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an increase in net interest and similar revenues for the amount of 4.6 million BAM or 1%, which is the 
result of a decrease in total interest and similar revenues for the amount of 10.3 million BAM or 1.8% 
and a simultaneous reduction in total interest and similar expenses for the amount of 14.9 million 
BAM or 13.1%; 

increase in total operating revenues for the amount of 16.6 million BAM or 5.31%, whereby in the 
structure of these there is an evident increase in foreign exchange earnings, fees for services 
rendered, fees for off-balance sheet activities and trading activities, along with a decrease in revenues 
on the basis of loan fees and other operating revenues; 

increase of total non-interest expenses in the amount of 6.1 million BAM or 1.1%, whereby total 
operating and direct expenses remained at approximately the same level, while total operating 
expenses increased by 6 million BAM or 1.6%. 
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Our vision is to be the driver of positive social changes and the growth of the banking system in Bosnia 
and Herzegovina, by doing our business responsibly, reliably and safely, by taking care of our clients, 
shareholders and the society as a whole, and in accordance with the time to come. 

Our mission is to be an accessible bank that provides quality and safe products and services tailored to 
the needs of clients and with the aim of supporting the development of the economy of Bosnia and 
Herzegovina and the society as a whole, for the purpose of long-term growth and development. We 
achieve it by complying with laws, transparently reporting and investing in education and development 
of human resources.

The values we cherish are:

Vrijednosti koje njegujemo su:
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Corporate social responsibility is an integral part of the business strategy of Nova banka and all its daily 
activities.
Responsibility is one of the basic values that are nourished in Nova Banka. By having a responsible 
approach to all aspects of business, all employees of the Bank respond to many challenges.

The quality management system that has been introduced in everyday business leads to the 
achievement of set goals in terms of the quality of business and service delivery. This system consists of 
the organizational structure, the responsibility of the entities in the organization, the processes and 
resources needed to manage the system, all with the aim of:

Our goal:

Upravljanje kvalitetom

Quality management

Basic principles of corporate social responsibility of Nova banka are:

Increasing clients' satisfaction 
Strengthening clients' loyalty
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Accessibility

25



27

Accessibility

26



2827



2928



3029



3130



3231



3332



34

In 2018, there was an increase in the number of clients – Corporate clients and the Public sector, by 1.45%. This 
growth trend is caused by client-oriented business approach, competitive price and non-price elements of 
the products.
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Balance of the portfolio of placements to natural persons on 31 December 2018 amounts to 478.77 million 
BAM and is higher by 3.4% in relation to the same period of 2017, i.e. it is 13.74% higher if the same period of 
2016 is observed.

Total loans to SME clients on 31 December 2017 amounted to 266.94 million BAM, and on 31 December 2018 
they amounted to 234.83 million BAM, which meant that in 2018 there was a decrease of 32.1 million BAM, or 
-12.03%.
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In order to support the operations of small and medium-sized enterprises that are the bearers of economic 
activity in the country, in 2018 the Bank placed more than 115 million BAM of loans to this segment of 
enterprises and issued guarantees in the total amount of over 30 million BAM.

In particular, it should be noted that in 2018 Nova banka was an absolute leader when it comes to loans from 
the credit lines of the RS Investment-Development Bank intended for the economy. This is supported by the 
fact that 70% of all loans from these credit lines are placed through Nova banka (more than 65 million BAM).

The level of loans and the purchase of accounts receivable of Corporate clients and the Public sector at the 
end of 2017 amounted to 605.9 million BAM, while on 31 December 2018 the level of 585.8 million BAM was 
achieved, which was by -3.3% (-20 million BAM) less compared to the previous year. 
In the observed period, the largest increase by volume was recorded in maturing loans (10.3 million), while 
long-term loans fell by -25.9 million BAM and short-term loans fell by -4.5 million BAM. By segments, the 
Public sector fell by -4.2% (-12 million), and Corporate clients fell by -2.5% (-8 million KM).

Off-balance sheet items on 31 December 2018 were reduced in comparison with 31 December 2017 by -22% 
(-41.8 million BAM). Structurally, in the observed period, the structure of the off-balance sheet was somewhat 
changed in favor of payable guarantees. Payable guarantees fell by -3.7 million by volume, performance 
guarantees fell by -29.5 million, and irrevocable liabilities fell by -8.5 million. Observed by segments, the 
off-balance sheet of Corporate clients fell by -39.9 million, while the Public sector was reduced by -1.9 million.
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Po segmentima posmatrano, ostvarenje plasmana segmenta Velikih klijenata je iznosio 446,5 miliona KM, 
dok je Javnom sektoru plasirano 285,7 miliona KM. Smanjenje segmenta Velikih klijenata po ukupnim 
plasmanima je -9,7% 
(-47,9 miliona KM) i dok je smanjenje plasmana Javnog sektora -4,6% (-13,9 miliona KM).

Observed by segments, realization of the placements of the Corporate clients' segment amounted to 446.5 
million BAM, while 285.7 million BAM was placed to the Public sector. The decrease in the Corporate clients' 
segment by total placements is -9.7% (-47.9 million BAM), while the decrease of the Public sector placements 
was -4.6% (-13.9 million BAM).
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On 31 December 2017 the level of deposits of Corporate clients and Public sector amounted to 457 million 
BAM, while on 31 December 2018 it reached 479 million BAM, which is 5% higher than the amount of 
deposits from the previous year. The structure of deposits was changed in favor of the A-vista deposits in 
relation to the base period. Observed by segments, Corporate clients' deposits recorded a decrease of 3.8 
million BAM, while Public sector deposits recorded a growth of 26.6 million BAM. 

At the end of 2018, the total deposits of SME clients continued the trend of increase and, in comparison with 
the same period of 2017, they increased by 22.1 million BAM (19% growth). It should be emphasized that the 
demand deposits generated a growth of 28 million BAM, while in the case of term deposits, as a result of the 
premature cancellation of several major subaccounts, there was a decrease of 5.5 million BAM. 
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This fact resulted in directing the strategy towards increasing the use, i.e. activity of card products. The rising 
trend in the number of cards was re-established in 2018 and on 31 December 2018 it showed 5.5% growth 
compared to 2017, while the percentage of active cards in the total number of cards reached the level of 67%, 
compared to the level from 2014 when it was 49%.
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In cooperation with the mobile operator M:tel, the Bank offered its users a completely unique service on the 
market of BiH, which provided the possibility of paying monthly bills for telecommunication services through 
an application installed on a mobile phone or tablet device. The mobile operator (M:tel) delivers to the user of 
the service a bill about the monthly charge that the user authorizes on a mobile device or tablet and makes 
a payment.
The m:pay service also provides the possibility to top up any of your Frend (prepaid) accounts via the 
application. In addition to paying personal bills, the user of this service can make payments of the bills of their 
parents, friends or children who are not able to directly use this service. Payments of bills and top ups of Frend 
users are realized by direct debiting the current account of the service user.
The functionality of this application has been extended to a new service that allows the transfer of money 
from one user service to another by debiting the transaction account of the sender and crediting the 
transaction account of the recipient of funds.

In the coming period the Bank will pay special attention to the establishment and measurement of the 
quality of services provided by employees to clients, with a special emphasis on the behavior of employees 
who are in their everyday work in direct contact with clients, their way of treating the clients, selling services, 
absences, replacements, rotations aiming to provide the highest quality services through which the Bank 
achieves clients' loyalty. During 2019, service quality trainings for all frontline employees will be held again. 
The goal is to keep existing clients and attract new ones, because only in this way we will be able to grow and 
preserve the leading role in the market. In order to reduce the dissatisfaction of clients due to crowds at the 
Bank's counters, certain activities have been undertaken aimed at reducing the waiting time when 
performing transactions. These activities relate to the exclusion of the so-called "slow transactions" from the 
counters (opening of bills, packages, term deposits, power of attorneys, etc.), to the increase of cross-sell 
activities in the sales of standing orders for payment of overheads, as well as to the increase of the sales of 
electronic banking services.

The quality of the service will be monitored through a quality index, which includes the following items:

        mystery shopping visits
        assessment of the working environment 
        level of migration
        customer attrition rate
        test results.

Quality index will be calculated twice a year. Each sub-branch will receive recommendations for 
improvement along with the evaluation. The quality index in 2014 was 3.26, in 2015, 3.87, in 2016, 3.32, in 2017, 
3.60, as well as in 2018. The plan for 2019 is to bring the quality index at least back to the level of 2015 (3.87 - 
4).
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The total level of deposits of the Bank is by about 3% higher than at the end of 2017. The decrease in the 
deposit interest rates of the banking sector resulted in an increase in deposit concentration in shorter 
maturity categories, but despite this, the Bank maintained the maturity structure of deposits at an optimal 
level, and the share of long-term deposits in total deposits of the Bank at the end of 2018 was 48.04%.
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KONTAKT
0800 50011
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