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THE JOURNEY 
THROUGH THE 
YEARS



BKT, with the name it holds today, was established in January 1993 by 
the joint venture of Banka Tregtare Shqiptare with Banka Kombëtare 
e Shqipërisë. BKT was registered as a shareholder in 1997, and today 
is the largest and the oldest bank in Albania. BKT accomplished its 
privatisation process in 2000 and on 30 June 2009, Çalık Holding 
became the only shareholder of BKT. 

Having a consolidated capital structure and with extensive and 
dynamic competitive advantages, BKT began a new phase of growth 
and sustained success. Being the oldest bank and the first provider of 
financial services in the country, BKT has deep-rooted experience, in-
depth local knowledge, a solid corporate culture and a more innovative 
approach to support its vision.

BKT opened its first branch in Kosova, respectively, in November 
2007, a few months prior to Kosova‘s declaration of Independence (17 
February 2008). BKT brought its long experience and heritage to this 
newborn country. From that moment on, BKT and Kosova continued to 
grow together and help each other prosper. With maximum dedication, 
starting with a staff of 11 people, Banka Kombëtare Tregtare expanded 
its network in 15 cities of Kosova by positioning closer to clients with 21 
branches and at the same time increasing the number of employees 
to 394.
 

The roots of Banka Kombëtare Tregtare 
were founded on 29 November 1925 with the 
establishment of the first branch in the historical 
building in Durrës that represents the oldest 
financial institution in Albania.
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On 30 April 2018, Banka Kombëtare Tregtare Kosova Branch, changed 
its status from branch of a foreign Bank to a subsidiary Bank. Now, it 
is a Bank licensed by the Central Bank of the Republic of Kosova, 
with the change of the status, the bank changed its name from Banka 
Kombëtare Tregtare Kosova Branch to Banka Kombëtare Tregtare 
Kosovë J.S.C.

BKT Kosova operates with a strong focus placed on international 
banking and global partnerships, as well as on enhancing its customer 
service with the aim to provide access to banking for all customer 
categories: Individuals, Corporations, SMEs and Micro-enterprises. 
BKT Kosova is one of the fastest-growing banks in the Kosova market 
and it runs the fastest and most innovative pace of digitalization in the 
banking industry of the country.
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MISSION, VISION 
AND CORE VALUES



Mission
To contribute to rising standards of living by using our talents and 
energy to develop solutions that add value to people’s lives, by 
providing people with peace of mind, convenience, and possibilities 
in the banking sector.

Vision
To grow and become a leading bank in Kosova, by adding value to 
every life we touch, in each of our areas of operation, with reliable 
teams empowered by our innovative and entrepreneurial spirit.

Values and Working Principles
Our people are guided by the fundamental values and main working 
principles as follows:

Our Core Values:
 
Fairness
Heart-guided work
Reputation
People orientation
Innovation
Agility
Sustainability
Integrity
Confidentiality
Transparency

Our Work Principles:
Teamwork
Accountability
Open communication
Quality
Efficiency
Customer focusBKT

MISSION WORKING 
PRINCIPLES

VISION
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MILESTONES

60% of the BKT shares are 
transferred to Çalık - Seker 
Konsorsiyum Yatirim A.S.

BKT becomes a 100% subsidiary 
of the Çalık Group following the 
acquisition of the remaining shares 
by Çalık Finans Hizmetler.

The inauguration of the 
Bank’s Durrës headquarters 
on 30 November 1925.

1925

Following the merging of the 
Albanian Commercial Bank (ACB) 
and the National Bank of Albania 
(NBA), BKT assumes its present 
name.

BKT is established as 
a Joint Stock Company 
in July 1997, with assets 
reaching ALL 2.7 billion.

BKT accomplishes its privatization process. 
The new shareholders invest US$ 10 million, 
resulting in the strong capitalization 
of the Bank.

The new shareholders structure brings 
BKT major transformations including 
the development of a new infrastructure
and the restructuring of all aspects
of the Bank’s operations.

A new branch opens in Pristina, Kosova 
in November 2007 as the foreign 
investment of BKT. 

1993

1997

20002000

20002001

20002006 20002007

20002009

17
BKT-ANNUAL REPORT 2021

16
BKT-ANNUAL REPORT 2021



20002010

20002013

20002014

20002015

20002021

20002018

BKT celebrates its 90th 
anniversary.

BKT officially becomes the 
largest bank by assets within 
the Albanian banking system.

BKT made the first dividend 
payment by 30 million USD.

20002017

On April 30, 2018, Banka Kombëtare Tregtare Kosova 
Branch changed its status from foreign branch to Joint 
Stock Company. Now its bank license issued from Central 
Bank of Kosova, has changed from Banka Kombëtare 
Tregtare Kosova Branch to Banka Kombëtare Tregtare 
J.S.C Kosova, BKT Kosova.

20002020

BKT Kosova is honored with 
prestigious award by the Banker 
as “Bank of the Year in Kosova for 
2020”.

The first Islamic Leasing Company 
in Albania, Albania Leasing 
Company, was established in a 
partnership with BKT.

BKT Kosova has been honored with multiple prestigious 
awards in the areas of business excellence, digital banking, 
retail banking, brand recognition, innovation, mobile banking, 
e-banking and leadership. BKT Kosova was awarded as “The 
Best Bank in Kosova for 2021” by The Banker for the second 
consecutive year, “Best Bank in Kosova” by Euromoney and 
Global Finance.

BKT celebrates its tenth 
anniversary of privatization and 
the 85th anniversary of its first 
branch in Durrës.
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CORPORATE 
SOCIAL 
RESPONSIBILITY 



Corporate Social Responsibility lies at the heart of BKT Kosova’s 
culture. The bank is proud of employees’ involvement in a multitude of 
CSR activities, demonstrating the commitments of the whole Bank to 
responsible initiatives.

BKT Kosova Corporate Social Responsibility framework is built to 
accelerate meaningful change that benefits various segments of the 
society, namely in the fields of Environment, Education, Economic 
Development, Arts, Sports and Social Welfare. 

Throughout the year 2021, the Bank continued its support towards 
many projects, committed to play a broader role in the community 
in which it operates by way of supporting various initiatives through 
donations, sponsorships, volunteering and charitable activities, actions 
that reflect the institution‘s values ​​to society and its stakeholders.  

Over the years, BKT Kosova has developed 
its Corporate Social Responsibility framework 
around solid internal foundations, built to create a 
lasting positive impact on the lives of individuals, 
businesses, and society as a whole. On March 8th 2021, BKT Kosova supported the opening and functioning 

of the new factory of the Agricultural Cooperative KRUSHA, a support 
which facilitated increased production capacities and created better 
working conditions for women of Krusha. Agricultural Cooperative 
Krusha is now a successful business, 100% run by women, not only 
selling its products in Kosova, but exporting to several European 
countries. 

The history of Krusha cooperative is closely linked to the power of the 
women of Krusha e Madhe, an inspiring story of survival, courage, 
solidarity, and women’s economic empowerment.

Mrs. Fahrije Hoti together with the women of Krusha, have opened 
the doors of the new factory, continuing to make an unparalleled 
contribution to the empowerment of the role of women in society.

BKT Kosova in support of 
the Agricultural Cooperative 
KRUSHA

BKT Kosova in cooperation with the National Blood Transfusion Center, 
continued blood donation, which is already a tradition of the bank for 
several years. BKT continues to support individual-centered actions 
and their support in the community. The high level of participation of 
bank’s employees in the blood donation activity and their willingness 
to contribute to the health of others constantly proves that our focus 
should be on creating a positive impact on society. „Your blood saves 
lives“ is part of the bank’s social responsibility program, based on the 
principle „Contribute to society“, which addresses the support of the 
BKT Kosova to charitable activities.

“Your blood saves lives”
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As part of ongoing support and care for people with special needs in 
Kosova, the Bank has continued with various initiatives and financial 
support for children living with conditions such as autism.

BKT Kosova has extended the cooperation agreement with the 
Association ‚Autism‘, to continue financial support in the treatment of 
children with autism. This support was welcomed by the Association 
„Autism“ - Pristina, which hopes that such an example will be followed 
by others. Financial supporters are considered as an irreplaceable 
source for achieving the mission and vision of the association, towards 
creating a better social environment in support of children with autism.

BKT Kosova continues to 
support children with autism

As part of corporate social responsibility, over the years BKT Kosova 
has supported many projects contributing to development of sports in 
Kosova. In 2021, BKT has extended it sports sponsorship to football 
of Kosova by becoming title sponsor to the country’s Superleague for 
the season 2021/22, becoming BKT Superliga. 

Through this partnership the Bank is dedicated to make a further 
contribution to the development and promotion of football in Kosova 
at the highest level, especially after the implementation of VAR, with 
Kosova being the first country in the region to implement it. In the 
framework of such digitalization and the aim for further advancement 
of football in Kosova and the processes of digitalization, the Bank 
extended its sponsorship for the development of the digital platform-
Electronic System of Ticketing Sales which will serve all Super League 
clubs, community, as well as the public good. 

Banka Kombëtare Tregtare general 
sponsor of the Kosova Superleague 
in football

Dedicated to support projects related to sports and especially young 
talents of the society, the Bank has taken the initiative to give young 
sports talents of Kosova an optimal support of reaching the highest 
level of achievement in their chosen sport.

 As part of support for young talents program BKT Kosova became the 
sponsor for the talented tennis player Drinor Shamolli. The 16-year-
old has shown great determination towards a bright future for tennis 
in Kosova and beyond. The support to identify, nourish and develop 
local talents across the sportive disciplines of young Kosovar athletes 
is necessary for further development of the sport both internally and 
representation in international arena. 

Banka Kombëtare Tregtare 
sponsor of tennis player Drinor 
Shamolli
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Our efforts have been recognized worldwide BKT Kosova has been honoured 
with multiple prestigious awards in the areas of business excellence, digital 
banking, retail banking, brand recognition, innovation, mobile banking, e-banking 
and leadership. These awards are a testimony of Bank’s commitment to be the 
fastest growing bank with a digital-first mindset, capable of providing world-
leading banking services to its customers. 

AWARDS
2021

The Banker
Bank of the Year in Kosova for 2020 and 2021

Euromoney Awards for Excellence 2021
Best Bank in Kosova  

Global Finance Magazine
The Best Bank in Kosova for 2021

International Business Awards (IBA) 2021 Stevie® Award
Award in the ‘Company of the Year’ category
Gold Stevie® Award for the ‘Executive of the Year’ category

World Finance (World News Media Ltd.)
Best Banking Group 2021 - Kosova

Global Banking dhe Finance Review 
Best Digital Bank Kosova 2021
Best Retail Bank Kosova 2021
Retail Brand of the Year Kosova 2021

Global Brands Magazine:
Best Bank in Kosova 2021

Global Business Review Magazine
Best Bank in Kosova 2021
Banking CEO of The Year Kosova 2021

The Global Economics
Best Mobile Banking Application
Best Retail Bank

ICERTIAS
Best Buy Award 2021/2022

Cosmopolitan The Daily Business Awards 2021
Best Digital Bank – Kosova 2021
Best Retail Bank – Kosova 2021
Best E-Banking Products – Kosova 2021
Most Innovative Digital Transformation Bank – Kosova 2021

World Confederation of Business (WORLDCOB)
THE BIZZ HYBRID Business Excellence Award
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ÇALIK 
HOLDING

BKT 2021

Ahmet Çalık

Established by Ahmet Çalık in 1981, Çalık Holding operates in energy, 
construction, mining, textile, finance, telecommunications and digital 
sectors. With operations in 31 countries across Central Asia, Balkans 
and MENA, the Group employs more than 19,000 people.

Çalık Holding stands out as a major player in Turkey and in the world 
with its subsidiaries: Çalık Enerji in the energy sector; Çalık Petrol in 
oil exploration; YEDAŞ, YEPAŞ, Limak joint venture KEDS and Kiler 
joint ventures ARAS EDAŞ and ARAS EPAŞ in electricity distribution; 
Lidya Madencilik in mining; Gap İnşaat in construction; Aktif Bank, 
BKT (Banka Kombetare Tregtare) Albania and BKT Kosova in finance; 
Çalık Denim and Gap Pazarlama in textile; Albtelecom Albania in 
telecom; and Çalık Digital in digital.

Throughout its operations across the world, Çalık Holding is known 
for its integrity, reliability, robust financial structure and long-term 
collaborations with international companies. It develops innovative 
business models and moves forward in its lines of business with 
sustainable growth. Dedicated to creating lasting value in every 
geography it operates, Çalık Holding realises pioneering projects for 
society and business world through its corporate processes, services 
and products developed with Industry 4.0, Society 5.0 and sustainability 
approaches it has embraced.

Çalık Holding at a glance 
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A MESSAGE 
FROM THE 
CHAIRMAN 

Mehmet Usta
Chairman of the Board 

of Directors
As Kosova economy recovers and is reshaped to reflect the 
circumstances imposed by the global pandemic, we remained steadfast 
on performing our core role as a financial services provider with clear 
principles and values, deepening relationships with our customers by 
providing them the support they need.

Although the year was abundantly challenging, we collectively stood 
strong in the face of adversity, representing resilience, innovation 
and agility across the organisation. We began the year in a state of 
constant change and innovation, as we developed and implemented 
state-of-the-art solutions to our clientele. We never ceased investing 
and improving our processes. These efforts were mainly in support 
of the strategic plans of further digitization of the Bank, enhancing 
customer experience, maximising bank’s capabilities and transforming 
the way the bank operates.
 
Our employees proved to be our greatest asset. They constitute the 
foundations of our strengths and opportunities, and we are grateful for 
their hard work, resilience and commitment to our vision. In this regard, 
employee well-being and workforce flexibility remain a priority for our 
organisation. During the year we further strengthened our Business 
Continuity Plan (BCP) with the focus to enable effective operational 
preparedness and proactive measures to ensure employee safety and 
engagement. 

BKT Kosova delivered a strong performance, growing across all 
indicators, ensuring a positive outlook for future development and 
setting benchmarks for future growth, with the aim to become the 
largest bank in the market. Our assets grew by 23%, where loans 
portfolio grew by 19%, while on the Liabilities side  deposits grew 
by  23% , altogether achieved within a very energetic and dynamic 
frame, exercised by our professional workforce and management. The 
achieved results ensured a net profit of EUR 15.9 million for the year.

Sincerely,
Mehmet Usta

Chairman of the Board of Directors

The key driver of this growth was the alignment of the Banks’ strategic 
approach to the unique needs of customers. Responding to these 
needs, our priority has been to transform the Bank into a digitised, fast, 
and simple financial services provider. Thus, throughout the year we 
continued investing not only in our existing infrastructure, but also in 
bringing new products, in developing new channels of service and in 
improving the customer experience in doing banking.

The Board of Directors is very proud that BKT Kosova has been 
honoured with multiple prestigious awards in the areas of business 
excellence, digital banking, retail banking, brand recognition, innovation, 
mobile banking, e-banking and leadership. BKT Kosova was awarded 
as “The Best Bank in Kosova for 2021” by The Banker for the second 
consecutive year, “Best Bank in Kosova” by Euromoney, Global Finance, 
Global Brands Magazine and Global Business Review Magazine. Global 
Banking and Finance Review selected BKT Kosova as “Best Digital 
Bank in Kosova”, “Best Retail Bank Kosova”, “Retail Brand of the Year”, 
whereas International Business Awards -Stevie Award, awarded BKT 
Kosova with “Executive of the Year” and “Company of the Year Award”, 
among several other international recognitions received during the year. 
Winning these awards is a testimony to the strength of our business, the 
dedication of our staff and most importantly, the trust placed in us.
 
To remain on this growth trajectory, BKT will continue to be the pioneer 
of digital innovation across the market and will lead the market in that 
regard.  Guided by our vision of offering the best possible service to 
customers and facilitating access to financial services, our organisation 
will continue creating lasting value for the country, economy and society 
in the years to come.
 
On behalf of the Board, I would like to thank all our employees for their 
tremendous efforts they put forth to make BKT the great bank we know it 
to be. I want to extend my gratitude and appreciation to all my colleagues 
on the Board of Directors for their continued dedication and commitment. 
I also want to thank our shareholders for their ongoing support and lastly, 
I would like to thank our customers for the opportunity they give us to 
serve them every day. We look forward to bigger achievements during 
the years to come.
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Suat Bakkal
   CEO & Board Member

This reporting year summoned our resilience and determination to face 
the challenges, individual and organisational ones, propelled by the 
global pandemic. And, despite it all, I proudly emphasise that we have 
emerged stronger, more focused and attentive to the opportunities 
created by the rapid changes all around us. The bedrock of our past 
efforts facilitated a sustained implementation of our long-term strategy, 
by further advancing our technologies, focusing on innovation and 
empowering our culture to continue to meet the wants and needs of 
our clients.

The benefits of our business model were validated during the year. We 
continued achieving record results across all performance indicators. 
This accomplishment is an outcome of our continuous effort and 
commitment to deliver value to stakeholders, with the right elements 
to succeed: a solid financial foundation, dedicated team, strong 
corporate culture, loyal client base, digitalization, innovation and having 
a diversified business model.

BKT Kosova continued to contribute to the overall economic 
development and to help shape a better future for everyone, and 
reshaping the banking sector. During the year, BKT Kosova marked 
yet another year enriched with various applications, products and 
breakthrough services in the local market. Digital Account Opening, 
the Digital Loan, Third-Party Lending, as well as launching the first QR 
supported payment method, are some of the products set in motion 
by BKT Kosova, all aligned to be close to customers in every mode 
they choose, be it physically or digitally, offering all sorts of banking 
services and solutions.

Despite the customers rapid acceptance rate of digital solutions across 
our mobile and other digital channels, traditional and conventional 
banking will certainly persist to be an important part of our operations. 

In order to facilitate unique customer requirements, changes will continue 
to be made to the branch footprint, reflecting reduced cash services and 
increased advisory banking services.

Social responsibility is one of the main pillars upon which we function. 
We warrant to bring the full strength of our organisation to help create a 
lasting positive impact in the community. We are continuously discovering 
ways to contribute to a better and cleaner environment, while engaging 
directly in activities that have a direct impact on expanding the green 
footprint in the environment we operate in. Consequently, during 2021 
we have been treating Project Finance with a special focus on renewable 
energy and energy efficiency related projects. Our objective remains to 
finance projects that have a direct positive impact on the environment 
and economic development of the country. Moreover, our bank continues 
to contribute to society, by participating in many activities in the nature 
of donations and sponsorships that benefit various segments of society.

Our efforts, to be the fastest growing bank with a digital-first mindset, 
capable of providing world-leading banking services to our customers, did 
not go unnoticed. BKT Kosova received numerous international awards, 
including “Bank of the year 2021 in Kosova” for the second consecutive 
year form The Banker and “Best Bank in Kosova” by Euromoney and 
Global Finance, among several other international recognitions received 
during the year.

Today, we are digitally enabled, continuing to pursue our tradition of 
excellence and following through our long-term growth strategies as we 
strive towards our vision.

Moving forward we will continue investing on our digital platforms and 
innovative solutions, across all of our business segments, building on 
the strengths that deliver more value to clients. As we strive towards 
our vision, we will deliver convenience, speed, quality and remain fully 
focused on further expanding our products and services to meet our 
customers‘ needs.

Finally, I want to thank each of the bank’s customers and all related 
stakeholders for their trust. But above all, thank you to my colleagues 
across the organization for being the solid foundation of our vision, 
mission and shared values.

Sincerely,
Suat Bakkal

CEO & Board Member

CEO’S 
MESSAGE
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BOARD OF DIRECTORS

Mehmet Usta
Chairman of the Board

Seyhan Pencabligil
Vice Chairman of the Board

Abdurrahman Balkiz
Board Member

Galip Tözge
Board Member

Gürol Güngör
Board Member

Mert Turgut Çalık
Board Member

Serdar Sümer
Board Member

Suat Bakkal
CEO and Board Member
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SENIOR 
MANAGEMENT

BKT 2021



SUAT BAKKAL   
CEO and Board Member

ALBION MULAKU  
Corporate and Business  
Banking Group Head 
and First Deputy CEO

AGON SKEJA   
Finance and Administration  
Group Head and Second Deputy CEO

NAIM RATKOCERI  
Loan Management and Legal 
Group Head

KUSHTRIM ALIU  
Central Operations, Information 
Technology and Human Resources 
Group Head

MUHARREM INAN 
Treasury, Financial Institution and 
Private Banking Group Head

ELTON XHAFAJ   
Internal Audit Group Head

HAMDI ÖNDER  
Risk Management Group Head 

NJOMZA BUXHOVI AHMETAJ  
Retail Banking Group Head

t t

SENIOR MANAGEMENT
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RETAIL
BANKING



2021 marked yet another successful year for Retail Banking, with 
successful strategic execution, ongoing investment and developments, 
enabling the Group to succeed in its customer focused areas. This 
resulted in a solid financial performance, with continued business 
momentum and growth. Many investments were made to enhance 
and enrich the brand and improve customer experience, to resonate 
on creativity, innovation and putting customers at the heart of decision 
making. As such, Retail Banking kept focused on innovative and  
state-of-art product offerings with the aim to make the customer 
experience superior and easy. 

Retail Banking delivered a strong performance, growing across all 
indicators, ensuring a positive outlook for future development and 
setting benchmarks for future growth. While the overall market in retail 
deposits grew by 14%, BKT Kosova retail deposit portfolio grew by 
24%. The positive trend was also reflective in retail loans, with BKT 
Kosova increasing by 23%, in comparison to the market that showed 
17% increase in overall retail loan portfolio.

Retail Banking growth in deposits and loan portfolios contributed 
directly to enhanced market presence and growth of market share 
across all business indicators. 

In response to market dynamics, with increased customer expectations 
for convenience, speed, and innovation, throughout 2021 Retail 
Banking focus remained on:

Retail Banking designed to 
meet customer needs

Developing and driving stronger relationships with both existing and 
new customers across all channels, in order to provide them with 
accessibility, choice and flexibility. In response to fast evolving customer 
expectations, providing customers with choice to interact with bank 
services, through physical branch network, merchant partner channel 
and by developing state-of-the-art technological solutions. 

Analyzing customer expectations and focusing on providing customers 
with the tools to help make smart financial decisions that create value 
for them.

Product differentiation – in responding to changing customer 
expectations and preferences during the year product offering was 
further enriched to deepen customer relationships, to meet wider range 
of needs and provide compelling, competitive propositions enhanced 
to deliver broader financing and savings solutions in all areas of 
Retail Banking activities, throughout all channels of distribution. As 
such, Retail Banking stands uniquely positioned to serve customer’s 
lifetime banking, insurance and wealth needs in one place through a 
comprehensive product range.

Enhancing processes by analyzing working practices aimed at 
achieving better outcome for customers and stakeholders.
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Saving Account and Term 
Deposit Leader
Throughout 2021 Retail Banking continued successful transformation 
creating significant benefits to its customers, being a market pioneer and 
market leader in meeting evolving customer needs and expectations. As 
such, during 2021 Retail Banking group’s main objective was to further 
promote a culture of savings by providing quality financial advising 
personalized to customer needs, as well as a large array of deposit-
related products driven by customers’ needs. Financial education, 
accomplished through customer advisers and regular customer 
meetings, clearly demonstrated the objective of the bank to promote 
savings as a very important way to achieve financial sustainability. 
As such, in 2021, the Bank launched another unique saving account 
in the market, Pika Saving Account with product features that offers 
compound interest calculated and credited on daily basis for clients. 
The product offers the flexibility of unlimited credit/debit transactions, 
meaning that the customer is able to deposit and withdraw their funds 
whenever they need them, without any contractual restriction. 

As a result of a diversified saving and deposit product range, total retail 
deposits reflected continued success, growing by 24%, while saving 
balances achieved a record growth of 304%.  

First Choice Partner for Loans 
and Mortgages
The bank continued to support individual clients’ investment plans 
and quick access to funds with great financing conditions during the 
year. Although banking through branches certainly continued to be 
an important part of financing for each category of the clients, public/ 
private salary receivers, affluent clients and rent receivers, expanding 
market reach through merchant partner channel, enabled client’s 
easy access to banking services and financing through third-party 
intermediary relationships. Throughout the year the Bank further 
expanded its offer to customers from many merchant partners, for big-
ticket items such as real estate and cars, to smaller-ticket items such as 
furniture and white/grey/brown goods. In cooperation with many local 
business partners, the bank managed to offer fast and efficient service, 
accompanied with advising and concrete opportunities provided 
to interested customers in order to fulfill their financing needs. This 
strategy, focusing on personalized products, enabled offering loans 
with very good conditions. During the year the partnership through 
partners was also extended to real estate agents, offering clients a 
wider choice of options to purchase or build their homes.

The large network of merchant dealers, provided clients a one-stop-
shop and easy access to financing. 

Enabled through maximizing the potential of dedicated people, 
technology and data capabilities, Retail Banking strategy represents 
an exciting new chapter for the Bank in the years to come.
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DIGITAL 
BANKING 



The bank succeeded to advance digital banking on a massive scale 
whilst re-engineering the banking experience and driving engagement 
across digital platforms, to meet customers’ needs and expectations. 
Developing a digital transformation strategy paved the way for numerous 
desirable benefits, including: increased opportunities, higher level of 
productivity, innovation, staff motivation and customer satisfaction. 

In staying customer focused and improve customer experience, all 
interactions were designed to be fast, simple, transparent and efficient. 

The outcome of bank digitization, not only resulted in dramatic increase 
in the customer satisfaction but also in financial figures. Business 
volumes, transaction numbers, income and service quality, all marked 
significant increase. 

Driven by the vision and commitment to make 
the customers’ life easier, BKT Kosova continued 
to enhance business processes in all areas of 
operation, and achieved an upwards momentum 
with its innovative products and services through 
ongoing investments in digital channels. While 
Covid-19 pandemic was unavoidable even during 
2021, BKT Kosova continued with the acceleration 
of digital transformation processes in the market. 
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Throughout 2021, the bank further focused on re-engineering the 
banking experience and driving engagement across digital platforms, 
to meet customers’ needs and expectations. 

Retail Banking launched numerous unique products and solutions in 
digital channels. The banks orientation towards digitalization of banking 
services was further enriched with secure digital payment options. In 
2021 the Bank successfully implemented QR payment option through 
Mobile Banking and its POS devices, thus, becoming the only bank in 
the Kosova market offering such unique payment and money transfer 
service. Transfers with QR Code changes the customer experience in 
banking, providing the customer with the comfort of commanding the 
payment /transfers at a higher level of security. 

As a result of developments through digital channels, bank transformed 
the way for customers to manage their finances, marking a tremendous 
increase. Number of users increased by 32%, active users reached 
57%, and the volume of transactions increased by 68%.

BKT Kosova has a clear strategic vision to be Kosova’s customer-
focused digital leader and integrated financial services provider, 
capitalizing on new opportunities, at scale. Moving forward, the bank 
will further deepen customer relationships, through digital value 
propositions designed to meet more of their financial needs.
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CORPORATE 
AND BUSINESS 
BANKING 



The Government’s measures on movement restriction and the 
limitations in operation for several business activities had immediate 
effects in overall Kosova economy.
 
However, the year 2021 has demonstrated that a recovery from the 
year 2020 is possible and even faster than anticipated by different 
local and international organizations. This increase came mainly from 
the increase in market demand and the growth from the following 
business activities:

•   Hotels and restaurants sector
•   Transportation and storage
•   Trade

The important indicator for Kosova economy is the income from 
remittances, which according to CBK report up to December 2021 
the contribution from this category was EUR 1.15 Mio ~ 18% increase 
comparing with the previous year.

The private sector in Kosova is considered to be a key factor in the 
economic development of the country, therefore, BKT Kosova will 
remain strategic partner in business development and financing.

The pandemic situation during 2020-2021 had a 
real impact on the global economy and as a result, 
the outcome was  also felt in Kosova.

Corporate and Business Banking Group has analyzed the potential of 
business in coming years as well the possible risks which may follow 
the banking sector due to unknown situation and has set the business 
objectives for the upcoming years. 

The banks primary goal in coming years will remain supportive for the 
private sector by increasing cooperation with the existing clients and 
creating partnership with the new ones.  Its commitment to financing 
clients will continue to be orientated towards increasing capacities, 
modernization of their equipment’s/production lines as well for working 
capital and other needs. In general, the bank will continue supporting 
customers to increase their competitiveness in the market and create 
export opportunities.

In 2021 the bank increased cooperation with the Green for Growth 
Fund (GGF), in order to intensify and increase mind-awareness for 
potential in “energy saving” in the years to come. In this regard, the 
bank has launched a product for financing energy saving projects. 

In addition, the bank also increased the cooperation with the Kosova 
Credit Guarantee Fund-KCGF, to further increase the support to 
Kosova businesses. During 2021, BKT Kosova was one of the leading 
banks in implementation the KCGF/Economic Recovery Package in 
order to support Government on implementing the economic measures 
for businesses. Thus, another area of focus for the bank remains to 
continue with the same approach also for other Government initiatives 
which are approved in 2021 and planned to be implemented in the 
following years.  

The group will continue to identify well-analyzed and feasible projects 
to be financed by the bank. 

The Corporate and Business Banking Group, achieved to maintain 
significant increase in overall business loans and business deposit 
portfolio. While the overall market in business loans increased for 
~ 11%, BKT Kosova business loan portfolio increased for ~16%. 
Accordingly, the bank managed to increase the market share on 
business loans from ~ 11.2% during 2020 to 11.4% in 2021. Also, the 
positive trend continued for business deposits, while BKT managed to 
increase deposit portfolio for 22% and market share participation for 
deposit reached 14.3%. The quality of the loan portfolio is a priority 
for business group, besides the increase in portfolio, the percentage 
of non-performing loans remains below the overall NPL of the sector.

61
BKT-ANNUAL REPORT 2021

60
BKT-ANNUAL REPORT 2021



The trade finance business is an important segment in the overall 
business of the group, hence the bank continued to have stable 
market share in this category, and by end of 2021 the bank participates 
with 11% in trade finance (LG&LC) in the market. In response to the 
challenges resulting from the pandemic, the bank ensured to finance 
their business partners to help them maintain their business during 
these times. 

The Corporate and Business Banking Group has continued 
investments in digitalization of services. Due to the recent pandemic, 
online transactions have increased rapidly and new channels were 
created and updated to ease clients’ transactions. 

Alternative Banking Channels such as business e-banking and mobile 
banking have been advanced by offering additional features so the 
bank can create flexibility for the clients. The Virtual POS e-Commerce 
and QR payments in POS services will be next steps towards providing 
a broader range of services in the market.
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TREASURY, FI & 
PRIVATE BANKING



Despite the volatility in international markets during 2021, Treasury 
Department has successfully managed market risks in the balance 
sheet while the bank has continued increasing its market share. 
Although there was high competition in the local market, the bank 
has maintained an efficient and comfortable level of liquidity, in all 
operating currencies with timely and proactive liquidity management. 
The Treasury Department was very active in the local and international 
market, with a portfolio consisting of syndications and securities in 
multiple currencies of sovereigns, financial institutions and corporates 
which contributed to profitability of the bank. Compared with the pre-
pandemic level of 2019 the bank achieved more than 20% growth in FX 
volume. In 2021, the department continued digitizing its core systems 
such as Kondor+ in order to ensure high-quality results. Development 
of Kondor+ by integrating to Bloomberg platform allowed the straight-
through processing „STP“ so that transactions are booked in a faster 
way without manual intervention. In this way, Treasury Department  
has been relieved of a significant manual processing. 

Regardless of unprecedented circumstances 
created worldwide throughout 2021, Treasury, 
Financial Institutions and Private Banking Group 
continued growing by marking a successful year in 
the local and international market. 

On the other hand, Financial Institutions Department continued to 
expand its relationship network by establishing RMA with counterparties 
from different countries. Thanks to worldwide relationships established, 
the bank has significantly increased its Trade Finance activities. As a 
result of tremendous financial growth, innovation and digitization, the 
bank has been awarded by 12 prestigious institutions/magazines in 20 
different categories. 

Launching a separate website of Premier Banking was an important 
milestone that Private Banking Department pioneered in local market, 
in order to differentiate services for high income clients. Banking 
Department aimed to be a step closer with its clients. Besides, the 
department expanded by recruiting new staff in the branches and by 
forming a sales team in Headquarters. Private Banking Department 
has opened an exclusive-tailored meeting room at Headquarters for 
Premier clients to provide comfortable venue to further serve to their 
needs.  Premier clients have received exclusive and privileged services 
in coordination with their personal banker that aspires to establish a 
long-term, trust-based relationship, by taking into consideration clients‘ 
financial objectives and investment preferences. 

As a pioneer bank in providing investment services in digital channels 
through “Smart Invest”, the bank continued to improve services. With 
establishment of the Private Banking department, the bank analyzed 
customer requirements through CRM analysis. In this regard, the bank 
introduced the demo version of platform so that customers can get 
used to the platform before starting trading. The bank gives individual 
customers the opportunity to test their own know-how on financial 
instruments in international markets through Smart Invest Demo 
version. This demo will help individuals to initially try and learn about 
financial markets before investing their own funds.
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LOAN 
MANAGEMENT 
AND LEGAL



Despite the increased risks due to uncertainties 
caused by the Covid-19 pandemic, the banking 
sector has continued to maintain a high level of 
capitalization, liquidity and profitability, as well 
as high quality loan portfolio. Lending activity 
continued the upward trend it had before the onset 
of the pandemic, while deposits continued to grow 
at high rates.

Non-performing loans marked a decreasing trend in comparison to the 
previous year, by closing the year 2021 with NPL rate to total loans at 
2.25%, compared to 2020 that was 2.7%. The level of NPLs to total 
loans remains low compared to countries in the region (Southeast 
Europe).

Loan collection activities impacted the further improvement of credit 
portfolio quality. A part of the declining effect in NPLs during 2021 is 
also attributable to other factors such as CBK relief measures and 
decisions on encouraging the Banks to consider borrower’s request 
on performing moratorium periods and loan restructuring during the 
period of economic recovery due to Covid-19 pandemic.

Thus, as a result of quick and flexible measures taken by the banks 
in banking sector on implementing relief (facilitations) of loan terms 
and conditions according to the guidelines of CBK, it contributed to 
the solvency of these borrowers as well as better risk management 
practices in the banks. Consequently, these factors and measures 
have been reflected in lower sources of non-performing loans and 
their recovery during 2021.
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Regarding BKT Kosova, the quality of credit exposures was maintained 
and monitored through a diligent process of identification, management 
and mitigation of credit exposures for all portfolio segments and 
products. During the year 2021, the Loan Collection & Restructuring 
Department within their scope of duties and responsibilities, was 
focused and engaged in the highest monitoring and collection activity. 
Furthermore, during this year, field visits were increased, whilst other 
forms of contacts, communications with clients were in the focus of 
Department in order to have early reaction and prevention measures 
towards clients showing difficulties in repayment.

In terms of NPL management performance, during 2021 BKT Kosova 
managed to further decrease the NPL ratio to 1.51% compared to 2020 
which was 1.99%. 

Moving forward, to further progress with its NPL management, BKT 
Kosova will remain focused on strengthening its structures, systems 
and resources by applying new ideas and best practices.

During 2021, despite the circumstances created by the pandemic, legal 
issues were addressed in line with legal requirements and business 
and clients’ needs, thus providing appropriate legal solutions that have 
contributed to the achievement of objectives and priorities set by the 
bank. 

Loan Assessment Department continued with its coordinated activities 
during the year, to ensure that all loan requests were treated on time 
by meeting the client financial needs. On the other hand, besides daily 
operations, the department remained fully engaged to achieve many 
other milestones by contributing on process automation and process 
improvements. Hence, the relevant department with related parties 
were involved on the projects for loan digitalization and other internal 
projects by reviewing and evaluating existing processes and looking 
forward to optimizing retail and business operations work for faster 
and more accurate decision-making process.
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RISK 
MANAGEMENT 



As a banking financial institution with a focus of 
supporting the financial needs of clients for short 
or long term investments and maintenance of their 
funds, the risk function is committed to ensure a 
financial stability and security for both sides, the 
organization and its clients.

The Risk Management function in the frame of organization structure 
is independent from the business lines, it is not part of the execution 
and reports directly to the Risk Management Committee (all members 
are non-executive Board Members) and Board of Directors. This 
structure ensures to have a strong and independent risk function 
in place without the interference of the execution side.  The risk is 
managed mainly within the three pillars of credit risk, market and 
liquidity risk and operational risk, with a full engagement in setting 
the risk appetite and tolerance of the bank in line with the strategic 
decision of shareholders in close coordination with the legislation and 
regulatory framework requirements.

The involvement into day to day operation is crucial in ensuring an 
effective managing and monitoring of a risk. Therefore, in managing 
the most volumize risk, the credit risk, the risk members are part of 
the credit committees as observer with the aim to closely monitor 
the treatment of new credit exposures whether are in line with bank’s 
policies and strategic decision. This function ensures that quality of 
portfolio remains within the risk appetite and act prior any potential 
deterioration may take place, which information/ action is shared with 
Risk management Committee and the Board of Directors.

Being a leader of Treasury portfolio in the banking sector in Kosova 
requires a big experience in managing the risk arising from market 
fluctuations in prices and rates on a real time. To manage and monitor the 
market and liquidity risk, the bank uses a comprehensive infrastructure 
and appropriate risk tools to assess the extent of any liquidity and 
asset/liability mismatch, the probability of losses in their investment 
portfolios, their overall leverage ratio, interest rate sensitivities and the 
risk to economic capital. In this regard, constraints are widely used in 
risk management in the form of risk budgets, position limits, scenario 
limits, stop-loss limits, capital allocation, etc. 

The managing of the operations risk starts from bottom to top approach, 
where the first infrastructure is built within the first line of defense who 
are directly involved in the execution of operational duties and continue 
to centralized department for further identification and managing of 
operational risk.  The operational risk function assesses the identified 
risk, monitor and reports to respective parties/ committees, while taking 
a proactive role in improvement of processes in order to minimize and 
prevent the potential losses arise from operational mistakes. 

As the main activity of the function remain the step up of the risk 
appetite of the institutions and create the appropriate infrastructure to 
fully comply with it on real time, the RMG is fully engaged to support 
the business lines in development of new products and services in 
order to be in line with the bank’s strategy and objectives. 

Details of the risk management function in regard to the credit risk, 
market and liquidity risk are presented in the financial audited report. 
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BKT 2021

HUMAN 
RESOURCES  



Health, safety and wellbeing is a priority 
in building a good working environment 
for our institution.
 
This focus was intensified during the COVID-19 pandemic 
which continued in 2021, during which the bank’s Human 
Resources Department adopted a number of initiatives 
to minimize the risk of infection, break the chain of 
transmission and enhance safety for all our employees.
For this purpose, in a short period of time, the employees 
at the head office and certain groups of employees in 
the Branch Network, whose nature of work allows, were 
given the opportunity to work from home, or working in 
rotation.

Nevertheless this did not affect our growth. We continued 
with our recruitment program. At the end of 2021 BKT 
Kosova totaled 394 employees, 54% percent of which 
were employed in the branch network, 46% per cent in 
the Head office of the Bank; and 54% percent of our 
employees are female. 

We are proud to have highly professional and motivated 
colleagues in our institution with whom we share a 
common vision on a clear business approach and on 
top the desire to further grow our bank.
 
Attracting, retaining and developing the best various 
talents has evolved. At the core of our strategy is strong 
leadership, based on trust, teamwork and understanding. 
We know that learning is not a set path, in fact it is freer 
than ever before. So, we need to adapt our learning 
culture to ensure our people take the time each day to 
learn independently and from each other.

2021
394 employees

54%
 

46%

54%

Employed in the 
branch network

Head office of the 
Bank

Employees are 
female
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BKT 2021

2021 was a challenging year for those looking to start their career. 
But we proudly continued to develop our internship program to offer a 
route into banking for unique talent. Our interns diversify our institution 
and contribute to the bank’s transformation from day one through new 
ideas and insights.

More importantly even in spite of the challenges related to the pandemic 
we continued with our training program. Training was adapted and 
presented in virtual and online format.

The main highlights of the employee training and development 
programs were the topics related to: 

Capacity building for knowledge about banking and business,
Development and increase of technical skills,
Improving services to clients, and
Development of new leaders.

Creating harmony between our personal and professional lives allows 
us to be more engaged in both realms of our lives. However, when 
employees struggle to maintain healthy boundaries between work 
and home, it’s hard to be fully invested and engaged at work.  We 
encourage our employees to adopt a healthy work-life balance, we 
made sure to set the stage for healthy, highly engaged employees. 

The staff assessment is one of the most important parts for the HR 
Department and the institution itself.  But it surely gives us one of the 
clearest benefits; the opportunity to improve the overall performance 
in our bank. Taking the time to analyse the work produced by our staff, 
is the perfect opportunity to find areas that need attention. Analysing 
problems and finding solutions. By reviewing the performance of our 
employees, they gain greater understanding of how their position 
contributes to the goals of the bank and likely become more invested 
in the outcome. 
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Contact us
info@BKT.com 
www.BKT.com
https://bkt-ks.com/
Prishtina/Kosova

Contact us
info@bkt.com.al
 www.bkt-ks.com


