
Universally Inclusive
Customer Service



Facilitate participation and access to our

products and services for all people, with

equal treatment and autonomy.

The Program seeks to reduce the
infrastructure, social and cultural barriers
that limit access of minority groups of 
society to the financial system.

Universally Inclusive Customer Service



This Program is built on the basis of these 
key concepts that allow us to achieve the
Universal Service we have set ourselves:

▪ Facilitate access to everyone, with 
Equal Treatment and Autonomy.

▪ Applying the principles of Universal 
Design (accessible).



What do we mean by 
Equal Treatment?

To provide people with
the same treatment

regardless of disability, race, sex, 
social class, age, etc.

Attending to the needs of each
client.

What do we mean by 
Autonomy?

Autonomy is the right of 

individuals to act according to 
their own criteria and will.

And to respect this right, the bank
must mobilize and take the

necessary steps to allow its clients
to operate autonomously, if they

so wish.



What does the Bank do to be Universal?

Infrastructure: In-person and Remote.  
Developing and adjusting the existing offices 
(ramps, counter and double-height cash desk, 
among others) and remote channels, to 
ensure access, mobility and independent living 
conditions.

With the Universally
Inclusive Customer
Service Program, we

lower barriers:

Awareness and Training: Accompanying our 
workers and introducing new knowledge and 
practices to know how to deal with everyone.
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Service models: In-person and remote, that
ensure equal and autonomous treatment. 
Regulatory changes, and in service protocols; 
and adding new service tools.



AccessibilityUniversal cash-desks

Universal Branches and adaptation of existing offices
Since 2016, all new branches of the Bank are born with universal design, where all cashier and counter stations are universal

(double height) in addition to having all the features of universal access and displacement. We have 167 universal branches

(40% of the total) and 401 branches adjusted in their accessibility.

Universal counters Other elements of 

Universal Design



Web and mobile georeferencing
We facilitate access to people with reduced mobility, elderly or those who require it.

We add georeferencing detailing our accessible offices to facilitate trip planning.



Facilitating autonomy and independent living

We enforce the principle of independent living for all people, thus reducing the gaps in services for the blind 

community.

Audible ATMs
We are the only bank that, through the deployment 
of audible ATMs, massively addresses the barrier of 
inclusion and access to financial services for the 
visually impaired, seeking to enable them to operate 
autonomously and safely, through a network of more 
than 665 ATMs that operate in audible mode 
throughout the country.



Website in Mapudungun, Creole, with sign language ( being updated)
We want everyone to be able to learn about our products and operate them independently.

Mapudungun page 
(First Nations language in Chile)

Haitian Creole Page

Sign Language Videos



Call Center in Haitian Creole

Call Center and Brochures in Haitian Creole Languaje
We lowered language barriers and reduced service times at customer contact points.

Brochures in Haitian Creole



Card embossing according to social identity
We respect all our customers and their identity. We are concerned that they can use their social name, both 

in the treatment and in our products available with this option: Savings Account, Electronic Checkbook and 

Checking Account.



Internal regulations
We modified our internal regulations, with a focus on people's rights, in order to safeguard equal access conditions and 

treatment in accordance with the needs of each group.

Adjusted internal regulationsSupport material for customer service executives



Training and cultural change
We provide training to those who are in direct contact with customers, in order to raise awareness and make visible the

cultural and social barriers faced by these groups, and also to learn how to deal with them, seeking their autonomy and equal

treatment.

Awareness-raising and training for employees Bank



Training and cultural change
Through our internal communication media, we reinforce the main concepts of the program.



Respect their roots, 
their identity,

their condition, 
their years,
their origin,

is our commitment.



Universally Inclusive
Service Program


