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In the area of service levels, the SLA (Service Level 

Agreement) ratio for telephone enquiries was again in the 

region of 96%, followed by web chat with 95% in the final 

quarter of the year, and 91% for email. The service was 

mentioned 527,000 times on social media (2015: 460,000 

times) and the number of social media interactions was 

49,000, with an SLA ratio of 96%.

The volume increases in 2016 were due to continual 

improvements in the various channels and initiatives 

undertaken to promote them: 

—  Improvements in the telephone channel included 

incorporation of the Digital Signature into customer 

transactions, redesigned routings through Virtual 

Agent, which means improved call management and 

a better customer experience, and the optimisation of 

platform resources.

—  A new supplier was brought in to handle OQce Direct 

traQc.

—  Improvements were made in the extraction and analy-

sis of social media data with the help of a new data 

management tool.

Social media

Social media are one of the main channels through which 

customer relationships are realised, both in managing 

transaction activity and in the broadcasting of corporate 

and business-related messages and marketing cam-

paigns. Their use is growing exponentially and the Bank 

sets a high priority on raising its social media profile. 

As a channel social media have been used to publicise 

numerous events of a corporate nature or in which the 

Bank was a participant. Examples of this include presen-

tations of trading results or Shareholders' Meetings, both 

of which could be followed on Twitter, or the Barcelona 

Open Banc Sabadell Conde de Godó tennis tournament, 

conversations with Rafael Nadal or the 4YFN Summit for 

start-ups at the Mobile World Congress.

Banco Sabadell increased its presence on social media 

during 2016 by opening Twitter accounts for the Banco 

Sabadell Foundation (@FBSabadell) and Banco Sabadell 

Mexico (@BancoSabadellMX). 

The number of followers on social media now stands 

at over 300,000 for all the channels on which the Bank 

maintains a presence: Twitter, Facebook, YouTube, 

LinkedIn and Google+ not only in Spain but also in the 

UK and the Americas. The production of our own content 

continued without interruption in 2016, with blog posts 

and videos. The broadcasting of live events by streaming 

on Banc Sabadell TV, with the aim of bringing the Bank's 

activities to our customers, potential customers and em-

ployees in real time, continued at a high level.

Cutting-edge technology   

and innovation

In the area of pure innovation, the Bank continues to 

launch innovative services that enrich the customer 

relationship and accelerate the processes of digitalisation 

and creation of  digital technology-based businesses for 

the Bank, based on a long-term vision of the future of 

banking.
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Sabadell Digital & Agile Lab

2016 was the year in which Sabadell Digital & Agile Lab, 

started in late 2015, showed its full potential. The "Lab" 

operates in an area of the Bank's central services building 

in Sant Cugat, Barcelona and uses co-creation strategies 

and Design Thinking and Agile methodologies to help 

the Bank to progress the implementation of its policy of 

technological and business transformation.

From a technological point of view, Digital & Agile 

Lab has all the necessary tools, and the latest in mobile 

devices, to facilitate egcient project development and to 

replicate the diierent types of relationships with custo-

mers and users using its digital devices.

In 2016 the average occupancy of Lab spaces was 88%, 

providing a base for more than 500 internal and custo-

mer-focused activities in which more than 700 people 

took part.

Big Data - Kelvin Retail

In March 2016 a new service, Kelvin Retail, was launched, 

the first commercial Big Data-based service. There were 

1,500 access in the first two weeks that followed the launch, 

and usage increased by 376% in the second half of 2016.

Kelvin Retail is an information service for small 

and mid-size retail businesses and sole proprietors that 

provides information held by the Bank concerning their 

trading performance, their customers and their industry. 

It consists of a private website in "responsive" mode (i.e. 

accessible on all devices and via BS Online and BS Móvil), 

supplemented by an activity report sent each month by 

email. It also provides comparative data on competitors 

according to location. All the information is first anon-

ymised and aggregated, and is always presented in the 

form of statistics. All this information can be helpful to 

those managing the business with the decisions they have 

to take on a daily basis.

Open API & Sabadell Developers Portal

Open API is a library of methods where third parties can 

access and interact with some of the main functions and 

digital services that the Bank oiers its customers. This 

interface makes it possible to create applications that can 

be integrated seamlessly with Banco Sabadell services.

By setting up its own API, Banco Sabadell has been able:

—  To facilitate experimentation and development of new 

services by third parties.

—  To increase the number of interactions with customers 

and potential customers.

—  To attract talent and identify new business 

opportunities.

This initiative is aimed at developers who are Banco Sa-

badell customers, but is also open to anyone interested in 

the business opportunities oiered by the Bank's API. The 

Bank's interaction with these communities takes place 

on the developers.bancsabadell.com website, which was 

created specifically for this purpose.

Banco Sabadell does not expect the API to be used 

solely for the design, development and optimisation of 

applications to make it easy to perform banking tasks and 

expedite day-to-day bank transactions for its customers; 

rather, intention is to build new links with the fintech 

world, such as integrating banking services with cutting-

edge devices (e.g. smartwatches, VR goggles, etc.).

In 2016 more than 180 independent developers wor-

ked on the Bank's Open API and 30 apps are currently in 

development.

Collaborative innovation

The Innovation Team, in conjunction with BStartup and 

Sabadell Venture Capital, has set up a project for collabo-

rative innovation and building relationships with start-

ups. The project's aim is to systematise awareness of and 

communication with the entrepreneurial ecosystem to 

ensure a sound approach is applied across the Bank.

The protocol ensures that all the business start-ups re-

ceive a customised service through the appointment of an 

agent who examines the project being undertaken. Start-

ups are also informed of the Bank's various  entrepreneur-

ship and open innovation initiatives. A CRM has been put 

in place to centralise the management of relations with 

the entrepreneurs and ensure the observance of timesca-

les, excellence in service provision, and the recording and 

implementation of start-ups' suggestions.

Quality of service

For Banco Sabadell, quality is not just a strategic option; 

rather, it is a whole approach to doing business, whether 

in the delivery of value to stakeholders or in the execution 

of each and every process forming part of that business. 

This natural agnity with excellence helps to enhance the 

Bank’s capabilities in all areas, transforming threats 

into strengths and challenges into opportunities for the 

future.

Consequently, the Bank makes use of existing stan-

dards and benchmarks to judge its own actions and satis-

fy itself that its way of doing business is the right one, and 

it sets itself new goals based on continual self-criticism.

A key benchmark against which to measure and 

improve management practices is the European Foun-

dation for Quality Management (EFQM) excellence 

model, against which the Bank is independently assessed 

every two years. The assessment carried out in November 

2016 resulted in the Bank’s EFQM Gold Seal (over 500 

points) being renewed, with a score of over 700 points 

being awarded according to EFQM’s very demanding 

standard. This means that the very high standards 

measured in 2014 were maintained, a truly extraordinary 

achievement.


