
Governance
We hold ourselves to the highest 
standards, in line with the expecta-
tions of our stakeholders, including 
customers, regulators, shareholders, 
government, colleagues, and em-
ployee groups. Good and responsible 
governance helps us maintain our 
high standards.
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Graham Douglas, Retail Ireland
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Only 23 companies in Ireland have received 
the Business Working Responsibly Mark 
award since 2011 and we are the first 
bank headquartered in Ireland to 
achieve the certification.

1st

105



R
e
sp

o
n
si

b
le

 G
ov

e
rn

an
ce

Code of Conduct
Our Code of Conduct is the standard that we 

set ourselves for what we say and do in our 

relationships with our customers, suppliers, 

colleagues, shareholders, governments, 

regulators and other parties. It is our commit-

ment to the standards we expect from each 

other. The Code covers the standards and 

behaviours expected of all employees of the 

Bank of Ireland Group wherever they work.

In 2016, we worked with the Plain English 

Campaign to rewrite our Group Code of 

Conduct and our Speak Up Policy, making 

them simpler, clearer and easier for 

colleagues to understand. 

The revised and updated Code of Conduct 

comprises four main areas – Customers, 

Conduct, Colleagues and Compliance – and 

includes a decision guide to help colleagues 

decide what to do when speci�c conduct 

situations arise. It also provides an index, 

showing colleagues where they can �nd 

more information on particular issues. 

The Code was awarded a Crystal Mark by Plain 

English, their af�rmation that the document is 

written in language that can be easily under-

stood. The Speak Up Policy, which encour-

ages colleagues to voice their concerns if they 

encounter an issue at work that worries them, 

was also edited by Plain English and awarded 

a Crystal Mark. 

These revised key documents are now making 

it simpler for colleagues to understand what 

behaviour in the workplace is acceptable and 

what is not, and to take action if they have 

concerns about any behaviour or situation. 

The Regulatory Landscape
The Group maintains its focus on continuing 

compliance with the existing regulatory require-

ments of the jurisdictions in which it operates, 

including, but not limited to, the requirements 

of the European Central Bank, Central Bank of 

Ireland, the Financial Conduct Authority and 

Prudential Regulatory Authority in the UK, as well 

as the Federal Reserve Bank of New York in the US.

Regulators conduct investigations and examina-

tions on an individual institution or industry-wide 

basis from time to time. Bank of Ireland works 

closely with regulatory authorities to address 

any matters raised by them relating to the 

various legislative and regulatory frameworks 

under which the Bank operates.

Bank of Ireland provides a wide range of products 

and services to a large number of customers in 

different jurisdictions. If the Bank identi�es an issue 

with any product, or one is brought to our attention, 

we engage with the customer and the appropriate 

regulatory authorities in the market concerned. 

We do that professionally and, where appropriate, 

we ensure remediation to the customer as 

quickly as possible.   

Responsible Governance
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We hold ourselves to
the highest standards
Good and responsible governance helps
us maintain our high standards.
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highlight the risks
that relevant staff 
could face

To support our colleagues in understanding 
their obligations and, in particular, to... 

Responsible Governance
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Responsible Governance

Anti-Money Laundering, Countering 
the Financing of Terrorism, and 
Financial Sanctions 
Bank of Ireland is a diversi�ed Financial 
Services Group which adheres to all applicable 
legislative and regulatory requirements in all 
countries in which it operates. This includes all 
requirements emanating from the Central Bank 
of Ireland, European Union, HM Treasury, the 
United Nations and the US Department of the 
Treasury's Of�ce of Foreign Assets Control.

The regulatory landscape governing Anti-Money 
Laundering and Countering the Financing of 
Terrorism has changed signi�cantly in recent 
years. These regulatory changes have been 
introduced by a number of legislative 
assemblies including national parliaments, 
European institutions, and international 
inter-governmental organisations including the 
United Nations. The Bank has an obligation to 
ensure that all payments processed by the Bank 
meet the regulatory requirements placed on the 
Bank, and the Bank's risk appetite. 

The Group has Anti-Money Laundering, 
Sanctions and Countering the Financing of 
Terrorism policies in place to set the minimum 
standards to ensure that the Group meets its 
legislative and regulatory requirements in 
respect to these key risks. These policies 
are essential controls to guide the Group in 
managing its money laundering risk. To support 
our colleagues in understanding their obliga-
tions, and in particular to highlight the risks that 
they could face in their daily engagements, all 
colleagues are required to complete mandatory 
web-based training on Anti-Money Laundering, 
Sanctions and Countering the Financing of 
Terrorism and pass the examination assessment. 

Anti-Bribery and Corruption
The Group has an Anti-Bribery and Corruption 
Policy Standard in place, which reiterates the 
Group's ethical and regulatory obligations to 
effectively manage bribery and corruption risks. 
Failing to manage bribery and/or corruption risks 
may result in serious consequences for the Group, 
including regulatory sanction and damage to its 
reputation. The policy takes into account all 
current applicable legislation in Ireland, the UK 
and the US and is updated, as appropriate, to 
take account of changes to Irish legislation. 
The policy aims to promote awareness amongst 
colleagues that they are expected to act with 
integrity and honesty at all times in their dealings 
with business and commercial partners, consoli-
dating key topics already covered in other policies 
such as Group Anti-Money Laundering, Personal 
Con�icts of Interests, Con�icts of Business 
Interests and the Group Code of Conduct, to 
name but a few.
  
The objective of the policy is to make the Group's 
position clear to all stakeholders that (i) acts of 
bribery and/or corruption are criminal acts and are 
punishable upon conviction by the imposition of 
�nes and terms of imprisonment (ii) the proceeds 
of bribery and corruption are proceeds of crime 
and (iii) any business activities to which the Group 
is party to and that involve bribery or corruption 
will not be binding on the Group.  Business Units 
within the Group must put procedures in place 
based on the policy to help colleagues to 
comply with it. 

To support Group staff in understanding their 
obligations, and in particular to highlight the risks 
that relevant staff could possibly face in their daily 
engagements, an online training module will be 
launched in 2017. 

Mandatory training courses
for all staff in 2016 delivered
via Learningzone

5
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Supporting informed 
and timely procurement 
decisions
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Cyber Crime Awareness
Public and private sector organisations 
across the globe  - including, for example, 
governments, revenue authorities, educational 
institutions, telecommunications companies, 
healthcare providers, and banks  - have seen
an increase in cyber fraud attempts of various 
kinds. Cyber fraud attempts can be directed 
at public or private sector organisations,
or at its service users or customers.  

What is clear is that cyber fraud attempts  - 
most commonly in the form of malicious emails, 
calls or texts  - take place on an ongoing basis. 
Our customers report suspicious email, texts 
and calls to us daily. 

The security of our customers, colleagues 
and network is a priority, and we invest in 
protecting our systems.  In addition we give 
advice to our customers  - both online and 
through face-to-face information sessions 
that we organise  - to help them get online 
and protect themselves online. There are 
many bene�ts to being online, including 
having access to your banking 24/7, but it 
is also important that all consumers know 
how to stay safe online. 

In May 2016, we created a video with informa-
tion and tips to help our customers stay safe 
online. It covered aspects like the 'four tell-tale 
signs of a fake email' and what 'phishing' is and 
how it works, and gave customers the contact 
details they needed if they ever received a 'fake' 
email or clicked on a link in one. We promoted 
the video on our Mobile Banking app, on 365 
online, on our intranet and on our website and 
used our Facebook and Twitter accounts to 
bring it to customers' attention.

In October, we supported Cyber Security 
Awareness Month by providing security advice 
for both our customers and our colleagues. 

Sustainable Procurement
In 2015, Group Procurement initiated 
discussions with SourceDogg to provide an 
end-to-end E-Procurement Portal to the Bank to 
include E-RFI and E-RFP functionality, a Contract 
Management Repository, and MI Tool, plus a 
range of other Procurement functionality.
 
The SourceDogg initial offering was based 
on their standard functionality – however, at the
Bank’s suggestion both SourceDogg and the 
Bank worked collaboratively and in partnership 
to create further additional features that Source-
Dogg has incorporated into their wider 
solution offering.
 
Our key focus for Q1 2016 was the implementation 
of the Contract Management Repository and MI 
Tool. This tool has afforded Procurement not only 
the ability to report in realtime but to deliver a 
more comprehensive view of the Bank’s contracts 
across all tiers and facilitates Procurement 
engagement with the various Divisions and 
Business Units in planning future contract 
updates and renewal requirements. 
 

Group Statement on Modern Slavery and Human Traf�cking
In accordance with relevant UK legislation, the Group has published its statement on Modern Slavery and Human 

Traf�cking for 2016. The Statement sets out the steps and measures the Group has taken to seek to ensure that modern 
slavery and human traf�cking does not occur within its supply chain or in its business operations. A copy of the 

statement is published to the Group website and can be viewed or downloaded through the following link 
www.banko�reland.com/about-bank-of-ireland/corporate-governance/modern-slavery-human-traf�cking-statement/

We provided security advice to
customers and colleagues

Think
Security

Responsible Governance

The application is accessible and intuitive, 
providing procurement professionals,  
with the ability to issue electronic 
tenders, manage contracts and 
engage with potential suppliers
 

Group
Procurement
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Responsible Governance

Business Working Responsibly Mark
Our approach to responsible business was 

externally endorsed in 2016, when Bank of Ireland 

was accredited with the Business Working 

Responsibly Mark. The Mark is Ireland’s leading 

certi�cation for responsible and sustainable 

business practices and is independently audited 

by the National Standards Authority of Ireland 

(NSAI) to assess an organisation's corporate 

social responsibility. 

On receiving the Mark, Richie Boucher, Group 

Chief Executive, said "I am truly delighted to 

be accepting this accreditation on behalf of my 

colleagues. As is the case with all organisations, 

the people make the company. This is the case 

with Bank of Ireland and I accept this accredita-

tion with pride in my colleagues and in their 

collective achievements."

Only 23 companies have received the Mark 

since 2011 and we are the �rst bank headquar-

tered in Ireland to achieve the certi�cation.

Plain English 
In October 2013, Bank of Ireland Retail Ireland 

became a lifetime corporate member of the 

Plain English Campaign as part of a strategy 

to ensure that all our communications were 

written in simple, clear language. Plain English 

was founded in 1979 and have edited over 

22,000 documents for thousands of organisa-

tions, including many UK government depart-

ments, public authorities and international 

banks. They campaign, in their words, against 

“gobbledygook, jargon and misleading 

public information”.

As part of our membership, we began submit-

ting documents to Plain English to get their 

advice and suggestions on how we might 

change them to make them easier for our 

customers to read and understand. With their 

editorial support, we began to receive Crystal 

Marks for our documents – Plain English’s 

acknowledgement that they were as clear as 

possible. Launched in 1990, the Crystal Mark 

is used by over 1,600 organisations worldwide, 

who want to provide the clearest possible 

information.

By 2016, we had received the largest number 

of such awards of any bank in the world and 

any organisation in the Republic of Ireland. 

The documents cover a wide range of subjects, 

including communications to customers’ 

bereaved next of kin, as well as letters to 

customers in mortgage arrears, a guide to 

�lling in the Standard Financial Assessment

form and many product letters. 

 

Number of documents 
that received a 
Crystal Mark from 
Plain English

548

Pride in my colleagues
and in their collective 
achievements

I accept this accreditation with 

Richie Boucher, Group Chief Executive
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Making them...

simpler, clearer and 
easier for colleagues 
to understand
 The Plain English Campaign
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Corporate Social Responsibility Steering Group

Meeting every two months, its members  have 
overall responsibility for setting direction for 
the Responsible Business programme 

Bank of Ireland's Corporate Social Responsibility Group (left to right):

Yvonne McWey, Cormac O'Brien, Audrey Nolan, Ger Heffernan, Pat Farrell 

(Chairperson), Sara Holland, Neil Cubley, Emer Haughey, Maureen Stanley. Not 

Pictured are Orla Darby, Barry McLoughlin, Mike Butler and Maria McDonagh
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About This Report

A snapshot of 2016

In this third Report, we have gathered 

together a comprehensive account of many 

of the diverse initiatives in 2016 under the 

overall heading of Responsible Business. 

We are aware that, however wide-ranging 

our research, it is possible that we may 

have omitted some initiatives. 

Audience

As we compiled the Report, we understood 

that it would be of interest to very many 

stakeholders with varying interests. We have 

included both a highlights section and a 

detailed section for each of the Report pillars, 

to provide a choice for the reader.

Report content

We have made the best efforts to ensure 

that the information provided in this Report 

is complete and accurate. We have worked 

with Business in the Community Ireland for 

guidance and best practice in reporting. 

We will continue to develop future Reports 

in line with best practice.

Additional information

If you would like to contact us 

regarding this Report please email: 

Email: responsiblebusiness@boi.com

About This Report
Responsible Business Governance
 

Corporate Social Responsibility 

Steering Group

In October 2014, we set up a Corporate 

Social Responsibility (CSR) Steering Group, 

with members drawn from across the Group 

and from a diverse range of backgrounds. The 

Group is chaired by Pat Farrell, Head of Group 

Communications. Meeting every two months, its 

members have overall responsibility for setting 

direction for the Responsible Business 

programme and delivering against 

key commitments.

Oversight of the Report

The Nominations & Governance Committee 

receives regular updates on progress and 

reviews the annual CSR programme.

Reporting approach

The Steering Group agreed to adopt a running 

�ve-year reporting cycle. Our 2014 Report 

contained an overview of the Bank’s position 

under each of the �ve pillars – Customer, 

Colleagues, Community, Environment and 

Governance – which are internationally 

recognised areas for CSR reporting. 

In this 2016 Report, we continue this approach, 

with greater focus on responsible business 

practice through our business rationale and 

supporting case studies.

Responsible 
Business
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External Recognition

External
Recognition

Award
AA Fuelsave Credit Card - 5 Star from Moneyfacts 

Best Cash ISA Provider - Moneynet Awards  

BRONZE in Financial Services for our FXPay Marketing Campaign - An Post Smart Marketing Awards 

GOLD in B2B Marketing for our FXPay Marketing Campaign - An Post Smart Marketing Awards 

SILVER in Financial Services  for our Corporate and Treasury Events Strategy - An Post Smart Marketing Awards 

Awards for supporting Diversity & Inclusion - Association for Higher Education Access and Disability

Best Creative Staff Engagement - Business to Arts Awards

Excellence in Workplace CSR - Chambers Ireland Corporate Social Responsibility Awards

Best Use of technology - Customer Contact Management Association Awards 

Best Innovation Award - Digital Media Awards 

Local Business Award - Docklands Business Awards 

3 awards in the Loans & Financing category - Finance Dublin Deals of the Year 

Best Foreign Exchange Provider in Ireland - Global Finance Magazine 

No. 1 Digital Bank in Ireland - Global Finance Magazine

Best Branch Strategy Award - Global Retail Banking Awards 

Best Change Management Programme - HR Leadership & Management Awards 

HR Superstar Award - HRO Today 

Best Corporate Social Responsibility - InBusiness Recognition Awards

Champion Learning & Development Programme - Irish HR Champion Awards  

Champion Wellness Strategy - Irish HR Champion Awards 

Best Corporate Social Responsibility - MoneyMate & Investor Awards

Chrissie Maher Award 2016 - Plain English Campaign

Best Commercial Programme - Training Journal Awards 

L&D Professional of the Year - Training Journal Awards 

Overall winner in Online Innovation & Service –Mortgage category - 5 Star from FT Adviser

Agri Business Current Account - 5 Star from Moneyfacts 

Moneyback Gold MasterCard - 5 Star from Moneyfacts 

Moneyback Mastercard - 5 Star from Moneyfacts 

Small Business Growth Account - 5 Star from Moneyfacts 

Best Use of IT in Retail Banking and Insurance - FS Tech awards

Best Use of Technology – Lenders - MFG Awards  

Innovation in Consumer Finance (Technology) Award - MoneyAge Awards  

Customer Service/Treating Customer Fairly - Lenders - Mortgage Finance Gazette Awards

No. 1 Financial Adviser in Ireland - MergerMarket 

Best in Financial Services - In Business Recognition Awards

Team of the Year - Customer Contact Management Association Awards 

Pension Scheme Administrator of the Year - Irish Pension Awards 

Best Balanced Managed Fund - MoneyMate & Investor Awards 

Best Balanced Managed Pension Fund - MoneyMate & Investor Awards  

Life Company Excellence Award - Professional Insurance Brokers Association

Post Of�ce Money Matched  MasterCard - 5 Star from Moneyfacts  

Post Of�ce Platinum MasterCard - 5 Star from Moneyfacts  

Best Fixed Rate Lender - What Mortgage Awards 

Best Online Mortgage Lender - Your Mortgage Awards 

Best Communications Strategy - Irish Pensions Awards 

Best Live Event (for Junk Kouture) - Event Industry Awards

Best overall Event (for Junk Kouture) - Event Industry Awards

Received by
AA Financial Services (Product provided by Bank of Ireland UK)

AA Financial Services (Product provided by Bank of Ireland UK)

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland Group

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

Bank of Ireland UK

IBI Corporate Finance

New Ireland

New Ireland

New Ireland

New Ireland

New Ireland

New Ireland

Post Of�ce Money (Product provided by Bank of Ireland UK)

Post Of�ce Money (Product provided by Bank of Ireland UK)

Post Of�ce Money (Product provided by Bank of Ireland UK)

Post Of�ce Money (Product provided by Bank of Ireland UK)

Retirewell Pension Scheme

Bank of Ireland Group

Bank of Ireland Group
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We Want To Hear From You

Find out more

For more information and to download this Report, please visit 

our website: www.banko�reland.com/responsiblebusiness 

We want to
hear from you
Please get in touch with any 
feedback or any questions 
you have:

Email: responsiblebusiness@boi.com
Twitter: @talktoBOI
Facebook: BankofIreland
 

This publication is also available in braille and other formats on request

Design: www.motif.ie

Photography: Naoise Culhane

Additional photography as shown

Principal Copywriter & Storyteller: Neil Cubley
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Furthering our commitment to the environment, we have 
designed the Report publication to the bespoke dimensions 
of 243mm high by 165mm wide to facilitate 17% less wastage 
in comparison to previous Reports at the standard A4 format. 

In addition to the above, this year we have produced fewer printed 
copies of the printed Report, utilising online resources to increase 
impact and engagement, furthering our focus on sustainability.

This Report is produced with environmental management 
at its core, accreditations include; ISO 14001, ECF, EMAS, 
EU Ecolabel & FSC® Certi�cations.


