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Handelsbanken in brief

• Founded in 1871

• Higher profitability than the other major Swedish banks for 38 
years running

• One of the most cost-effective listed universal banks in Europe

• Lower loan losses than other major banks

• More satisfied customers than other major banks*

• High rating

• Loans to the public: SEK 1,484 billion (Q2 2010)

• Just over 11,000 employees, operations in 22 countries

• 460 branches in Sweden, 146 in other Nordic countries, 72 in 
Great Britain and 32 in the rest of the world

• 
*Source: Swedish Quality Index 2009



Handelsbanken Group 

Summary January – June 2010, compared with 
January – June 2009

• Profit after tax for total operations increased to SEK 5,4 billion (5,2) 
and earnings per share amounted to SEK 8.73 (8.49)

• Tier 1 capital increased to SEK 86.6 billion (83.2) and the Tier 1 
ratio according to Basel II went up to 14.8 percent (12.6)

• Return on equity for total operations was 12.8 percent (13.1)

• During the first half of the year, the Bank refinanced a bond volume 
of SEK 170 billion corresponding to all maturing bonds up to 
February 2011 and the liquidity reserve exceeded SEK 550 billion

• The loan loss ratio decreased to 0.12 percent (0.23), with loan 
losses amounting to SEK -920 million (-1,835)



Handelsbanken’s decentralised organisation

• Focus on the customer

• Only three layers of management; CEO -> Head of Regional Office -> Branch manager
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Handelsbanken’s organisational structure

Central head office

Handelsbanken (central units )

Handelsbanken International
Handelsbanken Asset Management

Subsidiaries

Handelsbanken Fonder (mutual funds)
XACT Fonder

Regional head offices

Northern Sweden
Central Sweden
Stockholm
Eastern Sweden
Western Sweden
Southern Sweden

Denmark
Finland
Norway
Great Britain - 
Northern
Great Britain - 
Southern

Handelsbanken Capital Markets

Handelsbanken Finans

Stadshypotek
Handelsbanken Liv



Handelsbanken has operations in 22 countries

• Branches with universal banking operations
• Denmark (53) 
• Norway (48) 
• Finland (45) 
• Sweden (460)
• Great Britain (72)

• Branches in the rest of the world
• Greater China – Shanghai, Hong Kong
• Singapore
• USA - New York

• Representative offices
• Greater China – Beijing, Taipei
• India – Mumbai (Bombay)
• Malaysia – Kuala Lumpur

• Branches in the rest of Europe
• Austria – Vienna
• Estonia – Tallinn
• France – Paris, Nice
• Germany – (7)
• Latvia – Riga
• Lithuania - Vilnius
• Luxembourg – Luxembourg
• The Netherlands – (5)
• Poland – (4)
• Russia – Moscow, St. Petersburg
• Spain – (2) 
• Switzerland – Zurich *

• * Asset management only



The beginning



The birth

• Centralisation a key word up to 1970

• Doubts about the abilities of the employees, imposing strict 
controls on them

• Jan Wallander was hired as a new CEO for Handelsbanken

• Jan Wallander created the current organisation of Handelsbanken

• Main principles still exist after 40 years, mainly unchanged



Human nature

Human species has not changed in biological nature

• Steering methods

• Guiding people with praise, withholding criticism -> steering 
by means of positive signals

• Goals are needed

• Everyone must see chances of attaining the goal

• Freedom to develop, to take initiative and to get increased 
responsibility

Primary reporting units should be small, decision making and 
responsibility decentralised



Decentralisation

‘We have great confidence in our staff and great respect 

for what they achieve. We look upon them as sensible and 

competent and filled with the natural desire to do a good job. 

We believe that they have great potential, enthusiasm and 

ability to learn about new conditions, new technology and 

new forms of work.’



Advantages and problems

• Close to the customer, considering local needs and wishes  

• Quick decision-making, dynamism

• Long and difficult process to put into practice

• People are unwilling to hand over power



Handelsbanken today- 
Our Way



Our goal

Higher profitability than the average for other banks in our

domestic markets

• Lower costs

• More satisfied customers



Decentralisation - The branch is the Bank

• All business decisions taken at the branches

• Customers like talking to the person making decisions

• Central and regional head offices employing mainly experts

• Branches are not a distribution channel, branch is the bank



Decentralisation - Everyday service of world class

• First class service can mean ordinary products

• The need for service is often urgent, unexpected and not very 
complicated

• Assumes familiarity with the customer

• Habit and ability to make independent decisions

• High degree of availability is needed



Decentralisation - Lower costs

• We are last to leave the battlefield

• Strict responsibility for the profitability

• Constantly improving operations

• Shorter decision paths -> fewer employees

• Paying lower salaries not an option



Decentralisation - Stable finances

• We are stable but not defensive

• Low risk tolerance, strict credit policy, no compromises

• Credit portfolio must be of highest class

• ’A bank is never better than it’s customers



Decentralisation - Focus

• Focus is needed -> focus on being Handelsbanken

• Profitability always ahead of volume

• Also means what we should not be doing, 

for example budgeting



Planning- 
The Wheel



The Wheel

• High level of competence and skills

• Everyone takes responsibility for development

• Yearly process;

1. Branch business plan

2. Individual discussions

3. Individual action plans

4. Individual follow-up

5. Salary dialogue review



The Wheel - Branch business plan

• All units produce one

• Focuses on the customer

• All employees participate

• Seeing how all individuals contribute



The Wheel - Individual discussions and action plans

• How people contribute to the overall goal(s)?

• Individual action plans

• Including both measurable actions and developmental goals

• Both plans are followed up, at least once a year

• Salary dialogue review based on the actions agreed on the 
personal plan



Not everything can be measured

• Competition against;

• Competitors

• Other branches

• Own branch

• Simplified financial statement each month



Not everything can be measured

• Employees don’t compete with each other

• No commissions or other bonuses linked to personal 
achievements

• Culture bearers, customers’ favorites and everyday heroes

• Long-term approach difficult to measure



What not to decentralise?

• Common ideas, values and our brand

• Credit policy

• Accounting systems

• Decentralisation is not anarchy, but makes us 
quicker, more proactive and more efficient

• Leading to lower costs and more satisfied customers



Oktogonen



Oktogonen

• Foundation owned and controlled by the employees

• Started in 1974, by Mr Jan Wallander

• All large banks are exposed to the same macroeconomic 
factors that cannot be hedged away

• Work done by staff is a key factor behind success



Oktogonen

• Added value would be shared with the people creating it

• Employees as a meaningful owner in the bank



Oktogonen - How it works?

• Our goal is to achieve higher return on equity than our 
competitors

• Ca 1/3 above the average is put into Oktogonen

• Everyone gets an equal share

• Paid out when one retires

• Oktogonen comprises cost-consciousness, customer 
satisfaction and a long-term perspective



Oktogonen – Where are we today?

• We are the single biggest shareholder in the bank:
(30.9.2010)

Oktogonen 10,7 %

Industrivärden 10,3 %

Robur funds 3,3 %

• The retiring employee today is paid several hundred 
thousand euros (having been working in 
Handelsbanken since 1974)



Have we succeeded?



Our goal

Higher profitability than the average for other banks 
in our domestic markets

• Lower costs

• More satisfied customers



Handelsbanken Group 

Return on shareholder’s equity, 1973 – 2009
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Our goal

Higher profitability than the average for other banks in our

domestic markets

• Lower costs

• More satisfied customers



Handelsbanken Group  

Cost-effectiveness – leading Nordic banks 

Adjusted for one-off items 
(SHB and SEB: Extra dividend in Visa Sweden. Nordea, Danske and DnB NOR: Capital gains Nordito/PBS Holding)

Weighted average excluding
Handelsbanken

50,1

58,2

53,2
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47,7

68,1

%

Handelsbanken 

DnB NOR
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56.2

Expenses/income (excluding loan losses), January - June 2010



Our goal

Higher profitability than the average for other banks in our

domestic markets

• Lower costs

• More satisfied customers



Handelsbanken Group 

Customer satisfaction – Nordic private market
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Handelsbanken Group 

Customer satisfaction – Nordic corporate customers
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A selection of awards received by Handelsbanken



Bank of the Year 2009
• Privata Affärer’s citation:

• “A full-range bank that has 
proved to be impressively stable 
during troubled times, and has 
therefore been able to act more 
offensively for the benefit of its 
customers.”

Claes Ericson, branch manager Jönköping, Pär Boman, 
CEO, Lisa Smideblad, branch manager Solna, Åsa Hall, 
branch manager Högalid, Johan Lagerström, Press officer, 
Carina Åkerström, Head of Regional Bank Eastern Sweden, 
Marion Ulander, branch manager Hammarby.

• “Of course, all of us at Handelsbanken are delighted to receive 
such excellent recognition. It stimulates us in our work of lifting 
our service level even higher, of increasing our availability and of 
improving our customer offering – quite simply of becoming a little 
bit better for our customers every single day,” says Pär Boman.



The Banker’s Bank of the Year 2009 – Sweden (Dec 2009)

• Handelsbanken was awarded the Financial Times’ prize 
“The Banker’s Bank of the Year 2009” in Sweden.

• The prize was awarded for Handelsbanken’s sensible 
approach in the turbulent banking market during 2009 
and the magazine praises the Bank for how its 
organisation is managed.



Handelsbanken grabs its chance in London
No bonuses, no government support, low 
loan losses, local branch offices and new 
jobs. Handelsbanken is flourishing on the 
British banking market, which is more than 
twice the size of the Nordic market. 
Anders Bouvin, the new head of 
Handelsbanken Great Britain, is 
responsible for the continuing expansion 
on the Bank’s most important growth 
market.

“I definitely expect the rate of new branch openings to 
rise, but we have no time schedule. It’s all about doing 
things that are also right for the long term,” says Anders 
Bouvin, who will be leading the work of building up a head 
office in London for Handelsbanken’s operations in Great 
Britain. 
Mr Bouvin’s previous position was as head of the Great 
Britain – North regional bank, based in Manchester. 

Handelsbanken grabs its chance in London 
Dagens Industri, 5 February 2010



Dagens Industri, 5 September 2009 
Best share in the world



Dagens Industri, 29 April 2009 Stable figures from SHB
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SvD Näringsliv, 29 April 2009 Bank against the stream



“We show respect and care. We always have our  
customers’ long-term interests in mind, not our own 
short-term profits. We make it easy to be a 
customer of Handelsbanken and we are where our 
customers live or do business.”

Handelsbanken



Handelsbanken 
Our Way
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