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BKT Kosova is dedicated to providing support to combat social challenges in Kosovo 

and improve the lives of its people and institutions alike. 

Through the bank’s Corporate Social Responsibility Framework, the bank participates 

in key projects that make a difference in Kosovar people's lives on a daily basis. 

To date, the bank has been part of many undertakings which aim to 

provide financial and social support to the people of Kosovo 

who are most in need. 

The bank is proud to be partnered with other 

likeminded organizations which are also doing 

great work in fundraising and providing 

humanitarian aid. 

These projects will be ongoing yearly and the 



OUR JOURNEY
THROUGH THE YEARS

The roots of Banka Kombëtare Tregtare were founded on 20th 
of November, 1925 with the establishment of the first branch in 
the historical building in Durrës that represents the oldest 
financial institution in Albania.

BKT, with the name it holds today, was established in January 1993, by the jointventure 

Bank Tregtare Shqiptare with Banka Kombëtare e Shqipërisë. BKT was registered as a 

shareholder in 1997, and today is the largest and oldest bank in Albania. BKT accom-

plished its privatisation prcess in 2000 and on30th of June 2009, Çalik 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-root-

ed experience, in-depth local knowledge, a solid corporate corporate culture and a 

more innovative approach to support its vision.

BKT opened its first branch in Kosova, respectively, in November of 2007, a few months 

prior to Kosova’s declaration of Independence (17th of February 2008). BKT brought its 

long experience and heritage to this newborn country. From that moment on, BKT and 

Kosova grew 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 increas-

ing the number of employees to more than 400. 

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 &
CORE VALUES
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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.

Our bank is commit  to fairness, 
heart-guided work, innovation, transparency, 
sustainability, and agility. We value these 
principles and are pleased to see our efforts 
pay off in various ways, building trust with 
customers and stakeholders, making a 
positive impact on communities, and staying 
ahead of the curve. 

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.
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MILESTONES

The inauguration of the Bank’s 
Durrës headquarters on 20

November 1925

1993

1997

2000

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.

1925

2001

2007

20132010

2006

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

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.

60% of the BKT shares are trans-
ferred to Çalik - Seker Konsorsiyum 
Yatirim A.S.

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

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

BKT celebrates its tenth anniversary of 
privatization and the 85the anniversary of 
its first branch in Durrës.

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

2009
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The economic environment in 2022 was marked by major uncertainties, mainly due to 

the war in Ukraine, significantly contributing to energy and commodity shortages and 

the resulting high inflation. During another year of extraordinary circumstances, we 

leveraged our experience and demonstrated that our bank is robust and sustainably 

profitable. Guided by our vision of offering the best possible service to customers and 

facilitating access to financial services, BKT Kosova continued creating lasting value 

for the country, economy, and society in 2022. 

During the reporting year, it is clear that our discipline, continuous investment in digital 

infrastructure and in the development of our people, enabled us to persevere in our 

steadfast dedication to support our customers while increasing market shares with 

outstanding quality of services.

The bank’s 2022 financial results were fundamentally strong, generating record 

profitability and setting numerous other records in each of our lines of business. The 

bank recorded one of the highest growth rates in Kosovo with assets growing by 23%, 

reaching €1 billion in size. We grew our deposits by 20%, the loan portfolio by 25%, 

achieved the highest increase of market share across our businesses, and continued 

to make significant investments in products, people and technology, all while 

maintaining a very low NPL ratio and a strong balance sheet.  It is safe to say that we 

have closed another financially successful year in which we managed to clearly 

outpace the market in terms of our agility and resilience as well as our financial 

indicators. The achieved results ensured a net profit of €19.7 million for the reporting 

year.

As we welcomed new clients and strengthened existing relationships through our 

branches, digital channels and partnerships with our merchant network, our strong 

This approach positioned us to generate record results, demonstrating the resilience of 

our business model and reinforcing the value of our diverse and complementary 

businesses.

Our commitment was highly valued and recognized through a number of awards and 

recognitions. BKT Kosova has been honored with multiple prestigious awards in the 

areas of retail banking, private banking, digital banking, SME banking, FX & Trading for 

Smart Invest Platform and innovation. In recognition of its efforts and achievements, 

BKT Kosova received thirteen international awards from seven reputable and 

prestigious institutions/magazines, including “Best Bank in Kosovo 2022” for the 

second consecutive year from Global Finance.

Looking ahead to 2023, our business is strong, and our focus is clear. While we made 

significant progress, we have a lot more to do. Our strategic focus for 2023 is to develop 

innovative and productive services to our existing and potential customers while adding 

more partners and projects to the Bank’s portfolio and investing in strategic alliances to 

complement our offerings.

Ultimately, we remain deeply committed to our purpose of being the most trusted and 

innovative financial institution, delivering value for our customers, employees and to our 

stakeholders. We have a great journey ahead of us. As the Board of Directors, we are 

confident in the strength of our people and their abilities to continue to deliver 

sustainable future growth for our shareholders.
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Ultimately, we remain deeply committed to our purpose of being the most trusted and 

innovative financial institution, delivering value for our customers, employees and to our 

stakeholders. We have a great journey ahead of us. As the Board of Directors, we are 
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2020 2021

2015

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

BKT celebrates its 
90th anniversary.

BKT made the first dividend 
payment by 30 million USD.

Banka Kombëtare Tregtare 
Kosovo Branch changed its 
status from foreign branch to 
Joint Stock Company. Its bank 
license has changed to Banka 
Kombëtare Tregtare J.S.C 
Kosovo, BKT Kosovo.

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

BKT Kosova was awarded as 
“The Best Bank in Kosova for 
2021” by The Banker and 
“Best Bank in Kosova” by 
Euromoney and Global 
Finance.

2021

BKT Kosova was awarded as 
“The Best Bank in Kosova for 
2022” by Global Finance for 
the second consecutive year.

BKT Kosova was awarded as 
“2022 Outstanding Innovator 
in FX & Trading for Smart 
Invest Platform” by Global 
Finance.

BKT Kosova was awarded as 
“Best Banking Group Kosovo 
2022” by World Fonance.

2022

Successful implementation of 
Robotic Process Automation 
(RPA) technology.
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Over the past decade, Kosovo's economic growth has exceeded that of its immediate 

vicinity, followed by a significant degree of financial inclusivity. However, year 2022 

produced many significant events, including the easing of the COVID-19 pandemic, the 

war in Ukraine and unprecedented rates of inflation, prompting turmoil and volatility in the 

financial markets. 

Despite this challenging environment, our business model remained resilient. We remained 

focused on robust risk management practices, with a primary emphasis on introducing a 

diverse range of new products and services to support our customer needs. We delivered 

on our key strategic goals through our persistent execution, supported by a positive 

organizational culture and delivery on our ambitious transformation projects, across 

businesses and functions. 

The year has undoubtedly been a momentous one for BKT Kosova. We accelerated our 

growth momentum across all key business’ indicators, achieved numerous records, 

gained market share in our segments of focus and improved on our key operating metrics.  

During this challenging year, we attained the most significant growth in the market, as 

witnessed by the unprecedented value of our assets, loan and deposit portfolios.  To this 

end, we leveraged our experience, our business diversification as well as commitment to 

pioneering innovative banking services and products, which provide clients with a 

seamless and efficient banking experience. The bank's unwavering pursuit of excellence 

resulted in a remarkable increase in its balance sheet, surpassing EUR 1 billion. 
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resulted in a remarkable increase in its balance sheet, surpassing EUR 1 billion. 



AWARDS 2022

Cosmopolitan The Daily Business Awards 2022

Best Retail Bank - Kosovo 2022

Most Innovative Digital Transformation Bank - Kosovo 2022

World Finance

Best Banking Group Kosovo 2022

Global Finance

Best Bank In Kosovo 2022

2022 Outstanding Innovator in FX & Trading for Smart Invest 

Platform

Global Business Review Magazine

Best Bank In Kosovo 2022

The Finance Derivative Magazine

Best Commercial Bank Kosovo 2022

International Business Magazine

Best Bank Kosovo 2022

World Business Outlook Awards 2022

Best Private Banking Award Kosovo 2022

Best Retail Banking Award Kosovo 2022

Best Digital Banking Award Kosovo 2022

Most innovative Micro Enterprise Kosovo 2022

Fastest Growing SME bank Kosovo 2022

15



CORPORATE
SOCIAL
RESPONSIBILITY

“Through the bank’s Corporate Social Responsibility Framework, 
the bank participates in key projects that make a difference in 

Kosovar people's lives on a daily basis.”



BKT Kosova is dedicated to providing support to combat social challenges in Kosovo 

and improve the lives of its people and institutions alike. 

Through the bank’s Corporate Social Responsibility Framework, the bank participates 

in key projects that make a difference in Kosovar people's lives on a daily basis. 

To date, the bank has been part of many undertakings which aim to 

provide financial and social support to the people of Kosovo 

who are most in need. 

The bank is proud to be partnered with other 

likeminded organizations which are also doing 

great work in fundraising and providing 

humanitarian aid. 

These projects will be ongoing yearly and the 

bank will continue to be a pillar of the 

community through many initiatives aimed 

at helping improve society as a whole.

18

BKT KOSOVA MAIN PARTNER OF THE 
OLYMPIC COMMITTEE OF KOSOVO

BKT Kosova along with the Kosovo Olympic Committee will journey together towards 

the Paris 2024 Olympic Games, in addition to all other sport activities both local and 

international. This partnership will allow the bank to create a sustainable and prosperous 

future for Sports in Kosovo. This opportunity will allow the bank to help athletes who are 

up and coming and well established, attain their goals and bring pride to their country 

when they compete internationally. Kosovar athletes are a source of inspiration to many 

and are deserving of our help and support as they provide a major service in improving 

the image of our country.

BKT Kosova has supported Sports in Kosovo since the beginning and continues to do 

so today. The bank has supported many projects which have had a positive impact in 

the field of culture, sports and especially in young people and children in their efforts to 

achieve great things. 

The bank has the opportunity and dedication to support 

young talented Athletes of Kosovo in order to advance 

Sports in the country while at the same time supporting 

athletes who excel at the highest levels and become strong 

ambassadors for Kosovo when they compete abroad. As a 

new country, Kosovo has gained a good Sports reputation, 

winning three gold medals at the Olympics in recent years. 

Their success has echoed around the world, making Sport 

the biggest export for Kosovo. The bank is very proud to be 

involved in their success and many more success stories in 

the future. 

BKT Kosova has made a big contribution through this 

partnership towards furthering the development and 

promotion of sports and athletes of Kosovo at a higher 

level. The bank strongly believes that this partnership will 

lead to great achievements for our athletes who will go on 

to represent Kosovo in the biggest arenas in the world 

which will bring a positive and long-lasting impact on 

improving and empowering the image of our country.
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BKT KOSOVA SPONSOR OF THE 
HUMANITARIAN MINI-MARATHON "VRAPO 
BABADIMËR"

BKT Kosova joined the Humanitarian Mini-Marathon "Run Santa Claus" organized by 

the NGO Project 5cent to help children admitted to the Oncology Department at 

QKUK. The event was a great way to raise funding and awareness for a great cause 

while also providing entertainment and cheer during the holiday season. 

BKT Kosova supports families and children in need every year and always takes part in 

supporting such humanitarian initiatives. That is why the bank will continue to take part 

in events such as the mini-marathon "Vrapo Babadimër", and provide support to 

Kosovar citizens, especially during the holiday season when good will and charity are 

needed the most.

BKT KOSOVA GOLD SPONSOR AT THE ANNUAL 
CHARITY GALA DINNER ORGANIZED BY THE 
AMERICAN CHAMBER OF COMMERCE

BKT Kosova, is and always will be committed to playing a big role in improving the 

societal conditions in the community in which it operates. Within the framework of 

Social Responsibility, it has supported the Annual Charity Gala Dinner organized by the 

American Chamber of Commerce by becoming a Gold Sponsor. This convention 

allows the bank and other like-minded organizations to contribute greatly towards 

improving the livelihoods of everyone in Kosovo through many initiatives and groups 

that are doing great work for the community.

 

The American Chamber of Commerce Foundation hosted the annual Gala Charity 

Dinner which raised funds for helping the following organizations: KAEF Scholarship 

Fund, SOS Village Children's Scholarship Fund, and Lifeline, the Suicide Prevention 

Hotline. The bank is grateful to support such important causes and looks forward to 

seeing further great work from this Foundation.
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“DONATE BLOOD, SAVE A LIFE”

Once again, this year, BKT Kosova continues its initiative of blood donation in 

coordination with the National Blood Transfusion Center, a tradition that is ongoing for 

several years now. The bank’s goal has been to provide as much donation of blood and 

awareness for the cause as possible. This is a cause which can make a big impact in 

society, helping to provide crucial support in emergencies and natural disasters. 

Many of the bank’s employees participate yearly in the donation which has made a 

positive impact and has set a good example in society. Furthermore, we have worked 

to instill a sense of benevolence and goodwill in the community through such blood 

drives and we will continue to do so with every chance the bank gets. 

"Donate blood, save a life" is part of the bank's social responsibility program, based on 

the principle "Contribute to society", which addresses the support of BKT Kosova for 

charity activities. These undertakings are a core part of the culture at BKT which guides 

us in all of our endeavors aimed at providing support and charity to society. 

BKT KOSOVA CONTINUES ON ITS YEARLY 
SUPPORT OF CHILDREN WITH AUTISM

BKT Kosova has once again fulfilled its promise to support people with special needs 

in Kosovo. 

Special needs individuals need our help and support through financial aid and many 

other forms of support.  For this reason, we continue to provide support to the NGO 

Autism and people with special needs in Kosovo.  BKT Kosova, in cooperation with the 

Autism Association, continues to help create a better social environment for children 

with autism. We will continue to support such initiatives in order to better the living 

standards of those who are most in need in our society. 
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ÇALIK HOLDING

Maintaining a strong growth performance since its establishment in 1981, Çalık Holding 

has more than 16 thousand employees in 31 countries, operating mainly in 6 sectors: 

energy, construction, finance, mining, textiles and digital.

Çalık Holding generates most of its income from international projects and investments 

and as part of its global operations has equity partnerships with large-scale and 

well-known public companies such as Mitsubishi Corporation, SECOM, SSR Mining 

and Sand Storm, as well as long-standing business and solution partnerships with 

General Electric, Honeywell, and Siemens. The Holding also works in close cooperation 

with major global financial institutions and export credit agencies such as JBIC, JICA, 

HERMES, and UKEF. Çalık Holding is the first Turkish company invited to become a 

member by Keidanren, the Japanese Business Federation.

As one of the signatories to the United Nations Global Compact, Çalık Holding 

prioritizes diversity, sustainability and durability in all sectors and regions in which it 

operates; acts in line with the principle of treating all cultures, faiths, ethnicities and 

genders equally and adopts an environmentally-friendly business approach. 

Recognized for its reputation, reliability, and long-term collaborations with global 

companies due to its ongoing operations in various regions of the world, Çalık Holding 

develops innovative business models and forges ahead by achieving sustainable 

growth in its lines of business. With the value it places on human resources and its 

employee-oriented management approach, Çalık Holding adheres to its economic, 

environmental, and social sustainability goals in all its investments, projects, and 

business.

Acting in line with the principle of creating lasting values in every region in which it 

operates, Çalık Holding implements leading projects for society and the business world 

utilizing its business processes, services and products developed with sustainability 

approaches.

ÇALIK HOLDING AT A GLANCE
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A MESSAGE FROM THE CHAIRMAN

The economic environment in 2022 was marked by major uncertainties, mainly due to 

the war in Ukraine, significantly contributing to energy and commodity shortages and 

the resulting high inflation. During another year of extraordinary circumstances, we 

leveraged our experience and demonstrated that our bank is robust and sustainably 

profitable. Guided by our vision of offering the best possible service to customers and 

facilitating access to financial services, BKT Kosova continued creating lasting value 

for the country, economy, and society in 2022. 

During the reporting year, it is clear that our discipline, continuous investment in digital 

infrastructure and in the development of our people, enabled us to persevere in our 

steadfast dedication to support our customers while increasing market shares with 

outstanding quality of services.

The bank’s 2022 financial results were fundamentally strong, generating record 

profitability and setting numerous other records in each of our lines of business. The 

bank recorded one of the highest growth rates in Kosovo with assets growing by 23%, 

reaching €1 billion in size. We grew our deposits by 20%, the loan portfolio by 25%, 

achieved the highest increase of market share across our businesses, and continued 

to make significant investments in products, people and technology, all while 

maintaining a very low NPL ratio and a strong balance sheet.  It is safe to say that we 

have closed another financially successful year in which we managed to clearly 

outpace the market in terms of our agility and resilience as well as our financial 

indicators. The achieved results ensured a net profit of €19.7 million for the reporting 

year.

As we welcomed new clients and strengthened existing relationships through our 

branches, digital channels and partnerships with our merchant network, our strong 

performance allowed us to invest in our business and our people. Innovation and 

customer-focus remained essential parts of the bank’s strategy and over the past few 

years, we made numerous strategic investments in innovation and digitalization, 

launching market-leading products, services and channels to drive further growth. 

This approach positioned us to generate record results, demonstrating the resilience of 

our business model and reinforcing the value of our diverse and complementary 

businesses.

Our commitment was highly valued and recognized through a number of awards and 

recognitions. BKT Kosova has been honored with multiple prestigious awards in the 

areas of retail banking, private banking, digital banking, SME banking, FX & Trading for 

Smart Invest Platform and innovation. In recognition of its efforts and achievements, 

BKT Kosova received thirteen international awards from seven reputable and 

prestigious institutions/magazines, including “Best Bank in Kosovo 2022” for the 

second consecutive year from Global Finance.

Looking ahead to 2023, our business is strong, and our focus is clear. While we made 

significant progress, we have a lot more to do. Our strategic focus for 2023 is to develop 

innovative and productive services to our existing and potential customers while adding 

more partners and projects to the Bank’s portfolio and investing in strategic alliances to 

complement our offerings.

Ultimately, we remain deeply committed to our purpose of being the most trusted and 

innovative financial institution, delivering value for our customers, employees and to our 

stakeholders. We have a great journey ahead of us. As the Board of Directors, we are 

confident in the strength of our people and their abilities to continue to deliver 

sustainable future growth for our shareholders.
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The economic environment in 2022 was marked by major uncertainties, mainly due to 

the war in Ukraine, significantly contributing to energy and commodity shortages and 

the resulting high inflation. During another year of extraordinary circumstances, we 

leveraged our experience and demonstrated that our bank is robust and sustainably 

profitable. Guided by our vision of offering the best possible service to customers and 

facilitating access to financial services, BKT Kosova continued creating lasting value 

for the country, economy, and society in 2022. 

During the reporting year, it is clear that our discipline, continuous investment in digital 

infrastructure and in the development of our people, enabled us to persevere in our 

steadfast dedication to support our customers while increasing market shares with 

outstanding quality of services.

The bank’s 2022 financial results were fundamentally strong, generating record 

profitability and setting numerous other records in each of our lines of business. The 

bank recorded one of the highest growth rates in Kosovo with assets growing by 23%, 

reaching €1 billion in size. We grew our deposits by 20%, the loan portfolio by 25%, 

achieved the highest increase of market share across our businesses, and continued 

to make significant investments in products, people and technology, all while 

maintaining a very low NPL ratio and a strong balance sheet.  It is safe to say that we 

have closed another financially successful year in which we managed to clearly 

outpace the market in terms of our agility and resilience as well as our financial 

indicators. The achieved results ensured a net profit of €19.7 million for the reporting 

year.

As we welcomed new clients and strengthened existing relationships through our 

branches, digital channels and partnerships with our merchant network, our strong 

performance allowed us to invest in our business and our people. Innovation and 

customer-focus remained essential parts of the bank’s strategy and over the past few 

years, we made numerous strategic investments in innovation and digitalization, 

launching market-leading products, services and channels to drive further growth. 

This approach positioned us to generate record results, demonstrating the resilience of 

our business model and reinforcing the value of our diverse and complementary 

businesses.

Our commitment was highly valued and recognized through a number of awards and 

recognitions. BKT Kosova has been honored with multiple prestigious awards in the 

areas of retail banking, private banking, digital banking, SME banking, FX & Trading for 

Smart Invest Platform and innovation. In recognition of its efforts and achievements, 

BKT Kosova received thirteen international awards from seven reputable and 

prestigious institutions/magazines, including “Best Bank in Kosovo 2022” for the 

second consecutive year from Global Finance.

Looking ahead to 2023, our business is strong, and our focus is clear. While we made 

significant progress, we have a lot more to do. Our strategic focus for 2023 is to develop 

innovative and productive services to our existing and potential customers while adding 

more partners and projects to the Bank’s portfolio and investing in strategic alliances to 

complement our offerings.

Ultimately, we remain deeply committed to our purpose of being the most trusted and 

innovative financial institution, delivering value for our customers, employees and to our 

stakeholders. We have a great journey ahead of us. As the Board of Directors, we are 

confident in the strength of our people and their abilities to continue to deliver 

sustainable future growth for our shareholders.

Sincerely,

Dr. Serdar Sümer
Chairman of the Board of Directors
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“GROWTH”

Over the past decade, Kosovo's economic growth has exceeded that of its immediate 

vicinity, followed by a significant degree of financial inclusivity. However, year 2022 

produced many significant events, including the easing of the COVID-19 pandemic, the 

war in Ukraine and unprecedented rates of inflation, prompting turmoil and volatility in the 

financial markets. 

Despite this challenging environment, our business model remained resilient. We remained 

focused on robust risk management practices, with a primary emphasis on introducing a 

diverse range of new products and services to support our customer needs. We delivered 

on our key strategic goals through our persistent execution, supported by a positive 

organizational culture and delivery on our ambitious transformation projects, across 

businesses and functions. 

The year has undoubtedly been a momentous one for BKT Kosova. We accelerated our 

growth momentum across all key business’ indicators, achieved numerous records, 

gained market share in our segments of focus and improved on our key operating metrics.  

During this challenging year, we attained the most significant growth in the market, as 

witnessed by the unprecedented value of our assets, loan and deposit portfolios.  To this 

end, we leveraged our experience, our business diversification as well as commitment to 

pioneering innovative banking services and products, which provide clients with a 

seamless and efficient banking experience. The bank's unwavering pursuit of excellence 

resulted in a remarkable increase in its balance sheet, surpassing EUR 1 billion. 

BKT Kosova's success can be attributed to its focus on meeting the evolving needs of its 

clients by offering personalized and convenient banking experiences through its Hybrid 

banking model. Our investments in technology, products, people, and new capabilities 

enabled us to meet the needs of our customers with a vast geographical spread of 

twenty-one branches throughout Kosovo, as well as the most innovative digital services 

and products. 

“Despite this challenging environment, our business model remained 
resilient”

“MOTIVATING”

“PIONEERING”

“RESILIENT”

“INCLUSIVE”

“A BANK FOR
THE PEOPLE”
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enabled us to meet the needs of our customers with a vast geographical spread of 

twenty-one branches throughout Kosovo, as well as the most innovative digital services 

and products. 

A MESSAGE FROM THE CEO
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Our digital transformation journey is a thrilling one. The bank stayed ahead of the curve 

by introducing several new digital products and services in the market. Several 

significant milestones were achieved, including the launch of a number of digital 

platforms and products. Digital packages now include the full range of digital products, 

including digital loan, digital credit card and digital overdraft. 

We have advanced the implementation of automated digital systems. The bank 

embarked on the next chapter of its digital evolution during 2022 by incorporating the 

utilization of Robotic Process Automation (RPA) technology in loan origination, allowing 

for faster, more accurate processing of loan applications. This technology has reduced 

the processing time by up to 80%, resulting in an improved turnaround time for loan 

approvals, providing customers with a more streamlined banking experience. With the 

success of the RPA implementation, the bank will continue to explore opportunities to 

expand the use of automation in other areas.

As ever, social responsibility has been a core strategy of the Bank. We believe our 

contribution extends far beyond delivering customer excellence, as we are also at the 

heart of the community’s wellbeing and quality of life. With a vision to be a leading bank 

of sustainable practices that add value to employees, customers, stakeholders, and the 

community, BKT Kosova aligns its practices with, and recognizes the importance of 

sustainability and integrating, environmental, social, and governance (ESG) 

considerations into all its business practices.

In recognition of its efforts and achievements, BKT Kosova received thirteen 

international awards from seven reputable and prestigious institutions/magazines, 

including “Best Bank In Kosovo 2022” for the second consecutive year and “2022 

Outstanding Innovator in FX & Trading for Smart Invest Platform” from Global Finance, 

among several other international recognitions received during the year.

BKT Kosova is committed to maintaining its leadership position in the industry and will 

continue to pursue innovation and excellence in all its operations. The bank's success 

is attributed to the dedication and hard work of its employees, who continue to be 

exceptional and in turn we have endeavored to increase their skills, provide greater 
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international awards from seven reputable and prestigious institutions/magazines, 

including “Best Bank In Kosovo 2022” for the second consecutive year and “2022 

Outstanding Innovator in FX & Trading for Smart Invest Platform” from Global Finance, 

among several other international recognitions received during the year.

BKT Kosova is committed to maintaining its leadership position in the industry and will 

continue to pursue innovation and excellence in all its operations. The bank's success 

is attributed to the dedication and hard work of its employees, who continue to be 

exceptional and in turn we have endeavored to increase their skills, provide greater 

incentives, possibilities and further reward their efforts and outstanding performance.

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 to delivering on our purpose: to enrich the lives of our customers, 

colleagues and community.

 

Finally, I would like to thank each of the bank’s customers, shareholders and all related 

stakeholders for their trust and support. 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 and Board Member
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YEAR IN REVIEW

The year 2022 was characterized by many events including here the ease of COVID-19, 

Invasion of Ukraine by Russia, the high rate of inflation consequently affected by energy 

prices, commodity prices causing turmoil and volatility in financial international markets. 

In this environment Treasury, Financial Institutions and Private Banking Group has 

shifted its focus to risk management practices by mainly concentrating on balance 

sheet management, by introducing new product developments, offering a variety of 

investment opportunities for its clients, automating systems, increasing and 

establishing new international cooperation with banks, unique products in order 

increase efficiency and to optimize the profitability of the bank.

Treasury Department, having a significant portion of assets under its management, has 

been very active in local and international markets throughout the year by also offering 

a variety of investment opportunities for its clients. The bank has launched a XAU 

product which is the first gold deposit in the country, and by means of further increasing 

the possibilities for its clients, then launched multi-currency deposit which is a very 

favorable product for the clients, and it offers them the chance to switch between 

currencies during the lifetime of the product, thus giving the chance to benefit from fixed 

interest rate over term deposit, and at the same time benefiting from exchange rate 

movements. Bank now is in the final phase of launching USD account under Smart 

Invest platform which will enable clients to avoid FX risk while doing investments in USD 

instruments.In pursuit of digitization, bank has agreed with one white-label provider to 

automate its’ FX business with corporate clients. 

So far, such transactions have been performed in a traditional way through phone calls 

or mail confirmations, while with the new solution clients will be able to automatically 

perform FX transactions. In this way clients will execute transactions in a faster and 

more efficient way with direct access to the platform. As there is thin liquidity in 

secondary market for Kosovo government bonds and no readily-available source to 

track Kosovo Government Bond Prices, the bank has started to publish daily prices for 

each outstanding ISIN in order to contribute to development of capital markets and to 

increase know-how for clients. This will eventually pave the way for higher secondary 

market activity and increased transparency for retail investors.

Financial Institutions Department’s main focus was to enhance its international 

presence and establish relationships with reputable international financial institutions. 

Throughout the year, FID expanded correspondent banking network by adding new 
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YEAR IN REVIEW

Despite the challenges caused by the 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, all while maintaining a very low 

level of non-performing loans (NPL). 

Throughout 2022, the NPL/s rate returned to pre-pandemic downward trends, although 

almost all restructured loans ended their repayment extended deadline.

Non-performing loans marked a decreasing market trend in comparison to the previous 

year, by closing the year 2022 with NPL rate to total loans at 2.0%, compared to 2021 that 

was 2.3%. Compared to the countries of the region, Kosova continues to have the lowest 

rate of NPL/s, including Albania, Macedonia, Montenegro, Serbia, etc. This low level 

compared to other countries in the region, shows the high quality of the credit portfolio 

that the banking industry has in the country. 

Credit Risk Management continued to be in focus throughout 2022. Loan collection 

activities impacted the further improvement of credit portfolio. Bank undertook additional 

measures to prevent the deterioration of credit portfolio quality, by implementing 

additional measures to avoid overburdening customers with debt, credit portfolio regular 

monitoring, overdue credit exposures management, as well as prevention of the 

deterioration of loan exposures with early delays.

During 2022, the Loan Collection & Restructuring Department remained 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

NPL ratio continued with a downward for BKT Kosova, further dropping NPL ratio  to 

1.44% compared to 2021 which was 1.51%. 
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YEAR IN REVIEW

BKT Kosova’s Central Operations had a successful year, completing several 

transformative projects in year 2022. These initiatives have the potential to revolutionize 

banking workflows and enhance the overall customer experience.

The implementation of Robotic Process Automation (RPA) technology in loan origination 

was one of the most prominent projects of the year. This technology has reduced the 

processing time by up to 80%, resulting in an improved turnaround time for loan 

approvals, providing customers with a more streamlined experience. The Bank plans to 

expand the use of automation in other areas.

In order to enable branch staff to focus more on customer relationship building and sales, 

the Bank has centralized branch operational work. By automating back-office functions 

such as account opening, customer service inquiries, and transaction processing, staff 

members have more time to focus on enhancing the customer experience. This has 

resulted in increased productivity, improved customer satisfaction, and has allowed the 

bank to maximize its workforce while still providing quality service.

BKT Kosova has also upgraded its ATM infrastructure with the latest industry standard CX 

platform. Customers can now access a more modern and intuitive interface, with faster 

transaction processing times, making ATM banking simpler and more convenient. The new 

platform also features additional security measures, including biometric authentication, 

which provides customers with a safer and more secure banking experience.
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RETAIL
BANKING

YEAR IN REVIEW

2022 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. Driven by its commitment to make its customers’ life easier, 

Retail Banking delivered continuous improvement and innovation and achieved an 

upwards momentum with its innovative products and services and its investments in 

digital channels. Thanks to a business model that is based on digital banking and 

innovative channels, recorded a successful year in 2022 as it continued to make a 

difference through customer-focused innovation.

Retail Banking delivered a strong performance, growing across all indicators that rank in 

the top level of the banking industry. and of its peer set. While the overall market in retail 

deposits grew by 9%, BKT Kosova retail deposit portfolio grew by 18%. The positive trend 

was also reflective in retail loans, with BKT Kosova increasing by 31%, 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. 

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. 

“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.”
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EXPANDING TOGETHER

Retail Banking continued to enhance business processes in all areas of operation, and 

consistently updated products and enriched channels of service for customers. The 

ongoing investment in customer relationship management tools allowed the teams to stay 

close to customers, communicating regularly and in targeted, meaningful ways. 

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, 

further expansion of 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, as well as real estate agents, offering clients a wider choice of 

options to purchase their homes.

In order to be able to provide extensive number of service points to the bank’s customers, 

the bank extended its cooperation partnerships with non-bank financial institutions 

whereby the clients can be served as if they were visiting the authentic branches of the 

bank. Contextually, the contracted agencies, which are located throughout the entire 

territory of Kosovo, currently offer various banking services on behalf of the bank, such as 

depositing and withdrawing funds, applying for a credit product (loan, credit card or 

overdraft) or other account-related services. By this simple measure undertaken and 

promoted by the bank, the network of physical distribution points of the bank has tripled. 

Most importantly, apart from being available 24/7 to customers via bank’s online platforms, 

the bank now offers the largest and most efficient branch network which fosters the bank’s 

acquisition strategies, meets customers’ expectations and increases the general 

satisfaction in conducting banking transactions.

Recognizing the value of bank branches in a digital era, Retail Banking continued to 

enhance the customer experience and embrace new technology, including a digital-first 

business model that creates more opportunities to connect with customers.  As a leader in 

the digitization of banking services in the Kosovo market, BKT Kosova continues to lead 

the developments in this field by launching the most innovative services/products in the 

banking sector.
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DIGITALIZATION 

Throughout 2022, the bank further enriched the Digital Package in its BKT Mobile 

application. Apart from Digital Account Opening and Digital Loan, BKT Mobile application 

now includes the full range of digital products. The launch of new digital products now 

enables BKT customers to apply for a Digital Credit Card and Digital Overdraft through 

BKT Mobile application, in a process that finishes within 4 (four) short steps, getting the 

response of approval instantly. This new product adds value to digital channels and 

provides the quickest service and convenience to the customers. 

As a result of developments through digital channels, bank transformed the way for 

customers to manage their finances, marking a tremendous increase. BKT Kosova 

reached a 97% increase in app penetration, 38% in number of new users and 45% 

increase in number of transactions. 

With the aim of establishing and cultivating strong, long-term relationships, the Bank 

initiated the process of Customer Satisfaction Survey, with the main goal to analyse 

customer feedback and take actions based on the measurement results from the survey to 

improve the customer experience and consequently achieve a high customer satisfaction 

and customer loyalty. The strength of our customer relationships leaves us well positioned 

to grow in the years to come.
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YEAR IN REVIEW

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. For an efficient and healthy risk management function, it follows the approach 

of putting in place internal control points over each process / activity in first, second and 

third line of protection.  

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 Kosovo 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 
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CORPORATE AND 
BUSINESS BANKING

YEAR IN REVIEW

The private sector in Kosovo is considered to be a key factor in the economic 

development of the country, therefore, BKT Kosova through the Corporate and 

Business Banking Group further strengthened its position as a strategic partner in 

business development and financing.

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 13%, BKT Kosova business loan portfolio 

increased for 16%. Accordingly, the bank managed to increase the market share on 

business loans further in 2022. Also, the positive trend continued for business 

deposits, while BKT managed to increase deposit portfolio for 24% and market 

share participation for deposit reached 14%.  Non-cash financing portfolio 

increased for 27% while the market share is 11%, whereas, the overall banking 

sector increase in non-cash financing portfolio increased for 22% in 2022 

compared to the previous year. 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.

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. In 

response to the challenges resulting from global developments, the bank ensured 

to finance their business partners to help them maintain their financial stability. 

In 2022 the bank increased cooperation with Green for Growth Fund (GGF), to 

further influence mind-awareness for potential in “energy saving” and MSME 

support. Throughout the year, bank increased cooperation with Kosovo Credit 

Guarantee Fund-KCGF, to further support Agri and MSME Businesses. 

The Bank continued to finance business clients in the Project Financing, completing 

several projects in various sectors like construction, trade and other sectors.
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The trade finance business during 2022 has been a primary objective as non-cash 

financing opportunity. This type of financing is the option which will is offered and 

promoted regularly to bank clients as a business opportunity which creates ease of 

trade activities especially on international trade agreements. As the trade finance, 

Letter of Credit and Letter of Guarantee, became attractive business opportunity in 

last years to avoid “advance payment” of our clients to their trading partners in 

order to mitigate their risk and financially be more profitable.

DIGITALIZATION

Throughout 2022, the Corporate and Business Banking Group continued 

investments in automation and digitalization of its services. Online transactions 

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 clientele.

Advancement of technologies towards digitalization, enabled not only to improve 

client experience, but also create a competitive advantage for the bank, including:  

   •  Increased Efficiency 

   •  Improved Customer Experience

   •  Lower Costs: Better Security

   •  Faster Payments

The digitalization of services and products by BKT Kosova enabled ease on 

performing daily business activities without restrictions during the process. The 

card-less service has put BKT Kosova on another level at the financial sector, being 

the first bank to implement such a service to its customers.
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Apart from these advancements, in 2022, BKT Kosova continued to expand the functions 

of its Business e-Banking platform by adding new services. As an outcome client no 

longer has the need to spend their time visiting the bank to carry out simple transactions.

VIRTUAL POS 

The Virtual POS – e-Commerce service was implemented by the bank as a new tool 

providing a broader range of services in the market, taking into consideration the recent 

sales developments in the world and towards online sales.

AUTOMATED AND DIGITAL COOPERATION 
WITH FINTECHS

Starting from a standpoint that the Bank and Fintech partnerships are leading the way to 

the future of financial services, BKT Kosova has established a few partnerships with 

Fintech Companies in this regard. 

As such, the main aim of the bank is to involve the unbanked clients into the financial 

system, from which the overall benefit will be digitization of general economy as a bottom 

line.
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YEAR IN REVIEW

The Bank is proud to report another successful year at Human Resources field, with a 

continued focus on attracting and retaining top talent, fostering a diverse and inclusive 

workplace culture, providing comprehensive benefits and opportunities for growth and 

development of bank employees. Commitment to these values has been essential to the 

bank's ongoing success and continued progress in HR area in the coming year.

The talent turnover rate, employee engagement, diversity and inclusion, recruitment and 

retention, employee benefits and satisfaction, talent development and compliance, and 

legal issues are among the key indicators which were measured and assessed 

continuously. Based on these results HR initiatives and programs were tailored, leading to 

significant impact on the overall performance of the bank. 

The bank has implemented new recruitment strategies to attract the best candidates in the 

industry, and have also increased employee retention rates through engaging and fulfilling 

work experiences. In addition, significant investments were made in employee benefits 

and development opportunities, including offering competitive salaries, comprehensive 

health coverage, and professional development programs to help employees reach their 

full potential. 

These initiatives have helped to create a highly engaged and motivated workforce that is 

dedicated to serving our clients and contributing to the bank's success.

In 2022, BKT Kosova announced the start of new Leadership Development Program, 

which is designed to cultivate the next generation of bank leaders, executives, and 

managers. This comprehensive program will provide high-potential employees with the 

skills, knowledge, and experiences necessary to succeed in leadership positions within 

the bank.

Through a combination of on-the-job training, mentorship, and formal courses, 

participants will gain hands-on experience and exposure to key leadership competencies, 
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Our digital transformation journey is a thrilling one. The bank stayed ahead of the curve 

by introducing several new digital products and services in the market. Several 

significant milestones were achieved, including the launch of a number of digital 

platforms and products. Digital packages now include the full range of digital products, 

including digital loan, digital credit card and digital overdraft. 

We have advanced the implementation of automated digital systems. The bank 

embarked on the next chapter of its digital evolution during 2022 by incorporating the 

utilization of Robotic Process Automation (RPA) technology in loan origination, allowing 

for faster, more accurate processing of loan applications. This technology has reduced 

the processing time by up to 80%, resulting in an improved turnaround time for loan 

approvals, providing customers with a more streamlined banking experience. With the 

success of the RPA implementation, the bank will continue to explore opportunities to 

expand the use of automation in other areas.

As ever, social responsibility has been a core strategy of the Bank. We believe our 

contribution extends far beyond delivering customer excellence, as we are also at the 

heart of the community’s wellbeing and quality of life. With a vision to be a leading bank 

of sustainable practices that add value to employees, customers, stakeholders, and the 

community, BKT Kosova aligns its practices with, and recognizes the importance of 

sustainability and integrating, environmental, social, and governance (ESG) 

considerations into all its business practices.

In recognition of its efforts and achievements, BKT Kosova received thirteen 

international awards from seven reputable and prestigious institutions/magazines, 

including “Best Bank In Kosovo 2022” for the second consecutive year and “2022 

Outstanding Innovator in FX & Trading for Smart Invest Platform” from Global Finance, 

among several other international recognitions received during the year.

BKT Kosova is committed to maintaining its leadership position in the industry and will 

continue to pursue innovation and excellence in all its operations. The bank's success 

is attributed to the dedication and hard work of its employees, who continue to be 

exceptional and in turn we have endeavored to increase their skills, provide greater 
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& PRIVATE BANKING 

YEAR IN REVIEW

The year 2022 was characterized by many events including here the ease of COVID-19, 

Invasion of Ukraine by Russia, the high rate of inflation consequently affected by energy 

prices, commodity prices causing turmoil and volatility in financial international markets. 

In this environment Treasury, Financial Institutions and Private Banking Group has 

shifted its focus to risk management practices by mainly concentrating on balance 

sheet management, by introducing new product developments, offering a variety of 

investment opportunities for its clients, automating systems, increasing and 

establishing new international cooperation with banks, unique products in order 

increase efficiency and to optimize the profitability of the bank.

Treasury Department, having a significant portion of assets under its management, has 

been very active in local and international markets throughout the year by also offering 

a variety of investment opportunities for its clients. The bank has launched a XAU 

product which is the first gold deposit in the country, and by means of further increasing 

the possibilities for its clients, then launched multi-currency deposit which is a very 

favorable product for the clients, and it offers them the chance to switch between 

currencies during the lifetime of the product, thus giving the chance to benefit from fixed 

interest rate over term deposit, and at the same time benefiting from exchange rate 

movements. Bank now is in the final phase of launching USD account under Smart 

Invest platform which will enable clients to avoid FX risk while doing investments in USD 

instruments.In pursuit of digitization, bank has agreed with one white-label provider to 

automate its’ FX business with corporate clients. 

So far, such transactions have been performed in a traditional way through phone calls 

or mail confirmations, while with the new solution clients will be able to automatically 

perform FX transactions. In this way clients will execute transactions in a faster and 

more efficient way with direct access to the platform. As there is thin liquidity in 

secondary market for Kosovo government bonds and no readily-available source to 

track Kosovo Government Bond Prices, the bank has started to publish daily prices for 

each outstanding ISIN in order to contribute to development of capital markets and to 

increase know-how for clients. This will eventually pave the way for higher secondary 

market activity and increased transparency for retail investors.

Financial Institutions Department’s main focus was to enhance its international 

presence and establish relationships with reputable international financial institutions. 

Throughout the year, FID expanded correspondent banking network by adding new 
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names in the counterparties’ list with participation in international prestigious 

events such as “Euromoney Central and Eastern European Forum” and “Sibos” in 

order to represent the country and the bank itself. Besides, FID supported the bank 

by onboarding new names to perform treasury transactions including FX, Money 

Market, fixed income trading and so on. Besides, FID facilitated trade finance 

transactions with its wide network of correspondent banks when financing costs 

were increasing. In this regard, new correspondent accounts have been opened in 

currencies which comprise a good portion of remittance flow and trade activity.

In an environment where capital market activities lowered and financial conditions 

tightened significantly, FID successfully coordinated process successfully to retain 

the first sustainability linked sub-ordinated loan for the country from European 

development funds. In this regard, the bank has agreed to commit certain ESG 

linked KPI’s which would help minimize the negative impact on the environment and 

encourage sustainable growth. The sub-ordinated loans are Basel-III compliant Tier 

2 which strengthen financial capacity of the bank, while it is intended to provide 

funding for MSME’s and the agriculture sector and to increase energy and resource 

efficiency in Kosovo. 

Besides, 2022 has been another year when the bank’s success has been 

recognized internationally by multiple reputable institutions and magazines. 

International recognition of financial success paves the way for bank to increase its 

activities beyond borders.
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PRIVATE BANKING 

Private Banking Department has focused on unique and custom-made products for 

Premier clients, for whom the best terms of products and services were designed in a 

time of high inflationary pressures on households. Premier Banking provides its Premier 

clients with unique website, social media accounts, and call center line. The call center's 

separation line ensured exceptional flow by giving priority to calls from Premier Clients 

by prioritizing premier marked clients with changing waiting parameter. During 2022 BKT 

Premier Banking has been awarded by the prestigious organization as “Best Private 

Banking in Kosovo” as a result of customized services for this special segment of clients, 

while intending to create a portfolio management structure in branches to increase 

customer satisfaction. Last but not least, Private Banking Department has launched a 

green marketing strategy by cooperating with taxi company operating only electrical 

cars for sustainability objectives. Moreover, in order to offer exclusive services with a 

bonus structure or targeted discount from specific merchants and stores inside and 

outside Kosovo, the bank will soon introduce BKT Premier Platinum Credit Card 

membership.

YEAR IN REVIEW

BKT Kosova’s Central Operations had a successful year, completing several 

transformative projects in year 2022. These initiatives have the potential to revolutionize 

banking workflows and enhance the overall customer experience.

The implementation of Robotic Process Automation (RPA) technology in loan origination 

was one of the most prominent projects of the year. This technology has reduced the 

processing time by up to 80%, resulting in an improved turnaround time for loan 

approvals, providing customers with a more streamlined experience. The Bank plans to 

expand the use of automation in other areas.

In order to enable branch staff to focus more on customer relationship building and sales, 

the Bank has centralized branch operational work. By automating back-office functions 

such as account opening, customer service inquiries, and transaction processing, staff 

members have more time to focus on enhancing the customer experience. This has 

resulted in increased productivity, improved customer satisfaction, and has allowed the 

bank to maximize its workforce while still providing quality service.

BKT Kosova has also upgraded its ATM infrastructure with the latest industry standard CX 

platform. Customers can now access a more modern and intuitive interface, with faster 

transaction processing times, making ATM banking simpler and more convenient. The new 

platform also features additional security measures, including biometric authentication, 

which provides customers with a safer and more secure banking experience.

In order to improve the efficiency and security of ATM operations, the Bank has 

outsourced offsite ATM cash handling. This move has allowed for faster, more accurate 
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LOANS 
MANAGEMENT
AND LEGAL

YEAR IN REVIEW

Despite the challenges caused by the 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, all while maintaining a very low 

level of non-performing loans (NPL). 

Throughout 2022, the NPL/s rate returned to pre-pandemic downward trends, although 

almost all restructured loans ended their repayment extended deadline.

Non-performing loans marked a decreasing market trend in comparison to the previous 

year, by closing the year 2022 with NPL rate to total loans at 2.0%, compared to 2021 that 

was 2.3%. Compared to the countries of the region, Kosova continues to have the lowest 

rate of NPL/s, including Albania, Macedonia, Montenegro, Serbia, etc. This low level 

compared to other countries in the region, shows the high quality of the credit portfolio 

that the banking industry has in the country. 

Credit Risk Management continued to be in focus throughout 2022. Loan collection 

activities impacted the further improvement of credit portfolio. Bank undertook additional 

measures to prevent the deterioration of credit portfolio quality, by implementing 

additional measures to avoid overburdening customers with debt, credit portfolio regular 

monitoring, overdue credit exposures management, as well as prevention of the 

deterioration of loan exposures with early delays.

During 2022, the Loan Collection & Restructuring Department remained 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

NPL ratio continued with a downward for BKT Kosova, further dropping NPL ratio  to 

1.44% compared to 2021 which was 1.51%. 

Legal Department continued to effectively address the requirements of business and 

customer needs, ensuring facilitations in performing legal services through online 

platforms (mortgage registration), and the adoption of the Law on Electronic Identification 

and Trust Services in Electronic Transactions. These legal solutions, contributed directly to 

the achievement of the Bank’s objectives and priorities.
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The establishment of the Commercial Court, opened in August 2022, directly 

affected the efficiency of work and the execution of contracts in the interest of the 

Banking sector. The work of this Court has also affected the achievement of 

concrete results for the legal department of the Bank. Despite positive 

developments, the large number of cases in the Courts and the delays in handling 

cases, continues to be a challenge, a situation which has a direct impact on the 

implementation of uncollateralized contracts.

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 digitalization of credit products 

and other internal projects by reviewing and evaluating existing processes for 

optimizing retail and business operations, for faster and more accurate 

decision-making.

The engagement of the specialized team within the group, for monitoring and 

assessing progress works of construction bank partners for real estate financing, 

contributed to higher service efficiency and customer satisfaction. 
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RISK
MANAGEMENT

YEAR IN REVIEW

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. For an efficient and healthy risk management function, it follows the approach 

of putting in place internal control points over each process / activity in first, second and 

third line of protection.  

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 Kosovo 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. 
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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. 

56



HUMAN
RESOURCES

YEAR IN REVIEW

The Bank is proud to report another successful year at Human Resources field, with a 

continued focus on attracting and retaining top talent, fostering a diverse and inclusive 

workplace culture, providing comprehensive benefits and opportunities for growth and 

development of bank employees. Commitment to these values has been essential to the 

bank's ongoing success and continued progress in HR area in the coming year.

The talent turnover rate, employee engagement, diversity and inclusion, recruitment and 

retention, employee benefits and satisfaction, talent development and compliance, and 

legal issues are among the key indicators which were measured and assessed 

continuously. Based on these results HR initiatives and programs were tailored, leading to 

significant impact on the overall performance of the bank. 

The bank has implemented new recruitment strategies to attract the best candidates in the 

industry, and have also increased employee retention rates through engaging and fulfilling 

work experiences. In addition, significant investments were made in employee benefits 

and development opportunities, including offering competitive salaries, comprehensive 

health coverage, and professional development programs to help employees reach their 

full potential. 

These initiatives have helped to create a highly engaged and motivated workforce that is 

dedicated to serving our clients and contributing to the bank's success.

In 2022, BKT Kosova announced the start of new Leadership Development Program, 

which is designed to cultivate the next generation of bank leaders, executives, and 

managers. This comprehensive program will provide high-potential employees with the 

skills, knowledge, and experiences necessary to succeed in leadership positions within 

the bank.

Through a combination of on-the-job training, mentorship, and formal courses, 

participants will gain hands-on experience and exposure to key leadership competencies, 

including strategic thinking, decision-making, communication, and relationship building. 

This program is a key part of a long-term talent strategy and will help to ensure the 

continued success and growth of the bank for years to come.
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This program will be a valuable resource for banks employees and will help building 

a pipeline of talented leaders who will shape the future of the bank. 

Another important initiative launched in 2022 is the introduction of flexible work 

schedules for eligible employees. Recognizing the changing demands of the 

modern workforce, bank has implemented flexible options for employees to 

balance their work and personal commitments, such as telecommuting, part-time 

arrangements, and flexible start and end times where applicable.

These flexibilities have been very well received by banks employees and has helped 

to improve morale and job satisfaction. By offering these options, HR Department 

has been able to attract and retain top talents, as well as support the well-being and 

productivity of employees.

BKT Kosova believes that a flexible work schedule is a key component of a positive 

work-life balance, and is committed on providing employees the support and 

resources needed to be successful. 

In addition, the bank is focused on enhancing skills of her employees and 

empowering them to focus on tasks that add value to the organization. As 

technology continues to advance, BKT Kosova continues to acknowledge the 

importance of automation in streamlining manual, repetitive tasks and freeing up 

our employees to focus on higher-level tasks that require human interaction and 

intelligence.

During the year, BKT Kosova has implemented different trainings and development 

programs to help employees acquire new skills and adapt to the changing demands 

of the workplace. The goal is to create a workforce that is well-equipped to meet the 

challenges of the future. The bank continues to be committed on providing the 

resources and necessary support to help the employees grow and succeed.

BKT Kosova believes that a strong and committed workforce is the foundation of a 

success, and will continue to prioritize HR initiatives that support employees and 

the growth of the bank. 
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names in the counterparties’ list with participation in international prestigious 

events such as “Euromoney Central and Eastern European Forum” and “Sibos” in 

order to represent the country and the bank itself. Besides, FID supported the bank 

by onboarding new names to perform treasury transactions including FX, Money 

Market, fixed income trading and so on. Besides, FID facilitated trade finance 

transactions with its wide network of correspondent banks when financing costs 

were increasing. In this regard, new correspondent accounts have been opened in 

currencies which comprise a good portion of remittance flow and trade activity.

In an environment where capital market activities lowered and financial conditions 

tightened significantly, FID successfully coordinated process successfully to retain 

the first sustainability linked sub-ordinated loan for the country from European 

development funds. In this regard, the bank has agreed to commit certain ESG 

linked KPI’s which would help minimize the negative impact on the environment and 

encourage sustainable growth. The sub-ordinated loans are Basel-III compliant Tier 

2 which strengthen financial capacity of the bank, while it is intended to provide 

funding for MSME’s and the agriculture sector and to increase energy and resource 

efficiency in Kosovo. 

Besides, 2022 has been another year when the bank’s success has been 

recognized internationally by multiple reputable institutions and magazines. 

International recognition of financial success paves the way for bank to increase its 

activities beyond borders.
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CENTRAL 
OPERATIONS

YEAR IN REVIEW

BKT Kosova’s Central Operations had a successful year, completing several 

transformative projects in year 2022. These initiatives have the potential to revolutionize 

banking workflows and enhance the overall customer experience.

The implementation of Robotic Process Automation (RPA) technology in loan origination 

was one of the most prominent projects of the year. This technology has reduced the 

processing time by up to 80%, resulting in an improved turnaround time for loan 

approvals, providing customers with a more streamlined experience. The Bank plans to 

expand the use of automation in other areas.

In order to enable branch staff to focus more on customer relationship building and sales, 

the Bank has centralized branch operational work. By automating back-office functions 

such as account opening, customer service inquiries, and transaction processing, staff 

members have more time to focus on enhancing the customer experience. This has 

resulted in increased productivity, improved customer satisfaction, and has allowed the 

bank to maximize its workforce while still providing quality service.

BKT Kosova has also upgraded its ATM infrastructure with the latest industry standard CX 

platform. Customers can now access a more modern and intuitive interface, with faster 

transaction processing times, making ATM banking simpler and more convenient. The new 

platform also features additional security measures, including biometric authentication, 

which provides customers with a safer and more secure banking experience.

In order to improve the efficiency and security of ATM operations, the Bank has 

outsourced offsite ATM cash handling. This move has allowed for faster, more accurate 

cash management, freeing up internal resources to focus on other critical areas of the 

Bank. By outsourcing cash handling, the Bank has also reduced the risk of fraud and theft, 

improving overall ATM security.
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platform also features additional security measures, including biometric authentication, 
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improving overall ATM security.
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So far, such transactions have been performed in a traditional way 
through phone calls or mail confirmations, while with the new solution 
clients will be able to automatically perform FX transactions. In this way 
clients will execute transactions in a faster and more efficient way with 
direct access to the platform. As there is thin liquidity in secondary 
market for Kosovo government bonds and no readily-available source 
to track Kosovo Government Bond Prices, the bank has started to 
publish daily prices for each outstanding ISIN in order to contribute to 
development of capital markets and to increase know-how for clients. 
This will eventually pave the way for higher secondary market activity 
and increased transparency for retail investors.

Financial Institutions Department’s main focus was to enhance its 
international presence and establish relationships with reputable inter-
national financial institutions. Throughout the year, FID expanded cor-
respondent banking network by adding new names in the counterpar-
ties’ list with participation in international prestigious events such as 
“Euromoney Central and Eastern European Forum” and “Sibos” in 
order to represent the country and the bank itself. Besides, FID sup-
ported the bank by onboarding new names to perform treasury trans-
actions including FX, Money Market, fixed income trading and so on. 
Besides, FID facilitated trade finance transactions with its wide net-
work of correspondent banks when financing costs were increasing. In 
this regard, new correspondent accounts have been opened in cur-
rencies which comprise a good portion of remittance flow and trade 
activity.

In an environment where capital market activities lowered and financial 
conditions tightened significantly, FID successfully coordinated pro-
cess successfully to retain the first sustainability linked sub-ordinated 
loan for the country from European development funds. In this regard, 
the bank has agreed to commit certain ESG linked KPI’s which would 
help minimize the negative impact on the environment and encourage 
sustainable growth. The sub-ordinated loans are Basel-III compliant 
Tier 2 which strengthen financial capacity of the bank, while it is intend-
ed to provide funding for MSME’s and the agriculture sector and to 
increase energy and resource efficiency in Kosovo. 

Besides, 2022 has been another year when the bank’s success has 
been recognized internationally by multiple reputable institutions and 
magazines. International recognition of financial success paves the 
way for bank to increase its activities beyond borders.
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The bank has upgraded its core banking system to integrate automation, 

digitalization, and banking-as-a-service platforms. This enables the Bank to offer 

more modern and sophisticated services to its customers, expand its reach into 

new markets and improve operational efficiency.

In summary, BKT Kosova’s Central Operations had completed several 

transformative projects in 2022, which have had a significant impact on the Bank’s 

overall efficiency, security, and customer experience. These initiatives enabled the 

Bank to stay ahead of the curve in the rapidly evolving world of banking, while also 

providing customers with the best possible service.
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