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4. Our Bank, at the Service of Customers

Our Bank

Corporate Banking
In the second half of 2014, we continue to pursue our strategy by 
supporting large and medium-sized companies throughout Co-
lombia, seeking long-term relationships, loyalty from our clients, 
and the development of innovative products that anticipate mar-
ket needs and are in line with current market conditions.

To this end, we continue working to consolidate our customer ser-
vice model, which has allowed us to standardize and optimize the 
sales process and comprehensively manage our client portfolio.

We have focused the efforts of our sales teams on understand-
ing the value chains of our companies. With this in mind, in the 
second half of the year we analyzed more than 34 sectors of 
the Colombian economy and designed action plans according 
to the needs of each of our clients, using as leverage an under-
standing of the client and our development teams’ continuous 
processes of innovation.
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Share According to Economic Sector
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Presence of Corporate Banking by Region

We strengthened our client engagement strategy thanks to the 
work carried out by our specialized sales force and the Customer 
Development Teams (EDCs in Spanish) in the five main cities in 
Colombia, managing to engage more than 390 clients from the 
corporate segment in 2014.

We support medium-sized companies 
and the growth of Colombia’s different 
productive sectors

As at December 2014, 202,865 loan disbursement operations 
had been made, of which the medium-sized enterprise segment 
had a 65% share. As such, we continue to support this segment, 
engaging over 1,700 companies through these credit opera-
tions.

Likewise, we provided credit to various economic sectors, 
achieving a portfolio balance of COP 22.4 trillion in December 

In 2014, we achieved 
4% growth in loan 

clients compared to the 
previous year. 

2014, and growth of 16% in national and foreign currency com-
pared to 2013.

Responding to the needs of our clients, we have promoted the 
placement of loans indexed at the Reference Banking Rate, 

reaching COP 1.3 trillion in December 2014. We also offered 
hedging transactions that mitigate market risks and set finan-
cial costs in light of variable rate scenarios, contributing to our 
clients’ financial stability.

Through the customer development teams’ planning work, im-
portant opportunities were identified for the International Vice-
presidency’s Cash and Treasury Area. In this way, in the second 
half of 2014, traders closed hedging transactions at a total value 
of USD 3,439 million from 6,592 operations, growing 17% com-
pared to the first half of the year, and 85% compared to the same 
period the previous year.

Continuing our support for the mortgage and construction 
strategic credit lines, we strengthened placement for those 

products, obtaining as a result initial disbursements of around 
COP 40,000 million, in which the medium-sized enterprise 
segment has a share of 83%. The sector in which we have the 
largest share (15%) is services, in particular energy companies, 
other utilities and health.
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Immediate working capital for companies

The use of resources by our businesspeople to pay suppliers, 
taxes, payroll, services and other expenses implies that they 
resort to short-term financing in their monthly operations that 
allows them to adequately adjust their cash flow.

The average Revolving Credit line grew by 24.3% compared to 
the second half of 2013, with disbursements in excess of COP 
2.5 trillion. The number of clients accessing this product is 
1,235, with a 10% growth compared to June 2013.

We innovate for our clients

The Cash Management business continues to show significant 
levels of growth for Corporate Banking, and it is worth 
highlighting the major boost received by the Collections, 
Payments and Web Portal solutions. In 2014, we increased 
our transactions by 8%, processing more than 55 million 
operations and servicing 4,200 companies across the country. 
We also work continuously to analyze in detail the needs of our 
clients, developing solutions that simplify their sales, treasury 
and bank reconciliation processes.

In this vein, in 2014 we simplified the mass payment process 
(dispersion of funds) by offering our clients the possibility of 

using Excel files and online processing of internal payments for 
22 hours out of each 24-hour period.

We also continued to connect with our clients via Web Services. 
At the close of the year, 50 companies were benefiting from this 
technology, obtaining real time updates of the payments received 
to their accounts. This allows their reconciliation to be automated 
and the services of their clients to be reimbursed immediately.

Thanks to the growth of the Banking Correspondents network, 
we increased our share of collections for gas and cleaning 
services to 39% in the cities of Villavicencio and Yopal. These 
services are provided by our client, Gases del Llano S.A. E.S.P., 
through a joint outreach strategy for the service.

We believe in Colombia’s development

We continue to be aligned with and committed to Colombia’s devel-
opment. As such, 16 projects were financed through the Structured 
Financing Unit in 2014, for a value of COP 1.4 trillion, in support of the 
development of the energy, infrastructure and real estate sectors.

Without setting aside the large infrastructure projects, this se-
mester we would like to highlight some medium-scale projects 

in which the Bank’s support has turned into a comprehensive 
solution for our businesspeople and for each of the cities and 
areas of impact in which they carry out their activities. Our in-
volvement in these projects demonstrates the long-term com-
mitment we have to our corporate clients.

Expansion of healthcare services

We supported the Imbanaco Medical Center in Cali, a client of 
the Bank for more than 21 years, in the construction of its new 
center, with financing of COP 107,000 million though our leasing 
line. This center will have modern operating rooms, procedure 
rooms, hospital rooms, an emergency area, and cardiology, 
cancer treatment and intensive care units. The project directly 
impacts the western part of the country, benefiting the 
population with services that are currently lacking, including 
hospital beds, intensive care units and facilities for medical 

procedures. During construction, more than 597 direct jobs 
were created.

When the new center opens in the first half of 2015, the Medical 
Center expects to triple its operating capacity, positively 
impacting the public health services of the city and the areas 
of influence.

We support the growth 
Of our clients

We granted USD 26 million in financing for the construction of 
the Hotel Golden Tower in Panamá City. The hotel forms part 
of an important investment group from the city of Cartagena 
that has been a client of the Bank for more than 30 years and has 
established itself in Cartagena through the operation of various 
hotels and the Parque Central FTZ.

 Imbanaco Medical Center, Corporate Client. Cali, Valle del Cauca
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We understand our clients’ value chain
 
Jardines de los Andes is dedicated to the specialized produc-
tion of cut flowers, which they export to different countries 
around the world. With a 210 hectare flower farm located in the 
municipality of Madrid, Cundinamarca, the company provides 
employment to more than 2,700 people.

We have supported Jardines de los Andes for more than 35 years 
through its various processes of organizational and market tran-
sition and transformation. The past year, the company made a 
significant adjustment to its export system and to its method for 
delivering flowers to the final buyer. 

Through an analysis of the company’s value chain, our Cus-
tomer Development Team identified the new needs and dealt 
with them through a comprehensive product portfolio, suc-
cessfully financing the working capital necessary to move this 
initiative forward.

We also worked with them to generate value for their collabora-
tors. To this end, we designed a financial education program for 
employees, which aimed to provide them with basic guidelines 
for safe money management and contribute to the manage-
ment of their finances.

Our Governmental Banking area continues to carry out projects 
with high social impact, allowing us to be strategic allies of the 
Colombian government in the distribution and collection of 
resources. Our network of offices, technological platform and 
permanent advisory services are all made available to the gov-
ernment. Because of this, at the end of December, our bank had 
recorded an average of COP 9.2 trillion in deposits and COP 1.5 
trillion in assets, growing 11% and 9%, respectively, compared 
to the close of 2013. Among the activities that we carried out in 
the second half of 2014, we can highlight the following: 

We joined the Colombia Mayor initiative, a consortium that 
leads the program for solidarity and protection for the elderly. 
This program seeks to fulfill the basic needs of this vulnerable 
segment of the population, who do not receive a pension, or 
who live in extreme poverty. We have set up 110 offices for the 
payment of the allowances for this program, servicing 42,115 
beneficiaries during the second half of 2014. 

We increased monthly pension 
payments in savings accounts 

by 17%.

Likewise, thanks to an agreement established with Colpensio-
nes, we made 559,000 payments to pensioners in the second 
half of the year, of which 120,000 were paid into an account. 
This is 17% more than those payments made in the first half of 
the year, which represents a significant increase in the engage-
ment of retirees through new savings accounts. At the close of 
2014, we had been able to service 93,300 pension payments 
each month. Of these, 72,300 were paid over the counter, and 
21,000 into accounts held with our Bank.

Jardines de los Andes S.A.S. Corporate Client. Madrid, Cundinamarca

Governmental and Institutional Banking
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In 2014, we refunded the Valuation tax 
to more than 98,000 users

We continue to support the District Administration of Bogotá 
in the process of refunding the Valuation tax, as the only Bank 
making these payments. In the second semester, we made 
an average of 8,200 refunds per month. We completed 23% 
of the transactions expected, the aim being to provide this 
service to the owners of 750,000 properties who are owed 
money on this tax.

Government payroll loans

At the end of 2014, the balance of our government payroll loans 
was COP 2 trillion. This is COP 328 billion more than in Decem-
ber 2013, achieving an annual growth of 19%. 

During the year, we made 56,748 disbursements, amounting to 
a total of COP 1.3 trillion. We enrolled 27,954 new clients for 
these loans and attended to 28,794 existing clients in the differ-
ent segments.

Our penetration strategy for the different agreements has al-
lowed us to achieve a greater share in the government and pen-
sions segments, which receive 23% of our disbursements.

We reached the second 
trillion, attending to the 
needs of 108,384 clients. 

Segments % disbursements share

Armed Forces 76%

Pensioners 15%

Government 8%

Others 2%

Our services continue to expand. We signed up 10 more com-
panies to the payroll loans agreement in the second semester, 
taking the total to 30 new agreements and 454 existing agree-
ments by the end of the year.

Our main contracts continue to be the Armed Forces and the 
Police, which occupy 77% of our loan portfolio.

Ranking Agreements  % Part.

1 National Army 41%

2 National Police 28%

3 National Navy 6%

4 CASUR - Pensioners 5%

5 INPEC 4%

6 COLPENSIONES 3%

7 Retired Armed Forces 3%

8 National Air Force 2%

9
Ministry of Defense Pensioners 
of the Armed Forces

1%

10 FOPEP 1%

11 OTHERS 6%

Total 100%

We earn our clients’ loyalty 
By offering more benefits

The sale of the personal accident policy adds value for our clients 
when they take out a payroll loan, allowing us to cover accidents 
such as dismemberment and temporary total disability.

The volume of claims shows us that this policy covers the events 
that occur most often in clients’ work activities. In 2014, 442 
accidents were recognized by the insurer, amounting to a total 
value of COP 1,599 million. In the second semester, we provided 
13,660 policies, reaching a total of 28,540 by the end of the year. 
This represents a growth of 131% compared to the number of 
policies provided in 2013.

Meanwhile, in the second semester we held enrollment sessions 
for the payroll product at service points (payroll loan service cen-
ters) and offices (payroll loan centers with special services) lo-
cated within the Armed Forces battalions. This led to 4,639 new 
accounts being opened and 5,369 debit cards being issued to 
members of the Armed Forces.

We support our clients

As part of our commitment to the activities our clients undertake 
to achieve the wellbeing of their employees or stakeholders, in 
the second half of 2014 we supported 139 events, among which 
we can highlight:

• The National Penitentary and Prison Agency (INPEC, in its 
Spanish acronym) Guard Day on a national level
• Recreational activities with the National Army for children 
in the rural districts of Tumaco
• Motivation sessions for soldiers under combat
• Christmas carols for the soldiers

Segments
# Activities 

second half 2014

Armed Forces 77

Government Sector 47

Pensioners 15

Total 139
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Cesar (3): La Jagua de 
Ibirico, Becerril and 

Agustín Codazzi

Huila(1): Garzón

Choco(1): Quibdó

Cundinamarca(1): Facatativa

Antioquia(1): Santa Fé de Antioquia

Valle del Cauca(2): 
Tulua, Buga

Arauca(1):Arauca

Casanare(1): Yopal

Meta(1): Acacias

Norte de Santander (1): Villa del Rosario

Santander (3): Barrancabermeja, 
Floridablanca and Sabana de Torres

Online Municipalities Project (MEL, in its Spanish acronym) 

Our project continues to facilitate fulfillment of the Online Government strategy in Colombian municipalities, upholding high qual-
ity and security standards. In this way, in the second half of the year, we successfully reached 9 more municipalities, totaling 16 and 
increasing the deposits of these clients by 21%.

One added value that we have incorporated into our processes and that has facilitated engagement is the automatic reconciliation 
of payments received through the web portal, a mechanism that is activated through a Web Service that provides transparency in 
the management of municipal resources for citizens and the National Government.

We support the municipal 
councils’ governance plans, 
impacting the quality of life 

for residents.

In addition, 3,120 students registered through our web portal 
to access educational loans offered by the municipal govern-
ment of Barrancabermeja. This was confirmed by the local gov-
ernment member in charge of the education portfolio, Angélica 
María Suárez Serrano, who stated:

“We can bring a positive change to the city, since more than 
3,000 people registered to become beneficiaries of the educa-
tional loans offered by the municipal government.

We granted more than cop 
190,000 million in loans to 

support the progress of 
Colombia’s regions.

Regional and Decentralized Entities

In the second half of the year, as part of our sales strategy of 
deepening relations with and engaging regional and decentral-
ized entities, we opened 2,431 checking accounts, savings ac-
counts and certificates of deposit for a total value of more than 
COP 115,000 million, achieving an average of COP 4.7 trillion in 
deposits in the second semester.

We continue to support the development of Colombia’s differ-
ent regions, with projects to benefit the community. In this way, 
we financed more than 150 credit operations for a value of more 
than COP 190,000 million, which represents an increase of 146% 
compared to the same period the previous year.

With the aim of offering solutions tailored to the needs of our 
Government Banking clients, in October we carried out sales 
model refresher sessions, which were attended by our special-
ized team and the Fiduciaria Bogotá group, who provide ser-
vices to more than 2,700 regional and decentralized entities 
in Colombia.

We also trained our clients from the departments of Magda-
lena, Antioquia, Córdoba, Sucre, Meta, Huila and Casanare in 
Management of the General Royalty System. The course was 
attended by more than 250 government employees.

To make our service more efficient, we created a new form that 
makes it easy for the sales team to enter and standardize the in-
formation required by the cashier at the moment of processing 
a special payment.

We support the tradition and 
culture of our regions

As part of our commitment to bring activities highlighting cul-
tural diversity closer to the Colombian people, we sponsored 
various important events for the country, such as the XVI Fes-
tival de la Colombianidad (Tocancipá), Fiestas de San Pacho 
(Quibdó), Festival del Retorno (Acacias), Festival Minero y Agrí-
cola (La Jagua de Ibirico), Fiestas del Mar (Santa Marta), and the 
Festival de Música Vallenata en Guitarra (Agustín Codazzi).

As part of our social commitment to the regions, we delivered 
25,000 Christmas kits that promote sport in low-income chil-
dren around the country.

Wayuú’s  community girl, beneficiary of Schollar kit in La Guajira
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 It gives us great satisfaction to see that the community accessed 
the platform and applied for the loans in a transparent manner. 
This shows that as a government we want to do things correctly 
and honestly, complying with the National Government guide-
lines of online processes and zero paper.”

In the first semester of 2015, we hope to have the first phase of 
7 web portals in operation. These are: Arauca, La Jagua de Ibiri-
co, Becerril, Agustín Codazzi, Garzón and Yopal. It is important 
to note that compliance with the time line depends on a joint 
effort between the municipality and the Bank, since the adop-
tion of the portal brings about radical changes for the municipal 
team in terms of service provision and the way in which citizens’ 
administrative processes will be dealt with.

Social Banking
We continue to support the solidarity sector in the development 
of their businesses with comprehensive proposals, extending 
the benefits of our portfolio to their affiliates and making effec-
tive channels available to them which allow them to strengthen 
their relationship with the cooperative or the fund.

We train our solidarity sector clients

With the aim of improving the benefits of the Affinity Debit Card 
and encouraging the correct use of this product, we carried out 
various training sessions in the main cities of Colombia in the 
second semester. Eighty-two clients participated in these ses-
sions, from both cooperatives and funds.

Through these activities and the constant support of our man-
agers, we successfully enrolled 5 new companies in the affinity 
debit cards scheme during this period. At the close of 2014, we 
had issued 248,924 cards, through 135 agreements.

Among the new agreements, we can highlight Coopantex and 
Coopetraban, two of the most important cooperatives in the 
Antioquia region, through which we issued 38,610 cards.

The affinity debit card has allowed us to service the needs of 
our clients’ affiliates, as confirmed by the volume of transac-
tions made. During the second semester, 2,436,792 trans-
actions were made at our ATMs for an approximate value of 
COP 301,755 million, and 542,388 transactions were made 
in commercial establishments for an approximate amount of 

COP 52,652 million. We also have a network of 335 RedEx-
press PIN pads. These are located in 67 solidarity sector enti-
ties.
 
Rural Financial Inclusion Model

Financial inclusion is one of our most important commitments 
to Colombia’s social and economic development. For this rea-
son, we continue to strengthen our agreement with the Na-
tional Coffee Growers’ Association, creating better access and 
benefits for their members.

Continuing with the agreement, in the second half of 2014, we 
held around 1,100 banking system sessions in approximately 
380 coffee growing municipalities. We successfully connected 
300,000 coffee growers to the banking system, which repre-
sents 70% of the target population.

In these campaigns, we transfer the entire operation of an office to 
the municipalities visited, offering training in financial education 
and presenting the benefits of the Bank and its service channels.

We hope to cover the remaining 30% in the first semester of 
2015 by continuing to hold these sessions jointly with the Na-
tional Coffee Growers’ Association.

The coffee growers, who are now clients of our Bank, have used the 
new physical and electronic channels available to them, highlighting 
an increase in the coffee sales transactions they carry out at the points 
of purchase of the Coffee Growers’ Cooperatives affiliated with the Co-
lombian National Coffee Growers’ Association, and the use of cards as 
a payment method in various commercial establishments.

The process of connecting the coffee growers to the banking 
system has been considered by the Better Than Cash Alliance to 
be one of the most important financial inclusion projects to have 
been implemented in Colombia. For this reason, it is one of the 
two case studies that the Alliance has carried out in Colombia.

The main transactions made with the new Coffee Grower ID Card 
as at December 2014 are summarized in the following table:

“The Coffee Grower ID Card has been the best thing the Associa-
tion could have given us. It has made transactions a lot more effi-
cient for us. We no longer have to queue up at the bank. We can do 
everything through the ATM. It saves time. I can put credit on my 
mobile phone through the Coffee Grower ID Card while I am at my 
coffee plantation,” says Jorge Jiménez, a coffee grower.

Fidel Carrillo, beneficiary of Cédula Cafetera; Alejandro Figueroa Jaramillo, President of Banco de Bogotá; Juan Valdez and Cosme Infante, beneficiary of Cédula Cafetera.

Jorge Jiménez, coffee grower

We have connected 70% of 
coffee growers who had the 

old Cédula Cafetera inteligente 
(intelligent coffee grower id card) 

to the banking system.

Type of 
transaction Description  Amount Value

Credit

Coffee purchases 2,417 $2,128,652,779

Consignment/
Payment

3,597 $8,360,126,779

Transferences 1,035 $1,384,227,962

Other Credits 189 $515,235,681

Debit

Withdrawals 28,314 $12,005,800,324

Purchases 4,457 $866,850,475

Collections 777 $147,283,604

PSP 471 $99,156,259

Transferences 43 $65,633,785

Top up service 1,250 $5,388,000

Other Debts 39 $62,586,206

Total  42,589 $25,640,941,853
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SME Banking
We are committed to the growth 
Of our clients

In the second semester of 2014, we continued with our commit-
ment to improve the services we offer our clients. We did this 
through improving processes and products, as well as through 
significantly reducing the time required to open deposit prod-
ucts, made possible by redesigning documents, using electron-
ic forms and reusing signatures.

The strengthening of our Business Model has allowed us to be-
come closer to our clients and to offer them comprehensive and 
specialized advice in a timely manner, with regard to each of 
their financial needs.

At time of closing, we had 
opened 11,700 new products, 

reaching COP 1.9 trillion.

We believe in Colombian SMEs and their impact on Colombia’s 
development. For this reason, we continue to support our clients, 
financing their projects and offering new options that allow them 
to have the liquidity they need to develop their businesses.

During this period, we provided more than 10,000 loans to a val-
ue in excess of COP 1.7 trillion, placed more than COP 127 billion 
in the factoring line, and opened 11,700 new deposit products, 
reaching COP 1.9 trillion.

Aware of the challenges involved in establishing a business in our 
country, and in line with our objective of supporting businesspeo-
ple in this process, in alliance with Google and Fiduciaria Bogotá 
we trained more than 650 businesspeople in the value of tech-
nology as a tool to increase corporate productivity, and offered 
financing and resource management solutions to that end.

Likewise, in the second semester we highlighted the work of 
the SME businesspeople who, committed to the development 
of their projects, are establishing themselves as examples of 
business management in areas such as strategic management, 
human talent, technological leadership, internationalization 
and innovation.

It is worth noting that for the eighth year running, we sponsored 
the Mission Gazelle SME Award, through which we provided na-
tional recognition to 18 businesspeople who have a long-term 
vision, adapt to new markets and technologies, establish clear 
objectives and foresee internationalization opportunities.

Small Business Banking
We support Colombia’s small businesses

Taking into account the importance of microenterprise in the 
development and productivity of the Colombian economy, we 
continue to be committed to supporting them in their business 
ventures and development through a specialized service model 
that allows us to provide them with a value proposition with so-
lutions tailored to their needs.

Our line of credit is designed to provide our clients, whether 
formal or informal and with or without credit experience, with 
greater investment opportunities, thereby contributing to their 
progress, to job creation, and to the wellbeing of their families.

In the second semester of 2014, we financed around COP 
65,000 million in microcredit operations, reaching all eco-
nomic sectors of the country, with an emphasis on services 
and commercial, industrial and agricultural activities. Likewise, 
we granted more than COP 830,000 million in the commercial 
loans portfolio, providing different financing alternatives to 
our clients, in lines such as: Cash and Treasury, Active Credit, 
Ordinary Credit, Factoring, Leasing and Rediscounting. These 
loans were accompanied by special rates and conditions of-
fered by Bancoldex and Finagro, enabling us to support the 
growth and development of our clients.

We granted more than cop 
830,000 million in Commercial 
Loans portfolio operations and 

more than COP 65,000 million in 
microcredit operations.

With the aim of providing better customer service, in 2014 we 
developed action plans to allow us to be more efficient and 
competitive. 

• We improved response times through the 
implementation of a national process of designating credit 
through document digitalization.

• We carried out the second training session with our group 
of microcredit specialists, to strengthen our customer 
service model for small businesses.

• We expanded our service coverage for small businesses 
by opening 7 new offices in the cities of Neiva (2 offices), 
Armero, Baranoa, Girardot, Medellín and Bucaramanga, for 
a total of 614 customer service points around the country.

Catalina Puerta Botero, CI Make Up SAS. Envigado, Antioquia
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To expand coverage of this segment, we participated in various 
fairs and events organized in conjunction with trade associa-
tions, mayor’s offices and chambers of commerce. In the second 
semester, we were present at National Shopkeeper Day and the 
National Transport Conference, as well as meetings with coffee 
growers in cities such as Armenia, Cartago, Ibagué, Pitalito, Sin-
celejo, Tunja and Manizales. At these events, we presented our 
portfolio and supported the different commercial, educational, 
informative, social and recreational activities, which allowed us 
to achieve greater recognition among small businessmen.

Microfinance Banking
We Promote Financial Inclusion

Through the support of our sales team and a portfolio special-
ized in savings and credit products, we service the needs of cli-
ents with productive businesses in the commercial, industrial, 
transport and agricultural sectors and those who fall into the 

category of independent professionals from socio-economic 
groups 1, 2 and 3, among others.

It is important to note that these businesses may be formal or in-
formal and many of them are led by female heads of household.

Over the past year, we implemented our model in 96 new munic-
ipalities located mainly in the departments of Cauca, Cundina-
marca, Huila, Atlántico, Tolima, Antioquia, Norte de Santander, 
Sucre, Nariño, Antioquia, Putumayo and Guajira, achieving cov-
erage of more than 520 municipalities around the country.

Since 2007, we have 
disbursed more than 

COP 297,000 million in 
microfinance, through
121,366 Microcredit 

operations.
In this way, we strengthened our banking penetration strategy, gen-
erating financial inclusion for more than 7,000 people and provid-
ing services for more than 68,400 families, more than 50% of which 
were led by women. With our presence in new municipalities, we 
have increased our sales force by 6% for this segment compared to 
last year. Out of a total of 477 advisors supporting this segment, we 
now have a team of 351 advisors specialized in microfinance meth-
odology, who are local to the communities in which they work.

Since the model was implemented in 2007, we have disbursed 
more than COP 297,000 million in 121,366 microcredits, with a 
per credit average of COP 2.4 million. The past due loans quality 
indicator was maintained below 4%, a figure below the industry 
average. Of the loans granted in the second semester of 2014, 
45% were to new clients, 14% of whom are accessing the finan-
cial system for the first time.

The EmprendeAhorro savings account, designed with consulting 
assistance from the Banking Opportunities program, has met ex-
pectations for encouraging a savings culture in this community. As 
at the close of 2014, we had created more than 13,800 specialized 
savings accounts, with a monthly average of COP 357,000 per ac-
count, 13% of which were initially opened for the purposes of saving. 
In July 2014, we launched the new Liability Substitution line, which 
together with CrediProgreso, CrediAgrario and CrediAhorro 
complement the portfolio of credit facilities available to our clients, 
achieving greater loyalty, inclusion and business sustainability.

Personal Banking
Our sales strategy seeks to create differentiated value proposi-
tions for each of the segments, engaging and building loyalty 
among our clients from the Child and Youth segment, and pro-
moting long-term relations with our clients from the Personal 
Banking and Experience segments.

In this way, we have achieved 16% growth in the number of ac-
tive customers, increasing from 3,078,928 in December 2013 to 
3,567,014 at the end of 2014.  

In addition, thanks to the loyalty strategy we have been imple-
menting through the constant improvement of our services 
and the comprehensive offer of new products, we achieved 
2% growth in penetration compared to December 2013, rising 
from 1.89 to 1.92 products per client.

We achieved growth of 16% 
in the number of active clients 

at the close of 2014.

Martha Ardila, Microfinance Customer. Ipiales, Nariño.

Pedro Antonio Marulanda Serna, Microfinance Customer. Medellín, Antioquia.
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We disbursed more than 
135,000 consumer loans for a 

value of COP 2.5 Trillion.

Clients from the Personal Banking segment can access a Com-
prehensive Portfolio offer, which allows them to manage their 
needs in terms of credit, investment and the efficient use of 
money, with a special price policy. From July to December 2014, 
more than 24,700 portfolios were created for individuals.

In 2014, we contributed to making the dreams and projects of 
our clients a reality, disbursing more than 135,000 consumer 
loans for a value of COP 2.5 trillion, which represents a growth 
of 20% compared to the previous year.

All of this was driven by changes in product policies, sales strat-
egies and improvements in technological processes, such as:

• Consumer Credit Approval in 7 minutes, on average, 
subject to fulfillment of the requirements for this credit line.

• Improvement in disbursement times, through more 
efficient referencing processes.

• Less forms required to be filled out by our clients:

o Single promissory note for the following lines of credit: 
Credit Card, Crediservice and Overdraft.

o Simplification of client enrollment forms with a single 
Financial Services Request for asset and liability products. 

We continue to promote savings among our clients through 
campaigns in our branches, thereby achieving 32% growth in 
the Personal Savings balance. In this way, we closed the year 
with COP 3.2 trillion.

In this period, we continued to work on operational improve-
ments for our deposit products in order to offer more efficient 
customer service. Among these, we can highlight the following:

• A decrease in savings account opening times to 12 minutes 
on average.
• Opening of savings accounts with only the client’s ID card.
• An increase in the national account limit for savings and 
checking accounts.
• Automatic certificate of deposit renewal processes that 
permit the recapitalization of interest and allow different 
payment types in order to increase or decrease capital for 
these securities.

We recognize the importance of bringing the financial environ-
ment closer to newer generations, enabling them to become fa-
miliar with the alternatives of saving, investment and credit that 
will allow them to build their future.

To this end, we continue to provide incentives for saving in the 
child segment through the Caja de Sueños (Box of Dreams), a 
product designed for children, which fosters the habit of saving 
among the youngest members of society. In the second semes-
ter of 2014, we opened 7,513 Caja de Sueños accounts, for a 
value of more than COP 1,142 million. 

Likewise, we continue to strengthen communication with Co-
lombia’s youth through the portal for young people, www.
mibancajoven.com, in which financial education and advice, 
and information and requests for student loans, credit cards and 
youth savings accounts can be found. In the second semester, 
around 30,000 visits to the site were registered, and more than 
1,400 requests were made for student loans, credit cards and 
savings accounts.

It is worth highlighting an increase in student loan disburse-
ments, equal to 51%, for a value in excess of COP 23,000 million. 
These disbursements were made in the different universities 
around the country.

Preferential Banking
Strengthening the customer service model for this segment is 
one of our priorities, with a view to being able to offer a service 
and a comprehensive portfolio that responds to their needs.

It is for this reason that in the second semester of 2014 we car-
ried out training sessions with our managers and executives 
around the country, in which we dealt with key topics such as 
the importance of having knowledge of the client and focusing 
on high service standards and on our service model, which in-
cludes a specialized investment product portfolio.

With the objective of building loyalty among our clients, we 
created offers that allow them to consolidate their financial ob-
ligations at special rates. In this way, in the second semester of 
2014, we launched the Purchase of Preferential and Premium 
Loans campaign, through which we made disbursements of 
more than COP 209,000 million.

In order to offer greater benefits to our Crediservice revolving 
credit clients, we designed a special offer that allows them to 
earn LAN kilometers by using the product. As a result of the 
strategy, we reached the highest level of use for the past 2 years, 
with more than COP 65,000 million.

We closed the year with 
a balance of COP 3.2 trillion 

in individual savings.

Cartagena Premium Branch
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We have 45 Premium 
Managers, 24 Private Banking 

specialists and Fiduciaria 
Bogotá.

Premium Banking
More Offices for Our Premium Segment Clients

Continuing with our consolidation and expansion of the Pre-
mium Segment in more Colombian cities, in November 2014, 
we inaugurated the Banco de Bogotá Premium Branch in Cali, a 
unique space in which our clients can enjoy special benefits, as 

well as receiving high standards of customer service and being 
able to access specialized banking services.

We currently have a sales team of 45 Premium Managers, 24 
Private Banking specialists and Fiduciaria Bogotá dedicated ex-
clusively to serving the needs of our Premium clients, with a pre-
sence in the main Colombian cities.

As a loyalty and activation strategy, we invited clients to our Pre-
mium Fairs in the cities of Medellín and Cali, allowing them to 
access the offers and special benefits of allied Premium brands. 
More than 500 clients attended, receiving the service and advice 
of our Premium Managers.
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Debit Card

We have been working to create greater added value to our 
cards, with commercial alliances in more than 200 establish-
ments around the country.

In addition, we registered more than 33,000 Corporate Debit 
Cards aimed at the small business and SME segments, facilitat-
ing resource management for these companies and decreasing 
the risks associated with using cash. A significant increase in use 
and invoicing of COP 50,000 million could be seen, which repre-
sents an increase of 117% compared to the same period in 2013.

We also successfully issued more than 100,000 Debit Cards with 
access to the Mass Transport systems in Bogotá, Cali, Barran-
quilla and Pereira, allowing our clients to board public transport 
more quickly without having to queue up or recharge fares.

Prepaid Cards

At the close of 2014, there were more than 160,000 active Pre-
paid Cards, up 17% compared to the same period in the previ-
ous year. Through this product, our business customers are able 
to pay third parties not affiliated with the bank. This creates tax 
benefits and helps to control organizations’ expenditures. Accu-
mulated invoicing is in excess of COP 14,000 million, equivalent 
to a 35% increase compared to the same period in 2013.

As at December 31, 2014, 
there were more than 

2,300,000 cardholders. 

More partnerships for our clients

At the close of 2014, we were able to position the Bank’s 
partnership program within the concept of Compras Felices 
(Happy Purchases), focusing on different benefits, segments 
and experiences.

In October, we launched the Compras Felices App, an applica-
tion that clients can download on their mobile phones through 
the different operating system stores. Those who download the 
application are able to access information about the benefits 
the bank offers them for paying with their debit and credit cards 
and the alliances near their geographic location, through a geo-
localization mechanism. As at the end of 2014, the application 
had 9,500 downloads.

At the end of December, the Corporate Partnerships category 
was published on our website. Its objective is to allow SME clients 
who have debit and credit cards (“Logros”, “Crecer” and “Nego-
cios”) to use these to pay at different establishments and to re-
ceive a benefit corresponding to their expenses when using this 
payment method. Additionally, these partnerships have made it 
possible to develop various strategies with the SME and Premi-
um segments. We are currently working to include partnerships 
that provide added value to housing and construction loans.

The contribution of our partners can be seen in the 2014 results, 
where debit card invoicing at POS generated COP 2.1 trillion, 
growing 19.64% compared to the same period in 2013.
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Credit Cards

Bringing families closer to their goals

We continue to develop strategies focused on bringing our cli-
ents closer to their objectives, generating targeted campaigns 
such as “La Meta es Disfrutar” (“The Goal is Enjoyment”), an 
initiative that rewards and grants additional benefits to our cli-
ents for using their products.

Additionally, we offer on-going discounts on our rate, which allow 
clients to access financial benefits while making their purchases.

The implementation of these strategies has allowed us to estab-
lish ourselves as one of the issuers in the market with the highest 
invoicing growth, achieving an increase of more than 16%, while 
the industry grew at rates of around 10%.

In the same way, we consolidated our position as the sector 
leader in terms of portfolio growth, reaching 22%, while the in-
dustry grew around 11%. The increase obtained in 2014 allowed 
us to exceed 13% of market share in this category, gaining 100 
basis points compared to the previous year. The implementa-
tion of responsible use strategies, offering payment alternatives 
that adjust to the cash flow needs of our clients, has been a key 
factor in guaranteeing healthy growth in this indicator.

Establishing ourselves as leaders in the sector 

In 2014, we achieved growth in excess of 10% in active cards 
compared to 2013, which positions us as a fundamental player 
in the industry’s growth. Our national coverage strategies, 
based on recognition of the diversity of taste and preferences 
among the regions, has been fundamental in the creation of 
new products. This process of understanding resulted in the 
Unicentro Cali credit card being launched in the first semes-
ter of 2014. Persuant to this strategy we launched the first 
shared brand name card with Colombian restaurants, as result 
of a partnership with one of the most emblematic restaurants 
in the capital, Andrés Carne de Res. This alliance allows us to 
reach new markets and establish ourselves as leaders within 

the sector, making inroads through innovative products with 
which our clients can identify.

With the aim of offering credit alternatives to our country’s labor 
force, a strategic partnership was formed with Porvenir Fondo 
de Pensiones y Cesantías, one of the strongest entities in its sec-
tor, offering its members special benefits that can be accessed by 
acquiring the different credit cards within our portfolio.

Mortgage portfolio for everyone

We have the knowledge and experience necessary to enable 
our clients to acquire their mortgages through our specialized 
service model, which allows Colombians to fulfill the dream 
of owning their own home. In view of this, in the second se-
mester of 2014, we strengthened our service strategy to offer 
clients a better service experience throughout the process of 
obtaining credit, offering them the constant support of our 
advisors and Specialized Housing Centers. Likewise, we have 
maintained our commitment to support National Govern-
ment programs. In the second semester, we disbursed COP 

25,000 million to finance 5 Free Housing Program projects, 
which correspond to the construction of 1,048 houses locat-
ed in San José del Guaviare (Guaviare), Ipiales (Nariño), Tello, 
Algeciras and Nataga (Huila), and 2 Priority Housing for Sav-
ers (VIPA, in its Spanish acronym) Program projects, which 
correspond to 712 houses being built in Jamundi and Villa 
Gorgona (Valle del Cauca).

With regard to the government home loan program with the 
benefit of the countercyclical FRECH rate, we disbursed 1,466 
loans, for a value of around COP 130,000 million.

There are 3,226 Colombian 
families benefited through 

our Housing Programs.

Andrés Carne de Res co-branded credit card launch.

Jhonny de Jesús Gracia Arboleda, Mortgage Portfolio Customer. Quibdó, Chocó.
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Construction Loans

We continue to consolidate our housing strategy, strengthening 
our Construction Loans, which represent an important source 
of individual credit and home leasing. In this way, in the second 
semester of 2014, we received 121 requests for Construction 
Loans for a value exceeding COP 950 billion, 63 of which we 
have approved for a total of COP 583 billion. As such, we ended 
the semester with disbursements of more than COP 134 billion, 
which correspond to 51 projects with 3,842 houses. 

These results have allowed us to grow in terms of market share, 
increasing our construction portfolio balance from 1.4% to 
3.2%. Additionally, as part of the strategy developed for the 
growth of this line of credit, the new Business Model was im-
plemented for servicing this segment. This involves an alliance 
with Fiduciaria Bogotá, and is aimed at offering the products 
and services builders need to carry out their projects

Balance as at June 
30, 2014

Balance as at 
December 31, 2014

Banco de 
Bogotá

COP 83.7 billion COP 214.0  billion

Total System COP 5,822.0 billion COP 6,726.7 billion*

Market Share 1.4 % 3.2 %

*Source: Financial Superintendence. Projected Value as at December 2014.

Housing Banking figures (billions of COP).

In the second semester of 2014, we financed home purchases 
for 3,141 Colombian families, disbursing COP 358,000 million, 
as follows:

Financing Line Number Billions of COP

Mortgages Loans 2,971 $    325,966

Home Leasing 170 $      32,043

Total 3,141 $    358,009

Billions of COP

These results have allowed us to increase our total mortgage 
portfolio balance (home loans + home leasing) by 26%, rising 
from COP 1,062.7 billion to COP 1,341.8 billion.

In the same way, we continue to increase our market share of 
home loans, rising from 3.58% (June 2014) to 4.25% in Decem-
ber 2014.

Between July and November 2014, we participated in 16 housing 
fairs in 12 cities, events in which we offered the mortgage and 
consumer credit portfolio. Through these fairs, potential busi-
ness in mortgage loans or mortgage leasing of more than COP 
250,000 million was generated, corresponding to 2,388 clients.

Within the Mortgage Portfolio, we offer the Savings to Promote 
Construction Accounts (AFC in their Spanish acronym) to com-
plement the value proposition offered to our clients and allow 
them to obtain legal tax benefits. We closed December 31, 2014 
with 5,295 accounts and a balance of COP 31,000 million, which 
reflects a growth of 68% in the number of accounts and 64% in 
terms of balance compared to June 30, 2014.

Insurance

Our insurance strategy is designed to protect that which is 
most valuable to our clients, and as such we have been expand-
ing our portfolio with a view to offering greater coverage to 
our clients.

New Products for Our Clients

In the second semester of 2014, we facilitated the purchase of 
the Compulsory Insurance for Transit Accidents (SOAT, in its 
Spanish acronym) in all our offices, with the possibility of pur-
chasing 6 months prior to expiry.

In this same period, we continued to work on strengthening our 
Customer Journey strategy, with which we seek to offer clients 
a product better suited to their needs. We thus achieved clos-
ing rates that are above the industry average and an example of 
best practices in Latin America.

Accidents 

In the first half of 2014, more than 4,406 clients were protected 
against different events thanks to the policies acquired through 
our Bank, receiving benefits of more than COP 30,000 million.

We have made a significant effort to enable our employees and 
clients to become better informed on the importance of pro-
tecting what is most valuable to them.

Results

In the second semester, we were able to achieve penetration 
greater than 63% for the unemployment product associated 
with Libre Destino, which allowed us to end the year with 
growth of 32.5% compared to 2013. 

The Unemployment, Fraud and Life Insurance Banking Prod-
ucts had a 57% share in total insurance commissions, showing 
growth of 37%.

In 2014, 479,000 policies were sold, up 33% from 2013. This result 
is due to our sales force successfully adopting an Insurance Bank-
ing culture in which insurance products are offered in accordance 
with the client’s segment. Policy sales also increased 317% through 
the Call Center, a result due in large part to a strategy focused and 
based on the knowledge of our clients that we have been working 
to achieve for the past eighteen months, and through which we 
have managed to increase the closing rate by 35%.

Main Branch Banco de Bogotá

Romanza de la Abadía Project. Envigado, Antioquia.
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Interbank Business

We seek to generate greater benefits for our corporate clients, 
and as such have an extensive portfolio of specialized products 
aimed at their employees, through which they can access special 
rates and benefits.

Payroll

In the second semester of 2014, we increased our base to more 
than 28,000 active payroll clients, with a growth in balance of 
11%, up from COP 662,095 million to COP 736,821 million. 

With the loyalty strategy for payroll clients, aimed at offering 
greater benefits with our portfolio as well as ease of access to 
our channels, we have also successfully opened 84,781 prod-
ucts, generating placements of more than COP 231,055 mil-
lion and deposits amounting to COP 48,323 million. With the 
aim of offering a comprehensive service to our payroll clients, 
we created a team of analysts specialized in post-sales, to cen-
tralize and respond to queries regarding our portfolio. Addi-
tionally, we reached 8 new commercial zones with the finan-
cial eductaion program, training around 2,000 clients with the 

conference entitled “The 7 Keys to Intelligent Money Manage-
ment”. This enabled us to expand our coverage to 8 new zones 
around the country, in Barranquilla, Quibdó, Leticia, Neiva, and 
other cities.

Private Payroll Loan Clients

At the close of December 2014, we continued with an average 
monthly growth of 30%, a figure greater than that registered by 
the financial sector (16.6%) in the payroll loans line.

In 2014, we disbursed COP 411,927 million, benefiting more than 
28,000 people, who accessed unrestricted investment loans for 
their projects with the payroll discount. This figure represents a 
52% growth in disbursements compared to the previous year. In 
this way, we reached a balance of COP 500,000 million in loans, 
with a growth of 34%. 

During the second semester, we entered into 165 new payroll 
loan agreements with large, medium and small businesses. This 
represents a 27% growth compared to the first half of the year.

Vehicles Unit

Placement Results

At the end of 2014, the balance of our vehicle loans was at COP 
756,000 million. This is COP 122,000 million more than in De-
cember 2013, achieving an annual growth of 19%.

During the year, we disbursed 12,882 loans for COP 477,000 
million, which signified a 44% increase in the number of opera-
tions and a 58% increase in the amount, compared to 2013. 

A total of 73% of these operations were to finance private vehi-
cle purchases, and the remaining 27% for commercial vehicles.

Likewise, we continued to protect our clients through the total 
temporary disability and unemployment policy. During 2014, 
we issued 4,183 new policies, achieving a deepening of 32% 
and a growth of 49% compared to the results of 2013.

Market Share

According to information from the Sole National Transit Reg-
istry (RUNT, in its Spanish acronym), we shifted two positions 

in the ranking for financing of new units in the vehicle market, 
rising from eighth to sixth position.

We increased our share in the financing of new vehicles, reach-
ing 5.73% of the market as at December 2014, compared to 
the 4.42% we obtained at the close of 2013. Likewise, we led 
the financing of luxury vehicles. We are the number one op-
tion for financing the Volvo brand, and number two for Dodge 
and Mercedes. In the second semester, we implemented 69 
commercial initiatives, as well as the International Vehicle Fair. 
These activities allowed us to increase placement with the 
main dealers in the country.

We increased our market 
share in the financing of 

new vehicles. 
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Cash and Foreign Currency

Fixed Income Investment Portfolio

At the close of December 2014, our fixed income portfolio re-
corded a sum of COP 5.67 trillion, which represents a growth 
of 5.6% in comparison to the second semester of 2013. Within 
this composition, 93% corresponded to Colombian operations, 
and 7% to the portfolio of our offices and branches in Panamá. In 
terms of primary issuers, 69% of the portfolio corresponded to 
public debt securities, principally treasury securities (TES).

In the second semester of 2014, we reduced the domestic pub-
lic debt positions adopted in the first part of the year, given that 
the positive effect on prices from the rebalancing of emerging 
fixed income indices by JP Morgan toward Colombian public 
debt was reversed. In this regard, it is worth pointing out that 
the TES securities expiring in July 2024 closed 2014 with a rate 
of 7.10% in December, which is 54 basis points higher than at 
the end of June. 

In the foreign currency fixed income portfolio, we continued 
with the strategy of focusing on the short- and medium-term 
curve yields and on corporate finance bonds in dollars. The ob-
jective of this strategy was to shield results from an eventual in-
crease in US Treasury Rates or in credit spreads. In the period of 
analysis, an appreciation in Treasuries compensated by a widen-
ing of credit spreads was observed, which allowed the rates of 
corporate debt securities to remain stable.

Foreign Exchange Market and 
Derivatives Operations

The noticeable volatility of the rate of the peso against the 
dollar and the major world currencies generated a substantial 
increase in transactions and in income from trading of for-
eign currency and derivatives in the second semester. 

In the second semester of 2014, our Foreign Currency and 
Derivatives Trading Table maintained its share as one of the 
main players in the Colombian foreign exchange market, 
achieving a 10% share of the interbank spot market. In this 
way, we fulfilled our commitment to the productive and in-
stitutional sectors of the country, which recognize Banco de 
Bogotá as one of their allies in this market.

Our presence is also outstanding compared to the different 
operators of the international financial system. In the period 
from July to December 2014, we closed operations with in-
ternational counterparts of more than USD 20,000 million, 
strengthening our position as an example in the local ex-
change market.

Through the Distributions Desk, we have successfully ex-
panded our coverage alternatives through derivatives offered 
to our clients, by way of structures with exchange rate and 
swap operations options. In the current environment of high 
volatility and uncertainty regarding interest rates, hedges 
become efficient tools tailored to mitigating the financial 
risks of our clients.

Treasury Operations

In the second semester of 2014, our Treasury Division contin-
ued to focus on its treasury CDs strategy with clients from the 
institutional and government sectors. Treasury CDs are an ex-
cellent investment alternative for large liquidity suppliers, and 
they provide us with greater funding stability in the local cur-
rency. We have seen that investors are ever-more interested 
in securities indexed to the IBR, and less in FTDs, faced with 
a cycle of monetary contraction that took the Central Bank of 
Colombia’s intervention rate from 3.5% at the close of 2013 to 
4.5% at the close of 2014. During this cycle of rising rates from 
the issuer, the IBR has confirmed their high correlation with 
the reference rate, not only collecting the transactions and the 
state of liquidity of the interbank market, but also anticipating 
market expectations.

In the second semester, the total volume of CDs managed by 
our Treasury increased from COP 1.8 trillion to COP 8.3 trillion. 
At the close, Reference Banking Rate indexed securities repre-
sented 41% of the total, followed by those tied to the Consum-
er Price Index, which continued to represent 25% of the total.

As leaders of the system to create the Reference Banking Rate 
(IBR for its Spanish acronym), we have continued to expand 
the training campaign for our sales team and customers. The 
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objective of the campaign is to provide information about the 
indicator and its advantages, emphasizing IBR indexed portfo-
lio products and derivatives that provide coverage in the case 
of a rate increase.

In the second semester, we were also very active in the money 
market, not only in terms of the management of our own li-
quidity, but also as participants in the Public Debt Market Mak-
ers System, supplying liquidity to the simultaneous market in 
the first tier of the Electronic Trading System and using these 
operations as a tool to hedge short-term securities.

Foreign Market Operations

Thanks to our established image in the international markets 
and the adequate external liquidity conditions, we continue 
to diversify our portfolio of foreign investors and expand our 
foreign currency funding sources. In this way, the volume of 
deposits through the Yankee CDs program reached USD 237 
million at the close of 2014, growing 51% compared to the 
close of the previous year.

Meanwhile, through the International Sales area, we continue 
to increase the balance of deposits from foreign investors for 
the New York Agency, reaching USD 375 million, which repre-
sents a 74% increase compared to the close of 2013. 

External Lines of Credit

In foreign currency, our funding for Colombian operations con-
tinues to be backed by a broad network of foreign correspon-
dent banks. In 2014, we managed to firm up increases in non-
committed approved credit lines for more than USD 500 million. 
Credit spreads for operations up to one year continue to show 
historically low levels, given the high liquidity in dollars still seen 
in the markets. This translated into a better offer of resources for 
customers with foreign financing needs.

We also continue to work on the expansion of our new lines of 
working capital and foreign trade, for an amount of more than 
USD 200 million. If this is solidified in the coming months, it will 
provide us with around 8 new counterparts offering funding. 
The interest of United States and European banks to offer credit 
facilities is to be highlighted.

Foreign Currency Loans and Deposits

The balance of foreign currency loans disbursed by Colombia, 
the United States agencies and the Panamá branch amounted to 
USD 2,349 million in December 2014, a balance very similar to 
the same period in 2013. Throughout 2014, important disburse-
ments were made to services and industrial sector companies, 
both in terms of working capital and foreign trade. This allowed 
us to hold on to a market share of around 18% throughout the 
year. Despite the reversal trend of the dollar, foreign currency loan 
disbursements maintained a strong dynamic, in part because our 
clients have learned to use the different hedging mechanisms to 
manage their exchange risk. 

Likewise, we were able to maintain an extensive balance of for-
eign currency deposits through our United States agencies and 
our Panamá branch, in which we recorded 18% growth. Corpo-
rate, institutional, business and SME clients concentrate a large 
part of their deposits in these vehicles, and trust us to manage 
their funds through our extensive products portfolio and to car-
ry out their international transactions through the various chan-
nels through which we operate.

Agencies and Branch Abroad

Our Miami and New York agencies and the Panamá branch ended 
2014 with a joint balance of USD 1,991 million in assets. We are the 
Colombian bank with the highest volume of transactions in the 
United States, from where our clients channel their international 
trade safely and efficiently.

Having an efficient Internet trading platform in our agencies has 
allowed us to continue to grow our institutional and business cli-
ent portfolio. These clients carry out their international operations 
securely and with ongoing support.

Our New York agency continues to be an example for local 
institutional and corporate investors who wish to maintain 
investments in foreign currency. In 2014, we successfully 
launched a Paperless Statements campaign to enable our cli-
ents to securely access their information online. We also ad-
justed the SISCOMP tool, which allows them to manage their 
clearing accounts abroad, to the Central Bank of Colombia’s 
new exchange requirements.
 
Commitment to Foreign Trade

Our commitment to exporters, importers and investors who 
undertake their international operations through our channels 
is to support their growth and offer the most professional level 
of support in terms of exchange and regulations. Our solid team 
of Foreign Trade Advisors and the personalized service we offer 
through the International Customer Support Center, the Call 
Center and our specialized chat service are key to the correct 
structuring of foreign currency trade and to moderating the risk 
of exchange sanctions to which our clients are exposed. In 2014, 
we received more than 65,000 calls through our Call Center and 
more than 6,400 requests were responded to through the Inter-
national Customer Support Center. Meanwhile, 1,780 queries 
were dealt with via chat.

The performance of our foreign currency commissions in 2014 
reflects this ongoing work. In the second semester, we received 
COP 9,366 million in income from commissions and managed 
to grow this item by 19% in total for the year. Also key to this 
performance were important trade operations by corporations 
and multinationals, in which a combination of experience in 
credit operations and knowledge of markets and international 
contracting were required.

Aware of the importance of training in international trade, 
we gave talks to more than 1,500 employees and more than 
1,600 companies on crucial topics such as the exchange sys-
tem, international payment methods, foreign exchange, and 
basic derivatives.

Our agencies in the United 
States and our Panamá 

Branch connect our clients 
to the world.

We offer our clients the 
support of qualified 

professionals in their foreign 
currency operations.
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Service Channels in Colombia

With the aim of making banking accessible to more Colombians, 
we have expanded our coverage, reaching more regions around 
the country through our extensive network of physical channels, 
which includes offices, ATMs, self-service zones and banking cor-
respondents.Likewise, we continued to improve our Virtual Bank-
ing applications with the aim of contributing to the quality of life 
of our clients and users by speeding up their queries, payments, 
transactions and transfers, through Mobile Banking, Personal and 
Business Internet Banking, PSE and the Servilínea. 

Physical Channels

In the second semester of 2014, we increased both our coverage 
in new municipalities and the number of channels in commercial 
zones where we already had a presence, facilitating access for 
current and potential clients and contributing to the country’s 
economic development.

849 Service Points* as at 
December 31, 2014.

Municipalities where Banco de Bogotá 
has a presence

As at December 2014, we had at least one channel in around 
800 municipalities around the country, a figure that represents 
coverage of 70% nationally.

Our strategic segmentation of customers is complemented by 
10 types of offices9, each of which is focused on providing ser-
vices to a specific client segment. In the 2013-2014 period, we 
achieved a 2% growth of physical service points, increasing the 
number of personalized service offices.

Region Colombia

Dec -13 Dec -14

Branches9 689 704

ATMs 1,688 1,737

Banking Correspondents** 1,703 10,093

Payment and Collection Centers 50 51

Total Service Centers 4,130 12,585

Region Antioquia

Dec -13 Dec -14

Branches 125 125

ATMs 326 334

Banking Correspondents 224 862

Payment and Collection Centers 9 9

Total Service Centers 684 1,330

Region Central

Dec -13 Dec -14

Branches 118 121

ATMs 240 248

Banking Correspondents 381 1,292

Payment and Collection Centers 4 4

Total Service Centers 743 1,665

Region Bogotá

Dec -13 Dec -14

Branches 196 199

ATMs 472 485

Banking Correspondents 330 5,208

Payment and Collection Centers 20 20

Total Service Centers 1,018 5,912

Region
Includes San Andrés

Coast

Dec -13 Dec -14

Branches 83 86

ATMs 230 243

Banking Correspondents 239 602

Payment and Collection Centers 5 5

Total Service Centers 557 936

Region East

Dec -13 Dec -14

Branches 70 74

ATMs 183 189

Banking Correspondents 268 893

Payment and Collection Centers 4 5

Total Service Centers 525 1,161

Region West

Dec -13 Dec-14

Branches 97 99

ATMs 237 238

Banking Correspondents 261 1,236

Payment and Collection Centers 8 8

Total Service Centers 603 1,581

* Includes 704 branches, 51 Payment and Collention Centers, and 94 Cashier Extensions without own code. 
** Banking Correspondents presents significant increase after MovilRed alliance with more than 8,088 points at December 2014.
9 Branches include: Corporate and SME Service Centers, Businessmen Advisory Offices, Specialized Housing Centers, Branch 
Extensions, Premium Branches, Basic Branches, Customer-Only Branches, Payroll Loan Service Centers.

Branches 

704
Payment and 

Collection Centers

51

Banking 

Correspondents

10,093

ATMs

1,737

12,585
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With the comfort of our clients and users in mind, since 2014 
we have been making progress with the implementation of a 
new image for our offices, offering more intimate and unique 
spaces. To achieve this, we hired Allen International, the larg-
est consultancy firm in strategic image design for offices, 
who are specialized in the area of financial services. 

The new image consists of a Kit of Parts ®, which is a modu-
lar system centered on merchandising and communication of 
the offices, which can be set up efficiently, ensuring they are:

• Intimate for the clients
• Visible
• Comfortable
• Uniform
• Sales-oriented

This new design can be implemented in most offices within the 
network, and can be modified according to the type of office, 
guaranteeing a uniform “brand experience”. As of December 
2014, the new image had been implemented in 119 of our offic-
es, which are ready to attend to the needs of our clients and users.

ATMs

In the second semester of 2014, our network of ATMs allowed more than 52 million transactions to be carried out. In this same 
period, we continued to expand our network in order to be in the locations where our clients need us most. We installed 31 new 
ATMs and relocated 20, reaching a total of 1,737 nationally, some of which are in strategic locations such as tourist sites, shopping 
centers and clinics.

It should be noted that we offer our clients the country’s largest 
network of ATMs, the ATH network, which had a total of 3,789 
ATMs at the close of December 2014. Banco de Bogotá’s ATMs 
represent 46% of ATH network machines and process 50% of the 
network’s total transactions.

10% Increase in ATM transactions 
compared to the same period 

the previous year. 

Transactions II Half-13 II Half-14 Var. %

Banco de Bogotá customers 31,976,960 34,751,197 9%

Aval Users 11,559,340 13,123,846 14%

 Other Banks Users 3,594,936 4,167,752 16%

Total Banco de Bogotá ATMs 47,131,236 52,042,795 10%

ATMs

December 2013 June 2014

1,688 1,706

December 2014

1,737

Chinchiná Branch, Caldas
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Self-Service Areas 

In the second semester of 2014, we inaugurated 11 Self-Ser-
vice Areas in important shopping centers, business centers 
and high-traffic areas, to make a total of 25 areas. These are 
located in Bogotá, Medellín, Bucaramanga, Cartagena, Santa 
Marta, Ibagué, Pereira, Armenia, Manizales, Barrancabermeja 
and Montería.

Through this new channel, our clients can access some servic-
es more quickly thanks to the self-service system, which allows 
them to make transactions such as: cash deposits to checking 
and savings accounts; payments of credit card balances and 
obligations in cash or charged to their account; consultation 
and printing of balances and transactions; printing of credit 
card statements, loans, savings and checking accounts state-
ments; printing of tax certificates; and, modification of limits 
and amounts. 

Banco de Bogotá Financial Services Bus

In the second half of 2014, the Banco de Bogotá Financial Ser-
vices Bus began operating. Through this service, we aim to:

• Have a temporary presence in locations where the Bank 
does not provide coverage.
• Generate a greater impact on specific commercial activities.

This new channel seeks to guarantee ease and comfort for our 
clients in specific locations, educating them about electronic 
and virtual channels, and providing incentives for their use.

Banking Correspondents

The expansion of our coverage through Banking Correspondents 
has made it possible for more Colombians to access the financial 
system. We expanded our coverage in 361 municipalities, in-
creasing from 420 in the second semester of 2013 to 781 at the 
close of the second semester of 2014, and providing clients and 
users with financial transactions closer to their homes, with lon-
ger hours and without additional cost.

With our 10,09310 correspondent banks, we support the strategies of the different segments of the Bank, such as microfinance, 
the government sector and microenterprises, extending our coverage into commercial zones where we do not have a presence, or 
strengthening our presence in others where necessary, thereby contributing in a significant way to the work of making the banking 
system accessible to more Colombians. 

In the second semester of 2014, the number of transactions made in Banking Correspondents grew 33%.

10 As at December 2014

Banking Correspondents

December 2013 June 2014

1,703 1,817

December 2014

10,093

Banking Correspondents
Supermarkets, stores, pharmacies and other businesses.

December 2013 December 2014 Variation

3,080,094 4,096,547 33%

Transactions Transactions
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We also achieved 493% growth in the number of points, driven 
by the implementation of a strategic alliance with MóvilRed, a 
company specialized in correspondent banking.

Through alliances with supermarkets, stores, drugstores and 
other businesses, we have created an additional source of in-
come for our partner businesses with presence and support for 
our brand, strengthening our social commitment by benefiting 
our clients and users. 

Transaction Management

In the same period, we began to consolidate the project of mi-
grating transactions to within the Bank, with the aim of bringing 
alternative channels closer to our clients, allowing the office to 
focus on providing product and sales advice that is specific to 
the characteristics of the client.

We implemented the project with a pilot of 40 offices with high 
transaction volumes in Bogotá, through training employees, 
clients and users, together with a program of promoters spe-
cialized in the use of physical, electronic and virtual channels. 
We successfully migrated 8% of transactions to alternative self-
service channels, thereby increasing their use.

Mobile Sales Force

Our Mobile Sales Force continues to establish itself as one of the 
main channels for strengthening relationships with and engag-
ing clients from the personal banking segment. In the second 
semester of 2014, this channel had a 19% share of all consumer 
loans granted, contributing 85% of payroll loan disbursements 
and 12% of total credit card placements.

The Mobile Sales Force has coverage in 499 cities nationally, 39 
of which have sales teams installed in the cities and the remain-
der of which have the permanent presence of traveling advisors. 
In this way, we are able to guarantee our clients a continuous 
and quality service, ensuring they are provided with the support 
and solutions required for their financial needs.

Virtual Channels

During the second semester, we continued advancing our multi-
channel strategy, which seeks to ease customers’ lives by allowing 
them to carry out more transactions through different channels.

We have developed the new Internet, Mobile Banking and Ser-
vilínea services, which allow clients to perform transactions quick-
ly, easily and securely. We are also working to educate clients and 
users regarding practical use of electronic and virtual channels, so 
that they are aware of all the options and benefits available to them.

Personal Banking Internet

Providing continuity to the work carried out in 2013, we imple-
mented new designs in our transaction spaces with the aim of 
improving clients’ experience using the portal, allowing them to 
access services intuitively, easily and quickly.

In December, we launched the Token Móvil, a free application 
for Android and Apple smartphones, which makes it possible to 
replace the physical token and fulfills the same functions with 
the same level of security.

At the close of the year, there were 15,000 active Token Móvil 
applications, with a 14% increase in monetary transactions com-
pared to the same period the previous year, and growth of 48% 
in commissions via this same channel.

Mobile Banking 

With the needs of our clients in mind, and complementing the 
services we launched with the Banca Móvil11 application, in the 
second semester we published a version that allows clients to 
make use of Crediservice and Payroll Advance.  We also imple-
mented various improvements that allowed clients to make 
their payments and transfers more quickly and obtain informa-
tion when reviewing their product transactions.

In the second semester, this channel achieved an 8% share of 
total transactions made through the Bank, while in 2013 this 
figure was less than 1%.

More than 7 million transactions, 
95 thousand clients trading and 193 
thousand downloads in the second 

semester of 2014.

11 Mobile Banking launched on April 2014
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PSE

Thanks to the new PSE (Secure Online Payments) channel, which 
allows individual clients with a Token to carry out their purchas-
es and payments immediately and securely, transactions made 
through this medium increased 37% compared to the second 
semester of 2013, thereby obtaining a positive variation of 72% 
in commissions.

Internet Businesses

Through this channel, more than 31,000 SMEs, government 
and microenterprise clients make inquiries and transactions 
and manage their banking products. The commissions received 
through this channel in the first semester of 2014 showed a 5% 
growth compared with the same period in 2013, for a total of 
more than COP 5,300 million.

With the aim of simplifying and speeding up the process of en-
rollment in the service, the number of forms was reduced, and 
the service was included in the financial services request. The 
transaction services option offered to clients was also simpli-
fied, and a more modern design was implemented, with clear 
instructions upon entering the portal.

Call Center

Servilínea

We continue to improve our Servilínea channel in order to en-
able clients to make inquiries, payments and transfers efficiently 
and quickly, and to obtain specialized advice to resolve any con-
cerns, thereby strengthening self-service through this channel 
and improving the experience of the service.

We also developed our telephone sales management to offer 
consumer credit products, such as Credit Cards, Consumer Cred-
it, Payroll Advance and Home Loans, facilitating the acquisition 
process for our clients and placing 23,000 products during the 
semester. We were also able to retain, on average, 69% of clients 
who expressed an intention not to continue with the debit card 
and credit card products.

1.8 million transactions and 
2.9 million calls received from 

clients during the second 
semester of 2014.

* From June 2014 , 26 ATMs and  19 Full-service Branches were integrated to the Panama Key Platform. 
* 92 Full-service Branches, 50 On-site Business Tellers and 95 ATMs were included in Guatemala
* Full-service Branches: offer cashier services, client and sales services. Have a Manager and a supervision structure for different areas of service. 
* Rapi-Bancos: Smaller locations in shopping centers that only offer counter services with limits on the quantity and amount of cash transactions.
* On-site Business Tellers: Located in the physical facilities of other companies where there is a supplier or payroll payment relationtionship. Their main focus is cash transactions for employees and suppliers.
* Self-Service/Drive-thru Branches: Service centers linked to a Full-service Branch where customers can make counter transactions (limited amount and quantity) without having to leave their car.

Guatemala

Dec -13 Dec -14

Full-service Branches 140 140
Rapi Bancos (In-Store Branches) 4  4 
On-site Business Tellers 27  27
Branch with Self- Service/
Drive thru 2  2 

ATMs 219  238
Total Service Centers 392 411

El Salvador

Dec -13 Dec -14

Full-service Branches 37  37 
Rapi Bancos (In-Store Branches) 6  6 
On-site Business Tellers 35  36 
Branch with Self- Service/
Drive thru 1  1 

ATMs 263  270 
Total Service Centers 342 350

Nicaragua

Dec -13 Dec -14

Full-service Branches 33  35 
Rapi Bancos (In-Store Branches) -  -   
On-site Business Tellers 53  63 
Branch with Self- Service/
Drive thru 2  2 

ATMs 165  190
Total Service Centers 253 290

Costa Rica

Dec -13 Dec -14

Full-service Branches 36  39 
Rapi Bancos (In-Store Branches) 12  9
On-site Business Tellers 43  43
Branch with Self- Service/
Drive thru 6  6

ATMs 336  382
Total Service Centers 433 479

Honduras

Dec -13 Dec -14

Full-service Branches 56 55
Rapi Bancos (In-Store Branches) 16  17 
On-site Business Tellers 38  35
Branch with Self- Service/
Drive thru 14  14 

ATMs 323  345
Total Service Centers 447 466

Panama

Dec -13 Dec -14

Full-service Branches 45 45
Rapi Bancos (In-Store Branches) 4  4 
On-site Business Tellers 10 12
Branch with Self- Service/
Drive thru 3  3 

ATMs 199 213
Total Service Centers 261 277

GUATEMALA
HONDURAS

NICARAGUA

Total BAC Credomatic

2,273
Full-service 

Branches

351

Rapi Bancos 

(In-Store Branches) 

40

On-site

Business Tellers

 216

ATMs

 1,638

Branch with Self-thru 

Service/Drive thru

28

Central American Channels

In 2014, we continued to expand our presence in Central America, adding 12 bank branches and 133 ATMs to our network of chan-
nels, BAC Credomatic, making a total of 2,273 service points to attend to the needs of all our clients quickly and efficiently.

Call Center collaborators
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Likewise, we had 350 thousand active clients in our Electronic 
Branch, who made more than 211 million transactions throug-
hout the year, with a growth rate of 17% compared to the same 
period the previous year.

In terms of Mobile Banking, it is worth highlighting that more 
than 6 million transactions were made through the different 
operating systems, with an annual growth of 71.8%.

Customer Service
Through our Financial Consumer Customer Service System 
(SACF in its Spanish acronym), we work towards offering appro-
priate service and protection to clients and users, managing the 
correct identification, measurement, control and monitoring of 
financial consumer risks in all our processes.

In the second semester of 2014, through the SACF Strategic 
Committee, which is made up of senior management, we soli-
dified 16 strategic actions. These were focused on fraud preven-
tion schemes, the migration of physical statements to electronic 
statements for clients with liability products who have a regis-
tered email address, the identification of resources required to 
deal with the Price Transparency Law, and the strengthening of 
virtual channel platforms to maintain an efficient and quality le-
vel of service for a greater number of clients.

In compliance with the Financial Consumer Protection System 
described in Law 1328 of 2009 and regulated through Exter-
nal Memorandum 015 of 2010, we updated Banco de Bogotá’s 
SACF Manual and Policies, including the role of the areas, emplo-
yees and third parties linked to the Bank, with a view to establis-
hing an organizational culture based on protection, education 
and communication.

Strengthening the Service Culture

To reinforce our service commitment and strengthen customer 
service skills, we trained 934 employees in-person and 10,780 
online, on topics related to the service strategy, the principles of 
the Financial Consumer Protection System and the basic stan-
dards for dealing with internal and external clients. In the second 
semester of 2014, employees achieved an average rating of 4.6 
on a scale of 1 to 5 in the final knowledge evaluation.

Likewise, we continued to promote the development of skills 
geared toward optimum service provision, by carrying out the 
third internal audit in compliance with the telephone service 
standards in General Management areas. This study included 
2,202 employees from 106 areas of the Bank, which represen-
ted an increase of 46% compared to the number of employees 
audited in the second semester of 2013.

Finally, to ensure the sustainability of the ISO 9001:2008 certi-
fication, in 2015, 334 internal audits were coordinated by the 
Quality Management System, in 90 support areas involved in 
the 49 processes covered in the certification and in 216 offices 
in the network. These audits form part of a continuous impro-
vement scheme aimed at customer satisfaction through more 
efficient processes, products and services.

Our mobile banking 
made more than 6 million 

transactions, with an annual 
growth of 71.8%.
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“The support Banco de Bogotá has provided for the growth of my business has 

been extremely important. My business started up in 2008. I received advice 

and support from the bank employees regarding the importation of the brand 

we represent, and this allowed the project to grow quickly. My business has 10 

stores around the country, and today I can say this project is a dream come true, 

thanks to Banco de Bogotá.”

Catalina Puerta Botero, C.I. Make Up S.A.S. SME Client. Envigado, Antioquia.


