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Corporate Social Responsibility
at Mizrahi-Tefahot Group

 

This is a summary of the seventh corporate social responsibility report issued by Mizrahi-
Tefahot Group, providing an overview of operations of the entire Group, subsidiaries in Israel 
and overseas affiliates in 2019 with regard to corporate social responsibility. The report reflects 
Group commitment to act in areas of corporate social responsibility and to annually report its 
performance to stake holders. 
Mizrahi-Tefahot Group is proud to partner on ethics-based action and is committed to further 
act in this spirit, for the benefit of its customers and investors, Group employees, the community 
and the environment. 

Mizrahi-Tefahot Bank is rated Platinum Plus, the highest rating on the Maala rating scale. The 
Maala rating is a powerful tool for evaluation and deployment of social and environmental 
commitment by organizations, and is the primary benchmark used to evaluate corporate social 
responsibility in Israel. 
Moreover, the Bank adheres to principles of the UN Global Impact initiative, including preserving 
human rights, employment standards, environmental protection and the fight against corruption. 
Mizrahi-Tefahot Bank promotes achievement of UN Social Development Goals (SDG) in its 
activities and implements corporate social responsibility in all Group units, while maintaining 
constant dialogue with each of our stake holders.  This area is managed in an orderly fashion, 
includes multiple entities across the organization and requires significant coordination and 
preparation, in order to lead processes with long-term impact.

The corporate social responsibility report of Mizrahi-Tefahot Group, issued annually, is a 
management tool for constant improvement. For us, it is the best reflection of our continued 
commitment to implementation of corporate social responsibility and Sustainability.

The full report, describing Group activities with regard to corporate social responsibility, is 
available on the Bank website for Group activities in 2019. 

Corporate social responsibility – for the environment and the community in which we live!

Key goals for 2020 promoting achievement of SDGs
The table below lists the Bank's goals for its various operating segments, linked to the relevant SDGs 1

(these goals are part of the Bank's goals for 2020, listed at the end of each chapter in this report).

1. All of the goals listed in this report constitute forward-looking information, as defined in the Securities Law, 1968,
based on assumptions, facts and data (hereinafter jointly: "assumptions") brought before the Bank’s Board of
Directors. These assumptions may not materialize due to factors which are not entirely under the Bank's control.

Implement findings of 2019 
Fairness Survey.

Deploy the current Code of 
Ethics

Review potential for 
promoting carpooling 
through co-operation 
with custom apps 

Expand the video-
conferencing facilities 
through custom VC 
systems and by adding 
advanced systems in 
conference rooms

Expand technology for 
working remotely and 
online learning

Training on environmental 
risk delivered to relevant 
employees at the Business 
Division.

Further impart the topic of 
environmental risk to other 
relevant departments and 
employees, through custom 
training

Continued "Let us meet at 
Mizrahi-Tefahot" activity" in 
the financial domain, focused 
on the Arab sector, Jewish 
Orthodox sector and retirees 
("Let us meet – Sixties")

Continue expansion of the 
service by adding new service 
locations and offering diverse 
services to clients at central 
locations

Continue expansion of 
activity in the Arab and 
Jewish Orthodox sectors, by 
expanding existing services.

Promote well-being activities 
for the Ethiopian-descent 
community, in co-operation 
with the Israel Association of 
Community Centers.

Expand recruitment of 
employees from diverse 
demographics, according to 
the geographical distribution 
of Bank branches

Expand the Young Summer 
project to become a project 
for the whole family

Continue manager 
assistance for employees 
with disabilities.
Develop technology to 
support working remotely / 
from home
Diversify training means – 
use of platforms and 
auxiliary systems and 
promote remote learning

Continue reducing paper 
consumption
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2019 Summary of Bank 
Performance

54

Social

Number of branches for the Group 198
Investment in social-oriented debentures over the 
next five years (NIS in millions) 3.6
Loans to micro and small businesses (NIS in millions) 20,857
Loans to households – housing loans (NIS in millions) 134,637
Loans to environmental products (NIS in millions) 600
Loans to social products 895.5
Total payments to suppliers (NIS in millions) 1,300
Percentage of local procurement 96%
Investing in the community (NIS in millions) 19.1
Number of Group employees 6,531
Percentage of employees subject to collective 
bargaining agreements 93%
Percentage of female senior executives 42%
Percentage of employees recruited from under-
employed demographics 8.5%
Percentage of employees who received feedback 100%
Employee turnover 9%
Average training hours per employee 50
Investment in training for employees (NIS in millions) 55.2

Environmental

Reduction in carbon footprint 7.85%
Emissions saved due to environmental initiatives of 
the Bank (tonnes of CO2) 529
Paper savings due to initiatives to reduce paper 
consumption (tonnes) 75.2
Power savings due to initiatives to reduce power 
consumption (KWh) 269,000
Fuel savings due to initiatives to reduce fuel 
consumption (liters) 10,000

Corporate 
social 

responsibility

Reporting pursuant to GRI standard

Voluntary reporting

Adoption of Global Compact principles

Maala rating – Platinum Plus

Economic

Provision for taxes (NIS in millions) 1,029

Dividend distribution (NIS in millions) 561

Retained economic value (NIS in millions) 1,728

Pre-tax profit (NIS in millions) 2,954

Net profit for the Bank (NIS in millions) 1,842

Data as of December 31, 2019



Bank operations during the 
Corona Virus pandemic

This report refers to Bank operations in 2019. However, as 
this report is being compiled, the world is facing the Corona 
Virus pandemic. Being a large organization, we addressed the 
challenges posed by this un-certainty on multiple levels, with 
the intention of providing a response to needs in the field of 
various stake holders.

Trade receivables  
The Bank is classified as an essential service and invests all efforts to continue providing optimal 
service to clients by any means possible. 

Communicating options for obtaining service and branches open to the public:

At the outset of the crisis and with travel restrictions imposed on citizens, the Bank advertised on 
mass media, to inform all clients that their personal bankers were available to serve them through 
direct channels, by diverse means. On the Bank website and Facebook page, the Bank published the 
business hours of "designated branches" where in-person service is provided. All this information 
was conveyed, through mass media and by digital means, to the public at large, as well as by media 
designated for the Jewish Orthodox segment and for the Arab segment (in Arabic).

Employees 
The banking system is essential for economic activity, hence our commitment to our clients 
to keep operating Bank services and branches (in limited capacity). As the pandemic outbreak 
started, in order to comply with directives of the Ministry of Health and of the Supervisor 
of Banks, the Bank reduced activities at branches and headquarters units. All non-essential 
employees for operating the Bank at this reduced format were placed on leave, against their 
annual paid leave allowance. Some employees and managers continued to work from home, 
in order to keep providing essential service to clients.

Range of products that may provide a solution for current needs

The Bank provided solutions for clients, through a range of custom products, such as: Revision 
and expansion of choice of options for service by digital through: increase in maximum 
amount for check deposit using the app, online forms, training aids and videos on use of 
digital services, re-launch of Tefahot credit card and "Mortgage to match your abilities", 
adapted to current market conditions, mobile branch traveled across the country, 
deferral of mortgage payments, loans and deposits adapted for current conditions, 
issue of debit cards allowing for cash withdrawal at ATMs, to enable persons that receive 
various support pensions to withdraw their money without the need to visit the branch. 
The business segment also received solutions through custom products adapted for 

its needs, such as: State-guaranteed loan in fast track, assisted by a personal banker, 
loans from the Northern-Southern Fund, optional deferment of payments for existing 
loans and delivery of business video-conferences on Zoom for relevant solutions for 
the current period (including business conferences for the Arab sector and mortgage 
conferences for the Jewish Orthodox sector).

Protecting employee health 

The Bank has taken steps to protect employee health: Critical units were split into smaller 
work groups at different locations across the Bank, many disinfectant stations were installed 
at different locations at branches and at headquarters, and personal disinfectant kits were 
distributed to all employees. 

Branches were made safe by installing separation partitions for bankers at all branches and 
headquarters units where staff work in open spaces. "Sneeze guards" were installed at all branches, 
to maintain separation between clients and employees. The Bank also adheres to regulations 
and takes the temperature of employees and clients prior to entering Bank offices or branches. 

Most of the meetings take place by digital means and using video-conferencing systems. 
Managers at the Bank receive custom training to help them in dealing with employees 
and clients during this challenging period.

Constant communication with employees

Throughout this period, the Bank maintains constant communication with all employees, 
whether in the office or at home, keeps in contact with employees who are ill or in isolation 
and provides assistance in as much as possible.

During the lock-down period, the Bank provided daily messages to inform employees about 
what was happening at the Bank. The Bank created a special social media channel for Bank 
employees, where content is provided to help employees and their families on various current 
topics, through training kits and tips for dealing with the situation, providing information about 
help lines for assistance in dealing with anxiety during crisis, leisure activities for children and 
teenagers, general-interest presentations provided by digital channels and so forth. Furthermore, 
a web site was created on the Bank's intranet, and a special email address was set up to respond 
to employee queries on various topics.
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Community 
As a business entity whose business relies on the community in which it operates, the Bank is 
committed to be involved with and to invest in the community even in this period. 

Contribution to NGOs helping under-privileged populations 

The Bank has provided significant funds in contribution to NGOs helping under-privileged 
populations in the current period (the elderly, families in need, children and youth with disabilities 
staying at home) and continued its active support for extensive annual projects.

Employees also contribute to the community 

The Bank has informed employees and their families of options for doing volunteer work 
nation-wide, from home or on site. Bank employees also purchased holiday gifts online from 
social-oriented NGOs and businesses, to help them keep operating in these difficult times. 

Bank managers and employees rose to the challenge and volunteered to help in mentoring 
social-oriented businesses and NGOs facing a crisis, through organizations that support such 
entities (SFI, "The Hive", IVN Fund).

Suppliers 
As part of our responsible management of the supply chain, we regard our suppliers as fully-
fledged partners in our capacity to operate the Bank in this period, and we are aware of 
difficulties faced by suppliers in this period. Therefore, the Bank has brought forward payments 
to suppliers, which are made promptly and with no delay. The Bank has also increased the range 
of existing suppliers, in order to provide different Bank units with the required disinfection and 
protection equipment quickly and efficiently.

Corporate social responsibility 
management concept  
at Mizrahi-Tefahot Group
The guiding principles for Bank policy on corporate social responsibility 
are based on the material issues identified by the Bank, in conformity with 
the international reporting standard typically used for corporate social 
responsibility, as developed by Global Reporting Initiative (GRI). This policy 
includes management approach to each of the issues identified as material, 
both for the Group and for stake holders, which significantly impact Bank 
operations and the focus of Bank attention in the coming years. The report 
was compiled in conformity with the stake holder model and includes the 
materiality matrix, which specifies the material topics for the Group and 
for its external stake holders. This process was conducted in two parallel 
channels, integrated to allow us to create the materiality matrix and to focus 
on the 18 material issues.
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Taking part in initiatives and ratings with regard to 
corporate social responsibility
Mizrahi-Tefahot Bank adopts internal and Israeli standard with regard to corporate social 
responsibility. The Bank is measured with regard to corporate social responsibility by business 
organizations that provide analysis in this field. The Bank maintains constant dialogue with 
different analyst organizations and provides answers to questions posed by analysts in this 
field. Such dialogue allows the Bank to review its operations, compared to performance of the 
financial sector in Israel and world-wide, thus improving Bank performance in these areas. 

Maala rating
Since July 2020, Mizrahi-Tefahot Bank has joined the Maala rating of corporate social 
responsibility in business; the Bank was rated at the highest level – Platinum Plus. 

The Maala rating is a powerful tool for evaluation and deployment of social commitment by 
organizations, and is the primary benchmark used to evaluate corporate social responsibility in 
Israel. This rating covers over 150 companies that are measured based on their performance in 
diverse work environments, involvement in and contribution to the community, environmental 
protection, ethics and corporate governance and so forth.

Voluntary reporting
This year, for the first time, Mizrahi-Tefahot Bank joins reporting of greenhouse gas 
emissions initiative of the Ministry of Environmental Protection and the Manufacturers 
Association of Israel. This initiative is designed to shape policy for addressing climate 
change in Israel, whereby the Bank provides a comprehensive annual report of its 

greenhouse gas emissions, with review and identifying the potential for streamlining its energy 
use and resource savings.

Global Compact
Mizrahi-Tefahot Group joined the United Nations Global Compact Initiative in 2015, 
based on its commitment to further promote corporate social responsibility in 
the Group and in the financial sector. The Group supports and promotes the Ten 

Principles of the Initiative. Accordingly, we also report on our progress in implementing these 
principles. 

Our membership of the Global Compact reflects our commitment to adopting international 
standards for social-environmental responsibility in all our endeavors, based on 10 principles 
which reflect our commitment to leading the social-environmental agenda in the country in which 
it operates and around the world. These principles include: responsible employment, preventing 
corruption, human rights and environmental protection. As part of Group commitment to the 
Global Compact principles, this report constitutes periodic Communication On Progress (COP) 
to the organization. 

UN Sustainable Development Goals (SDGs) 
In September 2015, the State of Israel, along with 192 UN member states, adopted a 

resolution to participate in the effort to achieve the 17 Sustainable Development Goals (or SDGs) 
and the realization of 169 global secondary goals by 2030. The goals address global challenges 
in three dimensions – society, environment and economics. The UN goals encompass many 
areas, including eradicating poverty, access to education, gender equality, nutritional security, 
industry, peace and preservation of life at sea, on land and so forth.

Sustainable development goals, based on principles of corporate social responsibility, create 
a multi-sector, multi-nation framework with a common language that increases the likelihood 
of their effective, measurable implementation.

Mizrahi-Tefahot Group promotes these SDGs through its business and social activity. This is 
the fourth year that the Group has reported in its corporate social responsibility Report on the 
commitment to advancing the UN Development Goals. Moreover, the combination of goals and 
the link to reporting on the Bank's social and environmental activities reinforce our commitment 
to sustainable development as part of our business activities. Throughout the report, you can 
read about the Group's comments and activities to promote these goals. As part of preparing 
for reporting of Group operations for achievement of these targets, and following internal 
deliberations, we set social and environmental targets, supporting the promotion of SDGs on 
which the Bank chose to focus. 

Other entities that review Bank operations with regard to 
corporate social responsibility 
The Bank is reviewed and rated by the following analysis organizations: Bloomberg, RobecoSAM, 
MSCI, Sustainalytics, FTSE, ISS ESG
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Investing in Clients
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Our clients
Mizrahi-Tefahot Group is committed to success of all its clients, acting to generate 
value for them over time in all of its operating segments. This commitment 
is reflected by fair conduct and by creating a range of channels for providing 
service and products customized to the needs of every client.

It is also committed to listening to client needs, to ensure their privacy and to 
providing professional tools for their success.

In order to implement this policy, the Group takes action on four levels:

# Client experience – the Bank regards client satisfaction as a benchmark for success, and 
therefore sees great importance in quality of service, striving to provide optimized, personal 
service to all clients. To this end, the Bank is committed to fair conduct vis-à-vis clients, to 
create a variety of channels for them for obtaining services, and to develop banking products 
suited to their needs, while ensuring client privacy and attentiveness to client needs.

# Fairness and transparency vis-a-vis clients – Fairness and transparency are fundamental 
values in the Bank's Code of Ethics and in the perception of its corporate responsibility. A 
fair relationship with all stakeholders, and especially with clients who are at the center of 
business activity, is the basis for trust, success and creating shared value.

# Ensuring client privacy – The Bank sees great importance in information security and is 
committed to ensuring privacy and to protecting information of its clients. To this end, the 
Bank has specified its information security and cyber strategy and policy. This policy has 
been approved by Bank management and by the Board of Directors, in line with Bank of 
Israel requirements, allowing for careful and responsible management of client personal 
information. 

# Promoting common value – Mizrahi-Tefahot Bank strives to generate social and/or 
environmental value, as part of its business operations and together with the economic 
value generated, to promote common value for the Bank and for its clients. 

Products and services to promote the client experience 
Adapting products and services to the business environment and to client needs and making 
them more accessible to clients and to the general public, with understanding of the unique 
attributes of clients in different segments of Israeli society, including: 

Adapting financial products 

The Group offers a range of financial products and services, including deposits and savings 
channels, as well as special benefits, according to needs of its different clients, their financial 
situation, their different life stages and the unique needs of different demographics.  

Innovation in Bank products and services  

The Bank acts to promote and adopt innovation in all its activities, with constant review of the 
pace of technology development and changes in consumer habits and preferences, in Israel 
and world-wide. To enhance the client service experience and to provide optimal, high-quality 
service, the Bank develops products in response to various client needs and to the evolving 
reality. In 2019, multiple innovative products were offered to clients, such as the retirement 
mortgage, designed for retirees, and "Supportive parent deposit" –  incorporating both the 
deposit and mortgage domains. 

Get Your Mortgage from the Experts at Tefahot 

Being the top mortgage bank in Israel, with over one million mortgages originated over decades, 
the Bank strives to maintain its leadership position in this field and to customize financial 
solutions for its clients and for the Israeli public, so as to allow them to balance their needs and 
their financial capabilities over the short and long terms. 

The Bank offers the following services, inter alia: Digital mortgage – allowing clients who are 
looking for a mortgage to apply for a general approval, simply and easily on the Bank website. 
"Mortgage on hold" – This product allows the client to occasionally put their mortgage 
payments on hold. 

The Bank acts to promote and 
adopt innovation in all its activities, 
with constant review of the pace 
of technology development and 
changes in consumer habits and 
preferences, in Israel and world-wide.

The Bank promotes mortgage-related 
knowledge by providing financial 
education for various demographics 
and holds specific meetings, such 
as "Let us meet – mortgages", Resident 
Pricing meetings and specific meetings 
for purchase groups or foreign residents. 
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Investing in Clients

Providing solutions for a wide range of clients
Mizrahi-Tefahot Bank strives to promote a divers range of clients of different demographics, 
providing a customized solution for the needs of each one, acting for the success of all Bank 
clients and generating value for them at all levels of Bank activity. This commitment is reflected by 
fair conduct and by creating a range of channels for providing service and products customized 
to the needs of every client.
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Wide banking deployment 

The basis for making services accessible 
to the general public is through Group 
branches deployed nat ion-wide. 
Branches are primarily aimed at providing 
professional, high-quality service to 
clients of all banking segments, close to 
the location where the service is required 
(residence or place of business). The Bank 
continues to expand its branch network 
in accordance with its strategic plan, with 
location selection based on considerations 
such as providing optimal service to clients, 
economic viability considerations etc. 
Since 2015, the Bank has opened 17 
new branches nation-wide, of which 7 
are located in Arab towns. 

As of the end of 2019, the Bank operated 
198 Group sale and service locations, 235 
self-service stations and 305 ATMs. 

 service and sale locations

 ATMs

  Self-service stations

Total:

198305235

4172
52

North

11694
82

Center

65

38

45

South

Jerusalem region

4452
37

Diverse service channels 

Bankers in the branches are the main communication channel with clients. There also other 
channels, such as: Banking call centers, email for inquiries, dedicated websites, apps, social 
media, conferences and workshops.

Bank clients receive banking services through a range of major channels, as part of the unique 
Hybrid Banking approach.  This approach is an optimal combination of personal and digital 
banking, allowing all customers direct access to their personal banker at the branch by using 
a range of online channels. This unique, innovative service concept puts to use technological 
advances in the banking world, to create an immediate, direct link between the client and their 
personal banker at the branch and is also applied to mortgages.

In 2019, the various tools were 
added to the transaction website, 
based on needs raised by 
business clients and feedback 
gleaned there from, to improve 
the user experience:
• New payroll interface, with 

optional payment by file.
• Providing online permissions to 

administrative users for viewing 
information and launching 
transactions.

• Advanced search for 
transactions and expanded 
information presented.

• Improvements in the capital 
market section, for easy and 
convenient management of 
trading of Israeli and foreign 
securities.
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Jewish Orthodox sector – The Bank intensifies its ties with the Jewish Orthodox community 
by expanding activity in the existing ones. The Bank specifically addresses the Orthodox Jewish 
society through specific media, by adapting the language of the marketing messages.

Retirees – As part of the plan to expand activity among retirees, 
the Bank used multiple channels in order to expand its unique 
offering of products and services for this audience. The diverse 
activities for retirees include lectures designed for retirees, Digital 
banking empowerment activities, pension advisory service 
and Retirement Mortgage – a unique product developed by 
the Bank in response to financing needs of such clients, along 
with customized investment products.

Promoting disadvantaged populations and help clients 
in crisis 

The Bank is committed to supporting disadvantaged populations 
in Israel. This is due to the Bank being part of Israeli society and 
because some Bank clients come from these populations. In this 
regard, the Bank acts to help clients in debt, women staying in shelters for abused women and 
population in need, both directly and through organizations that work with these populations, 
and by providing focused, individualized support designed to help clients overcome financial 
adversity, while maintaining respectful and patient service.

Promoting accessibility for persons with disabilities 

Mizrahi-Tefahot Bank believes in providing equal service to all clients, while adapting these for 
individual needs of each and every client, including for persons with disabilities. To this end, 
the Bank acts to make its services accessible, so as to allow for easy, convenient access to Bank 
products and services and to allow anyone who so wishes to become a Bank client.

As of the end of 2019, 96% of Mizrahi-Tefahot Bank branches and 100% of Bank Yahav branches 
are accessible to persons with disabilities, in terms of building and related accessories. All Group 
ATMs are accessible to persons with disabilities. 

Business sector and high-tech industries 

In the business sector, where financial management 
is complex and has unique attributes – the presence 
of a human, personal banker, which is a highly 
important and valuable factor for business owners, 
results in an outstanding service experience. 

The Bank also expands its activity among business 
clients in the high-tech sector (including start-up 
companies), through the High-tech Department, as 
well as through ten branches nationwide specialized 
in serving high-tech clients.

A unique solution for diverse demographics
The Bank defined Arab sector, the Jewish Orthodox sector and retirees as demographics on which 
the Bank wishes to focus over time and with which the Bank would like to intensify contact. This 
is based on the understanding that these demographics have social and cultural attributes, as 
well as unique financial needs, that require a custom response in order to bring about their true 
integration into Israeli society.

Arab sector – The Bank is expanding its business 
activity in the Arab sector, according to a long-
term, plan by opening new branches (in 2019, 
the Bank opened a new branch in Tayibeh) and 
expanding activity in existing ones (as of 2019, 
8 branches), focusing its marketing message on 
diverse media channels.
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اتصلوا 8860* 

في بنكك ما بيعطوك إحترامك؟

فـي مـزراحي طفحوت
كل الإحترام إلك!

מזרחי-טפחות
עם הפנים לפנסיה

רוצים לשמוע עוד? המומחים של טפחות לשירותכם | 8860*

איך תראה הפנסיה שלכם?

 האמור לעיל הינו בבחינת מידע בלבד ואינו מהווה הצעה למתן ההלוואה. מתן כל סוג אשראי בכפוף לשיקול דעת הבנק.
אי עמידה בפירעון ההלוואה עלול לגרור חיוב בריבית פיגורים והליכי הוצאה לפועל.

 חדש מהמומחים של טפחות

ת ני ו י פנס משכנתה 
 גם בתקופת הפנסיה תוכלו ליהנות מהחיים, לעזור לילדים,

 לממן לעצמכם הוצאה חד פעמית או לסגור התחייבויות קודמות. יצאתם לפנסיה?
מהיום, הבית שלכם מאפשר לכם תוספת לפנסיה ועדיין נשאר בבעלותכם.

A survey published by the 
Supervisor of Banks for the 
business sector shows that 
Mizrahi-Tefahot Bank leads 
in overall satisfaction, in 
willingness to recommend the 
Bank and in satisfaction with 
service at branches

In 2019, new credit approved 
to promote startup companies 
and for development of 
Israeli high-tech amounted to 
approximately

USD 130 million
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Fairness and transparency 
towards clients

Fairness and transparency are fundamental values in the Bank's Code 
of Ethics and in the framework of its corporate social responsibility 
philosophy. A fair relationship with all stakeholders, and especially 
with clients who are at the center of business activity, is the basis for 
trust, success and creating shared value.
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In 2019, the Bank conducted fairness surveys among the general public to study the Bank's 
standing and perception as a fair bank, compared to other banks. This year, too, Mizrahi-Tefahot 
Bank was perceived as the most fair bank in the banking system.

Perception of bank fairness among the public at large1

35%
30%
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20%
15%
10%

5%
0%

 2019  2018  2017

Bank D

9% 7%
10%

Bank A

23% 23%
20%

Bank B

21% 20% 18%

Mizrahi-Tefahot

28% 28%
33%

Bank C

15% 13% 15%

1. The answers do not add up to 100% due to the potential answer "another bank"
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90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Client satisfaction 
survey conducted 
by the Supervisor 
of Banks

Enhancing client satisfaction
In order to assess client satisfaction and maintain its high level, the Bank uses focus groups 
and regularly conducts surveys. Based on findings from these surveys and focus groups, the 
Bank adapts its conduct vis-a-vis clients.  

Client satisfaction survey by the Supervisor of Banks 

In 2019, the Bank of Israel conducted, for the second time, a client satisfaction survey among 
clients of all banks. This survey found that Mizrahi-Tefahot Bank clients are satisfied with direct 
and digital services offered to them, and the Bank is rated well ahead of the other banks. 

In 2019,  
"satisfaction with 
banker" was rated

8.8 (out of 10) 
for the fifth year in a row.

"Banker fairness  
to clients  
at branch" 

was rated 8.7

"Positive atmosphere  
at branches" 

was rated 8.5
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Financial education
Being one of the top 5 banks in Israel, which 
impacts the economy and the market, we at 
Mizrahi-Tefahot attach great importance to 
promoting financial education among the Israeli 
public and we make an effort to provide our clients 
and the public with tools for proper financial 
conduct, tools for economic empowerment and 
proper budget management.

The Bank provides support and economic advice 
to small and large businesses and delivers 
financial workshops and training for the public 
at large so as to provide basic concepts in the financial world for diverse demographics to 
improve their economic well-being.

In 2019, the Bank conducted

75 sessions and conferences 
on financial topics, 
enjoyed by approximately

4,700 attendees

Development of environmental and 
social products
Providing loans for development, construction or 
launching of environmental products – The Bank 
is committed to promoting environmental issues and 
therefore assists by providing loans for development 
of new technologies for generating, including to clients 
seeking to construct solar energy generation plants.  
In 2019, the Bank provided NIS 600 million to 
promote environmental causes.

Providing loans for development, construction or 
launching of social products – The Bank, being a 
major financial institution, is aware of its accountability 
for economic stability and growth and supports small businesses through various funds which 
promote social or business goals in outlying areas and through support and promotion for 
social businesses. In 2019, Mizrahi-Tefahot Bank provided NIS 978.5 million to promote 
social causes.

In 2019, the Bank provided 
approximately  

NIS 600 million
to promote environmental 
causes and approximately 

NIS 978.5 million 
to promote social causes

Promoting common value 

Mizrahi-Tefahot Bank strives to generate social and/or environmental 
value, as part of its business operations and together with the economic 
value generated, to promote common value for the Bank and for its 
clients. In order to implement this principle, the Bank offers products 
with environmental and social value and offers financial meetings for 
clients and for the public at large. The Bank recognizes the importance 
of identifying risk and opportunities facing the Bank and provides 
loans for development, construction or launching of products with a 
positive environmental and social impact. 

Conference to launch social-oriented debenture, in Rahat


