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Connecting customers
with opportunities
HSBC aims to be where the growth is, enabling businesses to thrive
and economies to prosper, and ultimately helping people to fulfil
their hopes and realise their ambitions. Our values define who we
are as an organisation and make us distinctive.
Our values
Dependable

Open

Connected

We are dependable, standing firm for what
is right and delivering on commitments.

We are open to different ideas and cultures,
and value diverse perspectives.

We are connected to our customers,
communities, regulators and each
other, caring about individuals and
their progress.

Environmental

Social

Governance

––Support the global transition to the lowcarbon economy through our own sustainable
operations and by supporting
our customers with their transition.
––Maintain robust climate-related risk
management.

––Grow in a way that puts the customer
at the centre.
––Create the healthiest human system in our
industry so everyone can fulfil their potential.
––Focus on diversity and inclusion in
our workforce.

––Maintain high standards
of governance across all geographies.
––Committed to protecting our customers
and communities through financial crime
risk management and cybersecurity
due diligence.

Examples:

Examples:

Examples:

––In our ambition to provide $100bn of
sustainable finance, facilitation and
investment by 2025, we have delivered
a cumulative total of $28.5bn since 2017.
––We are a signatory to the Financial
Stability Board Task Force on
Climate-related Financial Disclosures.

––We publish customer information for each
of our global businesses including spotlights
on conduct.
––Our employee surveys give us invaluable
insight into our people. Results in 2018 show
that 74% feel able to speak up when they see
behaviour that they consider to be wrong.
––Currently 28% of our senior leaders
are women.

––During 2018, we concentrated on the
completion of the final elements of our Global
Standards programme, which is designed to
ensure the management of financial crime
compliance is embedded in our day-to-day
management and governance.
––We are committed to applying both the
letter and spirit of the law in all the territories
in which we operate.

Our ESG approach

 or further information see our Environmental, Social and Governance Update April 2019 and the
F
Annual Report and Accounts 2018.

Environmental
Our actions have an impact on the communities where we do business
and the wider environment. We want to ensure we are helping
economies grow sustainably, and we choose to direct our resources,
including time, people and capital, to helping the global transition to a
low-carbon economy.
We have shown progress against our targets in sustainable finance,
and have set out how we are partnering with our customers to assist

with the transition to a low-carbon economy. We are also engaging
with our customers on transition risk, and embedding climate risk
within our own risk management practices. We understand that it is
important to report disclosure on both climate-related opportunities
and risks to our stakeholders, and include our second disclosure under
the Task Force on Climate-related Financial Disclosure (‘TCFD’) in this
section.

Sustainable Finance
Targets for sustainable finance

Cumulative progress through 2018

$100bn $28.5bn

of sustainable financing
and investment to be
provided and facilitated
by 2025

Target

100%

of our electricity will be
from renewable sources
by 2030

cumulative progress
since 2017

56%

Europe

28%
Asia

13%

Americas

3%

Middle East,
North Africa
and Turkey

Progress

29%

signed renewable
electricity from power
purchase agreements
(2017: 27%)

Financing

Progress

Investments

Target

Facilitation

Since the start of 2017, we have achieved $28.5bn of our
commitment to provide and facilitate $100bn of sustainable financing
and investment by 2025. A data dictionary, including detailed
definitions of contributing activities, may be found on our website
www.hsbc.com/our-approach/measuring-our-impact.

Progress against our targets

Cumulative progress
($bn)

21.4

11.1
10.3

2018
2017

Cumulative progress
($bn)

5.8

5.3
0.5

2018
2017

Cumulative progress
($bn)

1.3

1.1
0.2

2018
2017

Our approach to climate risk management
The transition to a low-carbon economy will occur over a multi-year horizon and it will take time for sectors currently dependent on fossil fuels to
adapt. In 2018, we developed a transition risk questionnaire with some of our customers to improve our understanding of their climate transition
strategies. This is helping us to identify which customers need to adapt rapidly to climate-related risks, and spot potential business opportunities.

Task Force on Climate-related Financial Disclosure ('TCFD')
Governance
Mitigating climate change is a key priority for our senior leadership,
with sustainable finance metrics included in the Group’s strategic
priorities.

Strategy
Supporting the transition to a low-carbon economy is a key part of
HSBC’s strategy, and new products have been offered to facilitate this,
along with a pledge to provide $100bn of sustainable finance by 2025.
To date, we have reached $28.5bn of that goal.

Risk management
We are increasingly incorporating climate-related risk, both physical
and transition, into how we manage and oversee risks internally and
with our customers. Climate risk is now included as a theme in our
‘Top and emerging risks report’ to ensure that it receives monthly
management oversight via the Risk Management Meeting of the
Group Management Board (‘RMM’) (see page 30 of our Annual
Report and Accounts 2018 ).

We have identified six higher transition risk sectors based on their
contribution to global carbon dioxide emissions. The table below
presents our exposure to the six higher transition risk sectors.

Next steps
HSBC’s TCFD disclosures will continue to evolve and expand over time.

Sector

% of total wholesale loans and
advances to customers and
banks in 201837

Oil and gas

≤ 3.9%

Building and construction

≤ 3.8%

Chemicals

≤ 3.9%

Automotive

≤ 3.4%

Power and utilities

≤ 3.0%

Metals and mining

≤ 2.8%

Total

≤ 20.8%

Social
We aim to grow in a way that puts the customer at the centre by
improving performance with digital enhancements while maintaining
financial crime standards.

We have a total workforce of 235,000 full- and part-time employees,
working across 66 countries and territories. We are working to create
the right environment to help enable everyone to fulfil their potential.

Our conduct approach
We recognise that we have a responsibility for good conduct through
the delivery of fair outcomes for customers and behaving in a way that
protects financial markets integrity. We have therefore implemented a
conduct framework describing the outcomes that must be delivered
across the Group and which in turn form a key component of our risk
management framework. This means that our decisions should consider
the impact on customers and markets. In addition, delivery of the

required Group values and conduct behaviours continues to be
considered in performance management for our people across the
Group. Our conduct is overseen by senior risk and executive committees
within each of our businesses, functions and HSBC Operations Services
and Technology. The Board maintains oversight of conduct matters
through the Group Risk Committee.

Retail Banking and Wealth
Management (‘RBWM’)

Commercial Banking
(‘CMB’)

Global Banking and
Markets (‘GB&M’)

Global Private
Banking (‘GPB’)

We help 38 million customers
across the world to manage their
finances, buy their homes, and
save and invest for the future.

We support approximately 1.5
million business customers in 53
countries and territories, ranging
from small enterprises focused
primarily on their domestic
markets, through to large
companies operating globally.

We serve approximately 4,100
clients in more than 50 countries
and territories. We support major
government, corporate and
institutional clients worldwide.

We serve high net worth and
ultra high net worth individuals
and families, including those
with international banking
needs.

Our Customers
Area of focus

Action

Making banking
accessible
(RBWM)

We have expanded rolling out our simplified login process. Apple’s Touch ID is now live in 18 markets and HSBC Voice ID
is in five markets. Last year, 80% of customer transactions were conducted via mobile or online channels. More than 30%
of loans, cards and deposits sales were through digital channels.
In the UK, we trained our front-line people to become more digitally proficient. In branch or on the phone, they can show customers
how to complete tasks digitally. Last year, 85% of new customers opened accounts through a supported digital experience.

Improving the
ease and speed of
account opening
(CMB)

In the UK, we created a new welcome journey for small businesses. This resulted in improved customer satisfaction and
increased use of self-service digital tools. In France, we sped up the opening of accounts by simplifying the process. In
Singapore, new customers are now assigned a single point of contact to help them. A customised video also introduces
customers to their service team and helps them to get started with online banking.

Global platform
replacement
(GPB)

We are rationalising the number of IT platforms, replacing legacy systems with a core platform that houses
a set of strategic solutions. This will facilitate global access to our flagship products and propositions, bringing a consistent
customer experience across our main booking centres. The core platform is live in four locations, including Switzerland and
the UK, and is scheduled to go live in Asia towards the end of 2019.

New tools
(GBM)

New tools have been adopted to better record complaints and track their resolution. In November 2018, we created a new
global team to look specifically at customer experience. With a broad mandate, it focuses on careful analysis of feedback
and rapid resolution of complaints.

Our employees
Snapshot survey results

66%

Gender balance

74%

All employees
Senior leaders
Gender
balance – all employees Gender
balance – senior leaders

48%

72%

Male (115,391)

Male (6,887)

feel able to speak up when they
see behaviour they consider to
be wrong

(2017: 48%)

(2017: 73%)

52%

28%

(2017: 64%)

(2017: 74%)

(2017: 52%)

2,068

34%

would recommend
HSBC as a great place
to work

Number of cases raised (2017: 1,585)

Substantiated cases closed (2017: 30%)

Female (125,276)

Female (2,701)
(2017: 27%)

Governance
We act on our responsibility to run our business in a way that upholds
high standards of corporate governance. We are committed to working
with our regulators to manage the safety of the financial system,
adhering to the spirit and the letter of the rules and regulations governing
our industry. In our endeavour to restore trust in our industry, we aim to
act with courageous integrity and learn from past events to prevent
their recurrences.

We meet our responsibility to society through paying taxes and being
transparent in our approach to this. We also seek to ensure we respect
global standards on human rights in our workplace and our supply chains,
and continually work to improve our compliance management
capabilities. We acknowledge that increasing financial inclusion is a
continuing effort, and we are carrying out a number of initiatives to
increase access to financial services.

Restoration of trust
Restoration of trust in our industry remains a significant challenge as past
misdeeds continue to remain in the spotlight. But it is a challenge we must
meet successfully. We owe this not just to our customers and to society at
large, but to our employees to ensure they can be rightly proud of the

organisation where they work. We aim to act with courageous integrity in
all we do. This guiding principle means having the courage to make
decisions based on doing the right thing for customers and never
compromising our ethical standards or integrity.

Major criminal and regulatory fines and penalties and PPI remediation1
Pre2005

2005

2006

2007

2008

2009

2010

2011

AML-related
investigations

2012

2013

2014

2015

2016

2017

13

43

13

360

1,921

GPB tax-related
investigations
RMBS-related
investigations

765

Libor/Euribor

36

FX-related
investigations

618

PPI
Key
Duration of conduct period
$m Fines/penalties/other costs

2018

333

870

1,138

700

553

6

175

102

448

502

741

1. This chart only includes fines and penalties arising out of major investigations involving criminal, regulatory, competition or
other law enforcement authorities, and costs relating to PPI remediation. The chart reflects the year in which a fine or penalty
was imposed or when the remediation cost was paid, which may be different from when a loss or provision was recognised
under IFRSs. Settlements or other costs arising out of private litigation or arbitration proceedings are not included.

Ensuring strong corporate governance

Safeguarding the financial system

The role of the Board

We continued to consolidate our progress in tackling financial crime
while launching initiatives in a number of new areas.

The Board of HSBC Holdings plc aims to promote the Group’s long-term
success, deliver sustainable value to shareholders and promote a culture of
openness and debate. Led by the Group Chairman, the Board sets the Group’s
strategy and risk appetite. It also approves capital and operating plans for
achieving strategic objectives on the recommendation of management.

Sustainability governance
While the Board has oversight of the Group’s sustainability and ESG
initiatives, the Group Management Board is accountable for their delivery,
reflected in sustainability targets within the long-term incentive scorecards
for executive Directors, and selected scorecards of Group Managing
Directors. The 2017 long-term incentive scorecards of executive Directors
incentivise achieving a cumulative financing and investment target of
$30bn to $34bn for developing clean energy and lower-carbon
technologies and projects that contribute to the delivery of the Paris
Agreement and the UN Sustainable Development Goals over the
three-year period to 31 December 2020. The 2018 long-term incentive
scorecards of executive Directors include an ESG rank measure
incentivising achievement of ‘Outperformer’ Sustainalytics rating.

Our Global Standards programme, launched in 2013 to upgrade our
financial crime controls, is now approaching its conclusion. During 2018,
we concentrated on completing some of the final elements of the
programme designed to ensure management of financial crime risk is
well embedded in our day-to-day activities, with robust governance and
reporting to enable performance to be assessed.
In June, we set out new strategic priorities including the aim of delivering
industry-leading financial crime standards. Developing an intelligence-led
approach to financial crime risk management using new technologies and
advanced analytical techniques is key to achieving this ambitious target.
We made good progress on this agenda and will continue to develop our
approach in 2019 and beyond.

Cyber
We are investing in business and
technical controls to help prevent,
detect and react to cyber threats.
Cyber risk and control effectiveness
was reviewed 11 times at
non-executive Director level.

Tax
We have established a formal
tax risk management framework,
which is designed to ensure that tax
motivated transations or products
are not adopted by the Group.

The scale of our work
Each month, we screen over 658 million transactions across 207 million accounts for signs of money laundering and financial crime. In addition, we
screen approximately 130 million customers and 37.3 million transactions monthly for sanctions exposures. During 2018, we filed over 85,000 suspicious
activity reports to law enforcement and regulatory authorities where we identified potential financial crime.

Notes

Key Contacts

Richard O’Connor

Rebecca Self

Global Head of Investor Relations

CFO Sustainable Finance

richard.j.oconnor@hsbc.com
+44 (0) 20 7991 6590

Rebecca.self@hsbc.com
+44 (0) 7584 404 005

Gemma Rastelli
Senior Manager,
Sustainable Finance

For further feedback or questions please
contact the sustainable finance mailbox:
sustainable.finance@hsbc.com.

Gemma.rastelli@hsbc.com
+44 (0) 20 7991 6501

Important notice
The information, statements and opinions set out in this presentation
and accompanying discussion (“this Presentation”) are for informational
and reference purposes only and do not constitute a public offer for the
purposes of any applicable law or an offer to sell or solicitation of any
offer to purchase any securities or other financial instruments or any
advice or recommendation in respect of such securities or other
financial instruments.
This Presentation, which does not purport to be comprehensive nor
render any form of legal, tax, investment, accounting, financial or other
advice, has been provided by HSBC Holdings plc (together with its
consolidated subsidiaries, the “Group”) and has not been independently
verified by any person. You should consult your own advisers as to legal,
tax investment, accounting, financial or other related matters concerning
any investment in any securities. No responsibility, liability or obligation
(whether in tort, contract or otherwise) is accepted by the Group or any
member of the Group or any of their affiliates or any of its or their
officers, employees, agents or advisers (each an “Identified Person”)
as to or in relation to this Presentation (including the accuracy,
completeness or sufficiency thereof) or any other written or oral
information made available or any errors contained therein or
omissions therefrom, and any such liability is expressly disclaimed.
No representations or warranties, express or implied, are given
by any Identified Person as to, and no reliance should be placed
on, the accuracy or completeness of any information contained in
this Presentation, any other written or oral information provided in
connection therewith or any data which such information generates.
No Identified Person undertakes, or is under any obligation,
to provide the recipient with access to any additional information,
to update, revise or supplement this Presentation or any additional
information or to remedy any inaccuracies in or omissions from this
Presentation. Past performance is not necessarily indicative of future
results. Differences between past performance and actual results
may be material and adverse.

Cautionary statement regarding
forward-looking statements
This Presentation may contain projections, estimates, forecasts,
targets, opinions, prospects, results, returns and forward-looking
statements with respect to the financial condition, results of

operations, capital position, strategy and business of the Group,
which can be identified by the use of forward-looking terminology
such as ‘may’, ‘will’, ‘should’, ‘expect’, ‘anticipate’, ‘project’,
‘estimate’, ‘seek’, ‘intend’, ‘target’ or ‘believe’ or the negatives thereof
or other variations thereon or comparable terminology (together,
‘forward-looking statements’), including the strategic priorities and
any financial and investment targets described herein. Any such
forward-looking statements are not a reliable indicator of future
performance, as they may involve significant stated or implied
assumptions and subjective judgements, which may or may not
prove to be correct. There can be no assurance that any of the
matters set out in forward-looking statements are attainable, will
actually occur or will be realised or are complete or accurate. The
assumptions and judgements may prove to be incorrect and involve
known and unknown risks, uncertainties, contingencies and other
important factors, many of which are outside the control of the
Group. Actual achievements, results, performance or other future
events or conditions may differ materially from those stated, implied
and/or reflected in any forward-looking statements due to a variety
of risks, uncertainties and other factors (including without limitation
those that are referable to general market conditions or regulatory
changes). Any such forward-looking statements are based on the
beliefs, expectations and opinions of the Group at the date the
statements are made, and the Group does not assume, and hereby
disclaims, any obligation or duty to update, revise or supplement
them if circumstances or management’s beliefs, expectations or
opinions should change. For these reasons, recipients should not
place reliance on, and are cautioned about relying on, any forwardlooking statements. No representations or warranties, expressed or
implied, are given by or on behalf of the Group as to the achievement
or reasonableness of any projections, estimates, forecasts, targets,
prospects or returns contained herein.
Additional detailed information concerning important factors that
could cause actual results to differ materially from this Presentation is
available in our Annual Report and Accounts 2018 for the fiscal year
ended 31 December 2018 filed with the Securities and Exchange
Commission (‘SEC’) on Form 20-F on 20 February 2019.
Information in this Presentation was prepared as at 12 April 2019.

 or further information see our Environmental, Social and Governance Update April 2019 and the
F
Annual Report and Accounts 2018.
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