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Glossary

COMPLIANCE CONTROL — internal control over the
compliance of activity in the financial markets with the
laws on financial markets in the credit institution. Part
of the internal control system of a credit institution.

CORPORATE SOCIAL RESPONSIBILITY — a set of

principles and obligations the bank complies with in

the course of its activity with regard to:

- Assessment and management of impact on the
national economy, social sphere and environment

- Management of interaction with stakeholders

CREDIT FACTORY - a lending process for retail
clients and small business entities which is based on
the centralized and automated processing of credit
applications, followed by a decision on the possibility
of lending.

CROWDSOURCING - the meeting of objectives
significant for the bank by engaging the intellectual
resources of a wide circle of volunteers, usually using
information technology.

CUSTOMER POINTS OF SERVICE — additional and
front offices, cash transaction service desks outside
the teller network, and mobile cash transaction
units where the client may receive some or all bank
services.

DIVIDEND - a part of the income earned by a
business entity which is distributed among its
shareholders.

EMPLOYEE ENGAGEMENT - the emotional and
intellectual state of an employee in which he/she tries
to perform his/her work in the best possible way, and
is willing to contribute to the company’s development
and success.

ENVIRONMENT - the natural surroundings where
the organization is functioning, including the air, water,
earth, natural resources, flora, fauna, people and their
relationships.

EXECUTIVES — employees holding senior executive
positions according to the job pyramid of Sberbank,
and employees whose positions provide for the
possibility to have subordinates and to lead a team
during project activity (in subsidiaries and companies
of the Group).
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Risk Management Annexes

FRAUD MONITORING SYSTEMS — systems that
make it possible to automatically detect and block
suspicious transactions in accordance with preset
rules (fraud — unauthorized access to communication
services, or receiving services as a result of
unauthorized access).

GEOMARKETING — a marketing study technique
based on the methods of geographic analysis of
various geographically dispersed objects and
phenomena, which is used to determine the target
audience in the desired territorial unit, and to discover
the best location for a new object, to develop a
concept for an existing or planned object, etc.

HAZARDOUS WASTE - toxic, explosive, or
flammable wastes, wastes with high reactive
capacity, wastes containing pathogens, and waste
that may represent an actual or potential hazard

to the environment and human health, whether
independently or in contact with other substances.

MINORITY SHAREHOLDER (MINORITY) — a
company shareholder (individual or legal entity) the
size of whose holding does not allow him/her/it to
directly participate in company management (e.g.,
by way of forming the board of directors). Such a
shareholding is called “noncontrolling”.

REMOTE SERVICE CHANNELS — Mobile Banking
text service, Sberbank Online.

STAKEHOLDERS — private and corporate clients

or groups of entities that influence the bank and its
activity and/or are influenced by the bank (clients,
employees, shareholders, governmental authorities,
nonprofit organizations, etc.).

TRIM — the corporate client satisfaction and loyalty
index.



