoral agenda 
this year is intense around the world, and in Mexico 
mid-term elections are programmed for June 6th, 
with a little more than 21,000 elected offices at 
stake. Among them are 500 seats in the federal 
Chamber of Deputies, 15 governorships and 30 local 
congresses. This will be Mexico’s most important 
midterm election in history.

In addition to being a crucial year in terms of 
economic recovery, 2021 will be decisive in the 
transition toward a new post-pandemic reality. We 
can expect a sweeping restructuring on various 
fronts: operating, logistical, financial and more. This 
will almost certainly pose a new paradigm that we 
will all have to assimilate. But we at Banorte have an 
unwavering commitment to responding promptly 
and effectively to such challenges, supported largely 
by new digital and technological solutions and tools, 
and with the constant aim of providing the greatest 
benefit to our clients.
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We updated our 
materiality matrix

+2K hours of 
online training in 
ESG aspects

1 51 5

First exercise in 
analyzing impact 

through the 
UNEP-FI 
Portfolio 

Impact Tool

The involvement of our 
stakeholders is crucial to 
achieving our long-term goals.
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Employees

Investors

Clients

Media

SCO

Community

Government entities

Suppliers

Financial Capital

Technology Capital and Infrastructure

Intellectual Capital

Human Capital

Social Capital

Natural Capital

We measure the contributions of each 
our capitals to generating value for our 
business, while making sure we manage 
them responsibly.

OUR 
CAPITALS

Products

Services

Channels

STAKEHOLDERS

Corporate 
governance

Main value-added 
indicators for our 

stakeholders

Sustainability 
Model

BUSINESS 
MODELR

is
ks

Value creation and proposition
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41.4%         
efficiency 

ratio

1,193 
branches

159,780 
Point of sale 

terminals

29,920 
employees

Sustainable 
investments
+Ps. 91 bn

tCO2 emissions intensity 
per employee 2.28

14.8%
RoE

Ps. 129 mn
investment in 
training and 
development

17.04 GJ 
energy 

consumption 
per employee

Ps. 118 mn
donations by 

Fundación 
Banorte

Ps. 11.43 bn
employee 

compensation

9,387 
ATMs

Followers on 
social media: 

200,000

$53.68 bn
SME support

Brand value
US$ 1.76 bn

Sustainable project 
financing:
+Ps. 11 bn
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Sustainability Model

Our current sustainability strategy’s model is sustained by three pillars: 
Environment, Social and Corporate Governance. These converge into a 
central pillar called Sustainable Finance.

Environment

Initiatives aimed at mitigating 
the environmental impact 
of our operations through 
resource use efficiency and 
a culture of environmental 
care inside and outside of 
the institution.

Social

Social programs created 
to improve quality of life 
for our employees and for 
the communities where we  
have a presence.

Governance 

Principles and standards 
to ensure the proper 
functioning of the 
institution’s governance 
body, complemented by 
solid risk management and 
efficient decision-making.

Sustainable Finance 

(ESG) factors integrated 
in evaluating risk in our 
portfolios and in the 
products and services we 
offer, in order to create 
sustainable development.

SOCIAL 

• Human Rights

• Diversity and Inclusion

• Education and 
Financial Inclusion

• Human Capital

• Corporate Citizenship

Sustainable 
Finance

Socio-environmental 
Risk Management in 
Lending Portfolios

Responsible Investment

Sustainable Insurance

Sustainable Financial 
Products

ENVIRONMENT
• Climate Change

• Operational            
Efficiency

• Environmental  
Awareness 

GOVERNANCE

• Corporate Governance

• Stakeholders

• Ethics and 
Accountability

• Risk Management

• Information Security 
Technology and 
Innovation
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Materiality
102-44, 102-46, 102-47

To stay informed of our stakeholders’ perspective 
and of global trends in our industry, in late 2020 we 
updated our materiality matrix. This exercise also 
enabled us to align our sustainability model with the 
issues most relevant to our company.

Methodology:

1. Analysis of motivators: identify relevant issues and 
ESG trends in the industry.

2. Analysis of internal context: evaluation of 
stakeholder influence and Banorte’s ESG strategy  
in relevant ESG issues and trends.

3. Benchmark among industry peers: analysis 
of materiality and performance by selected 
competitors on the same list of issues. 

4. Materiality assessment: assignment of a 
specific weight to stakeholders evaluated and 
to organizational interests, along with an ESG 
performance analysis of Banorte against  
selected peers.

Materiality matrix

For more details on this exercise and its results, click 
on this link:  https://investors.banorte.com/en/
sustainability/commitment-and-strategy/materiality

1. Climate change

2. Operational efficiency

3. Environmental culture

4. Human rights

5. Education and inclusion

6. Diversity and inclusion

7. Human capital

8. Corporate citizenship

9. Governance

10. Stakeholder engagement

11. Ethics and accountability

12. Risk management

13. Technology and innovation

14. Data security

15. Socio-environmental risks   
in lending

16. Responsible investment

17. Sustainable insurance

18. Sustainable financial products

Importance for the organization
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  E (Environmental)

 S (Social)

 G (Governance)

 SF (Sustainable Finance)
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Nonprofits

E-mail l l

Contact numbers l l 

Webpage l l l

Social media l l l

 SUSTAINABILITY AND   
 RESPONSIBLE INVESTMENT  
 AND FUNDACIÓN BANORTE

Suppliers

E-mail l l

Contact numbers l l

Public tenders l l 

Online meetings and visits l l l

Face-to-face meetings and visits l l l

 ACQUISITIONS AND   
 EXPENSE CONTROL

Media

E-mail l l l

Call center l

Public tenders l l

Online meetings and visits l l

On-site meetings and visits l l

 COMMUNICATIONS AND   
 INVESTOR RELATIONS

Government Agencies
Committees l 

Participation in forums l l 

Online meetings l

Face-to-face meetings l

Webpage l l l

E-mail l l

Contact numbers l l

 SUSTAINABILITY AND RESPONSIBLE   
 INVESTMENT AND    
 FUNDACIÓN BANORTE

Community
E-mail l

Call center l l l

Website l l l

Social media l l l

Community visits l l

On-site meetings and visits l l 

Corporate volunteering l l

 SUSTAINABILITY AND RESPONSIBLE   
 INVESTMENT AND    
 FUNDACIÓN BANORTE

Industry authorities and   
trade associations
E-mail l l

Contact numbers l l l

Website l l l

Social media l l l

Online meetings and visits l

Face-to-face meetings and visits l

 COMMUNICATIONS    
 AND PUBLIC AFFAIRS

Investors
Annual results l 

Annual Report l l  

Quarterly reports l l l 

Shareholders’ meeting l  

Newsletters l l  

E-mail l l

Website l 

Investor website l l l

“Norte Económico” Podcast

ESG newsletter l l l

 INVESTOR RELATIONS,

 CORPORATE GOVERNANCE

Employees
Collaborative Intranet l

Institutional website l l l

E-mail l l 

Banorte support line l l

“Noticias Banorte” l l l

Weekly COVID-19 Update l l l

AsisMed app l l

Collaborative tools: Skype/Microsoft 
Teams l l l

BanorTV/Aldea Solutions l l l

Ethic Points hotline l l l 

Human capital development l l l

“Red Sindical” magazine l l

Organizational climate survey l l

      HUMAN RESOURCES

Clients
Branch network l l l

Banorte Móvil l l l 

Banortel l l

UNE l l l

Website l l

Social media l l

Satisfaction surveys l 

Media advertising l l l 

“Norte Económico” podcast l l

 COMMERCIAL AREA,   
 MARKETING, SPECIALIZED INQUIRY  
 AND CLAIMS UNIT

Frequency of stakeholder interaction:

l ANNUAL

l l REGULAR:  weekly, monthly, 
quarterly or bii-yearly. 

l l l CONSTANT: permanent 
availability communication.

Stakeholder dialogue
102-13, 102-21, 102-40, 102-42, 102-43

We at GFNorte recognize our stakeholders as fundamental in our 
relationship with and commitment to the world inside and outside of our 
organization, and we know that their involvement is crucial for achieving 
our long-term goals. With this in mind, we have identified our primary 
stakeholders and defined various dialogue channels that guarantee that we 
are continuously communicating with them and addressing their concerns.
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Sustainability initiatives and indexes
102-12

Since 2009 we have participated in significant 
sustainability initiatives and indexes, nationally and 
internationally. These enable us to remain at the 
forefront of our industry in priority issues and to   
be agents of change in ESG matters. 

Various international rating agencies have consistently 
rated our performance in ESG matters, which have 
been increasingly important to investors around the 
globe. We know that delivering outstanding results 

Initiatives

Initiatives

Indexes

Indexes

2014

2015

2009

2020

2012

2017

2013

2016

2011

2019

DISCLOSURE INSIGHT ACTION

4

We will always support initiatives that support 
sustainable development.

Contributions:

• Associations: Ps. 27,880,500

• Initiatives: Ps. 1,211,780

in this regard enables us to be join and remain in 
sustainability indexes, which in turn allows us to 
attract and retain international investors.
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https://www.globalreporting.org/Pages/Community-Members.aspx
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https://www.cdp.net/en/responses?utf8=%E2%9C%93&queries%5Bname%5D=grupo+financiero+banorte
https://naturalcapital.finance/
https://equator-principles.com/members-reporting/
https://www.unepfi.org/member/banco-mercantil-del-norte-s-a-institucion-de-banca-multiple-grupo-financiero-banorte/
https://www.abm.org.mx/bancos-integrantes/
https://www.un.org/sustainabledevelopment/es/objetivos-de-desarrollo-sostenible/
http://www.cespedes.org.mx/alianza-mexicana-de-biodiversidad-y-negocios/
https://www.unpri.org/signatory-directory/grupo-financiero-banorte-s-a-b-de-c-v/2278.article
https://www.unepfi.org/banking/bankingprinciples/signatories/


ESG Rating agency 2018 2019 2020 Membership in index

Bloomberg (1) 47.8 / 100 47.8 / 100 44.3 / 100 Bloomberg Gender Equality Index (GEI)

CDP (2) C B A-

FTSE Russell 3.6 / 5 3.9 / 5 3.7 / 5
FTSE4Good Emerging Markets Latam

FTSE4Good BIVA

MSCI (3) A A AA

MSCI ACWI ESG Universal
MSCI ACWI Climate Change

MSCI EM ESG Universal 
MSCI EM ESG Focus

MSCI Mexico ESG Universal

SAM CSA 65 / 100 61 / 100 62 / 100
Dow Jones Sustainability Index MILA

S&P/BMV Total Mexico ESG Index

Vigeo Eiris NA 45 / 100 44 / 100 Best EM Performers Ranking

Banco Interamericano de Desarrollo (BID) ND* ND* ND* Index Americas

1.  Bloomberg rates only companies’ ESG transparency
2. CDP rates only companies’ climate change management
3. Of the 52 ESG index that GFNorte has joined by the close of 2020 only the five flagship regional indexes with the most coverage are shown
*The IBD does not conduct its own assessment; it uses ratings from Vigeo Eiris. 

Principles for Responsible Banking
102-12, 102-13, 102-15, FN-IN-410b.2

Firmly committed to the Sustainable Development 
Goals (SDG) and the Paris Agreement, we joined 
the Principles for Responsible Banking as founding 
members. After two years of work on implementing 
this vital set of guidelines, we are presenting a 
summary of the actions taken by Banorte, which are 
also discussed in detail throughout this document.

Principle 1. Alignment.

• We aligned our operations with the SDG.

• We updated our materiality study.

Principle 2. Impact & target setting

• We conducted an initial impact measurement.

• We broadened the scope of the Social and 
Environmental Risk Management System (SEMS) 
in Infrastructure Banking.

• We joined the Target Gender Equality initiative.

• We aligned our operations with the targets  
of the Paris Agreement (Science Based  
Target initiative).

Principle 3. Clients & customers 

• We provided consultancy to clients in Corporate, 
Commercial and Infrastructure Banking.

• We cooperated with the technical real-estate area.

• We launched an industry-wide program of 
financial inclusion and education.

• We introduced a program of COVID-19 support  
for clients.

Principle 4. Stakeholders 

• We participated and cooperated with Mexican 
regulatory authorities.

• We collaborated with the World Wildlife Fund in 
integrating nature-related risks through SEMS.

• We led an informal Task Force on Nature-Related 
Financial Disclosures (TNFD) together with the 
French bank BNP Paribas and the Green Finance 
Institute of the UK.

• We are a member of the Mexico City Alliance for 
Climate change.

• We identified the positive impacts that can be 
catalyzed to achieve the SDG, together with SAP.

• We launched the Sustainability Academy for our 
value chain.
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• We have an environmental education program in 
partnership with Helvex.

• We promoted support programs for various 
stakeholder groups during COVID-19.

Principle 5. Governance

• We strengthened the operation of our 
Sustainability Committee.

• We provided ESG training to our employees.

• We hold a Sustainability Week every year   
at Banorte.

• We have sustainability ambassadors    
and champions.

Principle 6. Transparency

• We developed our first progress report.

• We incorporated ESG factors into our  
quarterly reporting.

• We adopted the standards of the Sustainability 
Accounting Standards Board (SASB).

The full report in the official PRB format can be viewed 
at:  Banorte’s PRB Reporting and Self Assessment

Impact assessment

In 2020 we conducted our first impact assessment by 
applying the Portfolio Impact Analysis Tool developed 
by the United Nations Program for the Environment 
Financial Initiative (UNEPFI), by which signatories 
of the Principles for Responsible Banking can 
comply with the requirements of principle 2 (impact 
analysis). The methodology provides a resource map 
for tracking indicators relevant to various areas of 
impact and a point scale indicating their level of need 
by country, depending on the nature, content and 
geographic scope of their portfolios.

The purpose of this analysis is to evaluate how 
banks are performing at present and set targets 
that increase their positive impacts and reduce their 
material negative impacts. Our pilot test of this tool 
consisted of identifying and matching Banorte’s 
financing sectors with the International Standard 
Industrial Classification (ISIC). We then studied the 
breakdown of our portfolio as of the third quarter 
of the year and selected, in a first scope of analysis, 
Corporate and Commercial banking, which make up 
42% of our total portfolio.

The actions taken and their results were as follows:

• Identification of the most representative sectors 
for each type of banking:

 – Retail, real-estate, construction, manufacturing 
and tourism, among others.

• Identification of significant negative and  
positive impacts:

 – For Commercial Banking, the negative impacts 
are concentrated in emissions, waste, water 
availability and quality; and the positive impacts 
are reflected in jobs, inclusive economy, 
tourism development, solid institutions, and 
conservation of biodiversity.

 – For Corporate Banking, the most relevant 
negative impacts are waste, emissions, 
water availability and quality and depletion 
of resources; the positive impacts are jobs, 
improved health and sanitation systems, 
mobility and the development and generation of 
renewable energies.

• Identification of priorities at the country level:

 – In Mexico’s case, the main issues had to due  
with waste, water, solid institutions, peace   
and stability.

Based on this first assessment, we intend to establish 
goals aligned with the observations and broaden the 
scope of the pilot phase to Retail and Government 
Banking. We will also be making adjustments in our 
portfolio to strengthen sectors with positive impacts 
and better manage economic activities with negative 
impacts, to further the commitments of the business 
areas and our clients toward innovation that can 
further the transition toward a more sustainable 
economy in this country.

In 2020 we conducted the first 
exercise in analyzing impact 
through the UNEP-FI Portfolio 
Impact Tool.”

“
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Sustainable Development Goals
102-12, 102-13, FS-8

As signatories of the Principles for Responsible 
Banking, we are committed to the Sustainable 
Development Goals laid out by the United Nations 
Global Compact. For Grupo Financiero Banorte, these 
goals have served as a frame of reference for us to 
set business goals linked to social and environmental 
goals in Mexico toward the year 2030.

Accordingly, in 2021 we will participate in two 
initiatives in collaboration with the Global Compact 
which will allow us to create new business models to 
drive innovation and offer tangible solutions to meet 
our goals towards 2030.

Starting in 2018, when we identified our contribution 
to each of the 17 Goals, every year we measure our 
performance in terms of ESG indicators to identify the 
progress GFNorte has made in sustainability.

As signatories of the Principles 
for Responsible Banking, we are 
committed to achieving the   
SDG of the United Nations  
Global Compact.”

“
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SDG Contribution Model 2020
Degree of
contribution HIGH                                                                                                                                                                                                    LOW

Material issues

Competitiveness 
and Business 
Development

Social and economic 
inclusion

Sustainable          
Business

Energy          
Consumption 

Proper Waste 
Management

Reforestation 

214 hours of           
volunteer time

125 volunteers

10,914 beneficiaries

68 financial education 
workshops 

We are part of the 
most important global 
sustainability indexes

2.28 tCO2e/employee

17.04 GJ/employee

16.71 GJ/employee-
energy-net income

2.24 tCO2e/Ps.mn            
net income

47.8 % of waste recycled

1,231.7 metric tons sent  
for recycling

105 metric tons of      
paper saved through 
digital initiatives

7,500 trees with         
forestry maintenance

7.5 hectares with    
forestry maintenance 

Product 
and service 
innovation

Payroll                              
and SMEs

Physical and Digital 
Infrastructure

Infrastructure Financial products           
by gender

Major Medical, Personal 
and Life Insurance

7,180,161 payroll accounts

40,063 payroll companies

17,598 SME clients

609,923 jobs generated

16,984 correspondents

1,193 branches

9,387 ATMs

2,946,732 Mobile       
Banking users

3,669,281 Online      
Banking users

51,124 Peper users

Investment of                    
Ps. 49.36 billion in 
social development 
projects: safety, mobility, 
urban complexes and              
public lighting 

47% credit cards              
for women 

239,685 Mujer Banorte 
accounts

47% debit cards                
for women

57.7% remittance clients

663,600 MME policies

5,268,068 people 
with personal accident 
insurance

4,761,196 people with       
life insurance

Education and 
development

Salaries                          
and benefits

Employee Training           
by Gender

Education                      
and Training

Education                      
and Training

Agricultural Finance        
and Banking

1.2% gender gap 
adminstrative workers, 
12.8% gap middle 
management, 12.4% senior 
management

390,510 hours of        
training for men

399,715 hours of         
training for women

50 hours average training 
per employee

4 “Professionalize your 
talents” workshops 

4 “Building and Growing” 
workshops

1,528 “A Thousand Dreams 
to Fulfill” scholarships

134 homes built Ps. 4.89 billion in loans 
to small producers, 
businesses or communities

30,350 small producers 
benefited

366,747 hectares of 
cropland

6th in placement of loans

Socio-
environmental 
assessment of 
transactions

Environmental and Social 
Risk Management

Home and Casualty 
Insurance

Renewable               
Energy

Emerging Risk     
Mitigation

3,383 loans analyzed 
(54.1% of corporate 
portfolio and 61.1% of 
commercial portfolio)

17 projects evaluated 
under Equator Principles

8 under Performance 
Standards

1 under SEMS Assessment

199,972 homes insured   
for casualty

5,157 offices insured        
for casualty

354 hotels insured          
for property loss

437,123 risks ensured      
for natural disaster

Ps. 8.89 billion in 
renewable energy project 
loans (Infrastructure and 
Energy Banking)

10 renewable energy 
projects financed in 
Infrastructure and    
Energy Banking

Ps. 15.16 billion in SME 
Eco-Loans outstanding

4 internal reports on 
sargassum

1 article about water

5 articles about COVID-19 
and ESG factors

404 recommendations

Ethics and 
integrity 

Internal                      
Policies

Corporate          
Governance

Integral                   
Alliances

We encourage a culture of 
respect in our corporate 
offices and in attending to 
our clients. 

 Code of Conduct*   

 Human Rights Policy*

We have a solid 
corporate governance 
that guarantees ethical, 
responsible management 
of the business. 

United Nations Program 
for Development, Mexico 
Application of Impact 
Management Tool for 
Banorte remittances*

Analysis of contribution to 
SDG in collaboration with 
SAP Platform* * Available information in our  https://

investors.banorte.com/en/sustainability/
commitment-and-strategy/sustainable-
development-goals
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Sustainability culture
102-21, FS4

Sustainability ambassadors

Aware of the crucial need to transmit a sustainable 
culture throughout the Group, we created a network 
of sustainability ambassadors to disseminate good 
practices, updates on internal programs and the latest 
sustainability news. Today the network consists of 
more than 550 employees working out of Mexico City 
and Monterrey.

Training in ESG aspects

Ongoing training in the Credit, Commercial and Risk 
areas is a priority for building a culture of socio-
environmental risk management and sustainability 
at GFNorte. We are confident that we can better 
manage our impacts through awareness-raising 
and skill-building. With this in mind, in 2020 we 
strengthened our annual online training program, 
investing 2,031 hours in 1,358 employees.

Socio-environmental risk and sustainability training

Topic Target audience Number of 
employees

Hours of 
training

Introduction to socio-environmental                
risk management

Commercial, Banking, Corporate             
and Credit 42 42

Do you remember what SEMS is? Credit, Risk, Commercial and  
Infrastructure areas 1,358 679

The Equator IV Principles Credit, Risk, Commercial and  
Infrastructure areas 1,330 665

Principles for Responsible Banking Credit, Risk, Commercial and  
Infrastructure areas 1,275 637

Awareness-building and communication

Topic Target audience Number of 
employees

Hours of 
training

Monthly messages regarding                         
socio-environmental risk cases and other       
news of interest

Sustainability Champions 75 6.25

Articles and recent research on the importance 
of sustainability and ESG factors in the time of 
COVID-19

Risk and sustainability subgroup 19 1.6

always STRONG always THERE FOR YOU

2 6



Sustainability Week

Every year, Banorte holds a Sustainability Week 
event for its employees, offering activities, talks 
and workshops in order to build awareness about 
environmental, social and economic issues. 

Our 2020 Sustainability Week was attended by: 

• The World Wildlife Fund (WWF), which spoke  
on sustainability in the time of COVID-19.

• Grupo Promesa, which spoke on the efforts   
we can make at home to reduce our   
environmental footprint.

• Yo Quiero Yo Puedo A.C., which mentioned the 
importance of assertive social interventions as a 
driver of change.

• Our Chief Economist and Chief of Research,   
who discussed financial inclusion as a driver   
of sustainable development.

• Our Executive Director of Human Capital, Vice 
President for Material Resources, Director of 
Sustainability and Responsible Investment 
Specialist and Executive Director of Data and Risk 
Analysis, who went over our internal initiatives  
for sustainability at Banorte. 

We also organized a Fair Trade Fair to publicize and 
promote the sale of merchandise from organizations 
that work on a fair trade basis.

In 2020, the sustainability and credit card teams 
worked together to create new sections in the 
Banorte Total Rewards catalog that promote causes 
like communities and the environment. Due to the 
public health emergency, the Fair Trade Fair this year 
was held online, by opening a space for employees to 
make responsible purchases from home.

Sustainability Week, an event 
aimed at employees consisting 
of activities, talks and workshops 
that build awareness about 
environmental, social and 
economic issues.”

“
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The Board of Directors is the 
highest governance body; it 
takes the actions necessary to 
ensure that our goals, values and 
strategies are soundly governed 
and in keeping with all our 
stakeholders’ expectations.

+22K 
employees 

trained in MLP

90% 
attendance at 
Sustainability 

Committee 
meetings

98%
attendance at 

Board of Directors’ 
meetings

2 92 9
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Our values
102-16

Our actions will always be guided by the principles 
of integrity, trust and loyalty, with full respect and 
recognition of the intrinsic value of the human 
being. GFNorte forbids any form of discrimination 
on the basis of gender, age, religion, race, social or 
ethnic origin, physical disability, nationality, sexual 
preference, family responsibilities, marital status or 
any other condition that might provide a motive for 
discrimination. Any individual who feels their rights 
have been violated may bring their grievance to 
GFNorte through the channels we make available.

These values are buttressed by a set of   
unwavering principles.

Principles

Vision
To be a great ally to grow strong with Mexico.

Mission
To inspire trust and generate financial strength       

for our clients.

Solidarity 
Commitment to  
others’ causes.

Innovation 
Transformation that carries 

humanity to the highest 
levels of development       

and civilization.

Loyalty
A sense of attachment, 

fidelity and respect 
inspired by the people 
or groups with whom          

we interact.

Respect 
Recognizing the inherent 

importance of human 
rights of individuals       

and society.

Responsibility
Keeping the promises 

we make, inspiring trust, 
reciprocity and peace           

of mind.

These principles sum up the conduct that 
GFNorte requires of its Board members, 
executives and employees. Every one of 
these is responsible for learning about the 
Code of Conduct, and ignorance of this 
code does not exempt anyone from  
its terms. 

It is these values that have inspired us to continuously 
improve our clients’ experience, to ensure we are 
always there for them. And in this year of unexpected 
and rapid change, we transformed this proximity 
into a change in our way of being together and 
communicating. Today we are closer to the needs of 
Mexican families, thanks to the maturity and constant 
adaptation of our products and processes. We have 
achieved this in part through Banorte Cells, a 
collaborative work scheme involving multi-disciplinary 
teams made up of experts in the various processes.
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Banorte cells represent a culture and a way of working 
that simply and dexterously offer solutions in our 
business processes to offer our clients quality service 
according to their needs.

Ethics and integrity
102-16, 102-17, FN-CB-510a.2, FN-IB-510b.4

Code of Conduct

The Banorte Code of Conduct provides a general 
framework for action, adaptable to the changing 
nature of our environment. Every year we work to 
keep this Code current and robust by integrating new 
issues relating to the general market situation as   
well as those that may have emerged in our  
day-to-day work.

The issues covered by the Code of Conduct are, 
among others, conflicts of interest, information 
confidentiality, conduct with clients, relations with 
competitors, suppliers and authorities, interpersonal 
relations and relations with the community, and 
complaints and grievances.

All employees and senior management are obligated 
to abide by the Code of Conduct, which strengthens 
a culture of honesty and responsibility. New hires are 
taught about this Code as part of the onboarding 
process, and when they complete this process they 
sign a statement that they are aware of and will 
comply with it.

The Internal Audit area also conducts an independent 
review by means of a questionnaire regarding the 
Code of Conduct, applied to some of the employees of 
the audited area. The area’s report confirms the results 
of this questionnaire, most of which are positive. 

An annual review of the Code of Conduct is also 
mandated by banking process regulations, to ensure 
that it remains up to date in its context and addresses 
current issues, so that it can serve as a guide for   
the actions of all employees working for   
GFNorte companies.

Proposed changes to the Code are submitted to   
the Audit and Corporate Practices Committee   
and after that presented to the Board of Directors   
for their authorization.

Once the Board approves changes to the document, 
employees are notified of the modifications through 
distribution of a regulatory bulletin.

The Code of Conduct is available for consultation 
on the Institutional Compliance website and on 
our webpage. 

For more details visit:
 https://investors.banorte.com/en/governance/

policies-and-documents

Whistleblower system: EthicsPoint 

The EthicsPoint system is a platform available 
through our corporate intranet, where employees can 
communicate securely and openly with management 
or the Board of Directors, regarding problems and 
concerns relating to unethical or illegal activities, while 
preserving their anonymity and confidentiality.

EthicsPoint is Safe Harbor-certified through the United 
States Department of Commerce, as a hotline provider 
having security measures in place to address EU 
privacy initiatives and other global privacy directives.

In 2020, close to 60% of  
employees signed their adherence 
to the Code of Conduct. ”

“
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In 2020, 206 complaints were received through the 
EthicsPoint tool, 80% of them having to do with 
Human Resources issues and 20% Internal Control 
matters. These grievances were addressed and 
investigated by the Human Resources, Comptrollers’ 
and Internal Audit offices. Of those received, 50% 
were considered worthy of further investigation, 
which concluded, when warranted, with a warning or 
dismissal of the employee, or otherwise ruled out.

assessment to the Audit and Corporate Practices 
Committee, the Risk Policies Committee, and the 
Board of Directors, detailing the level of risk of money-
laundering and terrorism financing to which the Group 
is exposed because of the type of products it offers, 
as well as the geographic location and type of clients 
it serves. It also indicates what controls are in place to 
mitigate these risks.

Board oversight in matters of corruption, bribery, 
money-laundering and terrorism financing is carried 
out through the corporate governance bodies 
appointed by the Board itself for review and evaluation 
of the aspects of inspection and control. These duties 
are carried out by the Audit and Corporate Practices 
Committee—made up of independent members of the 
Board of Directors—which informs the Board of the 
result of its reviews on a quarterly basis and issues 
an opinion on the functioning of the Group’s Internal 
Control System.

The Risk Policies Committee reports annually to the 
Board on the design and implementation of the risk 
assessment model, as well as any changes made   
to it. This model incorporates a classification  
of clients’ degree of risk (high, medium or low) 
with regard to exposure to money-laundering and 
terrorism financing. 

To assist us in our battle against corruption, we 
have an Anti-Corruption Policy, part of a series of 
key corporate governance documents related to 
internal control. The Comptroller’s office coordinates 
its annual review with various areas of management 
and keeps this policy up to date, submitting any 
adjustments or proposing its ratification by the 
Board of Directors, through the Audit and Corporate 
Practices Committee. The Comptroller’s office also 
publicizes the media that GFNorte makes available to 
its stakeholders for reporting any act or situation in 
violation of this policy, one of which is the EthicsPoint 
whistleblowers’ hotline.

Training in the prevention of money laundering, 
terrorism financing and proliferation of weapons of 
mass destruction is carried out differently. Board 
members undergo an annual face-to-face training 
course on the subject and all employees must take 
and pass an online course. This online training, which 
lasts approximately three hours, was given to 22,967 
people in 2020. Additionally, employees directly 
involved in such issues, that is, those who work in the 
Regulatory Compliance Department, Internal Audit 
and the international area, receive additional training 
and participate in international forums; several of 

Money-laundering prevention and  
anti-corruption
102-33, 102-34, 205-1, 205-2, 205-3

The Compliance Department, which reports to 
the Office of the Comptroller, is responsible for 
introducing and carrying out programs regarding 
prevention of money-laundering, terrorism financing 
and the proliferation of weapons of mass destruction. 
This department has a team of 102 people who directly 
monitor client transactions, depending on their degree 
of risk, administer the policy and present regulatory 
reports, among other duties. Other teams participate 
in and support the process indirectly, so that in total 
more than 200 employees are involved in this effort.
The Comptroller’s office draws up a quarterly report 
for the Audit and Corporate Practices Committee 
regarding the activities carried out in each of these 
areas; this committee in turn informs the Board of 
the results of its review and issues an opinion on the 
functioning of the Group’s Internal Control System. 
In the specific case of terrorism financing and the 
proliferation of weapons of mass destruction, the 
Comptroller’s office submits the results of its risk 

206                

complaints

50%                   
further 

investigation 11%        
dismissed

38%           
proven 

1% 
under investigation
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them have earned the certification issued by Mexico’s 
banking regulator, the National Banking and  
Securities Commission.

Additionally, as part of the onboarding process, newly 
hired personnel must take a course on this topic, and 
all GFNorte employees are obligated to be informed 
of the Code of Conduct—which covers the issues of 
corruption and bribery—and confirm that they have 
read and applied it. A course is also offered for the 
Anti-Corruption Policy, explaining what actions and 
situations may qualify as corruption. 

In the last four years there have been no recorded 
cases of corruption, and therefore there have been no 
investigations, corrective measures or fines relating  
to such matters.

Corporate governance 
102-18, 102-22, 102-23, 102-24, 102-26, 102-35, 102-36,
103-1, 103-2, 103-3, 405-1, FN-IB-330a.1, FN-AC-330a.1

Grupo Financiero Banorte is Mexico’s Strong Bank, 
not just because of its reputation and excellence in 
financial services, but because it applies the best 
corporate governance and sustainability practices, 
which has earned us the recognition of Mexican and 
international organizations.

The Board of Directors is the highest governing body 
of Grupo Financiero Banorte, charged with taking the 
actions necessary to ensure that our objectives, values 
and strategy correspond to what can be expected 
of sound corporate governance, while safeguarding 
the interests of shareholders, customers, employees, 
suppliers and communities.

At GFNorte we make sure to always stay one step 
ahead. For several years now we have had a policy in 
place to promote equality between men and women 
at all levels of the organization. One of the duties of 
the Nominating Committee is to promote dignity, 
equity, inclusion and diversity (on the basis of gender, 
race, nationality, culture, beliefs, language, marital 
status, ideology, political opinions and other personal, 
physical or social conditions), to foster an inclusive 
working environment based on respect and  
non-discrimination.

It should be noted that Board member selection and 
compensation, as well as the conditions under which 
they perform their duties and activities, are determined 
exclusively according by criteria of merit and ability to 
fulfill the requirements of the position. 

GFNorte engages the services of a specialized firm 
to determine the appropriate level of Board member 
compensation and ensure that it is aligned with 
international best practices. 

Our Internal Control System ensures that we have a 
set of mechanisms and internal controls to be able to 
state with confidence that GFNorte and its subsidiaries 
conform to applicable regulations, in addition to 
applying methodologies that make it possible to verify 
their compliance. The Audit and Corporate Practice 
Committee keeps the Board informed of the status of 
this system at GFNorte and its financial subsidiaries 
as well as other corporations it controls, including any 
irregularities detected.

“ Our governance is managed 
through a work group that ensures 
our policies and organizational 
bodies are aligned with best 
international practices, that 
they conform at all times to the 
applicable laws and serve the 
interests of our stakeholders.”
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GFNorte pays special attention to internal  
control over its transactions, to the origination, 
processing and disclosure of accounting and financial 
information, to relationships with investors,  
customers and suppliers, and to compliance with 
applicable regulations.

The Code of Conduct establishes the guidelines 
that must be followed by Board members, officers 
and employees in the course of their activities and 
businesses; it also mandates appropriate stewardship 
of natural resources in the communities where we 
are present, and if these resources are in any way 
depleted, it provides for means of replacing them and/
or mitigating the environmental damage.

Last year, after an effort lasting 18 months, Banorte 
was invited to the headquarters of the United Nations 
(UN) to sign a sustainability commitment based on 
the Principles for Responsible Banking; expressing our 
commitment to building a sustainable financial system.

Board of Directors

The Board of Directors meets on a quarterly basis  
and in exceptional cases, at the request of the 
Chairman of the Board, 25% of the proprietary owners, 
or the Chairpersons of the Audit and Corporate  
Practices Committee.

The General Ordinary Annual Shareholders’ Meeting 
held in April 2020 appointed the following members  
to the Board.

Regular Members

Name Type Board 
member 

since

1 Carlos Hank 
González

Related and 
Chairman

October 
2014

2 Juan Antonio 
González Moreno Related April 2004

3
David Juan 
Villarreal 
Montemayor

Related October 
1993

4 José Marcos 
Ramírez Miguel Related July 2011

5 Carlos de la Isla 
Corry Related April 2016

6
Everardo 
Elizondo 
Almaguer

Independent April 2010

7
Carmen Patricia 
Armendáriz 
Guerra

Independent April 2009

8 Alfredo Elías 
Ayub Independent April 2012

9 Adrián Sada 
Cueva Independent April 2013

10 David Peñaloza 
Alanís Independent April 2019

11 José Antonio 
Chedraui Eguía Independent April 2015

12 Alfonso de 
Angoitia Noriega Independent April 2015

13
Thomas Stanley 
Heather 
Rodríguez

Independent April 2016

One of the duties of the Board is to keep track of the 
main risks to which the company and the financial 
entities of the Group (and when such is the case, 
sub-holdings) are exposed. These risks are identified 
based on information presented by the committees, 
the CEO and the external audit firm, as well as the 

“ We were invited by the U.N. to 
sign a sustainability commitment 
based on the Principles    
for Responsible Banking.”
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accounting, internal control, internal audit,  
record-keeping, filing or information systems, 
which may be transmitted through the committee 
responsible for audit matters.

Average Board meeting attendance in 2020: 98%

The Audit and Corporate Practices Committee 
meets on a regular basis 12 times a year, and for 
extraordinary meetings whenever circumstances 
require. The Risk Policies committee meets for 12 
ordinary and one extraordinary session a year; the 
Human Resources Committee meets on a quarterly 
basis; and the Nominations Committee at least once 
a year or when called by the Chairman of the Board.

Average Committee meeting attendance in 2020:

• Audit and Corporate Practices Committee: 90%

• Risk Policies Committee: 88%

• Human Resources Committee: 86%

• Nominations Committee: 100%

For more information, visit:  https://investors.
banorte.com/en/governance/board-of-directors

Board of Directors Support Committees

The Board has established support committees that 
are made up of independent members of the Board, 
and in some cases by executives of the institution 
itself, in keeping with the applicable regulations.

Audit and Corporate Practices Committee

Risk Policies Committee

Human Resources Committee

Nominations Committee

For more details visit:  https://investors.banorte.
com/en/governance/support-committees-to-the-
board-of-directors

Senior management

Grupo Financiero Banorte Senior Officers

Name Title

José Marcos 
Ramírez Miguel Chief Executive Officer

José Armando 
Rodal Espinosa Chief Wholesale Banking Officer

Mario Alberto 
Barraza Barrón Chief Retail Banking Officer

Fernando Solís 
Soberón

Chief Development Officer, 
Products and Segments

Carlos Eduardo 
Martínez González Chief Government Banking Officer

José Francisco 
Martha González Chief Digital Business Officer

Rafael Arana       
de la Garza

Chief Financial and         
Operational Officer

Gerardo Salazar 
Viezca

Chief Risk Management and    
Credit Officer

Javier Beltrán 
Cantú

Chief Administrator and Human 
Relations Officer

Héctor Ávila 
Flores Chief Legal Officer

Sergio García 
Robles Gil

Advisor to the Chairman,     
Regional Boards

Carlos Alberto 
Rojo Macedo Advisor to the Chairman

Isaías Velázquez 
González Chief Audit Executive

Breakdown of the Board of Directors   
by age range

22% 
40 - 50 years

36% 
51 - 60 years

29%
61 a 70 years

13%
71 a 80 years

Breakdown of the Board of Directors by gender

7%
Women

93%   
Men
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Compensation for senior management aligned 
with financial and sustainability goals

Senior management comprises the positions of Chief 
Executive Officer, the executives reporting directly to 
him and the positions reporting directly to them, in 
other words, the top three levels of the organizational 
hierarchy. At GFNorte, we have a specific variable 
compensation plan for this group, subject to meeting 
certain financial metrics established as targets in 
our 20/20 Vision. Nevertheless, for security reasons, 
GFNorte does not publicly disclose the compensation 
policy, the executive compensation plan, or the 
individual compensation of members of our  
senior management.

These financial metrics are quantifiable and 
measurable over time, and include aspects such as 
return on equity and efficiency ratio.

In general, the variable compensation plan establishes 
specific financial targets to be met annually through 
the year 2020. 

The General Shareholders’ Meeting, as the 
organization’s highest governance body, reviews 
and votes on approval of the reports by the Board 
of Directors and the CEO, pursuant to the Law to 
Regulate Financial Groups. The CEO’s report also 
includes environmental and social aspects, which are 
managed through the Sustainability Committee.

In the most recent meeting of the Sustainability 
Committee, we began to work on developing specific 
ESG goals that correspond to the area headed by each 
Committee member. Compliance with these goals is 
essential to their performance and is consequently one 
of the factors in determining their compensation.

We know that the progress we have made in terms of 
sustainability is already ingrained in our operations, 
so we are now in the process of reviewing senior 
management’s current ESG targets in order to 
align them with the criteria that correspond to their 
respective areas.

Sustainability Committee
102-19, 102-20, 102-26, 102-29

Our Sustainability Committee reports to Banorte’s 
Chief Executive Officer, and meets on a biyearly 
basis. Its purpose is to ensure that our sustainability 
strategy is aligned with the business vision and that 
it permeates the entire organization. The Committee 
approves ESG initiatives and manages   
their performance.

The Committee is made up of the directors of the 
areas of Economic Analysis (committee president), 
Sustainability (secretary), Risks, Government Banking, 
Wholesale Banking, Retail Banking, Human Resources, 
Material Resources, Communication and Public 
Relations, Legal Affairs, Comptroller’s office, and a 
representative from the Internal Audit office who 
supervises its correct operation.

It operates through three sub-groups aligned with the 
pillars of our sustainability strategy, to promote new 
projects and involve all levels of the company.

Our Sustainability Committee 
operates through three   
sub-groups aligned with the pillars 
of our sustainability strategy.”

“
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Structure of GFNorte’s Sustainability Committee

Risk                                  
subgroup

Purpose
To lead initiatives linked with 

management of environmental, 
climate and social risk, as well as 

sustainable finance.

Members
Sustainability, Risk, Credit and 

Special (Tourism, Real-Estate and 
Agriculture) Areas.

Environmental                 
subgroup

Purpose 
To manage the climate change 
strategy and action plan and to 

strengthen and promote initiatives to 
reduce our environmental impact.

Members
Sustainability, Energy and 

Maintenance, General Services 
Property and Acquisitions.

Human capital                    
subgroup

Purpose
To promote continuous improvement 

in talent recruitment and retention, 
diversity and inclusion, human 
rights, development of human 

capital, and workplace health, safety                 
and wellness.

Members
Sustainability and Human Resources.

Meetings of the Sustainability Committee in 2020

Meeting Issues covered Attendance (percentage)

March

• Global, domestic and internal context

• GFNorte ESG Performance

• Subgroup results

• Principles for Responsible Banking

78%

December 

• Global, domestic and internal context

• GFNorte ESG Performance

• Subgroup results

• Sustainability strategy

• ESG goal setting

90%

Board of Directors

Risk Policies Committee

Sustainability Committee
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Banorte ICAP 

20.18%

Ps. 811 bn 
total portfolio

+Ps. 11 bn 
in sustainable 

project finance

+Ps. 91 bn 
in sustainable 

investments

Banorte is known for its 
solid capital adequacy index 
which exceeds the regulatory 
minimum, and low leverage 
ratios that reflect the solidity   
of its balance sheet.
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In 2015, we defined our 20/20 Vision, which was 
to become the best financial Group for our clients, 
investors and employees, based on an ambitious set 
of goals that would guide our growth. Although our 
results for the year 2020 reflected the impact of the 
pandemic, the dedication and coordinated work of 
our team enabled us to reach these goals in various 
areas, one year ahead of the promised date.

Commitment 
2020

2019 2020

Net income* 30,456 36,528 30,508

EPS 10.98 12.66 10.58

ROA 2.2% 2.3% 1.8%

ROE 20.0% 20.1% 14.8%

NIM ~ 6% 5.6% 5.3%

Efficiency 37% - 39% 39.1% 41.4%

Crossed sale 2.2 2.02 2.04

*Figures in millions of pesos

Key facts and figures
201-1, FN-IB-410a.2

Banorte was named Bank of the Year 2020 in Mexico 
by The Banker, in recognition of its profitability and 
results, which we owe to our firm foundations in 
digitalization and service personalization. 

Data highlights

2018 2019 2020

Balance Sheet

Assets under 
management 2,607,083 2,771,604 2,975,753 

Total portfolio    790,455   775,448    811,069 

Total assets 1,620,470 1,580,010 1,787,904 

Total deposits    756,301   724,490   821,712 

Shareholders’ 
equity     174,464    195,998  225,104 

Capitalization Ratio 
(%) 17.17% 18.54% 20.18%

Banorte brand value 
(USD million)         1,418       1,745  1,758

Asset Quality

NPL ratio (%) 1.68% 1.65% 1.10%

Coverage ratio (%) 142.08% 137.74% 223.98%

Cost of Risk (%) 2.31% 1.98% 2.75%

Net Income      31,958      36,528     30,508 

Profitability    

Return on equity 
(ROE) (%) 20.28% 20.06% 14.78%

Return on assets 
(ROA) (%) 2.18% 2.30% 1.76%

Net interest margin 
(%) 5.63% 5.62% 5.30%

Efficiency ratio(%) 39.03% 39.06% 41.40%

Figures in millions of pesos

Results

Net interest income

Net interest income excluding the annuities and 
insurance businesses grew 2%, largely due to funding 
cost efficiencies that reduced our interest expense 
by (31%) and increased our portfolio interest income 
by 1%. Our total portfolio grew by 5% in the year.

Our NIM excluding insurance and annuities shrank by 
(28pb) to 5.3% at the close of 2020, mainly due to 
the adjustment in the price of floating-rate products 
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which was in turn caused by a steep drop (259pb) 
in the average benchmark interest rates (the 28-day 
TIIE) during the year.

NII for the insurance and annuities businesses rose 8% 
due to a 22% increase in interest income, despite the 
impact on technical results, which reflects a growth 
of Ps. 4.31 billion in revenues from premiums, which 
was not offset by the growth in technical reserves 
(primarily annuities) or the 17% increase in claims.

All in all, net interest income for GFNorte grew by a 
substantial 3% in the year, and because of the climate 
of lower rates, NIM fell by only (32pb) in the year, to 
5.3%, while the benchmark rate established by Banco 
de México declined (300pb) to close 2020 at 4.25%.

Loan-loss reserves

In a year complicated by the COVID-19 pandemic, 
which caused a sharp contraction in economic 
activity and a substantial rise in unemployment, 
Banorte acted in advance to stave off an erosion 
of its portfolio, booking additional reserves in 
the second and fourth quarters of the year which 
totaled Ps. 7.27 billion, Ps. 5.0 billion of which were 
additional reserves and Ps. 2.27 billion were advance 
write-downs for various products in the portfolio. 
Compared to 2019, total reserves rose by Ps. 6.58 
billion, or 43%.

Non-interest income

Compared to 2019, non-interest income shrank by 
(11%) due mainly to the entry of a non-recurring 
gross income of Ps. 1.66 billion because of conversion 
effects at Banorte USA in the first quarter of 2019; 
eliminating the extraordinary gains, the contraction 
would have been just (4%). Additionally, non-interest 
income was affected by the reduction in net fees 
linked to the effects of the pandemic and lower 
trading revenues attributable to a smaller position in 
securities and derivatives.

Non-interest expense

Non-interest expense was up 6% year-to-year, 
partly because of the impact of severance pay on 
personnel expense, relating to the restructuring 
of operations to cope with the pandemic, as well 
as higher honoraria and rental expense. Excluding 
restructuring expenses, the growth in non-interest 
expense would have been 4.6% year-to-year.

Banorte was recognized as Bank 
of the Year 2020 by The Banker, 
for its profitability and results.”

“

 40,678
 43,013

+5.7%

24,816 26,496

15,862 16,517

Others

Personnel 
expense

 2019  2020

Efficiency 
Ratio 39.1% 41.4%

+6.8%

+4.1%

Figures in millions of pesos

Net income

At the bottom line, Banorte reports a (16%) 
contraction compared to 2019 due to the entry of 
additional reserves applied in the year. Based on 
recurring figures (excluding the extraordinary gain 
from Banorte USA in the first quarter of 2019 and 
the additional reserves booked in 2020), accrued 
net income in 2020 would have grown 1%, despite 
the steep economic downturn and reduction of 
benchmark interest rates.

Profitability

ROE was 14.8% in 2020, reflecting the advance 
provisioning as well as the concentration of capital 
resulting from a temporary suspension of dividend 
payments, in keeping with recommendations by the 
authorities. Based on recurring figures, ROE would 
have been 17.1% for the year. ROA was 1.8% (2.1% on 
a recurring basis).
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Balance sheet

Performing loans

Amid rising uncertainty, a preference for liquidity 
and the need to support consumers and small 
businesses, our performing loan portfolio grew by 
5% during the year. Excluding loans to governments, 
the portfolio grew 9% annually, with an advance in 
practically every segment except for credit cards, 
as could be expected given the circumstances of 
the year. This growth drove a 108bp growth in our 
market share.

Performing Loan 
Portfolio

2019 2020 Change

Mortgage 170,086     187,736 10%

Car Loans   26,669       28,165 6%

Credit Cards   39,700       36,651 (8%)

Payroll Loans       51,311    51,668 1%

Consumer 287,766 304,220 6%

Commercial     172,729     192,927 12%

Corporate     128,159  143,429 12%

Government 173,988     161,563 (7%)

Total 762,642  802,138 5%

Total Performing 
Loans ex Govt. 588,654 640,576 9%

Figures in millions of pesos

Breakdown of performing loan portfolio

20%
Government

23%
Commercial

18%   
Corporate

24%   
Mortgage

15%   
Consumer

Market position
 
The performing loan portfolio grew 5.2%, 
against a reduction of (2.3%) in the overall 
Mexican banking system, which increased our 
market share by 108 bp, to 15.1 percent.

Market share

• Mortgage: Banorte reports a 10.4% growth, 
slightly above the banking system average 
and with a market share of 19.5%; this is an 
increase of 28bp, keeping us at second place 
in the banking system.

• Credit cards: Compared the reduction of 
(7.7%) with the (11.5%) decline observed in the 
banking system as a whole, Banorte increased 
its market share by 42bp, to 10.2 percent.

• Car loans: Banorte increased its market share 
140bp to 19.3%, strengthening its second-
place ranking in the segment and growing 
5.4%, outperforming the banking system’s 
reported 2.3% contraction.

• Payroll loans: Banorte grew 4.2%, while the 
system fell (2.5%). Its market share was 20.5%, 
the second highest in the market, with an 
increase of 133bp in the year.

• Commercial: This portfolio showed an 11.5% 
increase, compared to a (2.4%) contraction in 
the banking system. Market share —including 
corporate and SME loans, according to 
the CNBV classification— was 11.8%, a gain 
of 146bp, with which we climbed to third 
position in the total system.

• Government: Banorte fell (8.3%), reducing our 
market share by (212bp) to 28.3%, bringing us 
to second place in the system. 

15.1%

2020

14.1%

 D J F M A M J J A S O N D  

2019
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Reserve requirements and loan-loss reserves

At the close of the year, the balance of loan-loss 
reserves stood significantly higher than the previous 
year because of the entry of extraordinary additional 
reserves totaling Ps. 4.87 billion in the second 
quarter of the year, and Ps. 2.41 billion in the fourth 
quarter, in anticipation of a likely deterioration of 
portfolio because of the pandemic. Without the 
pre-emptive write-downs of the second and fourth 
quarters, the balance of reserves would have been 
close to Ps. 25 billion. 

Our reserves coverage index was 224% at year end, 
well above the previous year’s, combining the effects 
of higher provisions and advanced write-downs.

Loan-loss reserves and advance reserves

Regulatory capital

Banorte has done outstandingly well at keeping 
a solid capital adequacy ratio (CAR), well above 
regulatory minimums, with low leverage ratios that 
reflect the solidity of its balance sheet.

We have applied the capital adequacy requirements 
established most recently by the Mexican authorities 
and by international Basel III standards, in effect 
since January 2013.

Past-due loans

In 2020, the balance of past-due loans shrank by 
Ps. 3.87 billion due to the combined effect of 
advance write-offs totaling Ps. 3.35 billion applied 
during the year, and because the total effect of the 
pandemic (from our borrower support programs) 
was not as severe as we expected. Non-Performing 
Loans (NPLs)  improved by 55pb over 2019 due to 
this effect.

Non-performing loan indicator

Deposits

Compared to 2019, deposits grew 13%; time deposits 
fell by 5% while demand deposits rose 22% because 
of efforts focused on increasing client balances and 
the resulting reduction in the higher-cost funding. 
This was consistent with our strategy to increase  
our margins.

Deposits and funding

62%
Demand

29%
Time

7%   
Money market

2%   
Interbank

1.7% 1.7% 1.7%

1.2% 1.1%

0.8%

1.9% 1.9%

 2019 2020 

 1Q 2Q 3Q 4Q 1Q 2Q 3Q 4Q 

735 735
722 724

773
801

813 822

 2019 2020 

 1Q 2Q 3Q 4Q 1Q 2Q 3Q 4Q 

More than 630k credit accounts 
signed up for support programs.”“

Advanced 
write-downs

 2019 2020 

 1Q 2Q 3Q 4Q 1Q 2Q 3Q 4Q 

25 mm
25,000.00

23,000.00

21,000.00

19,000.00

17,000.00

0.8 mm
4.6 mm

Figures in millions of pesos
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At the close of 2020, our capital adequacy ratio 
(CAR) was estimated at 20.18%, incorporating credit, 
market and trading risk, and 26.69% considering only 
credit risk. The tier 1 capital ratio was 13.90%, basic 
capital was 19.23% and complementary capital was 
an additional 0.95 percent.   

Excluding the special accounting criteria authorized 
by the CNBV for the deferral of some credit accounts 
due to the COVID-19 public health emergency, the 
overall capital adequacy ratio would have been 
20.10%, with a basic capital ratio of 13.85 percent. 

We strengthened our capital, despite the difficulties 
brought by this extraordinary year, through the 
following measures:

• Risk- weighted asset management.

• Hedging strategies (insurance, eternal ratings, 
derivatives).

CAR

Fiscal transparency
207-1, 207-2, 207-3

Committed to transparency in all of its tax 
obligations, GFNorte’s fiscal strategy is embedded 
in our system of corporate governance, which 
establishes the policies, principles and values that 
guide us in this regard. This system extends to all of 
the institution’s personnel, which means compliance 
is of the utmost importance to us.

To verify compliance with the Group’s tax 
obligations, we have various tax risk control 
procedures, and our head tax counsel is in regular 
contact with government agencies to keep them 
informed on a timely basis of GFNorte’s primary tax 
issues and measures adopted to manage tax risk.

Our current tax strategy involves:

 CAR  Regulatory Minimum

11.90 10.50 10.50

20.18 19.12

14.08

 Banorte Leasing  Brokerage Firm
  and Factoring 

1

2

3

Actively working to comply with 
tax obligations, in keeping with 
current regulations.

Adapting to the new digital 
environment.

Constant, clear and transparent 
communication on tax matters with 
our various stakeholders.

Income tax

According to the Mexican income tax law, our 
income tax rate for 2020 and 2019 and subsequent 
years is 30%.

The reconciliation of the legal income tax rate and 
the effective rate expressed a percentage of profit 
before income tax is as follows:

1.00 1.00

8.70
7.10

 Insurance Pensions 

 Solvency  Regulatory minimum

Solvency Index
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Effective tax rate

GFNorteO

 IPC
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0

have developed various strategies to expand our 
shareholder base and remain an option for those 
seeking long- or short-term investment, or simply 
following our dividend policy.

Regarding shareholder compensation, no 
dividends were paid in 2020, in response to the 
recommendation by the authorities given the 
uncertain climate created by the pandemic.

26.4%
25.7%

24.5%

 2018 2019  2020 

Our shareholders

As one of Mexico’s most widely recognized  
publicly-traded companies, we are committed 
to applying the highest standards of corporate 
governance, information disclosure and 
communication with the investment community and 
our stakeholders. Grupo Financiero Banorte has a 
globally diversified shareholder base made up of 
individual and institutional investors. Throughout 
the Group’s process of institutionalization, we 

GFNorte stock price

Comparison of GFNORTEO and IPC
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Indicators      

 2018 2019 2020

Shares outstanding 
at close of year 
(millions)

2,883.46 2,883.46    2,883.46 

Average trading 
volume (shares)  7,477,514 6,909,501 8,392,292 

Average              
value traded 1     855.82      732.72      728.00 

Highest quote 2      136.38      123.69        117.12 

Lowest quote 2        83.63        90.83        59.07 

Stock price 2        95.78       105.65      109.93 

Book value per 
share 2         59.75         67.18         77.07 

Diluted earnings 
per share 2           11.09          12.69          10.70 

Market cap 1 276,177.00 302,763.00 316,978.38 

Dividends per 
share 2            3.45          5.54 *

Dividends paid 1    9,563.00  15,979.00 *

Dividend yield 3.60% 5.25% *

1. Figures in millions of pesos
2. Figures in pesos
* No dividends were paid during the year, in keeping with 
special COVID-19 pandemic recommendations by the regulatory 
authorities.

Continuing our  Level 1 American Depositary 
Receipts (ADR) program (GBOOY), where each 
ADR represents five shares, we closed the year with 
8,683,164 ADRs outstanding; an 82% increase  
over 2019.

We are a financial Group that listens to and is 
concerned about its shareholders. In 2020, the 
Department of Investor Relations, Sustainability 
and Financial Intelligence was active in a number of 
forums, serving more than 700 investors through a 
little over 200 virtual meetings, conferences   
and calls.

Shares outstanding by region

Risk management at GFNorte
102-15, 102-30

At GFNorte, risk management culture is one of 
the institutional pillars, and fundamental in how 
we define and execute our strategies. The Group’s 
decisions are made to maximize the risk/return 
balance based on informed decision-making.

Therefore, this culture is key to achieving strategic 
objectives in terms of profitability, asset quality, 
liquidity and solvency.

In 2020, we overcame challenges arising from the 
COVID-19 pandemic and its impact in our clients as 
well as our employees and investors.

Among all of us we worked to mitigate these 
emerging risks in order to deliver the performance 
our shareholders expect of us.

Classification by investment strategy

32.8% North 
America

17.8%    
UK and Ireland

9.1%   
Europe

3.8%    
Rest of world

3.6%   
Mexico

40%    
Value

30%    
Index

10%   
Return

10%   
Growth

10%   
Reasonably-priced 
growth

* Includes only institutional investors

* Includes only institutional investors
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Risk management fundamentals

Risk management requires a comprehensive 
approach and a forward-looking vision based on   
the desired risk profile, as well as compliance with 
the regulatory framework and support for  
corporate governance.

The following are some of the main types of risk that the Group manages:

Desired risk profile
Our desired risk profile framework is 
aligned with strategy for the Group and 
for each business area. We also ensure 
actions are taking to stay conform to and 
strengthen the established risk profile.

Internal and regulatory compliance
We have clear and up-to-date 

procedures and policies to ensure 
regulatory and legal compliance with the 

highest standards. We place a priority 
on prompt disclosure of information to 
investors, analysts and rating agencies.

Corporate governance
In our model, the Board of Directors 

is the highest risk management body, 
responsible for determining the limits 
on risk appetite. To fulfill these duties, 

the Risk Policies Committee authorizes 
risk management models, policies 

and limits, and the Comprehensive 
Risk Management Unit is in charge of 

managing and monitoring them.

Forward-looking vision
We apply a prospective vision to define 
and apply models, tools and policies that 
help us anticipate and mitigate risk. We 
also work to grow our assets according to 
the established risk profile

Risk 
management

Types of risk 
Quantifiable risks

   Credit risk Market risk

Risk of losses due to income volatility, caused 
by the creation of reserves for asset impairment 
and potential losses for payment default by a 
borrower or counterparty. 

To mitigate it, we define policies, strategies 
and procedures for healthy origination.                  
We continually track portfolio performance   
and work closely with the Business and 
Recovery teams. 

Associated with revenue volatility caused by 
changing market conditions, which affect the 
valuation of positions in lending or borrowing 
transactions or give rise to contingent liabilities, 
like interest rates, spreads, exchange rates,     
price indexes, etc. 

We manage these risks through models and 
methodologies like potential loss, retrospective 
analysis, sensitivity analysis and stress tests. 

Our Risk Management Culture  
is fundamental for achieving our 
strategic goals of asset quality, 
profitability, liquidity 
and solvency.”

“
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Liquidity and balance-sheet risk Operational risk

Liquidity Risk: Risk of losses from being unable 
to roll over liabilities or acquire new ones under 
normal conditions, because of the advance or 
forced sale of assets at unusual discounts to cov-
er obligations. Managed through key indicators 
like the liquidity coverage coefficient, repricing 
gaps and liquidity ratios, as well as stress testing.

Balance-sheet risk: Risk resulting from impacts 
on net interest income, which is defined as the 
difference between interest income and financial 
costs. Changes in interest rates may have a 
positive or a negative impact under scenarios of 
rising or falling rates. Managed through a model 
of repricing gaps and NIM margin sensitivity.

Risk of losses originating from discrepancies or 
failures in processes, personnel, internal systems or 
external events. Includes technological risk and legal 
risk. Managed through a system that records events 
classified into various types of associated risks.       
Also monitored across the entire organization, 
watching for compliance with defined acceptable 
levels of tolerance.

In 2020, we adopted a particularly cautious 
approach to risk management in order to maintain 
a high quality, solid portfolio, while cooperating in 
key strategies to help deal with the economic and 
financial effects of COVID-19.

Our ability to manage risk is also strengthened by  
an institution-wide culture in which every employee 
is involved.

Our balance sheet was buttressed last year by the 
addition of preemptive reserves, which included   
Ps. 4.3 billion for potential impairment loss, raising 
our coverage index to 224% and the cost of risk   
to 2.75 percent. 

Coverage index

142.1%

137.7%

224.0%

2019

2020

2018

Cost of risk

2.32%

1.98%

2.75%

2019

2020

2018

Our loan delinquency index was reduced to  
1.10% in 2020 due to various initiatives, among  
them the preemptive write-down of around  
Ps. 4.9 billion in accounts in the business, SME and 
consumer portfolios.

We also placed a priority on controlling   
non-performing loans by extending support 
programs, through prompt identification and close 
tracking and resolution of at-risk cases, all of which 
resulted in solid portfolio quality indicators.

Loan delinquency rate = 1.10% 

always STRONG always THERE FOR YOU

4 8



With all these actions we were able to maintain   
the highest credit quality ratio among our  
closest competitors.

Coverage ratio = 192.5%

Our strategy for managing liquidity risk focused on 
keeping our indicators within appropriate ranges 
in consideration of the prevailing circumstances. 
We decided to preserve liquidity levels through a 
structure of funding with our clients.

Leverage (bank) = 12.15% 

Managing social and environmental risks
102-12, 102-13, 102-15, 102-29, 102-30, 102-31, 201-2, FS2, FS3,
FS5, FS10, FS11, FN-IB-410a.3, FN-CB-410a.2

GFNorte is convinced that the most resilient 
companies are those that consider risk prevention 
and management as an essential part of their 
operations. We are also certain that including 
environmental, climate and social elements among 
the risks to be addressed is fundamental everywhere 
in the world to guarantee balanced, safe and 
prosperous economic development.

Our Social and Environmental Risk Management 
System (SEMS), first implemented in 2012, was 
developed to identify, categorize, analyze and track 
the risks and impacts of our lending in the corporate, 
infrastructure and commercial banking segments. 
SEMS is an integral part of the Bank’s lending process 
and it is based on the national legal framework, 
institutional rules, the socio-environmental risk policy 
and the Equator Principles, the highest standard for 
risk management in the financial industry.

We then evaluate the projects’ compliance with 
the Equator Principles, the IFC Performance 
Standards and the domestic legal framework (SEMS 
Assessment). Finally, we regularly follow up on 
projects, providing advice and contributing value to 
our clients.

SEMS is handled by the Special Area for Socio-
Environmental Risk (ARSA), which since January 
2020 has been an active member of the Central 
Credit Committee and the National Credit Committee, 
with the approval of the Risk Policies Committee. 
SEMS is also supported by our “sustainability 
champions,” a group of staff members from the 
Credit area who serve as a liaison between ARSA 
and the bank’s regional offices, ensuring that 
appropriate socio-environmental risk management  
is applied nationwide. 

Stakeholders with questions or comments are 
welcome to write to sems@banorte.com

Social and Environmental Risk Analysis Process

During this analysis, we identify the potential risks 
and impacts of our financing, and apply our exclusion 
list. We classify risks into categories: A (for high risk), 
B (for medium risk), and C (for low risk), according 
to the magnitude of impact and possibilities   
for mitigation. 

The Special Area for   
Socio-Environmental Risk has 
been an active member of the 
Central Credit Committee and  
the National Credit Committee.”

“

Categorization

Management

Identification

Credit 
process

Assessment

Social and 
environmental  

risk process

 1

2

3

4

5
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Task Force on Nature-Related Financial 
Disclosures (TNFD)

Currently more than half of global GDP 
depends on nature. But environmental 
depletion and biodiversity loss are increasingly 
threatening global economies and finance. 
Aware of the growing uncertainty and risk, 
an informal work group was created in 2020 
called the Task Force on Nature-Related 
Financial Disclosures (TNFD), the largest 
nature-related risk disclosure initiative  
in history.

The TNFD is catalyzed through a partnership 
between Global Canopy, the United Nations 
Development Program (UNDP), the United 
Nations Environment Program Finance 
Initiative (UNEP FI), and the World Wide  
Fund for Nature (WWF), with the support 
of 74 organizations on five continents,  
49 financial institutions and private businesses, 
17 think tanks and eight governments from 
around the world.

The goal of TNFD is to create resilience in 
the global economy by reducing the flow of 
funding to activities negative for nature and 
persons, and increase funding to nature-positive 
activities, in keeping with the Paris Agreement, 
the Post 2020 Biodiversity Targets and the 
Sustainable Development Goals (SDG).

Banorte co-chairs this initiative, along with 
the French bank BNP Paribas and the Green 
Finance Institute of the UK, guiding framework 
development and promotion through its 
planned launch in 2021.

SEMS 2020 results

Identification
GFNorte works to ensure that the projects we 
finance have the least environmental impact possible, 
are developed in a socially responsible manner and 
apply rigorous environmental practices. In 2020 
we examined 3,383 loans—54.1% of the corporate 
portfolio and 61.1% of the commercial portfolio—for 
socio-environmental risk.

Categorization
The categorization process revealed that more than 
half of our loans were classified as low-risk, meaning 
they represent no risk at all, or the risks can   
be mitigated.

Risk distribution

68.7%
Low risk

30.7%
Medium risk

0.6%    
High risk

Assessment
We assessed 26 new projects, primarily in the 
manufacturing, construction and tourism industries, 
with a total value of Ps. 7.46 billion.

54.1%

 Analyzed portfolio Ps. 77.7 bn
 Total portfolio Ps. 143.6 bn

 Analyzed portfolio Ps. 92.7 bn
 Total portfolio Ps. 151.8 bn

61.1%

Corporate banking

Commercial banking
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Projects assessed in 

Evaluation 
framework

Category 
A

Category 
B

Category 
C

Total

Equator 
Principles 0 17 0 17

Performance 
standards 1 7 0 8

SEMS 
Assessment 0 1 0 1

Total 1 25 0 26

Alliances, engagement and collaboration for managing socio-environmental risks and impacts

Implementation of the Natural Capital Protocol in Mexico

In 2019, Banorte took part in implementing the Natural Capital Protocol for the 
first time in Mexico, as part of the activities of the alliance for Biodiversity and 
Business (AMEBIN). With the support of the German Agency for International 
Cooperation (GIZ), Reforestamos México and PwC for applying the methodology, 
Banorte focused the study on quantifying climate risks in the tourism industry, 
with the collaboration of one of our best clients. The results were presented in 
2020 to the Credit, Business and Risk team, which was the driving force behind the 
project, confirming the importance of environmental aspects in financial industry      
decision-making.

You can view the report at:  https://investors.banorte.com/~/media/Files/B/
Banorte-IR/sustainability/Documents/Banorte_Protocolo%20de%20Capital%20
Natural.pdf

Task Force on Climate-related Financial Disclosures (TCFD)

Banorte participated in the TCFD-UNEP FI 2021 program for banks, in which 
we involved various business areas (Risk, Insurance and Innovation) in the task 
of developing capacities to identify, manage and disclose climate-related risks           
and opportunities.

Nature-related financial risks

At GFNorte, we know that deforestation, invasion of habitats and climate change have 
altered the balance of nature. The COVID-19 pandemic and climate emergency warn 
us of the need for long-term vision, with strategies for responding to the systemic risk 
created by zoonotic diseases, climate crises and environmental degradation.

Because economic and social activities depend on healthy ecosystems, WWF Mexico 
and Banorte have formed a working partnership to enhance the bank’s capacities to 
understand, apply methodologies and address the financial risks related to the loss 
of nature, which are incorporated into its SEMS system.

Additionally, we analyzed 404 lesser-impact projects 
that were managed through recommendations of 
the IFC Industry-Specific Environmental, Health and 
Safety Guidelines.

Management
Following worldwide safety and health guidelines, 
we did not make any on-site visits in 2020, but we 
did conduct regular annual tracking of 34 projects 
that had already been assessed, using documentary 
review and reputational monitoring.
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Capitals assessment

In partnership with The Economics of Ecosystems and Biodiversity for Agriculture 
and Food (TEEB AgriFood) and UNEP, and with the support of the European Union, 
the Capitals Coalition, AMEBIN and GIZ, agribusinesses were offered a series of 
training sessions on protecting biodiversity and making the agrifood industry more 
sustainable. This training is part of a global strategy involving seven countries that 
are allies of the European Union—Mexico, Brazil, China, India, Indonesia, Malaysia and 
Thailand—to guide investment and inform decisions that can transform the global 
food system.

Banorte participated actively in training sessions for Mexico, and by applying the 
TEEB AgriFood Operational Guidelines for Businesses we carried out a capitals 
assessment of agricultural industry activities. This assessment of impacts on various 
capitals—natural, social, human and produced—allows Banorte to identify its role 
in promoting a sustainable agricultural industry  in Mexico, for example boosting 
production of food without deforestation and laying the groundwork for a business 
project that will be continued in 2021 jointly with the Specialized Agriculture, Risk 
and Sustainability areas.

BANXICO-UNEP FI

Among our engagement and cooperation efforts with Mexican regulatory agencies, 
GFNorte participated in the Climate and environmental risks and opportunities in 
the Mexican financial system report, published in 2020 by Bando de México and the 
United Nations Environmental Program Financial Initiative (UNEP FI).

The study involved a survey applied to development banks, commercial banks and 
asset managers to learn about their experiences in handling socio-environmental 
risks and their importance in their decision-making.

Responsible investment
102-2, 102-15, FN-AC-410a.1, FN-AC-410a-2, FN-AC-410a-3

Afore XXI Banorte
Our pension fund manager, Afore XXI Banorte, is the 
first and only asset owner to obtain an A+ rating in 
the PRI questionnaire for the second year in a row, in 
recognition of its investment strategy and corporate 
governance practices.

Afore XXI Banorte has a series of  internal policies 
that provide the guidelines for incorporating ESG 
factors associated with each asset class. In 2020, 
the Investment Committee added the following 
obligations in the area of responsible investment:

• Incorporate ESG factors in the assessment of 
instruments being considered for or already 
included in the retirement fund portfolios.

• Track annually and issue opinions on instruments 
whose ratings pose a risk to the portfolio and 
verify the ESG ranking of each issuer.

Afore XXI Banorte has a team responsible for 
incorporating ESG factors into investment analysis. 
The team consists of three analysts engaged in 
ESG assessment, four portfolio managers and six 
fundamental analysts. We also trained 37 employees 
in responsible investment and ESG aspects over a 
total of 140 hours.

To complement our internal strengths, we have an 
internationally-renowned ESG services provider.

During the ESG assessment process, the ESG team 
analyzes and assesses information disclosed by the 
company or the investment proposal using an internal 
methodology approved by governance bodies.
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ESG analysis process:

ESG analyst

CEO

Vetting

Investment  
CommitteePM or CKD-CERPI 

analyst

ESG area

The internal methodology covers around 10 issues 
that include more than 40 indicators, broken down by 
their materiality in each sector. The information comes 
primarily from the ESG compliance questionnaire, 
which must be completed in order for the issuer or 
instrument to be eligible.

We also follow up on disputes involving issuers 
included in the portfolio.

This methodology yielded the following results   
in 2020:

• 80% responded to our requests for information

• More than 70 engagements with issuers

• More than 150 instruments analyzed

Portfolio analyzed by asset class

142.1%

Listed Equity

Real Estate

Alternative Assets

Fixed-income

International Mandates

 Analyzed portfolio
 Sustainable portfolio

By applying this methodology, we arrive at an   
ESG score that reflects the level of commitment by  
the issuer/investment project to incorporating   
ESG criteria.

In managing ESG in alternative instruments, we take 
the following into account:

• climate change, in the real-estate industry

• sustainable metrics for CKDs in the   
real-estate industry

• excluded industries, investment restrictions and 
bans for structured instruments

• incorporation of ESG criteria in investment 
decisions in structured instruments

Afore XXI Banorte is the first 
asset manager to obtain an A+ 
grade in the PRI questionnaire 
two years in a row.”

“
100%

90%

7%

98%

30%

90%

42%

7%
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In keeping with our commitment to mitigating 
climate change, and aligned with the Nationally 
Determined Contributions (NDC), we defined the 
following medium- and long-term goals for managing 
GHG emissions: The first, for 2025, with at least   
20% of the portfolio of alternative instruments in the 
real-estate sector; and the second, for 2030 with  
at least 50%.

This commitment makes Afore XXI Banorte the 
first asset manager in Mexico to join the Climate 
Action 100+, a five-year initiative supported by more 
than 450 global investors which together manage 
USD 41 billion AUM, seeking to engage 160 of the 
world’s most systemically important greenhouse gas 
emitters to promote a low-carbon energy transition 
and meet the goals of the Paris Agreement. 

The goal of engaging these companies is to improve 
climate governance, strengthen climate-related 
financial disclosures and set short-, medium- and 
long-term goals for emission reduction, in order to 
achieve the target of zero emissions by 2050.

As part of our proxy voting, Afore XXI Banorte 
participated in around 200 general and/or technical 
committee meetings in 2020, in which we voted on 
more than 300 resolutions. 

Proxy voting

284

26

23

In favor

Abstention

Against

ESG issues were involved in 36% of the resolutions: 
corporate governance 35%; and environmental 
resolutions 1%.

Toward the end of the year, the Mexican Association 
of Retirement Fund Managers (AMAFORE) created 
a Sub-Committee on Responsible Investment, which 
works to establish an industry-wide common front 
for interpreting and adopting ESG criteria.  
Afore XXI Banorte chairs this Sub-Committee, 
which underscores our support for standardization 
and disclosure of ESG information by harmonizing 
pension fund managers’ interests regarding 
information requirements for stakeholders.

ESG Management 

ESG policies, programs or 
projects implemented

Sustainable Buildings 

Buildings with environmental 
certifications

Carbon Footprint 

Incorporation of clean and/or 
renewable energy to reduce the 
carbon footprint

Climate Change Strategies 

Strategies and processes  
to mitigate the risk relating to 
climate change

Reports and Targets 

ESG Reports, risk documentation 
and/or opportunities by the final 
decision-making body

Hedges 

Hedges against climate change 
damage or green investment  
that contribute to climate  
change adaptation

Risk Management 

Incorporating climate change 
and resulting events into risk 
analysis; identification of zones 
vulnerable to climate change

Engagement 

Engagement with tenants, 
training on eco-efficiency,  
water, and measuring energy  
and water consumption

M1

M2

M3

M4

M5

M6

M7

M8
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Asset manager

In the interests of developing a formal strategy on 
responsible investment, our asset manager, Operadora 
de Fondos Banorte, became a signatory of the  
UNEP-FI Principles for Responsible Investment (PRI).

As required by this initiative, we have a Responsible 
Investment Policy for incorporating ESG criteria 
into our investment activities. The Policy includes 
an exclusion list that prohibits investment in certain 
sectors and activities.

We have also updated our methodology for evaluating 
locally listed equity assets, in order to analyze issuers’ 
ESG performance and transparency according to 
the most material indicators for their respective 
industries. This methodology is aligned with SASB and 
GRI standards as well as the CDP (previously Carbon 
Disclosure Project) climate change questionnaire. 
Additionally, we monitor ESG disputes involving these 
issuers and their impact on reputational risk.

During the year, we analyzed 94.4% of the equity 
portfolio under both methodologies based on public 
documents, information provided by an ESG services 
supplier, and CDP climate change questionnaires.

In terms of climate change, our methodology 
evaluates 29 indicators relating to corporate 
governance, climate risks and opportunities, 
greenhouse gas emissions (GHG) and reduction 
targets. With this information, we calculated 
105,005.32 tCO2e corresponding to 94.4% of the  

locally listed equity assets, based on the GHG Protocol 
methodology for Scope 3 emissions (associated   
with investments).

Furthermore, in conjunction with the CDP initiative, we 
worked on an exercise to measure global temperature, 
which covers 43.5% of total equity assets. In line with 
the operational targets (scopes 1 and 2) and value 
chain (scope 3) of the issuers included, the result was 
a projected rise of global temperature between  
2.3°C and 2.9°C by the year 2100, compared to 
preindustrial levels.

We made a first outreach to the issuers evaluated 
through a questionnaire to support our analysis, with 
a 43.2% response rate. As a complement, we led the 
CDP’s Non-Disclosure Campaign (NDC) in Mexico, 
which encourages companies to report their actions 
against climate change, deforestation and water stress 
through its questionnaires. The request went out to 24 
issuers, 58.3% of which agreed to participate.

Within the range of products offered by   
Operadora de Fondos Banorte, our NTESEL fund is 
a relatively-managed mutual fund whose investment 
strategy is determined by a quantitative model 
involving ESG criteria, among others, as part of a 
positive screening process.

All of our external asset managers are PRI signatories, 
which guarantees comprehensive application of 
responsible investment strategies.

Portfolio voting statistics 

General meetings in which AXXIB voted 78%

Technical committee meetings in which 
AXXIB voted 99%

Number of events in which AXXIB was 
represented by a custodian 56%

Number of total resolutions in general 
meetings 258

Number of total resolutions in technical 
committees 93

Afore XXI Banorte (AXXIB)
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Encouraging responsible investment

We are members of the PRI Advisory Committee 
for Latin America, which meets twice a year to 
support the development of events and workshops 
in the region in order to educate and offer tools for 
strengthening responsible investment practices, 
represent the PRI at local events, and learn about 
the strategy and work program. Our participation 
culminated in a set of recommendations issued 
during the committee’s meetings.

Among our efforts to promote and raise awareness 
about responsible investment (Principle 4), we 
participated in 45 forums that included webinars, 
workshops and training for various stakeholder 
groups. These events focused on issues such as 
sustainable finance, corporate social responsibility, 
human rights and gender perspective.

In late September 2020, the Green Finance Advisory 
Board (CCFV) issued a request to issuers regarding 
disclosure of ESG data, signed by 80 investors 
and firms that operate in the Mexican financial 
market which together account for Ps. 6.31 billion 
in assets under administration—equivalent to 25.5% 
of Mexico’s GDP. The request basically suggests 
that companies disclose ESG information in a 
consistent and standardized form, based on TCFD 
recommendations and SASB standards.

Sustainable financial products
102-2, FS8, FN-IB-410a.1, FN-IN-410b.2, FN-IB-410a.3,   
FN-IN-450a.3

Banorte Total Rewards

In 2020, our Sustainability and Credit Card 
departments worked together to create new  
sections in the Banorte Total Rewards catalog,  
where cardholders can choose to donate their 
reward points for causes that support communities 
and the environment.

Sustainable finance

Sustainable finance has become a core issue in the 
global financial industry, as a way to mobilize capital 
toward economic activities that positively impact 
society and the environment. GFNorte wants to be 
a part of this effort, so we regularly identify and 
quantify these impacts in our sustainable and  
climate portfolios.

At the close of the year, the value of our sustainable 
portfolio in corporate and commercial loans was 
estimated at Ps. 11.96 billion, which was invested in 
projects in the following areas:

• Renewable energy (wind and solar)

• Clean energy

• Sustainable agriculture

• Sustainable building

• Waste recycling (paper, metal, plastic)

• Energy efficiency

Our climate portfolio, which includes only renewable 
energy financing, totals Ps. 8.16 billion.

4.9%

26

Corporate Banking

Commercial Banking 2.5%

0.68%

 Climate portfolio* Ps. 7.1 bn
 Total portfolio Ps. 143.6 bn

 Sustainable portfolio* Ps. 3.8 bn
 Climate portfolio* Ps. 1.0 bn
 Total portfolio Ps. 151.8 bn

* The sustainable and climate portfolios were obtained using 
portfolio values analyzed by SEMS.
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Renewable energy

We recognize the importance of clean energy as a 
primordial way to transition toward a low-carbon 
economy and thus to mitigate climate change. 
We have complete confidence in the potential of 
Mexico’s renewable resources, which is why, despite 
current uncertainty over energy industry legislation, 
we continue to support financing for wind, solar 
and other sources of clean energy generation. As of 
December 2020, our ten renewable energy projects 
totaled Ps. 8.89 billion in financing and accounted for 
1.10% of Banorte’s total portfolio.

At Afore XXI Banorte, investment in clean energy 
projects totaled Ps. 9.45 billion in AUM. This includes 
investment in five solar energy projects, and 
thirteen wind farms, which together can generate 
up to 3,000 MW, accounting for 4.0% of Mexico’s 
energy capacity, 30% of its solar and wind capacity 
and 12% of its renewable energy (including  
hydroelectric projects). 

Sustainable building

Paralleling our efforts to identify and classify 
sustainable projects, the Sustainability and the 
Special Real-Estate departments drew up a 
diagnosis of construction industry’s opinions and 
interests regarding sustainable housing and building 
certification. This first exercise revealed some of the 
current challenges in the industry and identified a 
substantial portion of our portfolio that is interested 
in earning green certifications and learning about 
what is needed to do so. This presents a tremendous 
opportunity to continue exploring this issue and 
making decisions that benefit our clients.

SME Eco-Loans

In 2018, Banorte was one of the first banks to sign up 
with NAFIN’s Green SME programs to provide loans 
to SMEs looking to improve energy efficiency in 
their operations, or to use renewable energy through 
Energy Efficiency Eco-Loans and Interconnected 
Photovoltaic Solar Systems programs.

Energy Efficiency Eco-Loans finance the acquisition 
or replacement of equipment and installation 
expenses in support of more efficient new 
technologies, or which allow the user to produce the 
same amount with less energy.

Interconnected Photovoltaic Solar System loans 
fund the acquisition and installation of solar systems 
under the distributed clean industry scheme. This 
initiative has recently expanded its list of authorized 
suppliers and improved its offer by lowering the 
interest rate from 14.5% to 13%.

As of December 30, we had an active portfolio of  
Ps. 15.16 billion, reflecting our continuous effort to 
build sustainable finances in the SME segment.

Green, social and sustainable bonds

Aware of new needs and expectations among 
investors around the world, early in 2020 we 
developed a green bonds framework, aligned with 

 Green Bond Principles and market best practices. 
This framework provides the general guidelines for 
issuing green bonds in the categories of renewable 
energy, energy efficiency, natural resources and 
biodiversity, sustainable mobility, and water 
management. The bond is backed by a favorable 
second-party opinion from Sustainalytics.

The value of our sustainable 
portfolio in Business and 
Commercial banking closed the 
year at Ps. 11.96 billion.”

“
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Placement of green, social and sustainable 
bonds on the market

In 2020, Banorte acted as lead underwriter for the 
second reopening of the AGUA 17-2X sustainable 
issue totaling Ps. 1.6 billion, bringing the total issue 
amount to Ps. 4.0 billion. The bond received ratings 
of mxAA- and AA/mex from S&P Global Ratings 
and Fitch Ratings, respectively. The bond proceeds 
will be invested primarily in developing countries 
(80%) where the company provides services, and 
the remaining 20% in the United States and Canada. 
Water and wastewater treatment projects will take 
up 78.1% of the proceeds, and the other 13.7% will go 
to fresh water supply projects.

Investment in sustainable instruments

As active investors in financial instruments that 
ensure a positive impact on society and the 
environment, Banorte reiterates its support for 
sustainable development. Afore XXI Banorte and 
Operadora de Fondos traded the following amounts 
in ESG-focused assets in 2020:

• Ps. 6.64 billion in thematic bonds

• Ps. 3.14 billion in sustainable ETFs

• Ps. 81.5 billion in alternative instruments (CKDs 
and CERPIs)

Around 30% of the alternative instruments of Afore 
XXI Banorte cover projects that contribute to the 
SDG; we have investments in renewable energy 
farms, agroindustrial cropland, health and education 
centers and women’s empowerment programs, 
among others.

SDG Category Type of impact % Invested

Agroindustry Environmental 4%

Wind farms Environmental 6%

Solar farms Environmental 6%

Schools Social 2%

Public and private 
hospitals Social 3%

Fresh water supply Social Social 1%

Road construction        
and repair Economic 7%

Microloans for women Economic 1%

Sustainable insurance

The services we offer through our subsidiary 
Seguros Banorte include catastrophic coverage for 
hydrometeorological events, associated in part with 
the effects of climate change. The events covered 
by this type of insurance are avalanches, hail, frost, 
hurricane, flooding, flash floods, storm surges, snow 
and high winds.

This coverage is considered additional to the 
fire insurance branch and is offered on all the 
products included in that branch (fire), for example 
homes, civil construction and assembly, electronic 
equipment and agriculture, among others. It applies 
to any area of business or to individuals, as well 
as the projects we finance in various industries, 
including tourism and real-estate.

We also have parametric coverage against damage 
to beaches, marinas and coral reefs in the state of 
Quintana Roo, which incorporates the coastline 
of Isla Mujeres, Benito Juárez, Puerto Morelos, 
Solidaridad, Tulum and Cozumel. The coverage 
has payment trigger parameters that depend on 
the direction and speed of the wind, scaled at 100, 
130 and 160 knots, which determine the maximum 
liability limit. These parameters are modeled on 
the official records of the National Hurricane 
Center of the National Oceanic and Atmospheric 
Administration (NHC-NOAA).

Afore XXI has a team dedicated 
to incorporating ESG factors 
into investment analysis.”

“
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When a disaster occurs and one of the   
previously-established parameters is triggered,  
the commitment is for payment in no more than 
72 hours, regardless of whether or not there was 
any damage in the ensured zone. The resources are 
managed by a trust for comprehensive management 
of the coastal zone. At the same time, the technical 
subcommittee evaluates the impacts of the hurricane 
and allocates the resources placed in that trust to 
carry out the work and necessary activities to restore 
coastal ecosystems in the affected area.

Complementing this product was an additional 
advisory service to strengthen the institutional 
capacities of the government of Quintana Roo, 
consisting of three training sessions for state 
officials. This trainings, given by experts in the field, 
covered the basics of parametric insurance as well as 
the technical-operating elements needed to respond 
in the event of an incident.

Public health emergency

In light of the negative impact on various economic 
activities caused by the epidemic, Banorte decided 
to support clients through a number of programs, 
which were open for registration between March  
25 and July 31, 2020. The products covered by these 
support programs were credit cards, payroll loans, 
personal loans, car loans, mortgages and  
SME credits.

For more details, see:  https://investors.banorte.
com/~/media/Files/B/Banorte-IR/financial-
information/quarterly-results/en/2020/q4/4Q20.pdf

Signed up for the 
support program

630k 
loans

Ended support 
period

With outstanding 
payments

99%

10% - 12%
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We have efficiently focused 
resources on bank operations, 
ensuring regulatory compliance 
and maintaining secure, stable 
systems so we could operate 
normally with a high availability  
in all our channels.

6 16 1

+3.6 million 
Online Banking 

clients

+2.9 million 
Mobile Banking 

clients

70 NPS 
in Mobile Banking

9,387
ATMs
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Information technologies
102-15, 102-30

Strategy and course

The evolution of payment methods and push for 
digital banking pose a significant challenge in our 
ability to respond to the market with the speed 
it requires. In 2020, the public health emergency 
served as a catalyst for change, and it showed us 
what a great, well-coordinated team with a single 
focus was capable of achieving in a short period   
of time.

Through these work groups, we made substantial 
progress in our value proposition, origination, usage 
campaigns and loyalty programs, generating a 
much closer channel for communication with the 
commercial network, which helped us efficiently 
identify and address concerns. We optimized 
branch-related processes and tracked our net 
promoter scores, or NPS, for various products and 
channels, which served as a guide in redesigning 
and improving these processes. As a result, Banorte 
was one of the institutions best rated by its clients in 
relation to the overall market.

NPS products and channels

72

56

68

70

Single-product credit cards

Acquiring business (opening)

Deposits (opening)

Mobile Banking

We make it our business to prioritize technological 
solutions, which we executed and aligned with the 
atypical situation prevailing last year. We efficiently 
focused resources on keeping the bank running 
properly, ensuring regulatory compliance and the 
security and stability of our systems. With this we 
succeeded in operating normally and with high 
availability in all our channels.

Today, Banorte is the bank with the best digital 
savings and transactional offering. We completed 
the full digital cycle for our clients, meaning they 
can today handle virtually all their credit card 
services—from applying for a new card or requesting 
an additional one, administering limits, generating 
a digital card, blocking it temporarily in the case of 
loss or permanently in the event of theft, request a 
replacement and monitor its status until it is safely 
in hand, activate it, defer purchases and dispute 
unrecognized charges, all from their Banorte Movil 
banking app.

45% more new digital accounts during 
usage campaigns

38% of accounts placed through digital 
channels have an active digital card

Today, through Mobile or Web Banking, we have 
reduced the time it takes to open an investment 
from an average of 30 minutes at a bank branch to 
between three and five minutes through the app.

Also, part of our social responsibility commitment, 
97% of individual clients with current accounts 
receive their account statements digitally rather 
than printed—substantially reducing costs while 
protecting the environment. 

Through a cell-based work culture 
we are prepared to help our clients 
connect and operate in a digital world, 
aligning processes, methodologies, 
labor culture and increased proximity 
with them, reaffirming our social 
commitment: a more inclusive, 
solidary bank.”

“
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A new solution called Payment Link, which we 
introduced in response to the pandemic, provides a 
new payment channel for e-commerce: the merchant 
generates a URL code and sends it via any electronic 
media, including social media; and clients can make 
their payments by filling out a simple form.

With all of this, and pursuing the same strategy we 
have been following for several years, focused on 
digitalizing our clients, we handled a record number 
of e-commerce sales during the year.

This earned us a ranking as the 74th top acquiring 
business in the world according to the “Largest 
Merchant Acquirers Worldwide” report, and the 
11th in Latin America, according to “Latin America’s 
Largest Acquirers”, both published by The Nilson 
Report in 2020.

Infrastructure
203-2

Facing digitalization

We have continued our transition to digital 
technologies and today have 3.6 million active 
digital banking clients. In the past year we worked 
on various projects aimed at adapting to a new 
post-pandemic reality, focusing mainly on digital 
placement, combining new easily-configured 
technologies and optimizing user experiences. 
We transformed various processes to bring our 
clients new self-service models with access to 
assistance from their account executives. Among 
the most important of these are applying digitally 
for point-of-sale terminals, and a new process of 
opening a payroll loan system through tablets; also, 
strengthen controls and rules for disputing charges 
through Banorte Móvil, providing a quicker response 
and greater peace of mind to our clients.

We have 100% digital processes for product 
origination, from acquisition, activation, purchasing 
and withdrawals to charge disputes and payments.

The collaborative work scheme for the Banorte Móvil 
app allows for the platform to be updated each 
month, ensuring client protection and self-service for 
managing their accounts.

By continuing to review our technological 
architecture we now have protocols for the 25 most 
widely used bank services, meaning we can more 
quickly respond to requests from the channels and 
increase the number of transactions per second.

During the year we were the first bank offering 
clients the possibility of reserving a place on line 
at the bank via WhatsApp, another strategy for 
protecting our clients, avoiding having too many 
people at the branch at one time and shortening 
bank lines.

As the first bank with mobile biometrics, we 
introduced credit card delivery in the “Así de Fácil” 
(it’s just that easy) channel for authenticating clients 
in the field, and thus strengthening security to avoid 
identity theft or spoofing.

36k cards delivered with mobile biometrics

Because we are committed to financial inclusion 
as an institutional mission, we strengthened our 
strategic partnerships with fintechs, aggregators and 
integrators, succeeding in retaining and attracting 
high-value clients. One of these partnerships is with 
PayClip, which saw a 24% increase in billing over 
2019, and 54% more transactions.

70% growth in e-commerce billing with 
debit cards; 90% are new clients
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Also, thanks to our alliance with Google, we 
extended our APIs to partners like Rappi and to 
solutions like CoDi, ATM and other wallets.

During the year, we formed a 50/50 joint venture 
with Rappi that creates a talented team independent 
of both companies—called Tarjetas del Futuro SAPI 
de CV—for the purpose of offering digital financial 
products. The first will be a RappiCard credit card.

This deal is in keeping with GFNorte’s digital and 
technological strategy, because not only will it bring 
more digital banking and financial services to our 
clients, but helps us maintain our presence and gain 
penetration in digital financial services. This joint 
venture is planned as part of an extensive digital 
financial ecosystem for offering digital services for 
mobility, merchants and other payments. It will also 
give us access to a broad base of young users who 
are more focused on digital media, new technologies 
and new ways of doing things. 

With this transaction, GFNorte reaffirms its 
commitment to continuing to contribute to Mexico’s 
development, building on its leadership position in 
digital financial services.

Data security
102-15, 102-30, FN-CB-510a.1, FN-AC-510a.1, FN-IB-510b.3, 
FN-CB-230a.1, FN-CB-230a.2, FN-CF-230a.2, 103-1,   
103-2, 103-3

Cybersecurity: protecting information in   
this new reality

Grupo Financiero Banorte works to continually 
enhance the level of security for its information 
assets, both external and internal. As part of this 

effort, pursuant to security provisions established 
by the CNBV in its Unified Banking Bulletin, the Risk 
Policies Committee authorized a methodology for 
classifying vulnerabilities in the area of data security 
according to risk level. Based on this methodology, 
we ran various security tests, like intrusion, secure 
code and platform tests. With this, our process of 
managing vulnerabilities is in line with international 
standards like ISO 27001:2013 and PCI-DSS, for 
which we have certifications. We also comply with 
CNBV and Banco de México requirements on the 
detection, treatment and remediation of critical, high, 
medium and low vulnerabilities in the infrastructure 
that supports the bank’s applications.

In 2020, we ran seven intrusion  
tests with the help of a qualified 
external consultant.

More than 10,000 code numbers 
were checked, through both black 
box and white box testing.

More than 7,200 platform scans 
were conducted on more than  
5,000 servers in all of the   
bank’s environments.

Our Vulnerability Management Program specifies 
how to analyze and test vulnerabilities in the 
technology that supports critical applications.  
It covers four types of infrastructure: i) regulated 
applications, ii) applications within the scope of the 

We created a 50/50 joint venture 
with Rappi, through which we 
have build a talented team 
independent of both companies, 
for the purpose of offering digital 
financial products.”

“
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Business Impact Analysis, iii) critical infrastructure, 
and iv) other requirements (servers that support 
some operating process). This program is aligned 
with the internal methodology for determining the 
level of risk to vulnerability, based on frequency 
and severity, which determines specifically which 
components impact the classification of risk  
by vulnerability type, and which is updated and 
authorized by the Risk Policy Committee.

Banorte has an extensive set of data security policies 
and procedures that define the security strategy to 
be followed, according both to external regulations 
and to best practices. These policies are authorized 
by the bank’s Control and Audit areas, including the 
Chief Information Security Officer and the  
Integrity Committee.

Employees receive mandatory security training 
programs, according to regulations, along with 
ongoing communication and awareness-raising 
campaigns. We also conduct e-mail campaigns on 
phishing scenarios to alert employees to this  
type of threat.

Each year the Internal Audit area reviews data 
security processes and control of banking 
applications, according to a program authorized by 
the Audit and Corporate Practices Committee.

Various sources and expert projections indicate  
that the frequency of cyberattack and cyberfraud  
is growing. 

Some examples of these are:

• Mass theft of information from major corporations 
around the globe.

• Attacks on payment systems associated with 
mobile devices and digital wallets.

• Cyber-extortion based on ransomware.

• An increase in phishing, vishing and social 
engineering attacks taking advantage of current 
issues (COVID-19, the economy, employment, 
banking issues and e-commerce).

• An increase in attacks on employees working 
remotely, as a substantial number of companies 
continue to work in “home office” mode, and 
attacks on infrastructures that provide this  
remote access.

• Attacks on the supply chain, having tested   
the efficacy of the attack and its difficulty   
of detection.

Grupo Financiero Banorte has a Security Operations 
Center that permanently monitors network traffic 
and the behavior of various applications that make 
up our infrastructure. We also have a security 
intelligence team that carries out a proactive and 
reiterative search for fraud alerts, as well as threats 
that might affect the security of our information.

Banorte has an extensive 
portfolio of data security 
policies and procedures that 
define our security strategy, 
in keeping with external 
regulations and best practices.”

“
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In the past two years we have invested heavily both in organizational 
infrastructure and in the implementation of various technological tools 
that have enabled us to strengthen our processes, resulting in a 73% 
reduction in the net amount of fraud-related losses.

PRM: Proactive Risk Manager, the core fraud prevention platform

VCAS: Visa Consumer Authentication Service, a system for preventing fraud in secure e-commerce transactions (3D) 

VRM: Visa Risk Manager, a system for preventing fraud in e-commerce transactions for VISA BINs

DI: Decision Intelligence, a system for preventing fraud in cross-border e-commerce transactions for Mastercard BINs

VERI: Biometric verification for account opening 

UG AA: Update of the Adaptive Authentication system

PRM AMG: A module for generating regressive models by using machine learning

POC Ethoca: A concept test for the system that detects chargeback fraud/improves disputed charge issues 

BIOCATCH: Biometric authentication system for e-banking

We comply with all laws and regulations as well   
as international standards and best practices.   
The most important of these are:

• General provisions applicable to credit institutions, 
specifically the resolution to modify these 
provisions to include section Eight Bis –regarding 
information security, published on November 27, 
2018 in the Official Gazette of the Federation

• General Provisions applicable to brokerage firms

• Credit Institutions Law

• Federal Law on Protection of Personal Data in  
the Possession of Private Parties

• ISO 27001:2013

• Payment Card Industry Data Security Standard 
(PCI DSS)

2018 2019 2020

Investment in 
organizational structure:

68 new full-time 
employees working in 

the Comptroller’s Office, 
Metrics and information, 
Fraud model, Fraud risk, 

Transactions, Internal 
fraud, Checking fraud  

and Projects.

Planning, development 
and documentation: 

Handled 36 risk-control 
initiatives.

Change in net fraud 

loss -8% 

Application of POC 
tools and execution:

Change in net fraud

 loss -73%

PRM update 8.6

Work flow 
automation

VCAS-3D

VRM – VISA

Dynamic CVV for digital cards

VERI/biometric 
integration

PRM merchants

Internal PRM

PRM checks

BIOCATCH

DEVEL

DI--MC

UG AA

PRM AMG

POC ETHOCA
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Data privacy
418-1, FN-CF-220a.2

As mandated by law, Banorte has various privacy 
notices posted permanently on its website. 

Banco Mercantil del Norte has a committee that 
meets quarterly to discuss personal data protection. 
Its purpose is to analyze, evaluate, predict risk, and 
to issue resolutions on the protection of personal 
data, through planning, monitoring, and review 
of policies, procedures, strategies and actions for 
continuous improvement in this area. It also works to 
build a culture of personal data protection, seeking 
to prioritize the interests of those to whom the data 
belong and their privacy, in addition to internal rules 
and external regulations.

The internal policy established by GFNorte regarding 
the protection of personal data applies to the 
following companies:

• Banco Mercantil del Norte, S.A., Institución   
de Banca Múltiple, Grupo Financiero Banorte 

• Arrendadora y Factor Banorte, S.A. de C.V. 
SOFOM E.R., Grupo Financiero Banorte 

• Casa de Bolsa Banorte, S.A. de C.V.,   
Grupo Financiero Banorte 

• Almacenadora Banorte, S.A. de C.V., Organización 
Auxiliar del Crédito, Grupo Financiero Banorte 

• Fundación Banorte A.B.P. 

• Administradora de Servicios Profesionales 
Especializados, S.A. de C.V. (ASPE) 

• Seguros Banorte, S.A. de C.V.,   
Grupo Financiero Banorte   

• Pensiones Banorte, S.A. de C.V.,   
Grupo Financiero Banorte

The Internal Audit area conducts an annual audit of 
Banco Mercantil del Norte, regarding its compliance 
with the Federal Law on Protection of Personal Data 
in the Possession of Private Parties. It also covers 
these aspects in its reviews of various processes.

Additionally, in previous years we have engaged 
external experts to verify compliance with personal 
data protection regulations at Banco Mercantil   
del Norte.

Among the main actions taken to ensure compliance 
in this area are:

Banorte’s internal regulations 
stipulate the possible sanctions for 
non-compliance with personal data 
protection regulations.

Client data remain in our systems for a 
period of ten years following the end of 
our commercial relationship with them, 
as established by law.

Employees receive annual training 
on personal data protection. In 2020, 
97% of our people were trained. We 
also maintain an awareness-building 
campaign for all our staff through 
various internal communication 
channels.

In 2020 we received, through our Client Experience 
area, 93 claims regarding protection of personal 
data. The Personal Data Protection Committee 
evaluated all of these and determined that none of 
them represented demonstrable actions by the bank 
in violation of data protection laws that might affect 
the client.

Note: The circumstances under which personal data 
might be transferred are described in our privacy 
notice, published at  www.banorte.com.  
Updates to the privacy notice may also be viewed  
on our website at  www.banorte.com

10
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The competitive advantage  
of our institution lies in its 
people and its culture, which 
are what has earned this   
Group the position it holds   
in the market today.

+29k
employees

51.2% women
48.8% men

+61k hours of 
training in Official 
Mexican Standard 

NOM-035

We are part of 
Bloomberg’s 

Gender Equality 
Index

6 96 9
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Connected with the business
102-8

Clearly, one of this institution’s chief competitive 
advantages is its people and its culture. With that 
unique personality, which is not imposed from above 
but rather part of our history, our Group has attained 
the position it holds in the market today. The world 
is changing rapidly, and technology with it; digital 
transformation and the need to identify and build 
new labor skills are the greatest challenge we will 
face in the years ahead. The speed of technological 
advance has brought an array of unprecedented 
products and services to the market, defying the 
status quo of skills and competencies that our 
employees require in order to help us remain leaders 
in our industry. We must remain connected with the 
business, prioritize talent availability, and create   
the right mechanisms for securing their commitment 
and retention.

We have developed a results-oriented culture, 
promoted new leaderships and skills aimed at 
confronting the latest digital trends and innovations, 
which now, more than ever, have become essential. 
The comprehensive advancement of our employees 
is our priority, and we want to provide a climate 
that can support their personal and professional 
growth, always within a healthy, ethical climate that 
prioritizes their safety.

Values like integrity, trust, respect and loyalty are 
fundamental pillars in our continuing success, in line 
with our vision of being a great ally to grow strong 
together with Mexico.

Number of employees

Company GFNorte

 2019 2020

Banking               24,124              24,681 

- Bank                 21,119                21,671 

- Warehousing                     39                      39 

Leasing and 
factoring                   235                  242 

Aspe                 2,731               2,729 

Companies in the 
U.S.    179   197 

- Uniteller                   156              174 

- Banorte                  
Securities                 23                       23 

Savings and 
Retirement Banking*               5,864             5,042 

- Afore                4,180               3,375 

- Insurance                 1,556               1,542 

- Pensions                    128                    125 

Total*               30,167              29,920 

* Includes outsourced personnel

Diversity and equal opportunity
103-1, 103-2, 103-3, 405-1, 412-2, FN-IB-330a.1, FN-AC-330a.1

Diversity and inclusion

Banorte has a set of practices and initiatives to 
identify and create equal opportunities for the 
various groups that make up our workforce. 
Our intent is to recognize, value and respect the 
contributions of each of them. Through our Diversity 
and Inclusion Strategy, we build a culture that 
promotes innovation, growth and competitiveness in 
our diverse workforce. Our human resource policies 
incorporate elements of equality, and we offer the 
same opportunities for development and growth to 
all of our employees.

We have built an inclusive workplace environment 
that develops our employees’ talents, and in 
recognition of this effort, we have been included in 
Bloomberg’s Gender Equality Index.
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Workforce by age range and gender   
  

Gender Age                  
range

        Total

2019 2020

< 30 years 6,660 5,859   

30 - 50 years 7,297 8,122   

> 51 years 1,143  1,088

Total 
women

 15,100 15,069   

< 30 years 6,285 5,365

30 - 50 years 6,567 7,412   

> 51 years  1,697 1,559   

Total men  14,549 14,336  

Total*  29,649 29,405

* Does not include outsourced personnel at Afore, Insurance or            
  Pensions businesses

  
Workforce by job category and gender
  

Category 2019 2020

Women Men Women Men

Senior 
management 146 570  145 565 

Middle 
management 2,999 4,112 3,167 4,240 

Operations 11,955 9,867 11,757 9,531 

Total* 15,100 14,549 15,069 14,336 

* Does not include outsourced personnel at Afore, Insurance or
  Pensions businesses

Talent Attraction Program with a Diversity Focus
This program was created to develop practices by 
which we can enhance diversity and inclusion in 
our organization as a way to better serve all of our 
stakeholders. Through this program, we will:

• Diagnose and train our talent attraction people 
and other people in areas seeking job candidates 
to recognize their own unconscious bias.

• Review our job postings and include a diversity  
of profiles in our short lists.

• Modify internal human resource policies. 

Banorte Women’s Circle
In 2020, we created two groups for women seeking 
opportunities for advancement: the first group was 
created by the Risk Strategy and Planning area, and 
the second by the Sustainability and Responsible 
Investment area. This year nine workshops were 
given on personal and professional development, 
in order to share knowledge, ideas and opinions. 
The workshops were attended by more than  
300 women employees from various parts of 
Mexico. Through this space, we want to encourage 
women to network inside and outside of Banorte, 
generate mutual support dynamics, and hear the 
voices and experiences of the women who work at 
the organization, and on this basis, to continually 
improve our corporate practices.

Target Gender Equality
Grupo Financiero Banorte joined the Target Gender 
Equality initiative promoted by the United Nations 
Global Compact and UN Women, whose purpose 
is to accelerate the progress of gender equality. 
Through this program, we measure the current status 
of gender equality in our operations and services 
using the Gender Gap Analysis Tool of the Women’s 
Empowerment Principles. We also participate 
in workshops to implement internal strategies 
for addressing areas of opportunities that can 
strengthen women’s representation and leadership 
within the company.

Bloomberg Gender Equality Index
We were one of only five Mexican companies 
selected for inclusion in the Bloomberg Gender 
Equality Index.

For the fourth year in a row, Bloomberg recognized 
Grupo Financiero Banorte’s commitment to 
advancing equality, including it in a group of 325 
firms around the world committed to transparent 
reporting with a gender perspective. 

Human Rights Policy
At Grupo Financiero Banorte, we recognize the 
value and importance of human rights and we 
understand our responsibility to respect, protect, 
prevent and mitigate any impact that our activities 
may have. With this in mind, in 2020 we launched 
our Human Rights Policy, a guiding document for 
ensuring and respecting human rights with our 
stakeholders, detailing the actions we take  
as employers, employees, financial service providers 
and contractors that are aligned with our  
values and commitments.
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Professional development
103-1, 103-2, 103-3, 404-1, 404-2, 404-3

Training and career development

The advancement of our employees is a key factor, 
so we provide them technical and leadership training 
to support their preparation and development. 
Through the “Success Factors” technological 
platform we diagnose training needs for each 
employee and address them more rapidly and   
in detail.

• Nearly all our employees were trained in  
money-laundering prevention and 29 regulatory 
issues that ensure compliance with standards, 
protection and security.

• With the startup of Banorte Sales School, more 
than 11,700 employees from our branch network 
gained specialization in products, sales and 
customer service.

• We introduced the “Aprende” self-learning  
model, a virtual platform with more than 5,500 
courses and 20,000 book summaries, available 
365 days a year, 24 hours a day, for more than 
7,600 employees.

• As regards succession in senior management, 
we have identified successors for participating 
CEOs. We worked with an independent consulting 
firm to evaluate 42 top executives, who received 
feedback on their results. In the first quarter of 
the year, these results were presented to the 
Management committee.

• The operating model for the training area was 
restructured, updating and expanding the 
regulatory framework.

Percentage of employees receiving an evaluation 
 

Category 2020

Women Men

Senior management 100% 97%

Middle management 97% 94%

Operating staff 62% 61%

* Not including Aspe or senior bank management
** For Afore XXI Banorte, includes only information from the 
first half of 2020 (there were no evaluations in the second half)

Average hours of training by title category

Category                  GFNorte

2019 2020

Senior management 28 63   

Junior management 29 49

Middle management 35 76

Administrative 26  92

Average* 30  70

2020 reflects figures for the Afore which were not included     
in 2019.

Average hours of training by gender

Category               GFNorte

2019 2020

Women 33 90

Men 28 87

Average* 31 89

2020 reflects figures for the Afore which were not included     
in 2019.

Scholarship contest

In order to encourage the continuous professional 
development of our employees, we publish a call 
for entries to an annual contest for graduate-level 
scholarships.

Investment in training and development (bank)

Item 2019 2020 % Chge. 
20/19

Scholarships 15 16 3.27%

Travel expenses for training 35 3 -90.54%

Courses and conferences 186 110 -40.77%

Total* 236    129 -45.28%

* Figures in millions of pesos

Leadership training

We redesigned the entire program of Leadership 
training to be given virtually, so that 1,132 leaders 
could continue their development by remote 
methods, including executive coaching.
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We gave a course on the new Official Mexican 
Standard NOM-035 to train our leaders in identifying, 
analyzing and preventing psychosocial risks on   
the job.

Total hours                        
of training

Average hours                 
per person

61,288 2.5

Target       
audience

Passed       
courses

% of personnel 
trained

24,681 25,517 100%

The number of employees who passed the NOM-035 course is 
higher than the target audience because it includes employees 
who left the company in 2020. 

Program 2020

Leadership skills 27,566 

Executive skills 2,016 

Total hours 29,582 

Workplace climate and culture:   
a winning culture
103-1, 103-2, 103-3, 401-1

The performance and creation of a winning culture 
is achieved by living according to our values, 
strengthening the conduct that we want to preserve 
and eradicating conduct that does not edify or 
contribute to the formation and development of the 
talent this organization requires.

Values like integrity, trust, respect and loyalty are 
fundamental pillars in our continuing success, in line 
with our vision of being a great ally to grow strong 
together with Mexico.

The average turnover of bank employees in 2020 
was 12% in women and 14% in men; in our Insurance 
and Pension businesses, it was around 4% in women 
and 6% in men, in Afore XXI Banorte, total turnover 
was 30.3%.

Organizational climate model

For the eighth year in a row, we were recognized 
by the Great Place to Work institute as one of the 
Best Places to Work in the category of companies 
with more than 5,000 employees, and ranked third 
among the Best Places to Work in Banking,  
Insurance and Bonding.

We improved our workplace environment 
intervention model by introducing practices 
that strengthen a positive climate for work. We 
strengthened the design of a survey and short 
pulse-taking questionnaires on commitment, to 
evaluate this factor in our employees, in order to 
boost productivity and reach our goals despite the 
challenges of the pandemic.

Organizational culture

We launched the “Banorte Contigo” platform as 
a way to communicate with and accompany our 
employees since the pandemic began. This platform 
allows for dialogue between executives and 
employees, monitoring their physical and mental 
welfare and their concerns, and sharing with them 
valuable content regarding stress management, 
resilience, motivation, health and wellness, among 
other topics.

As part of this program, we conducted 70 live 
sessions and developed 32 support microcapsules. 
It was attended by more than 7,000 employees, 
who currently see this platform as part of the value 
proposition that Banorte offers its employees.

Measurement

Banorte’s organizational survey “¡Tu Experiencia 
Vale!” (your experience is valuable) is a program that 
supports our strategy of measuring commitment 
through short “pulse” questionnaires and surveys of 
our personnel. It encourages employee productivity 
by monthly tracking the mood, physical and mental 
health of GFNorte’s workforce.

Evaluation of psychosocial risk on the job, aligned 
with the requirements of NOM-035 established by 
the Ministry of Labor and Social Planning
As a result of this evaluation, we launched a program 
of food practices focused on the areas identified as 
having medium risk.
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Youth Building the Future

We participate in this federal government program, 
whose purpose is to provide job training to youth 
between 18 and 25 years of age. In 2020, 285 youth 
entered internships at Banorte. Training programs 
were provided on financial education as well as the 
development of skills and abilities that will make 
easier for them to join the workforce. To date, 38 of 
these youth have been hired to fill job vacancies in 
the bank.

“Talento Fuerte” Program

A program that seeks out high-potential youth 
with recent undergraduate or Master’s degrees, to 
meet Banorte’s needs for talent by providing an 
accelerated development of experience, know-how 
and skills in various business areas.

The program began in 2020 with the addition of 
five people to the Credit, Wealth Management and 
Human Resource areas.

¡Hola! Onboarding program

We continued this program to welcome new 
employees to Banorte by providing them information 
useful for their jobs as well as general information 
about the financial Group.

Through live sessions conducted virtually with 
various internal experts on topics like institutional 
philosophy, financial information, value chain, 
organizational structure, retirement funds, our mobile 
banking app and value proposition, among others, 
we welcomed more than 700 employees, with a 
coverage of 95% of incoming corporate staff and 
56% in incoming branch employees.

Percentage of unionized employees at the bank

Company Non-
unionized

Unionized Total %

Banorte 15,032 6,920 21,952 31.5%

Aspe 891 1,838 2,729 67.4%

Total 15,923 8,758 24,681 35.5%

Compensation
102-35, 102-36, 102-38, 102-39, 201-3, 401-2, 405-2

We are constantly working to offer our employees 
a comprehensive salary and benefits package 
that is competitive in our industry. As part of 
our compensation strategy, Banorte maintains a 
competitive position against the market in terms of 
total compensation, with an appropriate mix of fixed 
and variable compensation.

One mechanism for retaining talent in key positions 
is our executive stock plan, which gives employees 
more incentive to achieve the company’s  
financial goals.

GFNorte employee compensation  

2019* 2020 % chge. 
20/19

Senior management 7,500 5,962 -20.50%

Employees 4,582 5,470 19.37%

Total** 12,082 11,433 -5.38%

* 2020 includes figures for the Afore, while 2019 does not.
** Figures in millions of pesos.

Average salary by job category and gender  
    

Women Men

2019 2020 2019 2020

Senior 
management $132,785  $141,315 $156,614 $160,283 

Middle 
management  $35,027  $35,661  $39,157  $40,955 

Operating 
staff  $11,269 $11,840    $11,389 $11,981 

Figures in pesos

We are constantly working 
to offer our employees a 
comprehensive salary and 
benefits package that is 
competitive in our industry.”

“
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Employee compensation includes a set of benefits, 
most of which exceed those required by law.

Employee Services Contact Center

We strengthened this new model for providing 
better service and experiences to Banorte employees 
in the use of their benefits.

Savings 
fund

Grocery
vouchers

Annual
bonus

Access to
loans

Vacation
bonus

Vacation
Social security
contribution

Retirement 
plan

Medical  
service

Sports 
membership 

subsidy

Life 
insurance

Social security 
contribution

Funeral expense
support

Specialized team devoted 
100% to resolving employees’ 
needs in terms of loans, 
proof-of-work certificates, 
credentials, inquiries and 
questions, and others.

1 2 3

One-stop point of contact 
with multichannel attention, 
including a phone line, chat, 
institutional e-mail and human 
resources intranet.
    
   

 Expanded service hours, open 
10 continuous hours, from 
8.00am to 6:00pm Mexico  
City time.

Employee health and safety
401-3, 403-2, 403-3, 403-6

For Banorte, the health of all our employees is 
a priority, and we are mindful of all the health 
measures indicated by the authorities. During the 
past year we took the hygiene and prevention 
measures necessary to care for our employees and 
their families at all times, and took action on various 
fronts throughout the year.

• We enacted a contingency and business  
continuity plan when the pandemic began, 
following the guidelines issued by federal, state 
and local authorities in order to conform to the  
established standards.

• We created three standing work committees,  
from senior management down to the operating 
level, to plan, execute and control strategies. 
These committees met according to the 
established calendar.

The primary features of this contact center are   
the following:
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• We hired a group of expert epidemiologists, 
headed by the former Under Secretary of Health, 
to ensure we had the most experience and 
academically rigorous advice in the country.

• We set up various means of communication 
to address the various aspects of COVID-19, 
including infographics, written articles, videos, 
conferences, news capsules and posters. Among 
all this material a key piece was our COVID-19 
Tracking, which was published three times a week 
during the first six months and now comes out 
permanently twice a week.

• We established a video-based medical checkup, 
as an alternative way for employees and their 
families to receive medical attention, relating 
either to COVID-19 or other health issues.

• We expanded our network of hospitals, because 
various of the existing facilities became COVID 
hospitals. In this way we were able to protect the 
health of patients with issues not relating to   
the pandemic. 

• We created an emotional health program to 
support patients and their close family members.

• We established mechanisms for quick detection 
of COVID-19 through rapid tests applied by our 
medical staff to employees suspected of having 
the virus.

• We acquired oxygen concentrators to support 
employees who required them, as they became 
scarce in the market.

• We created rapid transport mechanisms with 
air-lift ambulances through agreements, because 
hospitals were saturated.

• We defined a mechanism for immediate support 
of employees who had lost family members to 
COVID-19.

• We established practices to protect employee 
health and safety, including prevention and 
management initiatives like monitoring accident, 
illness and absenteeism rates.

Also in 2020, we conducted an influenza vaccine 
program, with record participation despite a 
shortage of the vaccine itself, mitigating the 
possibility of a “syndemic” (flu/COVID-19).

We created a Social Security support webpage, 
which assists employees with a series of health-
related services through the various electronic media 
available today. We also created a Quality Bureau, 
a tool for measuring our suppliers’ performance and 
compliance with service standards.

For 2021, we plan to stabilize the ratio of employees 
working in the office to those working remotely. 

377 parental leaves were 
taken at the bank in 2020, 
52 at the Afore and 1 in 
Insurance and Annuities.”

“
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We will be launching a tool for identifying employees 
with possible COVID-19 symptoms, thus avoiding 
contagion within the institution during the process of 
returning to work on the premises.

We will also be looking for mechanisms by which we 
can ensure COVID-19 vaccination for our employees 
and their family members.

In 2020 we held a flu vaccine 
campaign, with record results.”“
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Our virtual assistant 
Maya is the first in 
Mexico to conduct 

monetary transactions

193% gain in 
productivity from 

the collaborative 
cell model

Double-digit 
increase in the NPS 

of experiences in 
digital and physical 

channels

7 97 9
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Banorte is a better organization 
because of the use of 
data with a culture open to 
experimentation.

Employee NPS 
grew by 

19 
points
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Innovation

GFNorte’s global innovation strategy seeks to 
address the rapid pace of change taking place in  
the global financial industry.

The wave of digital transformation seen across all 
industries, and especially in the financial sector, 
obligates companies to make increasingly intensive 
use of technology. The most successful ones are 
those that can transform their processes to use   
the new technologies available on the market  
most efficiently.

2020 clearly brought a tremendous opportunity 
to further this process of digital advance in new 
products, and to strengthen those existing at the end 
of 2019, as our multi-channel sales platform, which 
manages the bank’s digital platform in all channels, 
continues to grow in scope and functionality.

These systems work in coordination with the 
bank’s Analytics area, so with the use of artificial 
intelligence techniques, we can develop campaigns 
more closely targeted to our clients.

The processes of digital campaigns and customer 
service, which encompass everything from the 
design phase through production on a single 
platform, are now available in almost all of our 
channels. Today, campaigns and customer service 
processes are already operating under this new 
model in mobile phones, on the web, in bank 
branches, call centers and tablets.

The campaign process was integrated with the 
contract-signing process, in order to provide clients 
with the best service, with preapproved offers   
and a simple experience that strengthens  
financial inclusion.

We continued developing our virtual assistant, the 
first in Mexico with the capacity to perform monetary 
transactions. This year we added new capacities, like 
submission of unrecognized charge claims, activation 
of interest-free installment payments, sending 
of account statements, and the ease of making 
transfers and payments using whatever aliases the 
client defines, among others. We also defined our 
digital assistant’s personality: a Gen-X woman named 
Maya, who speaks in a friendly, direct language. 
Today, Maya handles more transactions than any 
other virtual assistant in the Mexican market.

With the speed of change required by financial 
institutions today, an event-oriented platform is 
indispensable, in order to execute processes in 
real time, connecting to analytic and predictive 
systems. In this area, an event-based platform is 
being developed which automatically integrates 
the processes of customer service, sales and bank 
operations, to offer more transparency and greatly 
expedited response times.

The bank has continued to explore new technologies, 
calculation methodologies and the use of alternative 
information, both to provide a more personalized 
and efficient service to clients and to optimize and 
strengthen internal control processes. In this latter 
area, we are focusing on automated documentary 
analysis, news analysis, estimation of payment 
capacity and concentration limit controls, artificial 
intelligence for consulting regulations, and others.

We are also evaluating facial recognition technology 
using artificial intelligence to enhance security and 
improve the client’s experience by identifying them 
and meeting their needs in advance.

We conducted pilot testing with 
various institutions on the use of 
blockchain technology.”

“
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This year we created a space for learning with our 
“Ingenio 20|20” lecture cycle, the purpose of which 
was to promote a culture of innovation. Experts 
spoke on topics such as blockchain technology, 
open banking, new models, hybrid intelligence, 
cybersecurity, design of future scenarios, digital 
transformation, machine learning, sustainability and 
digital identity, among many others.
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More than 11K employees 
participated in the Ingenio 20/20 
cycle of conferences.”

“

Artificial intelligence applications 
developed by Banorte were recognized  
this year by the globally prestigious 
Alconics award. 

Also during the past year, we adopted some broad-
based experimental methods for accelerating our 
learning about clients. This has made Banorte a 
better organization through the use of data with a 
culture open to experimentation. This culture change 
owes much to a workshop given by the Analytics 
team on the use of data to improve decision-making 
processes in banking, with extensive involvement by 
GFNorte’s leaders. Various initiatives linked to this 
workshop were put in place in the second half   
of the year. 

A number of indicators were developed using big 
data to arrive at a more timely and precise reading 
of the country’s recovery from the economic crisis 
unleashed by the pandemic. In collaboration with 
the Risks team, various models were developed that 
enabled us to assist clients whose risk profile may 
have been affected by the crisis sweeping   
the country.

In 2020, Grupo Financiero Banorte made further 
progress in adopting a culture that leverages  
data and is willing to experiment to better serve  
its clients.

Analytics

In 2020, we focused our efforts on digitalizing and 
achieving a closer understanding of clients. As 
regards the first aim, various areas of the financial 
Group worked with other organizations like the 
Duke University Center for Advanced Hindsight, 
to eliminate barriers to the adoption of the bank’s 
mobile app. We also displayed more personally-
targeted offers in digital channels, which translated 
into a more fluid communication with clients and a 
deeper, more lasting business relationship.

Closer understanding of our clients has been 
leveraged on three main aspects:

This has been instrumental in bringing them the 
right offers in terms of price and opportunity, and 
through non-intrusive channels.
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Customer relations
102-44, 416-1, 103-1, 103-2, 103-3, FS5,    
FN-IN-270a.4, FN-AC-270a.3

2020: A year for bolstering our   
client-centric culture 

This year we reasserted our client-centric approach. 
This was made possible by the collaborative model 
for mass transformation of our processes and by the 
improvement of experiences. The model is based on 
two key factors: listening to the customer’s voice in 
all points of interaction with the bank, as measured 
by the Net Promoter Score (NPS) index, and process 
transformation, thanks to multidisciplinary teams, 
Banorte Cells, and the involvement of talent from the 
organization who, during the pandemic, accelerated 
the pace of value delivery through Virtual Cells, 
aligning it with the clients’ needs. As a result of 
the transformation, we recorded a double-digit 
improvement in NPS scores from clients on their 
experiences in digital and physical channels.

*Includes information from 2017.

NPS: Chge. 2018-2020

Correspondent 
banks

Commercial 
banking

Mobile

+19.0 pts.

+29.0 pts.

+7.0 pts.

+18.0 pts.

+32.0 pts.

+22.0 pts.

+12.0 pts.

(1.0) pts.

Web

Branches*

SME banking

ATMs*

Call 
Center

Cells enabled the organization to 
focus on what was most urgent, 
and ensure business continuity.”

“

and digital advisory services, which were key to 
caring for our clients and employees. According 
to global experts in customer service, the top-
performing brands in the pandemic grew their NPS 
by five points over 2019. Banorte grew its NPS score 
by more than 10 points. 

Currently, a robust digital banking program and 
dedicated work team in the Cells enabled us to 
address their needs and continue our business, 
aligning processes with the new way of interacting 
with and serving our clients. This enabled us to 
migrate physical branch operations to digital 
channels, and to achieve a 45% growth in digital 
banking transactions over 2019.

The strategy of continuous, close and empathetic 
communication with clients and employees enabled 
us to act and adapt our processes immediately: 
changing interaction in branches, health protocols 
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Banorte Cells: A culture of client-centric 
transformation

Cells are multi-disciplinary teams that bring together 
the talent of the entire organization, break down 
hierarchies and drive dynamism and innovation 
by transforming experiences. In Cells, people can 
analyze the gaps that need to be bridged to meet 
client needs and expectations, and through an agile 
methodology, develop and implement processes that 
bring value to clients and employees.

Cells work across the entire Group with a single 
directive: client centricity. In 2020, this collaborative, 
mass transformation model generated a 193 percent 
increase in productivity.

NPS Banorte Branches

More than 20 Macrocells charted the course 
and accelerated transformation.

More than 100 Cells designed and 
transformed the client journey.

More than 700 execution cells 
implemented and ensured the experiences.

“ Cells are not just a way of  
working—they are a culture 
at Banorte that enables us to 
transform the service that  
clients require.”

+10 points

52 53 51
53

54
52 52 53

54
56 56

51

58 58 58
59 60 60

62 62 62 6262

67
62 62 64 66 66

64
66

68 69

62

56
59

Macrocells

29 167

23 133
2019 2019

2020 2020

20 95

9 39
2017 2017

2018 2018

Cells

771

2019

2020

504

238
2018

Execution cells

More than 3x the success rate of 
transformation programs

Hierarchical, vertical, 
silo-based structure with 

broken processes based on 
personal knowledge

Cells: collaborative 
models that challenge 

structure and encourage 
dynamism 
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During the year, Cells generated more than 1,400 
value deliveries, making Banorte a benchmark 
in service and driving a 23 point increase in the 
competitive NPS score compared to 2017.

Their success lies in their focus on results, the 
participants’ commitment, the rotating leadership, 
pride in achievement, sense of belonging and talent 
of each employee.

Adopting digital technology

In this new reality, we assist and guide clients  
in the use of digital channels, facilitating the 
digital experience supported by omnichannel  
technological architecture. 

One example of this is the “Enlace Digital” account, 
which can be opened via digital channels, without 
having to go to a physical branch. So, the client can 
in a matter of minutes carry out Mobile Banking 
transactions, including the use of a digital charge for 
purchases and bill payments with maximum security.

Our virtual assistant, Maya, is an artificial intelligence 
robot who can handle transactions, information 
inquiries and disputed charges with a connection 
to executives in the call center to ensure the best 
experience. Maya earned us an increase of more than 
25 points in the customer satisfaction index.

The availability of products and services through the 
digital channel and the ability to acquire products 
like promissory notes, mutual funds, credit cards, 
insurance, payroll loans and others, enabled us to 
improve relations with our clients and to protect 
them by giving them a range of banking options that 
did not require going to the branch. At the same 
time, they generated pleasurable experiences, as 
evident in the NPS.

Client-centric culture

As part of the “Customer’s Voice” effort,   
two programs were introduced to address  
employees’ needs.

• The “Tu Voz Transforma” (Your Voice Transforms) 
program brought us closer to our employees in 
the branch network to address their needs  
during the contingency, resulting in an 82% growth 
in their participation from 2019 to 2020.

• The employee NPS (eNPS) program registered 
a 19 point improvement in this score over 2017.  
Today, employees recognize Banorte as a solid 
bank, with a deep social commitment and focused 
on improving the client experience.

NPS of our employees

9.3

9.5
Banorte is focused on improving the client’s experience

Banorte is an innovative bank

9.6

9.8
Banorte is a solid bank

Banorte is a bank with social commitment

88%

9%

2%
NPS

86.1

Transformation 
of pain points

Client    
centricity

Frequent 
deliveries

Expansion 

Virtual   
cells

Path and 
priorities

Productivity and 
resistance Back to 

transforming

2019 2020 Pandemic New normal

Client centricity

More than 13,000 employees, 
with 4,800 collaborations, 
worked on the transformation.
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The voice of the social media

Social media at Grupo Financiero Banorte represent 
an increasingly important channel for serving our 
clients, because they facilitate personalized contact.

Our social media, through which we serve our 
clients, today gather together more than a million 
followers, and in 2020 positive sentiment reached a 
peak. Some outstanding events included the launch 
of support programs, “El Buen Fin Banorte” and the 
launch of queuing on WhatsApp.

2020 was a year of challenges and changes, in which 
communication with the client, transformation and 
the adaptation of processes and new experiences, 
helped us to keep, and to strengthen, our value 
promise and their trust.

Marketing

In a matter of months, everything changed. Not just 
our lives but our way of working, our way of seeing 
the world. And once again, we proved what we mean 
when we talk about being Mexico’s Strong Bank.

2020 was a year marred by uncertainty, which is 
why we decided to reinforce our communication 
with clients. We wanted them to be absolutely sure 
about one thing: whatever happens, they can count 
on Banorte.

Since the pandemic broke out, we put ourselves 
in our clients’ place, multiplying efforts, because 
it wasn’t just about resolving the most pressing 
situations; we needed to react swiftly while 
transmitting calm at the same time.

We offered them the ability to address their needs 
securely through our digital channels and our 
alternative channels, minimizing any possible risk. 
At our branches, we applied protocols in order to 
maintain service while keeping everyone safe.

We were the first bank to offer clients the option of 
deferring their credit payments, benefiting more than 
630,000 of them. Other banks followed suit, even  
at the urging of their own clients on social media.  
A Banorte action that reminded others of what it’s 
like when you work from the heart.

Reality brought a succession of surprises during the 
year. Before we could adapt to one change, another 
would follow hard on its heels. But we found new 

ways to help clients with their needs, through 100% 
secure digital processes and products like our  
Enlace Digital account.

We joined forces with Rappi to find new solutions, 
and with Marriot and Mastercard to support the 
healthcare professionals who have put their lives on 
the line to care for us all.

We made our best offers of products and services so 
that our clients never have to stop growing, adapting 
to the new reality, doing business and following their 
dreams. Because above all, we believe there is more 
to Mexico.

2020 changed our lives, but our commitment to 
29,000 Banorte families, 11 million clients, and our 
love for Mexico, is as strong as ever.

“ Our brand value: US$ 1.76 billion.”
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Aware that families and 
companies need us   
now more than ever,   
we continue working with  
and trusting them.

+30% 
of individual 

business owners 
with SME loans 

are women

8 78 7

Close to 11K people 
benefited from 

volunteer initiatives

+1,500 
scholarships in the 
A Thousand Dreams 

to Fulfill program
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Support for SMEs
102-2, 102-6, FN-IB-410a.2

Mexican SMEs are a pillar of the domestic economy and a significant source of jobs. Small 
enterprises that are accredited Banorte vendors reported a 27% increase in the number of 
employees compared to the year before. To support them during the COVID-19 crisis, we 
introduced a number of initiatives:

Plans offering payment 
deferrals of up to six months 
on simple SME and current-
account loans; we were the 
first bank to do this.

Improvements in SME loan 
origination, in an effort to 
protect the health of clients 
as well as staff through video 
calls between the client and 
the account executive.

We completed the mobility 
process for our internal sales 
force, delivering each of 
them a functional iPad with 
access to the main business 
processes for executives.

We support 
+17,000 SMEs with 
+Ps. 50bn in credit

1.32 loans    
per client

Ps. 3.0 mn 
average credit

+70% of 
our portfolio 
consists of 

straight loans

+30% of individual 
borrowers 
are women 

entrepreneurs

%

34%      66%

Individual 
40%

Corporations
60%

5,068
Self-employed 

individual clients

Our SME loan clients report a 27% 
increase in the number of employees 
over the previous year.”

“

+70% of the 
balance is secured 

by assets

+50% of the 
portfolio was 
originated at 
fixed rates

+70% of our 
borrowers 
are small 

businesses

always STRONG always THERE FOR YOU

8 8



Education and financial inclusion
203-1, 103-1, 103-2, 103-3, 413-1, FS16, FN-CB-240a.4

As a financial institution, we are committed to 
providing tools that educate and build people’s 
awareness about the importance of financial culture. 
For that reason, during the year, we worked with 
various business areas and were able to benefit 
thousands of Mexicans through workshops.

As a result of the public health emergency, many 
of our workshops reached a nationwide audience, 
while the Strong Universities initiative focused 
on the states of Hidalgo, Veracruz, Puebla and 
Zacatecas, as well as Mexico City. 

National Financial Education Week
 
As it does every year, Grupo Financiero Banorte took 
part in National Financial Education Week, during 
which various public and private organizations joined 
efforts to support financial awareness for  
Mexican citizens.

Following a decision to carry out this year’s program 
100% online over a two-week period, we participated 
with a virtual stand that included an interactive 
“financial lottery” game. We also held six workshops.

Financial Education Program

We feel responsible for giving people the information 
and tools they need to make better financial 
decisions, and with this to attain a better quality of 
life. This was the motivation for 17 areas of the group 
to work together in strengthening our Financial 
Education program, to create new and better 
learning tools.

Thanks to this effort, we will be renovating our 
educational offering in 2021 with new categories 
and learning methodologies, and we will expand 
educational channels, platforms and forums to 
improve our scope and market penetration.

Initiative

43
workshops

5,046
benefited

Academic 
alliance: Strong 

Universities

6
workshops

807
benefited

National 
Financial 
Education 

Week 

9
workshops

887
benefited

Financial 
Education: 
Employees 

and partners

10
workshops

150
benefited

Banorte  
lectureship

Economic 
analysis

Finances and 
COVID-19

Family 
financeRemittances

Savings
Digital banking

Investment

Financial 
awareness

Sustainable 
finance

The main topics covered by these workshops were:
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Supplier relations
102-9, 204-1, 308-1, 412-3, 414-1

For Banorte, building relations of mutual trust with 
our suppliers, encouraging responsible practices 
and contributing to sustainable development in this 
country are highly important actions for the business. 
For this reason, we focus on sourcing through 
Mexican suppliers, contributing to the health of local 
economies and creating jobs in our own country. 
Today we have more than 14,000 suppliers, of which 
around 5,000 have clauses relating to the Global 
Compact in their contracts.

No. of new suppliers per year

1,220

889

1,681

2018

2019

2020

The breakdown of suppliers signed on in 2020   
is as follows:

Supplier origin

Foreign
5%

Domestic
95%

Supplier class

Products
8%

Services
92%

Supplier type

Permanent
69%

Occasional
31%

Similarly, since 2012, all of our supplier contracts 
include a clause stating that the supplier is aware 
of and abides by the 10 principles of the United 
Nations Global Compact. All new suppliers must 
respond to a questionnaire that covers the criteria 
established in the second edition of the UN Global 
Compact’s Supply Chain Sustainability: A Practical 
Guide, which enables us to detect the risks 
associated with any breach of the applicable laws.

Committed to our suppliers’ development, we 
created the Banorte Sustainability Academy, which 
will provide voluntary training free of charge to 
suppliers in matters of sustainability and corporate 
social responsibility, in order to promote best 
corporate practices. 

Volunteering
413-1

    

Corporate Volunteer Corps 

“Yo Soy Voluntario Banorte” is our corporate 
volunteer program, aligned with the sustainability 
model, through which employees can take part in 
activities that generate value in our communities. 
The program follows three lines of action:

Our employees are experts in 
finance and economics, and 
voluntarily give their time to lead 
workshops and lectures to various 
groups of the general public.

All initiatives that directly benefit 
communities, through activities 
like engagement with various 
vulnerable groups, restoration 
of public spaces, industry-wide 
volunteering with the Mexican 
Bankers’ Association, and 
volunteer work with  
Fundación Banorte.

Employees volunteer for 
activities aimed at reducing our 
environmental impact, such as 
reforesting woodlands close to 
the cities where Banorte’s main 
offices are located.

Environment 

Specialized 
volunteer work 

Community 

Because of the public health emergency, our 
volunteer efforts had to take a more innovative 
turn to adapt to the new normality. Many of 
them migrated to online settings, and activities 
in the environmental pillar had to be postponed.
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Housing Construction Program

In 2020, Fundación Banorte focused its social strategy 
on strengthening Mexican families, convinced that family 
togetherness begins with having dignified housing. In our 
Construction Program, we form partnerships with nonprofit 
organizations to help vulnerable families acquire a home. 

Program active in 14 states of Mexico (Baja California, Coahuila, 
México, Guanajuato, Guerrero, Jalisco, Morelos, Michoacán, 
Nayarit, Oaxaca, Puebla, Sonora, Veracruz, and Yucatán).

Community

 
Storytelling

To celebrate International Children’s Day, Banorte volunteers 
from across the country participated in the 2020 Banorte 
Storytellers contest, where we asked them to use their 
imagination and tape an interactive video reading a fable. 
The videos were then posted on the Yammer platform for the 
enjoyment of employees’ children.

Banorte Women’s Circle 

Women’s workshops for women
Women belonging to Banorte’s Women’s Circle held   
nine workshops on personal professional development, in order 
to share their knowledge. The workshops were attended by  
309 employees from various parts of Mexico.

Banorte Specialized Volunteer Corps

Our employees gave a total of 68 workshops on    
finance and economics to various stakeholders: communities,  
allies and universities.

203-1

16 volunteers

3,715 beneficiaries

32 hours of volunteer time

16 volunteers

309 beneficiaries

14 hours of  volunteer time

93 volunteers

6,890 beneficiaries

168.5 hours of volunteer time

Resources mobilized  
Ps. 45mn

1,342 homes built, 
benefiting 5,320 people

Specialized 
Volunteer
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Mobilized Resources         
Ps. 20 bn a year

2,011 families 
benefited, equivalent 
to 7,716 people*

Up to Ps. 200,000

759 donors as of 
November 15, 2020

 Accumulated 
amount as of 2020: 
Ps. 1,200 bn

Banorte Strong
 
Banorte Strong helps employees and their direct family 
members—spouse, children, or parents—to deal with 
extraordinary health issues not covered by the medical service 
or social security benefits offered through the company.

A trust fund created out of donations from Banorte employees 
through a biweekly payroll discount, to support people in 
extraordinary medical situations that affect their coworkers  
or family members.

This assistance is earmarked for:
• specialized treatment (not alternative or experimental)
• surgical intervention (not aesthetic)
• prostheses, implants or orthopedic material

Only active Banorte employees who have been with the 
company for a minimum of one year are eligible for the 
program, provided they qualify according to the rules.

A Thousand Dreams to fulfill

This year we offered more than 1,500 scholarships to students in 
fifth and sixth-grade elementary school, preparatory school and 
college, with three types of support:

• Academic: Students with a minimum grade average of  
9.7 (out of 10) in primary school and 9.0 for other levels.

• Special education: Students with a medical diagnosis of 
disability or giftedness. 

• Stipends: For employees earning less than Ps. 10,000 a month 
and whose children have a minimum grade average of 8.0.

A Thousand Dreams to Fulfill turns its focus to stipends 
that reward academic performance and effort. This year we 
presented 1,528 scholarships (academic, special education and 
stipends) in support of Banorte employees’ children.

Adopt a community

Created in 2017 following the September 7 and 19 earthquakes, 
to assist Mexicans in need who were affected by natural 
disasters. Through this program we helped rebuild homes, 
community spaces and social infrastructure. 

Rebuilt 670 homes, 1 crafts market, built 2 markets, and repaired 
a water system and community spaces. 

*In the states of Chiapas, Oaxaca, Morelos, Puebla, Mexico, Guerrero and Mexico City.
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6 people 
advanced their 
schooling so far

 
We at Banorte are convinced 
that companies must have a 
social dimension, and that our 
foundations as people and as   
a society lie in the family.”
Carlos Hank

“

COVID-19 Aid Packages

During the public health emergency, we provided aid boxes of 
basic food and supplies to families in need throughout Mexico, 
along with medical equipment to hospitals.

Professionalize your Talents Project

The Professionalize your Talents project is focused on 
developing income-earning skills for participants through 
training and certification in technical skills and trades such 
as clothing design and manufacture, manicure, baking and 
computer technicians. 

The project will be introduced in 3 communities: Villa Victoria, 
Ocuilan and Xochimilco. 

Building and Growing Project

Fundación Banorte, in partnership with Construyendo y 
Creciendo, supports construction workers through literacy 
courses and grade-school, high school, prep school equivalency 
programs so they can obtain their diplomas. It also helps them 
acquire skills in computing, financial education or gender equity.

The courses are aimed at employees who work in building 
homes that Fundación Banorte and its partner Échale are 
building in the state of Morelos. Program venue: Jumiltepec, 
Municipality of Ocoltuco, Morelos.

So far has benefited 6 people who began with second-grade 
educational level. They also attended computing courses and an 
online painting course developed by Sherwin Williams.

We presented 
36,896 aid packages, 
medical equipment 
and respirators

368,104 people 
benefited

More than   
90 beneficiaries 
signed up for   
the workshop
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9 59 5

17.04 
GJ/employee

1,231.7 
metric tons of waste 

sent for recycling

2.28 
tCO2e/employee

509K m3
 
of 

water consumed

We have an environmental 
policy aligned with regulatory 
frameworks, national and 
international initiatives.
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Environmental management

Our institutional framework includes an 
Environmental Policy aligned with current laws and 
regulations, national and international initiatives, 
and the ISO 14000 international standard, which 
encompasses the following aspects:

• Responsibilities.

• Identification and management of environmental 
indicators and their impacts.

• Compliance with applicable legislation.

• Execution of initiatives for responsible use and 
consumption of resources (energy, water, waste).

• Incorporation of environmental criteria into the 
procurement process.

• Collaboration with stakeholders.

• Membership in international initiatives.

• Reducing environmental impact in credit and 
investment activities.

• Transparent communication of our performance.

In addition, our environmental impact matrix enables 
us to identify elements of the current environmental 
laws and regulations that apply to our industry, and 
to manage 128 aspects that involve six possible 
environmental impacts, which may translate into 
current or emerging risks to the environment.

Eco-efficient operations
103-1, 103-2, 103-3

Because of nationwide restrictions imposed in light 
of the COVID-19 public health emergency, 2020 
was an atypical year for the  Group’s environmental 
performance. 

Some of the indicators regarding our consumption 
of resources were improved simply by the physical 
absence of 80% of our employees from our 
administrative buildings.

Energy
302-1, 302-3, 302-4, 302-5

Our network of Banorte branches functions 
according to the Comprehensive Energy Control 
System. All of them have high-efficiency   
equipment that work automatically to regulate 
energy consumption.

GFNorte total energy consumption

Indicators 2018 2019 2020 % chge. 20/19

Energy use* (GJ) (GJ) (GJ)

Natural gas n/a 154.29 11.93 -91.60%

Diesel 3,191.15 2,221.49 3,422.64 54.07%

LP Gas 1,093.66 1,193.93 906.40 -24.08%

Gasoline 55,136.27 54,912.79 43,687.09 -20.44%

Electricity    467,537.15  484,045.70 461,727.42 -4.61%

Grupo Financiero Banorte 526,466.18 542,373.91 509,743.55 -6.0%

GJ per employee 17.23 17.98 17.04 -5.2%

GJ per MXNmn net income 16.47 14.85 16.71 12.5%

Employee scope 100% 100% 100%

Factors used (CONUEE) 2019 2020 2021

Notes: Diesel calculation includes consumption by utility vehicles and backup power generators; LP gas includes forklifts and a kitchen; 
gasoline includes only utility vehicles.
Gasoline consumption in utility vehicles at Arrendadora y Factoraje and Almacenadora, as well as diesel consumption from fixed sources at 
Banorte, were estimated based on expenses and average monthly prices indicated by the Energy Regulation Commission (CRE) for each fuel.
Emission intensity was calculated based on 29,920 employees, including full-time employees, independent contractors and other 
professional service suppliers, and net income of Ps. 30.51 billion.
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Using monitoring equipment in the network of 
administered buildings, in 2020 we ran a program 
to automatically shut down computers outside of 
working hours. The result was savings of  
Ps. 1.78 million, a reduction of 711.013 MWh 
of electricity, equivalent to 359.1 metric tons   
of CO2

1  avoided.

As regards our energy matrix, in 2020 we followed 
up on our contract with Thermion to supply 70% of 
the energy we consume from renewable sources, 
specifically the Delaro wind farm. By the end of the 
year Delaro had obtained various permits and will 
attempt start operations in 2021. If it is successful, 
we expect to reduce the Group’s GHG emissions by 
close to 50%.

Greenhouse Gas Emissions
305-1, 305-2, 305-3, 305-4, 305-5, 305-6

Scope 1 and 2 emissions

GFNorte Scope 1 and 2 emissions (metric tons of CO2e) 

Business 
unit

2018 2019 2020 % 
chge. 
20/19A1 A2 A1+A2 A1 A2 A1+A2 A1 A2 A1+A2

Afore XXI 
Banorte 198.54 1,969.06 2,167.60 184.57 1,893.99 2,078.56 162.52 1,258.26 1,420.79 -31.64%

Almacenadora 
Banorte 44.89 138.69 183.58 102.00 101.31 203.31 204.52 101.52 306.04 50.53%

Arrendadora 
y Factoraje 
Banorte

108.67 n/a 108.67 86.93 n/a 86.93 57.66 n/a 57.66 -33.67%

Banorte 1,667.11 64,475.44 66,142.55 1,752.67 64,137.23 65,889.90 1,406.95 62,192.16 63,599.11 -3.48%

Banorte-Ixe 
Securities 
International

n/a 15.23 15.23 n/a 15.78 15.78 n/a 24.24 24.24 78.97%

Seguros y 
Pensiones 
Banorte

2,183.28 1,799.30 3,982.58 2,084.61 1,709.01 3,793.62 1,633.66 1,173.13 2,806.79 -26.00%

Grupo 
Financiero 
Banorte

4,202.51 68,397.71 72,600.21 4,210.78 67,857.31 72,068.08 3,465.31 64,749.32 68,214.63 -5.34%

tCO2 per 
employee 2.38 2.39 2.28 -4.56%

tCO2 per 
MXNmn net 
income

2.27 1.97 2.24 13.33%

Employee 
scope 100% 100% 100%

Notes: Emission intensity calculated based on 29,920 employees, including full-time employees, independent contractors and other 
professional service suppliers, and net income of Ps. 20.51 billion.
To calculate Scope 1 emissions, we used factors published by the Ministry of the Environment in the Official Gazette of the Federation, in the 
agreement to establish technical specificities and formulas for application of methodologies to calculate greenhouse gas or compound emissions.
1. We used the electrical emissions factor from 2019 because the figure for 2020 had not been published at the time this report went to press.  
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Scope 3 emissions

Corporate Travel

One of the most significant changes resulting from 
the current situation was the increase in remote 
work and virtual meetings, which enabled us to 
practically eliminate employee mobility. Corporate 
travel by air covered only 4.7 million kilometers in 
2020, associated with 500.6 metric tons of CO2e 
emitted into the atmosphere, 74.9% less than in 
2019. This was because with the pandemic much of 
the  Group’s activity shifted to remote work and this 
modified the corporate travel policy.

Employee commutes
Our commercial activity was deemed essential by the 
authorities, so our branch employees and call centers 
continued to operate physically. But to encourage 
carpooling, taking into account the necessary safety 
measures, we signed an agreement with Waze 
Mexico, in which more than 300 employees in Mexico 
City and Monterrey are active participants.

As part of this alliance, studies were conducted to 
understand our employees’ commuting habits, in 
order to provide them a safe and efficient mode of 
transport from home to work. With this carpooling 
initiative, in 2020 we avoided more than 65,000 
kilometers of physical travel and reduced CO2 
emissions by 12.8 metric tons.

Refrigerant gases
Emissions from refrigerant recharges totaled  
5,894.6 metric tons of CO2e, 58.8% of which came 
from R-134, R-404 and R-410 gas (which does not 
affect the ozone layer) and the rest from R22 gas. 
The scope of this calculation includes the facilities 
of Banorte and Afore XXI, accounting for 93.8% of 
employees. Furthermore, since 2015 Banorte has 
acquired no equipment that uses R22 gas.

Waste management
301-1, 306-1, 306-2, 306-3, 306-4 

Based on the results of the waste separation 
program introduced at our Santa Fe corporate 
Offices, we estimated waste generation based on the 
kilograms/employee indicator1, counting recyclable 
and non-recyclable inorganic waste as well as 
organic waste. 

1. The indicator of kilos per employee was obtained by dividing monthly waste generation by average monthly employee attendance,   
  to reflect the reduction in on-site workers due to public health measures.

2. Out of the total amount of waste sent for recycling, 1,212.4 metric tons were dead files, so they are not included in the calculated estimation  
  of waste generated.

Assuming similar results in all our locations with 
the same economic activity, we extrapolated this 
indicator to 112 administrative buildings with a scope 
of 45.7% of our total employees work and arrived  
at a total generation of 1,364.2 metric tons of  
waste generated.

With this program we were able to channel 1,231.7 
metric tons to recycling2, from which 6.9 metric tons 
of recyclable waste were recovered and donated 
to various social causes, such as maintenance and 
recovery of school furniture. In an alliance with 
BioBox, we installed 17 machines for exchanging PET 
bottles and aluminum cans for rewards, resulting 
in the collection of more than 15.7 metric tons of 
recyclable waste.

Furthermore, we promoted the efficient use of paper 
in our operations through the use of digital media 
and cross selling to reduce consumption.

One of the strategies implemented is our Origina 
program, which optimizes contract formats and 
reduces the number of pages in each contract.   
This initiative eliminated the printing of   
approximately 7 million sheets, equivalent to   
32.2 metric tons of paper.
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Together with this, we applied technological 
changes in the management and printing of account 
statements for Mujer Banorte, Cuenta Preferente and 
Enlace Personal accounts. In 2020 we continued to 
promote paperless strategies to reduce the amount of 
printed account statements sent to clients’ addresses. 
During the reporting year, 202,000 accounts went 
paperless from which we saved approximately   
Ps. 5 million and 16.6 metric tons of paper.

Also, through an application called Papercut we were 
able to efficiently administer 419 multifunctional 
printers in banking industry corporate buildings and 
control the number of printouts per user. The scope 
included all users at Banorte with which we avoided 
545,000 printouts, or 2.5 metric tons of paper saved.

We also encouraged clients to skip the printout of 
their vouchers at ATMs, reducing them by 20.0% 
compared to 2019, equivalent to 52.3  metric tons  
of paper and a savings of Ps. 1.2 million.

Another initiative was the “Mobile Adjuster”, with 
which we serve almost 164,000 clients in the 
Insurance and Pensions business. With this system, 
clients enter their claim statement on a tablet and 
handling orders are issued electronically via an e-mail 
to the insured party. This avoided the consumption 
of 1.3 million sheets, or 5.9 metric tons of paper.

Water
303-5

Water consumption

Consumption 2018 2019 2020 % chge. 
20/19

Water m3 668,223 714,835 509,599.9 28.7%

Water m3/
employee 21.87 23.70 17.03 -28.1%

Employee 
scope 99% 100% 100%

Based on our water expenses and the average price 
for each state, we estimate water consumption of 
509,599.9 m3. The water we use comes from the 
public water supply and is channeled to the local 
sewer systems where we operate. 

To ensure a more efficient use of this vital resource, 
our corporate buildings have water-saving  
devices installed in its sinks, and dry, odorless  
low-consumption urinals. Furthermore, we have 

rainwater capture systems installed on our rooftops, 
along with conventional gutters in two of our most 
densely occupied buildings, creating a network of 
conduits for carrying the rainwater toward a cistern. 

Climate change
103-1, 103-2, 103-3

Emissions reduction target

Aligned with the Nationally Determined 
Contributions Mexico assumed in the Paris 
Agreement, we had a goal of reducing by 30% our 
energy intensity per employee by 2020, against 
the base year 2009. Although we did not meet that 
goal, we did achieve a reduction of 71.8%. The reason 
for the shortfall was primarily the lack of supply of 
renewable energy, given current circumstances in 
the Mexican energy market.

tCO2e/employee

2.65

2.19

2.28

2.02

2.73

2.19

2.39

2011

2015

2019

2012

2016

2020

2.73

2.13

2.38

2.94

2.46

2.7

2009

2013

2017

2010

2014

2018
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We will be working on updating this target in 2021.

Additionally, since 2016 we have been committed 
to the Science Based Targets (SBT) initiative 
for setting medium and long-term reduction 
goals based on international scientific standards. 

According to the C-Fact methodology published 
by Autodesk, we have set absolute and intensity 
targets, and we report on our progress each year in 
the CDP questionnaire.

 
ACA-CDMX

On November 12, 2020, we joined the Mexico City Alliance 
for Climate Action (ACA-CDMX) which is aimed at creating 
and strengthening synergies to mitigate and adapt to climate 
change. These include a climate diagnosis, roadmap, proposed 
solutions and concrete actions to improve quality of life for the 
city’s citizens in the short and medium terms and position the 
climate crisis agenda at the local and state level. This is intended 
as an active contribution to the Paris Agreement target of 
keeping the average increase in global temperature to   
below 1.5° C.

ACA-CDMX is an initiative of the World Wildlife Fund and the 
Mexico City Climate Initiative, together with the Mexico City 
Ministry of the Environment. Other companies participating in 
this alliance are Academia Mexicana de Energía, A. C., Centro 
Mario Molina, Cabify, CEMDA, ManpowerGroup, Toks, WRI 
México and the Universidad Autónoma Metropolitana.

Natural disasters

Due to climate events, 112 of our branches had to 
close temporarily last year. The physical impact 
totaled approximately Ps. 345,000 in infrastructure 
damage, and we estimate the loss of close to Ps. 19.8 
million in net income from the interruption in services 
totaling approximately 870 hours.

Among the preventive measures we have in place 
are 16 first-response sub-committees involving 
498 individuals from 16 regions of Mexico, and a 
command central equipped to monitor high-impact 
weather phenomena live. In 2020, the central tracked 
52 such phenomena. Additionally, 223 active brigade 
members conducted an annual in-person theoretic 
and practical training; 91% of the personnel selected 
participated in the training, which consisted of five 
modules. This program had a total cost of   
Ps. 6.8 million.

Finally, we have a resilience plan to ensure business 
processes and the efficient return to operations 
following meteorological crises at eight branches,  
at a total cost of Ps. 12 million.
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Environmental culture

Biodiversity
304-3, 304-4

We encourage the sustainable use of urban spaces. 
Our primary axis of action is our green rooftop, 
located in the Roberto González Barrera Contact 
Center in Monterrey, Nuevo León. The rooftop   
has 1,784 m2 of landscaped area, which holds   
72 species of Mexican plants, 13 of them classified 
under environmental protection standard   
NOM-059-SEMARNAT-2010.

We created a Green Rooftop Review Guide 
to provide training in environmental matters 
to employees, which includes the context and 
importance of green spaces, their environmental and 
social benefits, their contribution to the SDG, and 
other topics.

Together with the Reino Animal theme park and 
nature preserve, for the second year in a row we 
participated in the release of two red-tailed hawks in 
the state natural protected area of Cerro Gordo and 
donated to the park the telemetry systems needed 
to modify these specimens. The action is part of the 
restoration of the Teotihuacan valley ecosystem, 
helping to promote preservation of biodiversity 
among local inhabitants.

Another of the efforts made in conjunction with 
Reino Animal was joining the binational Mexico-US 
project to rescue the Mexican wolf. To preserve the 
species and improve the health of these animals 
and achieve a balance with educational visits, we 
had three female Mexican wolves brought to Reino 
Animal from the Los Coyotes zoo in Mexico City.

Environmental awareness
103-1, 103-2, 103-3

We promote environmental education focusing on 
various stakeholders, particularly suppliers, and, 
internally, our employees. Throughout the year we 
offered various workshops and training programs for 
employees, dealing with topics like:

• Proper waste management

• Mitigate climate change

• Ecosystemic service awareness

• Better habits in the use of resources at home

In a complementary effort, we aired an exhibit of 
photographs showing the importance of preserving 
biodiversity in global ecosystems.

We also delivered a lecture to employees of 
Fundación Helvex regarding climate change 
mitigation, attended by around 45 people from 
various areas of specialization.

We created a Green Rooftop 
Review Guide to provide 
training in environmental 
matters to employees.”

“
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GRI 
Standards 
Content

Verification Page Description 2020 Statement

GRI 102: General content

1. Organizational Profile 2016

102-1 12 Name of the organization. Banorte at a Glance

102-2 52, 56, 88 Activities, brands, products, and services Banorte at a Glance, Financial Capital, Social Capital

102-3 118 Location of the organization’s headquarters Contact

102-4 12 Number of countries operating Banorte at a Glance

102-5 12 Nature of ownership and legal form Banorte at a Glance

102-6 88 Markets served Banorte at a Glance, Social Capital

102-7 12 Scale of the reporting organization Banorte at a Glance

102-8 70 Information on employees and other workers Human Capital

102-9 l 90 Supply chain Social Capital

102-10 2, 4 Significant changes to the organization and 
its supply chain

Message from the Chairman of the Board, Message from 
the Chief Executive Officer 

102-11 - Precautionary Principle or approach See:  Banorte’s PRB Reporting and Self Assessment

102-12 l 21, 22,  
24, 49

External initiatives Business strategy and sustainability, Financial Capital

102-13 20, 22, 
24, 49

Memberships in associations Business strategy and sustainability, Financial Capital

2. Strategy 2016

102-14 2, 4 Statement from senior decision-maker Message from the Chairman of the Board, Message from 
the Chief Executive Officer 

102-15 2, 4, 22, 
46, 49, 
52, 62, 

64

Key impacts, risks, and opportunities Message from the Chairman of the Board, Message 
from the Chief Executive Officer  Business strategy and 
sustainability, Financial Capital, Technological Capital 
and Infrastructure

3. Ethics and Integrity 2016

102-16 30, 31 Values, principles, standards, and norms of 
behavior

Banorte at a Glance, Ethics and Governance, Business 
strategy and sustainability 
For more about our Code of Conduct, visit:  https://
investors.banorte.com/~/media/Files/B/Banorte-IR/
documents/policies-and-documents/en/Code%20of%20
Conduct_NF_260219.pdf

102-17 l 31 Mechanisms for advice and concerns       
about ethics

Ethics and Governance

4. Governance 2016

102-18 l 33 Governance structure Ethics and Governance

102-19 36 Delegation of authority Ethics and Governance

102-20 36 Executive-level responsibility for economic, 
environmental and social topics

Banorte at a Glance, Ethics and Governance

102-21 20, 26 Consulting stakeholders on economic, 
environmental, and social topics

Banorte at a Glance, Business strategy and sustainability

GRI CONTENT 
Index
102-55
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GRI 
Standards 
Content

Verification Page Description 2020 Statement

102-22 33 Composition of the highest governance body 
and its committees

Ethics and Governance

102-23 33 Chair of the highest governance body Ethics and Governance

102-24 33 Nomination and selection the highest 
governance body

Ethics and Governance  
See   https://investors.banorte.com/en/governance/
shareholders-meetings

102-25 l - Conflicts of interest Extract from the Code of Conduct:   https://
investors.banorte.com/~/media/Files/B/
Banorte-IR/documents/policies-and-documents/
en/Code%20of%20Conduct_NF_260219.pdf                                                                                                                                              
“Board members, officers and employees shall at all 
times avoid taking actions that may oppose or give 
the appearance of opposing the legitimate interests of 
GFNorte. Special care shall be taken to evaluating the 
possibility of a conflict of interest in the business or 
personal relationships with GFNorte’s clients, suppliers, 
associates or competitors, (including their board 
members, officers and employees. Any GFNorte Board 
member, officer or employee who has direct or indirect 
knowledge of an irregular act, conflict of interest or 
non-compliance with regulations that may constitute or 
lead to damage or destruction to GFNorte, or constitute 
non-compliance with any of the principles of this Code 
of Conduct, must report it with all due discretion, to the 
Deputy General Comptroller, and/or to the Executive 
Department of Audit, Bank and Subsidiary Operations 
or through the Ethic Points system and /or electronic 
channels established in the institution. A set of rules 
were established to facilitate a better understanding 
of the objective, scope, assessment and mandatory 
compliance which can be found at:  https://investors.
banorte.com/~/media/Files/B/Banorte-IR/documents/
policies-and-documents/en/Code%20of%20Conduct_
NF_260219.pdf   

In addition to the foregoing, and in accordance with 
Articles 64, 64 Bis and 64 Bis 1 and the General Rules 
for Financial Groups and their financial entities, financial 
institutions must avoid conflicts of interest between 
them and their respective business units. The of Audit 
and Corporate Practices Committees of the financial 
institutions, where appropriate, shall implement a 
system to prevent conflicts of interest and shall ensure 
at all times that functions in a manner consistent with 
the strategies and goals of these financial institutions, 
taking preventive and corrective measures to remedy any 
deficiency detected within a reasonable time, addressing 
the characteristics of such measures. GFNorte limits 
itself to reporting on conflicts of interest; these are    
addressed internally.

102-26 33, 36 Role of highest governance body in      
setting purpose, values, mission statement, 
strategy, poliices and goals regarding 
organizational impacts

Ethics and Governance

102-27 - Collective knowledge of highest    
governance body

See:  https://investors.banorte.com/en/governance/
board-of-directors
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GRI 
Standards 
Content

Verification Page Description 2020 Statement

102-28 - Evaluating the highest governance        
body’s performance 

See:  https://investors.banorte.com/~/media/Files/B/
Banorte-IR/shareholders-meeting/en/2020/24-apr/
AGM_Summary_Resolutions-April_24_2020_b.pdf

102-29 36, 49 Identifying and managing economic, 
environmental, and social impacts

Banorte at a Glance, Ethics and Governance,         
Financial Capital

102-30 46, 49, 
62, 64

Effectiveness of risk management processes Banorte at a Glance, Financial Capital, Technological 
Capital and Infrastructure

102-31 49 Review of economic, environmental, and 
social impacts

Financial Capital 
During the various meetings of the Board of Directors, 
subject to availability in the agenda, a space is 
assigned to review and manage economic, social and 
environmental impacts, risks and opportunities

102-32 - Highest governance body’s role in 
sustainability reporting 

The Grupo Financiero Banorte 2020 Annual Report 
has been approved by the Executive Department of 
Investor Relations, Financial Intelligence and Corporate 
Finance, and by the Department of Sustainability and     
Responsible Investment.

102-33 l 32 Communicating critical concerns Critical concerns are addressed in shareholder meetings. 
For more information, see:  https://investors.banorte.
com/en/governance/shareholders-meetings

102-34 32 Nature and total number of critical concerns 
brought to highest governance body

Ethics and Governance

102-35 33, 74 Remuneration policies Ethics and Governance, Human Capital  
 https://investors.banorte.com/en/governance/

shareholders-meetings

102-36 33, 74 Process for determining remuneration Ethics and Governance, Human Capital

102-37 l - Stakeholders’ involvement in remuneration In keeping with its faculties, the Nominations Committee 
hired a specialized firm to conduct a study of the 
compensation paid to board members in Mexico and 
internationally, and within the financial services industry, 
to be used in determining the proposal on GFNorte board 
member compensation proposal, which will be presented 
to the General Ordinary Shareholders’ Meeting for its 
approval

102-38 74 Annual total compensation ratio Human Capital

102-39 74 Percentage increase in annual total 
compensation ratio

Human Capital

5. Stakeholder Engagement 2016

102-40 l 20 List of stakeholder groups Business strategy and sustainability

102-41 - Collective bargaining agreements Our employees have complete freedom of association.

102-42 l 20 Identifying and selecting stakeholders Business strategy and sustainability

102-43 l 20 Approach to stakeholder engagement Business strategy and sustainability

102-44 l 19, 82 Key topics and concerns raised Business strategy and sustainability, Intellectual Capital

6. Reporting Practices 2016

102-45 12 Entities included in the consolidated  
financial statements

Banorte at a Glance

102-46 19 Defining report content and topic boundaries Business strategy and sustainability 
 
Materiality and sustainability context are found in our 
sustainability model. 
Inclusion of stakeholders: through this report we respond 
to material topics to every stakeholder group. 
Comprehensiveness: the scope of this report includes all 
of Grupo Financiero Banorte.

102-47 l 19 List of material topics Business strategy and sustainability
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102-48 116 Restatements of information About this Report 
Beginning this year, the information on Principles            
for Responsible Banking is distributed throughout         
the report. 

102-49 l 116 Changes in reporting with respect to the 
periods covered by prior reports in the list of 
material issues and coverage of those issues

About this Report 
Beginning this year, the information on Principles           
for Responsible Banking is distributed throughout         
the report.

102-50 116 Reporting Period About this Report

102-51 116 Date of most recent report About this Report

102-52 116 Reporting cycle About this Report

102-53 118 Contact point for questions regarding        
the report 

Contact

102-54 116 Claims of reporting in accordance with       
the GRI Standards

About this Report

102-55 53 GRI content index GRI Content Index

102-56 116 External assurance About this Report

GRI 103 Management approach 2016

103-1 l 33, 64, 
70, 72, 
73, 82, 
89, 96, 
99, 101

Explanation of material issues and            
their coverage.

Banorte at a Glance, Financial Capital, Human Capital, 
Intellectual Capital, Technological Capital and 
Infrastructure, Social Capital, Natural Capital 
 
Through our Specialized Department of Sustainability 
and Responsible Investment, we establish structures, 
principles and guidelines for the planning, organizing, 
executing, monitoring, controlling and continuously 
improving social initiatives intended to meet sustainable 
development goals, in which various stakeholders 
actively participate. For this reason, our social 
and environmental policies are part of established 
corporate regulations for acting in an ethical, equitable 
and impartial manner in circumstances involving 
sustainability issues so as to inspire confidence among 
stakeholders involved with Grupo Financiero Banorte 
and its operations, thus improving business performance, 
products and services while positioning the company as 
an institution committed to Mexico

103-2 l 33, 64, 
70, 72, 
73, 82, 
89, 96, 
99, 101

Management approach and its components Banorte at a Glance, Financial Capital, Human Capital, 
Intellectual Capital, Technological Capital and 
Infrastructure, Social Capital, Natural Capital

103-3 33, 64, 
70, 72, 
73, 82, 
89, 96, 
99, 101

Evaluation of management approach At GFNorte we aim to publicize initiatives that respond 
to our material issues, as well as our assessment of 
management, following the International Integrated 
Reporting Council (IIRC) guidelines and the guidelines 
of the Global Reporting Initiative (GRI); this year, we 
also incorporated those of the Sustainability Accounting 
Standards Board (SASB). These initiatives are covered in 
the following sections of the report: Banorte at a Glance, 
Financial Capital, Human Capital, Intellectual Capital, 
Technological Capital and Infrastructure, Social Capital, 
Natural Capital.
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GRI 
Standards 
Content

Verification Page Description 2020 Statement

GRI 200: Economic standards

GRI 201 Economic Performance 2016

201-1 40 Direct economic value generated and 
distributed, including revenues, exploitation 
costs, employee compensation, donations 
and other investments in the community, 
undistributed benefits and benefits paid to 
capital suppliers and governments.  

Financial Capital

201-2 49 Financial implications and other risks         
and opportunities 

Financial Capital

201-3
74

Coverage of the organization’s defined 
benefit and other retirement plan obligations

Human Capital

201-4 - Financial assistance received from               
the government

Banorte has received no assistance of any kind from 
the Government in in the form of tax rebates or credits, 
grants, royalties, or any other form of tax exemption       
or incentive. 

GRI 202 Market presence 2016

202-1 l - Ratios of standard entry level wage by 
gender compared to local minimum wage

Human Capital  
The starting salary at Banorte is 1.78 times the banking 
industry minimum.

GRI 203 Indirect Economic Impacts 2016

203-1 89, 91 Infrastructure investments and             
services supported

Social Capital

203-2 12, 63 Significant indirect economic impacts, 
including the extent of impacts

Banorte at a Glance, Technological Capital                     
and Infrastructure

GRI 204 Procurement Practices 2016

204-1 90 Proportion spent on local suppliers Social Capital

GRI 205 Anti-Corruption 2016

205-1 32 Operations assessed for risks related            
to corruption

Ethics and Governance 
In fiscal year 2020, reports were received from 14 areas 
and companies regarding violations of the GFNorte 
Code of Conduct and laws and provisions regulating the 
operation of our business.

205-2 l 32 Communication and training about              
anti-corruption policies and procedures

Ethics and Governance

205-3 32 Confirmed incidents of corruption and 
actions taken

Ethics and Governance 
There were no reported cases of corruption in 2020, 
and therefore there were no investigations, corrective 
measures or fines in connection with these issues.

207-1 44 Tax approach Financial Capital

207-2 44 Fiscal governance, control and                     
risk management

Financial Capital

207-3 44 Shareholder engagement and management 
of tax-related concerns

Financial Capital
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Standards 
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Verification Page Description 2020 Statement

GRI 300: Environmental Standards

GRI 301 Materiales 2016

301-1 l 98 Materials used by weight or volume Natural Capital

GRI 302 Energía 2016

302-1 l 96 Energy consumption within the organization Natural Capital

302-3 l 96 Energy intensity Natural Capital

302-4 l 96 Reduction of energy consumption Natural Capital

302-5
96

Reductions in energy requirements of 
products and services

Natural Capital

GRI 303 Water and Effluents 2018

303-5 99 Water consumption Natural Capital

304-3 101 Habitats protected or restored Natural Capital

GRI 304 Biodiversity 2016

304-4 101 IUCN Red List species and national 
conservation list species with habitats in 
areas affected by operations

Natural Capital

GRI 305 Emissions 2016

305-1 l 97 Direct greenhouse gas (GHG) emissions 
(Scope 1)

Natural Capital

305-2 l 97 Energy indirect greenhouse gas (GHG) 
emissions (Scope 2)

Natural Capital

305-3 l 97 Other indirect greenhouse gas (GHG) 
emissions (Scope 3)

Natural Capital

305-4 l 97 GHG emissions intensity Natural Capital

305-5 l 97 Reduction of GHG emissions Natural Capital

305-6 l 97 Emissions of ozone-depleting substances 
(ODS)

Natural Capital

GRI 306 Waste 2020

306-1 98 Waste generation and significant waste-
related impacts

Natural Capital

306-2 98 Waste by type and disposal method Natural Capital

306-3 l 98 Waste generated Natural Capital

306-4 l 98 Waste not sent for disposal Natural Capital

GRI 307 Environmental compliance 2016

307-1 l -  Non-compliance with environmental laws 
and regulations

GFNorte received no environmental fines in 2020.

GRI 308 Supplier Environmental Assessment 2016

308-1 l 90 New suppliers that were screened using 
environmental criteria

Social Capital
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GRI 400: Social Standards

GRI 401 Employment 2018

401-1 l 73 New employee hires and employee turnover Human Capital

401-2 74 Benefits provided to full-time employees  
that are not provided to temporary or      
part-time employees

Human Capital

401-3 75 Parental Leave Human Capital

GRI 403 Occupational health and safety 2017

403-1 Occupational health and safety   
management system

Employee safety and health is very important to GFNorte. 
Accordingly, we have developed the following Policies 
and Practices, which formalize and provide a basis for the 
actions and processes that guarantee this objective. 
 
Internal Legal Framework and Current Policies: 
• Internal Labor Regulations: (Chapter IV- Safety and 

Hygiene and Civil Defense on the job).

• Collective Bargaining Contract: (Chapter VII – Safety       
and Hygiene and Internal Civil Defense Units.

• Policy on the Brigade Training Program                
(Selection, Formation and Training of Brigades and 
Internal Civil Defense Units).

• Policy on Preventing Psycho-Social Risks at Work. 
(Occupational Illness, Standard 035-STPS)

• Specific policies on epidemics and pandemics.         
(Actions and procedures for preventing and attending to 
various phases of epidemiological contingency).

 
Sampling of programs, actions, dissemination and 
development actions taken at GFNorte in alignment with       
the policies:

• Annual Program of the Business Continuity Committee. 
(Inclusion of pertinent activities, for measurement 
purposes and indicators) Attachment Annual First 
Response and Continuity Program.

• Annual Program for Brigade Member Recruitment          
and Training.

• Banorte Support Hotline.

• Vive Sano Banorte Campaign.

• Program to Prevent Psycho-Social Risks at Work.

403-2 75 Identification of hazards, risk assessment and 
accident investigation

Human Capital

403-3 75 Health services at work Human Capital

403-6 75 Promotion of worker health Human Capital

403-9 l - Work-related injuries The absenteeism rate at the Bank is 1.48%.                                                                                                                                           
In Insurance and Pensions the average number of case 
0.08 / absentee days.                         
At Afore, the absentee rate is 1.38%.                                                                                                                                           
The three subsidiaries use different methods for 
calculating absenteeism.

GRI 404 Training and teaching 2016

404-1 l 72 Average hours of training per year              
per employee

Human Capital

404-2 l 72 Programs for upgrading employee skills and 
transition assistance programs

Human Capital

404-3 l 72 Percentage of employees receiving      
regular performance and career 
development reviews.

Human Capital
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GRI 405 Diversity and Equal Opportunity 2016

405-1 l 33, 70 Diversity of governance bodies                   
and employees

Ethics and governance, Human Capital

405-2 l 74 Ratio of basic salary and remuneration         
of women to men

Human Capital

GRI 406 Non-discrimination 2016

406-1 - Incidents of discrimination and corrective 
actions taken

In 2020, 137 cases were registered, and 46% were 
analyzed and determined to involve workplace 
harassment, which were resolved through measures 
ranging from reprimands to suspension without pay or 
dismissal. The remaining 54% did not contain enough 
information to conduct the investigation. 

GRI 410 Security practices 2016

410-1 - Security employee training on human rights 
policies or procedures

During the year 30% of our Security Personnel received 
training in Human Rights.

GRI 411 Rights of indigenous peoples 2016

411-1 - Incidents of violations involving rights of 
indigenous peoples

No complaints of this type were registered in 2020.

GRI 412 Human rights assessment 2016

412-2 l 70 Employee training on human rights policies 
or procedures

Courses were given on Internal Labor Regulation, 
Quick Guide to Internal Compliance, NOM-035, Code of 
Conduct for Employees entering the bank in 2020, and 
the Law on Personal Data Protection.

412-3 l 90 Significant investment agreements and 
contracts that include human rights clauses 
or that underwent human rights screening

Social Capital

GRI 413 Local communities 2016

413-1 89 Operations with local community 
engagement, impact assessments, and 
development programs

Banorte at a Glance, Social Capital

413-2 - Operations with significant actual               
and potential negative impacts on            
local communities

No complaints of this type were registered in 2020.

GRI 414 Supplier social assessment 2016

414-1 l 90 New suppliers that were screened using 
social criteria

Social Capital

GRI 416 Customer health and safety 2016

416-1 82 Assessment of the health and safety impacts 
of product and service categories

Business strategy and model

GRI 417 Marketing and labeling 2016

417-1 l - Requirements for product and service 
information and labeling

See:  https://www.banorte.com/wps/portal/banorte/
Home/inicio/!ut/p/z1/hY7LDoIwEEW_xQVbOvLWXYM
JiERIlIjdGDAVMNCStvL9NuoSdXZz55ybQQSViLBq6p
pKdZxVvd7PxLtE1jKI7RB2WV7YgMOsCHN3Yx09H53-
AUSf4ctg0D55IWGEY8dPATInsgAH-8Q5uCsLtt4H-
NGRINL0vH6_i1ltBw0igt6ooMJ8CB23So1ybYABHZuoVF
xIs64YF4qaVz4YMGe2XCpUzgpoHEq4u_2U4sXiCXXEX
VM!/?uri=nm:oid:consulta-costos-y-comisiones

417-2 l - Incidents of non-compliance concerning 
product and service information and labeling

During the year, 14,042 complaints were filed with 
CONDUSEF, only 11.08% were admitted.

417-3 l - Incidents of non-compliance concerning 
marketing communications

GFNorte received no fines during the year for           
issues relating to marketing, advertising, promotion        
or sponsorships. 
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GRI 
Standards 
Content

Verification Page Description 2020 Statement

GRI 418 Customer privacy 2016

418-1 l 67 Substantiated complaints regarding 
breaches of customer privacy and losses of 
customer data

Technological Capital and Infrastructure

GRI 419 Socioeconomic compliance 2016

419-1 l - Non-compliance with laws and regulations in 
the social and economic area

During the year, 126 cases were recorded for a total of 
Ps 3.4 million in fines or sanctions. Fines were levied by 
IMSS, INFONAVIT, CNBV, CONDUSEF, IPAB and Banco 
de México; they have all been paid.

GRI Industry Supplement

GRI Industry supplement. Financial services

FS1 l - Policies with specific environmental and 
social components applied to business lines

See our policies at:  https://investors.banorte.com/en/
sustainability/resources/policies-and-procedures

FS2 l 49 Procedures for the evaluation and selection 
of environmental and social risks in lines      
of business

Financial Capital

FS3 l 49 Processes to monitor implementation and 
compliance with environmental and social 
requirements included in agreements or 
transactions with customers

Financial Capital

FS4 l 26 Processes to improve personnel competence 
in implementing environmental and social 
policies and procedures applicable to lines 
of business

Business strategy and sustainability

Grupo Financiero Banorte has a Sustainability and 
Responsible Investment area with an experienced staff 
responsible for training teams distributed throughout the 
territories where we operate, whose jobs relate to lending 
activity. 

For more information, visit: 
 https://investors.banorte.com/en/sustainability

FS5 l 49, 82 Interactions with customers in terms of 
environmental and social opportunities      
and risks

Intellectual Capital, Financial Capital

FS8 l 24, 56 Monetary value of products and services 
designed to deliver a specific environmental 
benefit for each business line broken down 
by purpose. 

Financial Capital, Business strategy and sustainability

FS10 l 49 Percentage and number of companies in the 
institution’s portfolio with which interactions 
on environmental or social issues have been 
carried out

Banorte at a Glance, Financial Capital

FS11 l 49 Percentage of assets subject to social           
or environmental review, positive as well       
as negative

Banorte at a Glance, Financial Capital

FS13 l 12 Points of access in scarcely populated or 
economically disadvantaged areas described 
by type

Banorte at a Glance 

FS14 l 12 Initiatives to improve access to financial 
services for the disadvantaged

Banorte at a Glance 

FS15 l - Policies for the design and sale of financial 
products and services in a fair and 
reasonable manner

GFNorte has a policy on Evaluation and Approval of 
Initiatives and Projects for New Products and Services

FS16 l 89 Initiatives to improve financial literacy and 
education by type of beneficiary

Social Capital. Webinars were also given together with 
Coparmex, with a total of 139 participants.
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SASB CONTENT
Index

 SASB Indicator Assurance Page Description 2020 Statement

SASB Business ethics

FN-CB-510a.1 
FN-AC-510a.1

64 Total amount of monetary losses as a result 
of legal proceedings associated with fraud, 
insider trading, anti-trust, anti-competitive 
behavior, market manipulation, malpractice, 
or other related financial industry laws          
or regulations

Technology Capital and Infrastructure.
 
During the year, 126 cases were recorded for 
a total of Ps 3.4 million in fines or sanctions. 
Fines were levied by IMSS, INFONAVIT, CNBV, 
CONDUSEF, IPAB and Banco de México; they 
have all been paid.

FN-CB-510a.2 l 31 Description of whistleblower policies and 
procedures

Ethics and Governance

SASB Professional integrity

FN-IB-510b.4 l 31 Description of approach to ensuring 
professional integrity, including duty of care

Ethics and Governance

SASB Employee diversity and inclusion

FN-IB-330a.1 
FN-AC-330a.1

l 33, 70 Percentage of gender and racial/ethnic group 
representation for executive management, 
non-executive management, professionals, 
and all other employees

Ethics and Governance, Human Capital

SASB Transparent information & fair advice for customers

FN-IN-270a.1 l - Total amount of monetary losses as a 
result  of legal proceedings associated with 
marketing and communication of insurance 
product-related information to new and 
returning customers

During the year, 14,042 complaints were filed 
with CONDUSEF, only 11.08% were admitted.

FN-AC-270a.2 l - Total amount of monetary losses as a 
result of legal proceedings associated with 
marketing and communication of financial 
product-related information to new and 
returning customers

During the year, 14,042 complaints were filed 
with CONDUSEF, only 11.08% were admitted.

FN-IN-270a.4 
FN-AC-270a.3

l 82 Description of approach to informing 
customers about products and services

Intellectual Capital
 
GFNorte has a policy regarding the content 
posted on its public website.

 Mutual Funds

 Afore XXI

Grupo Financiero Banorte S.A.B. de C.V. 
and its financial entities, a financial services 
company, protects the personal data of its 
clients in accordance with the Federal Law on 
Protection of Personal Data Held by Private 
Parties and its regulations, to safeguard the 
integrity, privacy and protection of their 
personal data. For more information, visit: 

 https://www.banorte.com/wps/portal/
gfb/Home/banorte-te-informa/aviso_de_
privacidad/
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 SASB Indicator Assurance Page Description 2020 Statement

SASB Selling practices

FN-CF-270a.4 l - Number of complaints filed with the 
Consumer Financial Protection Bureau 
(CFPB), percentage with monetary or 
non-monetary relief, percentage disputed 
by consumer, percentage that resulted in 
investigation by the CFPB

During the year, 14,042 complaints were filed 
with CONDUSEF, only 11.08% were admitted.

FN-CF-270a.5 l - Amount of monetary losses as a result of 
legal proceedings associated with selling and 
serving of products

During the year, 14,042 complaints were filed 
with CONDUSEF, only 11.08% were admitted.

SASB Lending practices

FN-MF-270a.3 l - Total amount of monetary losses as a 
result of legal proceedings associated 
with communications to customers or 
remuneration of loan originators 

During the year, 14,042 complaints were filed 
with CONDUSEF, only 11.08% were admitted.

SASB Customer privacy

FN-CF-220a.2 l 67 Amount of monetary losses as a result 
of  legal proceedings associated with       
customer privacy

Technology Capital and Infrastructure

SASB Data Security

FN-CB-230a.1 l 64 Number of data breaches, percentage 
involving personally identifiable information 
(PII), number of account holders affected

Technology Capital and Infrastructure

FN-CB-230a.2 l 64 Description of approach to identifying and 
addressing data security risks

Technology Capital and Infrastructure

FN-CF-230a.2 l 64 Card-related fraud losses from                      
card-not-present fraud and card-present      
and other fraud

Technology Capital and Infrastructure
 
In 2020 Banorte reports a 73% reduction in 
net fraud loss compared to 2019. 

SASB Policies designed to incentivize responsible behavior

FN-IN-410b.2 l 22, 56 Discussion of products and/or product 
features that incentivize health, safety, and/
or environmentally responsible actions and/
or behaviors

Business strategy and sustainability
 
See our policies at:  https://investors.
banorte.com/en/sustainability/resources/
policies-and-procedures

SASB Incorporation of environmental, social, and governance (ESG) factors in investment banking & brokerage activities

FN-IB-410a.2 40 Number and total value of investmentsand 
loans incorporating integration 
ofenvironmental, social, and governance 
(ESG) factors, by industry

Financial Capital

FN-IB-410a.3 l 49, 56 Description of approach to incorporation 
of environmental, social, and governance 
(ESG) factors in investment banking and    
brokerage activities

Financial Capital
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 SASB Indicator Assurance Page Description 2020 Statement

SASB Incorporation of enviornmental, social and governance factors in investment management & advisory

FN-AC-410a.1 l 52 Amount of assets under management, 
by asset class, that employ integration of 
environmental, social, and governance (ESG) 
issues, sustainability-themed investing,         
and screening

Financial Capital

FN-AC-410a.2 l 52 Description of approach to incorporation 
of environmental, social, and governance 
(ESG) factors in investment and/or wealth 
management processes and strategies

Financial Capital

FN-AC-410a.3 l 52 Description of proxy voting and investee 
engagement policies and procedures

Financial Capital

SASB Incorporation of environmental, social and governance (ESG) factors in credit analysis

FN-CB-410a.2 l 49 Description of approach to incorporation of 
environmental, social and governance (ESG) 
factors in credit analysis

Financial Capital

SASB Discriminatory lending

FN-MF-270b.3 l - Description of policies and procedures 
for ensuring nondiscriminatory mortgage 
origination

See our policies at:  https://investors.
banorte.com/en/sustainability/resources/
policies-and-procedures

SASB Financial inclusion & capacity building

FN-CB-240a.4 l 89 Number of participants in financial literacy 
initiatives for unbanked, underbanked, or 
underserved customers 

Social Capital

SASB Employee incentives and risk taking

FN-IB-550b.3 l - Discussion of policies around supervision, 
control, and validation of traders’ pricing of 
Level 3 assets and liabilities

GFNorte has a policy on Evaluation 
and Approval of Initiatives and Projects 
for New Products and Services.                                                                                                                                        
                                                                                  
- We do not have Level 3 liabilities. Banorte 
has some assets that may be classified as 
Level 3, corresponding mainly to securities 
whose issuers had certain problems with their 
settlement in accordance with the investment 
prospectus, and which ceased to be securities 
instruments with market value; in these cases 
an estimation of their value was prepared 
an,d when necessary, an adjustment when the 
next result was a decline.  

SASB Environmental risk exposure

FN-IN-450a.3 l 58 Description of approach to incorporation of 
environmental risks into the underwriting 
process for individual contracts and 
the management of firm-level risks and         
capital adequacy

Financial Capital
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ASSURANCE
letter

© Deloitte Asesoría en Riesgos, S.C. 

Independent Assurance report on the 2020 Annual Report to Grupo Financiero 
Banorte, S.A.B. de C.V., to the Management of Banorte. 

 
Responsibilities of Banorte and independent reviewer 

The Management of Banorte is responsible for the elaboration of the 2020 Annual Report (AR) for the period 
from January 1st to December 31st, 2020, as well as ensuring its content, definition, adaptation and 
maintenance of the management systems and internal controls from which the information is obtained, and 
which is also free of material misstatement due to fraud or error. Our responsibility is to issue an independent 
report based on the procedures applied during our review.  

This report has been prepared exclusively in the interest of Banorte in accordance with the terms of our 
agreement letter dated December 9th, 2020 therefore we do not assume any responsibility to third parties 
and is not intended to be nor should it be used by someone other than the Management of Banorte. 

 

Scope of our work  

The scope of our assurance was limited which is substantially lower than a reasonable assurance scope, 
therefore the assurance provided is also lower. This report in no case can be understood as an audit report.  

We conducted the 2020 AR review under the following conditions and/or criteria: 

a) The review of the GRI Standards disclosures in accordance with the reporting requirements as 
specified in the GRI Content Index of the 2020 AR. 

b) The review of the Sustainability Accounting Standards Board (SASB) Disclosure Topics & Accounting 
Metrics within the following financial standards: Asset Management & Custody Activities, Commercial 
Banks, Consumer Finance, Insurance, Investment Banking & Brokerage and Mortgage Finance.   

c) The data consistency between the information included in the 2020 AR with supporting evidence 
provided by the Management.  

We have complied with the independence and ethics requirements of the Code of Ethics for Professional 
Accountants issued by the International Ethics Standards Board for Accountants (IESBA Code) based on 
integrity, objectivity, professional competence and due care, confidentiality and professional behavior 
principles. 

 

Assurance standards and procedures  

We have performed our work in accordance with the International Auditing Standard ISAE 3000 Revised 
Assurance Engagements other than Audits or Reviews of Historical Financial Information issued by the 
International Auditing and Assurance Standards Boards (IAASB) of International Federation of Accountants 
(IFAC).  

Our review work included the formulation of questions to the Management and internal stakeholders of 
Banorte that have participated in the elaboration of the 2020 AR as well as the application of certain 
analytical and sample screening tests procedures that are described below: 

a) Meetings with staff of Banorte to understand the principles, systems and applied management 
approaches.  

b) Analysis of the process to collect, validate and consolidate the data presented in the 2020 AR. 
c) Analysis of scope, relevance and integrity of the information included in the 2020 AR in terms of the 

understanding of Banorte as well as the requirements that stakeholders have identified as material 
aspects.  

d) Selected sample reviews from the evidence that supports the information included on the 2020 AR.  
e) Quality assurance by an independent partner of the project in order to verify consistency between 

this report and the proposal, as well as work process quality and deliverables. 
  

   
  

 
Deloitte Asesoría en Riesgos, S.C. 
Av. Paseo de la Reforma No. 505, Piso 28 
Colonia Cuauhtémoc 
06500 Ciudad de México,  
México 
Tel: + 52 (55) 5080 6000 
Fax: + 52 (55) 5080 6001 
www.deloitte.com/mx 
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The following table details the revised sustainability contents according to the GRI Standards and the 
Financial Services Sector Disclosures: 

102-09 102-43 302-1 306-3* 405-1 419-1 FS 13 
102-12 102-44 302-3 306-4* 405-2 FS 1 FS 14 
102-17 102-47 302-4 307-1 412-2 FS 2 FS 15 
102-18 102-49 305-1 308-1 412-3 FS 3 FS 16 
102-25 103-1 305-2 401-1 414-1 FS 4  
102-33 103-2 305-3 403-9 417-1 FS 5  
102-37 202-1 305-4 404-1 417-2 FS 8   
102-40 205-2 305-5 404-2 417-3 FS 10  
102-42 301-1 305-6 404-3 418-1 FS 11  

*GRI 306: Waste 2020 

The Following table details the revised Accounting Metrics within the SASB financial standards: 

FN-AC-270a.2 FN-AC-410a.3 FN-CB-510a.2 FN-IB-330a.1 FN-IN-270a.4 
FN-AC-270a.3 FN-CB-230a.1 FN-CF-220a.2 FN-IB-410a.3 FN-IN-410b.2 
FN-AC-330a.1 FN-CB-230a.2 FN-CF-230a.2 FN-IB-510b.4 FN-IN-450a.3 
FN-AC-410a.1 FN-CB-240a.4 FN-CF-270a.4 FN-IB-550b.3 FN-MF-270a.3 
FN-AC-410a.2 FN-CB-410a.2 FN-CF-270a.5 FN-IN-270a.1 FN-MF-270b.3 

 

These indicators were selected for the independent review in accordance with the following criteria: 

a) Materiality of Banorte referred in the 2020 AR.  
b) Information contained within the 2020 AR. 
c) Information provided during the meetings with the interviewed staff. 
d) Review of the evidence provided by Banorte staff of this project. 

 

Conclusion 

Based on our work described in this report, the performed procedures and the evidence obtained, nothing 
comes to our attention that could make us believe that the indicators and disclosures reviewed in the 2020 
AR contain significant errors or have not been prepared in accordance with the reporting requirements 
established in the GRI and SASB Standards. For those GRI Standards contents and SASB Accounting Metrics 
where Banorte did not report in quantitative terms (numeric) the independent reviewer reviewed the 
qualitative information, which includes procedures, policies, evidence of the activities performed, among 
others. 

 

Action alternatives   

Deloitte has provided Banorte a report with the most significant action alternatives for future reporting, 
which do not modify the conclusions expressed in this independent review report. 

 

Deloitte Asesoría en Riesgos, S.C. 

Deloitte Touche Tohmatsu Limited affiliate Firm 
 
 
 
 
 
Rocío Canal Garrido 
Partner of Deloitte Asesoría en Riesgos, S.C. 
April 14th, 2021                      
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In this document, we share with our investors, 
shareholders and other stakeholders the financial, 
technological, labor, social, environmental and 
corporate governance results that we obtained 
between January 1 and December 31, 2020.

Readers are reminded that certain individual 
statements made in this report may constitute 
future statements, which are based on the current 
expectations and beliefs of management and are 
subject to a series of risks and uncertainties that 
may cause real results to differ materially from these 
statements, including factors that may be beyond 
the control of our company.

The information presented is limited to the 
operations of Grupo Financiero Banorte (GFNorte; 
BMV: GFNORTEO; OTCQX; GBOOY; LATIBEX: 
XNOR), and thus does not include information on 
other entities.

For the twelfth year in a row, we have prepared 
this annual report in accordance with the following 
reporting standards:

Global Reporting Initiative (GRI)
We used the Global Reporting Initiative (GRI) 
standards as a guide for reporting our performance. 
We report the contents of the 102 Universal 
Standards (general content), as well as to the 
Specific Standards (the 200, 300 and 400 series) 
content relating to our material issues.

Deloitte
This report has been prepared in accordance with 
the GRI and SASB Comprehensive Standards option 
and has been verified by Deloitte.

Integrated Reporting Council (IIRC)
We incorporated the IIRC framework into our 
2020 Annual Report in order to present integrated 
data on Grupo Financiero Banorte’s operation 
and performance. This gives us a more complete 
approach to the factors that affect our ability to 
create value over time.

Sustainable Development Goals (SDG)
This report discusses the various initiatives and 
directly or indirectly contribute to meeting the   
17 goals established by the United Nations.

United Nations Global Compact
Since 2011 we have been signatory members 
of the United Nations Global Compact, an 
initiative that promotes 10 principles of action 
in the areas of human rights, labor, environment 
and anti-corruption. This report represents our 
communication on progress (CoP).

Sustainability Accounting Standards  
Board (SASB)
This year for the first time we are incorporating the 
SASB reference framework into our Annual Report 
in order to disclose specific information on the 
environmental, social and corporate governance (ESG) 
factors in our industry, focused on financial materiality. 
These indicators were also verified by Deloitte.

About this 
REPORT
102-1, 102-5, 102-48, 102-49, 102-50, 102-51, 102-52, 102-54, 102-56
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The 2020 Annual Report and Financial 
Statements of Grupo Financiero Banorte are 
available in the following formats:

PDF Spanish
 https://investors.banorte.

com/financial-information/
annual-reports/es/2020/
InformeAnualBANORTE2020.pdf

PDF English
 https://investors.banorte.

com/financial-information/
annual-reports/en/2020/
AnnualReportBANORTE2020.pdf

Web 
Spanish/English:  https://www.banorte.
com/informeinteractivo2020

Financial Statements
Spanish

 https://investors.banorte.
com/es/financial-information /
grupo-financiero-banorte/2020

Financial Statements
English

 https://investors.banorte.
com/en/financial-information /
grupo-financiero-banorte/2020

In this year of daunting challenges, we proved once 
again that being there for our clients is our priority. 
We remained close by, in constant communication, 

offering them the support they needed to feel safe and 
protected. We have always been known 

as an inclusive bank, capable of deep 
solidarity and social responsibility. 

And this year, more that ever, we proved it.
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102-3, 102-5, 102-53 

Investor Relations, Financial Intelligence   
and Corporate Finance
Tomás Lozano Derbez
Phone: +52 (55) 1103 4000 ext. 2256 
investor@banorte.com

Economic Analysis
Gabriel Casillas Olvera 
Phone: +52 (55) 1103 4000 ext. 4695
sustentabilidad@banorte.com

Sustainability and Responsible Investment
Mariuz Calvet Roquero
Phone: +52 (55) 1103 4000 ext. 1862
sustentabilidad@banorte.com

Ticker Symbol
Bolsa Mexicana de Valores: GFNORTEO 
OTCQX: GBOOY 
LATIBEX: XNOR

Corporate Offices

Monterrey, N.L.
Torre Koi Building
Av. David Alfaro Siqueiros #106
Col. Valle Oriente
San Pedro Garza García, C.P. 66260
Phone: +52 (81) 8319 6500 

Ciudad de México 
Santa Fe Building
Prolongación Paseo de la Reforma #1230 
Col. Cruz Manca Santa Fe, C.P. 05349 
Phone: +52 (55) 1103 4000 

Call Center
Mexico City: +52 (55) 5140 5600
Monterrey: +52 (81) 8156 9600 
Guadalajara: +52 (33) 3669 9000 
Rest of Mexico: 800 BANORTE (800 226 6783) 
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