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ABOUT BAWAG GROUP
BAWAG Group AG is the listed holding company of BAWAG P.S.K., which is headquartered in Vienna, Austria, with the main
brands and subsidiaries easybank, easyleasing and start:bausparkasse in Austria. In Germany, BAWAG Group operates
under the Südwestbank, BFL Leasing GmbH, Health Coevo AG and start:bausparkasse brands and subsidiaries with
Zahnärztekasse AG in Switzerland as well. With 2.4 million customers, BAWAG P.S.K. is one of Austria’s largest banks
operating under a well-recognized national brand and applies a low-risk, efficient, simple and transparent business model
focused on Austria, Germany and developed markets. The Bank serves retail, small business and corporate customers
offering comprehensive savings, payment, lending, leasing, investment, building society, factoring and insurance products
and services through various online and offline channels.

INTRODUCTION
The way we interact with our stakeholders is a key factor in the success of our company. When marketing and selling our
financial products and services, we address different groups of people in our core markets: In doing so, we want to deal
responsibly with the individual financial needs and goals of our clients and support them in realizing their wishes, in
sustainable investments as well as in day-to-day financial transactions. Our goal is to build long-term customer relationships
and to remain the bank and financial service provider of choice for generations.

SCOPE
The principles of this policy apply to all marketing and sales activities of the BAWAG Group that address (potential)
customers before, during or after a business relationship.
The following principles apply to all BAWAG Group employees involved in the marketing and sales process and include
direct (e.g. personal talks with customers) and indirect communication formats, including marketing campaigns in online
and offline media.

OUR PRINCIPLES
Legal compliance
We comply with legal regulations, established standards and codes of conduct in connection with the marketing and sale of
financial products and services in the countries in which we operate.

Integrity & Compliance
We expect all our employees to behave with integrity. We do not accept illegal or inappropriate actions that are against lega l
requirements or our internal code of conduct. We do not tolerate any white-collar crime or abusive behavior and take strict
measures against money laundering and other illegal activities.
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Information protection
We are committed to comprehensive protection and responsible handling of the data entrusted to us and to respecting the
privacy of our customers, employees, suppliers or other stakeholders.

Respectful behavior
Mutual respect, exceptional commitment and a strong focus on the needs of our customers are the basis of our actions and
are defined in the BAWAG Group Code of Conduct. We are committed to treating customers, business partners, competitors
and other stakeholders as well as each other within the company in an open, respectful, appreciative and fair manner.

No discrimination
We are proud that employees from over 45 nations with different personalities and ethnic, religious and social backgrounds
work together in BAWAG Group. Openness and appreciation for all individuals and social groups are therefore important to
us. We do not tolerate any form of discrimination in connection with age, gender, skin color, sexual orientation, religion,
mental or physical limitations or with any other reasons. In the marketing and distribution of our products and services, we
also make sure to respectfully address and interact with all social groups.

Development of analytical skills
We are committed to carefully listen to our customers and to take their concerns and complaints seriously. It is part of our
corporate strategy to continuously expand our analytical capabilities and monitoring in accordance with the data protection
regulations and thus identify opportunities for improvement of our products and services at an early stage. Our goal is to
find solutions that meet the needs of our customers and to continuously increase their satisfaction.

Participation and inclusion
We pay attention to make our services equally accessible to all people. We want to remove barriers both in our branches
and in our online channels so that people with special needs can use our products and services and thus have an
autonomous financial life.

Responsible and profitable growth
We want to help minimize non-financial risks and exploit specific growth opportunities associated with environmental and
social developments. Examples include the transition to a resource-efficient economy and the need for greater
environmental protection and social integration. Therefore, we are working on a broad view of the value chain from an ESG
perspective and on broadening our understanding of risk.
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Marketing
Transparent and clear
We are committed to providing our marketing and product information in a comprehensive, balanced, clearly
understandable and easily comparable manner. We present the advantages and disadvantages of financial products in a
balanced manner in order to highlight the associated potential risks as well as realistic opportunities.
S i mple and fair pricing
We provide transparent and comparable information on the fees and interest rates for our products and services. We make
sure that price information is always up-to-date and easily accessible to customers. We attach great value to easily
understandable pricing structures based on our customers' usage behavior.
Diversity and respect in advertising subjects
When designing and selecting subjects for advertising materials, we commit ourselves to diversity. We don’t want to
transport any stereotypes through visual language. We take care to present the respective social groups and/or individuals
in an appropriate and respectful manner and to consider their cultural sign and meaning systems.
Id entification of advertising
In accordance with media law, we undertake to clearly identify advertising in online and print media as such.

Sales
Appropriate recommendations
For us it is important to provide competent and understandable person-to-person advice in sales, to deal responsibly with
information asymmetries between advisors and customers and, for example, not to take advantage of a lack of maturity
(children or young people). Our regularly trained sales staff are obliged to question and examine the personal goals,
investment horizon, risk appetite and financial situation of the customer in order to respect and take this into account when
recommending products. In this way, we ensure that clients are not led to take rash actions that could put them in a
financially precarious position.
F u rther development of technical and social skills
In addition to expert knowledge, a high degree of social skills is also necessary for us in sales - both in interaction with
colleagues and in advising our customers. We are committed to communicating our values to our employees through
training, continuing education programs and regular feedback.
On going quality control
Internal control systems and regular customer satisfaction analyses ensure, among other things in sales, that our services
are in line with the principles and guidelines we pursue.
F air treatment and focus on core competencies
Strict guidelines ensure that our sales staff act fairly and with integrity towards our customers. We pay attention to high
quality standards in advising, which are constantly monitored. It is our highest priority to ensure that the interests of our
customers are always protected. We do not advise our clients on tax matters.
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OWNER AND PUBLISHER
BAWAG Group AG
Wiedner Gürtel 11, A-1100 Vienna, Austria
Companies Registry number: 269842b
EU VAT number: ATU72252867
Telephone: +43 (0)5 99 05-0
Internet: www.bawaggroup.com
Investor Relations/ESG:
investor.relations@bawaggroup.com
Corporate Social Responsibility:
csr@bawaggroup.com
Typesetting:
In-house using firesys
As of December 2020
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