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In the present CSR Report, NBG meets the requirements for Application Level A+ under the G3.1 ver-
sion of the Global Reporting Initiative guidelines.

Report
Application Level

A

————— Standard Disclosures ———

Report on:

11

21-210
3.1-38,3.10-3.12
4.1-44,4.04-405

Report on all criteria listed for
Level Cplus:

12

39,113
45-4.13,46-4.17

Same as requirement for Level B

Not Required

Management Approach Disclosures
for each Indicator Category

Report fully on a minimum of any 10
Performance Indicators, induding
at least one from each of: sodial,
«economic, and environment.**

ReportExtemally Assured

Report fully on a minimum of any 20
Performance Indicators, at least
one from each of: economic,
environment, human rights, labor,
society, product responsibility.***

. -RepoArfIEx-tér}l-aih‘r Assured

Respond on each core and Sector
Supplement® indicator with due
regard to the materiality Principle
by either: a) reporting on the
indicator or b) explaining the reason
for its omission.

but 7 of the 10 must be from the original GRI Guidelines

but 14 of the 20 must be from the original GRI Guidelines

v

Report Externally Assured




Independent assurance statement

Independent assurance statement

Independent assurance statement by Deloitte Hadjipaviou Sofianos & Cambanis S.A.
(‘Deloitte’) to the Management of the National Bank of Greece (‘NBG’ or ‘Bank’) on the
2013 Corporate Social Responsibility Report (‘(CSR Report’) for the year ended 31
December 2013.

Scope of our work and the assurance standards we used

NBG’s Corporate CSR team engaged us to:

1.

Provide Type 1 moderate (limited) assurance in accordance with the AA1000
Assurance Standard 2008 (‘AA1000AS’):

Inclusivity — how they identified and engaged with stakeholders to gain a
full understanding of the CSR issues;

Materiality — how they assessed the relative importance of each issue; and
Responsiveness — how they responded to stakeholder issues and how this
is reflected in the CSR Report.

Provide limited assurance on the methodologies and practices for the collection,
compilation and processing of the information, the assertions and the following
key performance indicators included in the sections “Responsibility to the
Market”, “Corporate Governance” and “Management and Committees”

Total number and distribution of customer complaints, p. 68

Percentage of cases addressed within one week and percentage of cases
resolved with the positive mediation by the Ombudsman, p. 69

Total loans to small and medium sized enterprises provided through ETEAN
S.A. programs and the JEREMIE initiative, p. 59

Provide limited assurance on the following key performance indicators:

Breakdown of and total sponsorships, p. 144

Paper recycling (tones), p. 132

E-learning courses and A4 pages saved, p. 133

Breakdown of and total training man-hours, p. 99,100

Breakdown of human resources by gender, p. 84

Breakdown of human resources by rank in management hierarchy, p. 85

Our scope of work was limited to NBG’s activities in Greece. We provided a Type 1
moderate (i.e. limited) assurance in accordance with AA1000AS. A Type 1 engagement
requires us to report on the nature and extent of adherence to AA1000 APS. To achieve
moderate-level assurance we have used the criteria in AA1000AS to evaluate adherence
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to AA1000APS in combination with our robust evidence-based and quality-assured
approach to professional and independent assurance.

We provided limited assurance on the above sections and the above selected key
performance indicators in accordance with the International Standard on Assurance
Engagements 3000 (ISAE 3000) for assurance engagements other than audits or reviews
of historical financial information. To achieve limited assurance the ISAE 3000 requires
that we review the processes, systems and competencies used to compile the sections
on which we provide assurance. This approach is designed to give a similar level of
assurance to that obtained in the review of interim financial information. It does not include
detailed testing of source data or the operating effectiveness of processes and internal
controls.

Our key assurance procedures
In order to form our conclusions, we performed the following procedures:

. We analysed and tested, on a sample basis, the processes related to stakeholder
identification and engagement, including the review of a sample of engagements
and the outcomes of engagement

. We reviewed the process that NBG used to identify and determine the material
issues to be included within the CSR Report. This included a review of external
media coverage and peer reporting on CSR in 2013 to corroborate issues identified
by NBG;

. We interviewed a selection of NBG executives and senior management who have
operational responsibility for CSR issues, including NBG’s CSR team, to understand
the governance structures used for managing CSR, the engagement with
stakeholders on CSR issues, as well as the implementation of CSR related policies
and initiatives in 2013 and the monitoring of these activities;

. We analysed and reviewed, on a sample basis, the key structures, systems,
processes, procedures and controls relating to the collation, aggregation, validation
and reporting processes of the selected CSR performance indicators;

. We reviewed the information and explanations which support the assertions regarding
CSR performance included in the sections “Responsibility to the Market”,
“Corporate Governance” and “Management and Committees”; and

. We reviewed the content of the sections “Responsibility to the Market”, “Corporate
Governance” and “Management and Committees”, in light of the findings of the
aforementioned procedures, and, where deemed necessary, made recommendations
for improvement / enhancement of the content.
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Our independence and competencies in providing assurance to NBG

. We complied with Deloitte’s independence policies, which satisfy and, in certain
cases, exceed the requirements of the International Federation of Accountants’
Code of Ethics for Professional Accountants. In particular, these policies preclude
us from entering into financial or commercial relationships or assuming governance
positions which might affect, or be perceived to affect, our independence and
impartiality, and from any involvement in the preparation of the report. We have
confirmed to NBG that we have maintained our independence and objectivity
throughout the year and, in particular, that there were no events or prohibited
services provided which could impair our independence and objectivity.

. Our team consisted of a combination of qualified Accountants with professional
assurance qualifications and professionals with a combination of environmental,
CSR and stakeholder engagement experience, including extensive experience in
providing CSR report assurance.

Roles and responsibilities

The CSR team of NBG prepared the CSR Report for the intended stakeholders, as
outlined in the “Stakeholder” section on page 19. The CSR team, which collects and
organizes the CSR report data, is also responsible for the preparation of the CSR Report
and for the information and statements contained therein. NBG’s General Directors are
responsible for approving the CSR report data, determining the CSR targets and for
establishing and maintaining appropriate performance monitoring and internal control
systems from which the reported information is derived.

Our responsibility is to independently express conclusions in relation to the significant
issues, as defined in the “Scope of Work” paragraph above, and in accordance with our
letter of engagement. Our work was undertaken in order to enable us to report to NBG
those matters which are required to be included in this assurance statement and for no
other purpose. To the fullest extent permitted by law, we do not accept or assume
responsibility to anyone other than NBG for our work, for this statement, or for the
conclusions we have formed.

Our observations and recommendations

NBG has made the following key improvements in managing and reporting its CSR
performance during 2013:

. Participated in a workshop, organized by an independent organization, in order to

enhance the dialogue with its stakeholders and to assess and prioritize the material
CSR issues.

209



. Applied a centralized system in order to record and monitor the consumption of
natural resources, with a view to continuously reduce its environmental footprint.

. Provided training to the CSR correspondents, involved in the preparation of the
CSR report, on the GRI G4 reporting guidelines.

To improve future management and reporting of CSR in accordance with AA1000APS we
make the following recommendations to NBG:

Inclusivity:

. NBG has improved its communication with the stakeholders within 2013.
Enhancing the stakeholders’ participation in the process of defining material CSR
issues, would assist NBG in further aligning its CSR strategy to the stakeholders’
expectations.

Materiality:

. NBG has established a specific procedure for assessing the material stakeholder
issues. We recommend that this process is documented and integrated into the
policies and procedures related to the decision-making and CSR strategy
development of the Bank.

Responsiveness:

. The CSR Report contains a number of targets. We recommend that these targets
are more balanced between the various CSR performance areas of the Bank.

The observations and recommendations have been taken into account in forming our
conclusions on the CSR Report as set out in this statement.

Our conclusions

Based on the scope of our work and the assurance procedures we performed we conclude
that:

1. NBG has implemented processes and procedures, as described on page 205, that
adhere with the principles of inclusivity, materiality and responsiveness as set out
in the AA1000 AccountAbility Principles Standard 2008 (‘AA1000APS’); and
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2. Based on the scope of our work and the assurance procedures we performed,
nothing has come to our attention that causes us to believe that the information and
and assertions included in the sections “Responsibility to the Market”, “Corporate
Governance” and “Management and Committees” and the specific CSR performance
indicators defined above, are materially misstated.

In the event of any inconsistency in the translation between the Greek and English
versions of the Corporate Responsibility Report, the Greek version will prevail as far as
our conclusions are concerned.

Athens, 14 October 2014
Deloitte Hadjipavlou Sofianos & Cambanis S.A.
Assurance & Advisory Services

"
e
o

YA

Paris Efthymiades
Partner
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Corporate Social Responsibility Report

FEEDBACK FORM

NBG seeks open, transparent and two-way dialogue with anyone interested in its activities. Please note here issues
and concerns that may have occurred during your dealings with NBG and send us the filled-in questionnaire:

—_

To which NBG Stakeholder group do you belong?

Investors & Shareholders
Customers

NBG Employees
Suppliers

NGOs

Media

oooooo

N

Are you aware of NBG's work regarding its contribution to Society, the Community and the Environment (in
terms of the organization's Corporate Social Responsibility)? Choose any of the answers listed below.

O No

O Yes, through NBG's CSR Report

O Yes, | am aware of some of NBG's sponsorships

O Yes, | am aware of NBG's support to vulnerable social groups

O Yes, | am aware of NBG's support to small and medium enterprises

Other (Please state): ..........coooviiiiiiiiiii
3. Please describe your main concerns or issues that may have arisen during your dealings with NBG.
4 What kind of actions would you suggest NBG take in response to your concerns?

o

Which in your opinion is the most convenient mode of communication with NBG? (please select one or more):

Telephone

Internet (e-mail)

Special internet portal

NBG's representatives (e.g. bank branches)
Officially organised events

Other (please describe)

oooooo
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Your details (optional):

OVO/HO: et

ETapeia / OpYaVIOHOG: «.vvvv i

ALEUBUVON: <.

Al oo

KaMireyvikn Emipéleia, ZeAidomoinon:
EBvikry Tpdmela, Aieubuvan Mapkerivyk & Emmikovwviag OuiAou.

Please send this feedback form to:
National Bank of Greece,

FAO: Mr Nikolaos Melios

93 Aiolou str., 105 51 Athens, Greece
Tel.: +30 210-3343456

Fax: +30 210-3343095

E-mail: csr@nbg.gr

| hereby grant permission to National Bank of
Greece and its associated or affiliated
companies

to use my personal data and information
supplied in this feedback form for the purpose
of assessing this Report and carrying out
further statistical analysis.

213



= T = nE-.-lJ:?-FE:H
Rt e
e . ey g L8 =

- e s

o : : :
= TS s i =
by hﬂﬂ'—"—é‘.—%—" -..-h-:s‘-‘-_i_"n '3—-!' ]
¥ w;i?—:-"-*_-f-'_n:—,.-:_— e N = i
et P i ™S e o e Rl
SRR SR S T
= iR e AT T e e b DY
ST ARSI e et
SR B T = A e S : o et e e T L
Fj; 4 E—-‘EF."I-‘-!—“‘EI' e ke P AR --lr'g‘:-'_,.j___j*:’:_-_‘__" g B A "1_-‘;'—""-1-.._-"51#_ e
4 e : e e A TETa R e
e o R - [ Tt —"EE...{E%*: e [ e
TR S5 FE ' ﬁ; SR, Tt S
: -t CaT R : z 3 - g b — B
- = = -

Sl

— -
b W "5
: = TR =,
e P e e
A T S e g i g
= -

=y
Sp -
;
1,
- W T

- - _#'IF.-" "r;i;:-_'—'_- F T P2 —
3 - Aﬂ%#{.}?‘:}: - -:.3‘;;‘:1.,-]_‘_-::&&__:‘ :-=.-.‘,l=,-'l-_|_:" P e 1
S e S e e o

i ™ ™
-

= ; F- T
'_:.:J_-%-r_ =

- .y

=

i e
h o Ey L e — e e
S, £ Lt ST S e g
5?% = 'u‘;_,‘i;;;-*r D e s S e
P = T o =
== - - -
= f*:—-_ﬁ_-‘.:'&g.

3%
B
i
-

A

=" e

¥

Jee o B T e
Y S At 1 e T
R ey

i
T .,.ﬂ:.:h‘i;-r.r'h.
= - i

T

.=.r_:.:§






