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Key is committed to fostering diversity, equity, and inclusion
throughout the entire enterprise – from the teammates we
hire and the clients we serve, to the suppliers we use and the
communities that welcome us. Our employees are engaged
with and committed to our mission of helping our clients
and communities thrive. We are more focused than ever on
participating in the economic expansion, revitalization, and
resurgence of the communities we so proudly serve, as well
as strengthening the financial wellness of our clients.
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RESPONSIBLE
BANKING
Everyone’s financial journey is different. We make intentional efforts to meet the individual needs of clients
and communities through a diverse range of products, services, programs, and initiatives.
Providing inclusive banking is evident in how we:
• S
 how up in our communities every single day
• P
 rovide advice and guidance to our clients
• A
 re accessible when and how clients need us most

In 2021, we worked with the Financial Health Network, the leading authority on financial health in the U.S., to identify opportunities to
support equitable financial health outcomes and access for our clients and communities. We also introduced a new role, Emerging
Markets Segment Product Manager, within the Consumer Bank Product Management team. This role will focus on helping Key
develop and deliver products that meet the needs of LMI communities and clients. The individual in this role partners with teammates
across the enterprise, including Product Management, Consumer Payments, Corporate Responsibility, Home Lending, Marketing,
and Communications, to align product design, features, and functions with LMI clients’ needs, while developing a measurement
infrastructure to monitor progress with clients’ financial health.

KeyBus Community Initiative

KeyBank is Member FDIC 211208-1315837

Neighborhood Bank

To make banking more inclusive for all
communities, we continuously look for ways
to improve access to financial services.
Starting in spring 2022, we are introducing
our new KeyBus to bring financial services,
as well as financial coaching and financial
education, to traditionally under-resourced
communities across our footprint.
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KeyBank products and services

Financial Wellness Center opens in
Cleveland’s Ohio City neighborhood

No matter where clients are in their journey, we provide:

24/7 account access
Secure online and mobile
banking allows clients to access
and manage their money
anytime, anywhere.

Financial guidance
Expert advice helps clients feel
confident about their financial
decisions and prepared for all of
life’s ups and downs.

Build credit
A wide range of solutions help
clients build or improve their
credit.

Key opened a new Financial Wellness Center in our home
market of Cleveland, Ohio. Our Financial Wellness Centers
are designed to offer a deeper, more personalized banking
experience for clients. It’s our way of adapting to changing
consumer behavior, requiring fewer in-person transactional
needs and more advisory-based services. Instead of a
traditional bank lobby, clients walk into an open floor plan with
private offices. Financial wellness consultants are available to
assist with whatever need clients have – whether it’s simply
depositing a check or applying for a consumer or business
loan. Clients who wish to complete transactions digitally
while on-site have access to WiFi. All tellers and bankers who
worked at our previous nearby branch location were trained
as financial wellness consultants.
This marks the sixth market in which we have a Financial
Wellness Center; other locations include Colorado, Indiana,
Utah, Washington, and Columbus, Ohio. The Cleveland
center was opened in the historic preservation district of Ohio
City, an intentional move to support the ongoing revitalization
of this diverse neighborhood and its active business startup
community. Branch teammates are also engaged in the
surrounding community, mentoring eighth grade students
from the nearby middle school, including helping with
coursework and discussing career options.

Personalized Financial Advice
The Key Financial Wellness Review® is a highly personalized
conversation, aimed at understanding a client’s current
financial situation, identifying their financial priorities, and
developing a unique action plan to help them achieve their
goals with simple steps. The banker-guided conversation
can be conducted in-person using an interactive touchscreen
monitor or virtually.
The Financial Wellness Review can assist with budgeting,
building emergency savings, or consolidating debt.
The Financial Wellness Review is a unique proprietary
experience that’s only available to Key employees and
clients, providing ongoing guidance to support financial
security and confidence.
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Industry-leading tools and resources
Our products and services help clients start financial journeys, build and improve credit,
and make progress toward their financial goals.

Bank

Save

Borrow

KeyBank Hassle-

Key Active Saver account

Key Community Mortgage®5

• O
 pen with as little as $10, with a
waivable monthly maintenance
service charge and no minimum
balance requirements

• D
 oes not require a minimum loan
amount; it can be used for small
dollar mortgages and allows clients
to take advantage of low down
payment options

Free Account® (Bank On
certified product1)
• A
n easy-to-use account, with a
chip-secure debit card and secure
mobile banking
• N
 o overdraft, minimum balance,
or monthly maintenance service
charges2
• D
 eposit checks in the mobile app,
pay bills, send money, and more

Key Secured Credit Card®
• C
an help clients establish and
improve credit history when the
minimum monthly payment is met
• No annual fee3
• S
ecured by a minimum deposit
greater than or equal to $300 in a
Key Active Saver® account

• N
 o monthly maintenance service
charge when linked to a KeyBank
consumer checking account,
including the KeyBank HassleFree Account (otherwise, there is
a $4 fee)4

• P
 rivate Mortgage Insurance (PMI) is
not required
• S
pecialized support from loan
officers at local branches

EasyUp®

KeyBank Loan Assist Program

• S
 ervice that automatically saves a
set amount from every debit card
purchase when a client adds it to
their KeyBank savings account
or to a company account to pay
down debt

• S

avings-secured loan that is
deposited in a Key savings account
(minimum $500, maximum $3,500)

• C
lient can determine a transfer
amount that works for them, from
10¢ to $5

• M
 aking regular, on-time monthly
payments on the loan can help
clients build a good credit history6
• F
 ixed rate, with an option to pay
automatically

Bank On, led by the national nonprofit organization Cities for Financial Empowerment Fund (CFE Fund), works to ensure everyone has access to a safe, affordable, transactional banking account. 2Other

1

miscellaneous charges apply. Mastercard and the Mastercard Brand Mark are registered trademarks of Mastercard International Incorporated. Please read our Agreements and Disclosures. If you opened your
deposit account online within the last 90 days, you may also review the original agreements and disclosures provided to you. 3The variable APR for purchases is 29.99%. There is a $0.50 minimum finance
charge where interest is due. The annual fee is $0. Foreign Transaction fee: 3% of the amount of each foreign transaction after its conversion into U.S. Dollars. Transactions originating in Canada are excluded
from this fee. 4The monthly maintenance service charge on the Key Active Saver account will be waived for Key Secured Credit Card clients. The monthly maintenance service charge waiver is only valid
as long as the Key Secured Credit Card remains open. If you are graduated to an unsecured card or close your Key Secured Credit Card account, the Key Active Saver monthly maintenance service charge
of $4.00 may apply, unless you are the owner on a KeyBank consumer checking account (including KeyBank Hassle-Free Account®). 5Property must be located in a KeyBank Assessment Area. No income
limitations if property is located in LMI census tracts. For all other census tracts, income must be less than 80% of the Federal Financial Institutions Examination Council (FFIEC) Estimated MSA/MD Median
Family Income. Completion of a HUD-approved prepurchase homebuyer education workshop may be required prior to closing. Landlord counseling may be required prior to closing on all two-unit transactions.
Borrowers are not permitted to own any other real estate at the time of closing. 6How Loan Assist works. If you are approved, we make a “loan” to you. The loan proceeds are put into a KeyBank savings
account where it earns interest but won’t be available for you to withdraw until the loan is repaid. Once you’ve repaid the loan amount, the money in the savings account – plus any interest earned – is made
available and can then be withdrawn to use any way you want. Credit products are subject to credit approval. The creditor and issuer of the Secured Card credit card is KeyBank N.A., pursuant to a license
from Mastercard International Incorporated. Mastercard is a registered trademark, and the circles design is a trademark of Mastercard International Incorporated.
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Financial education and support
We are committed to providing our clients and communities
with the financial education necessary for a successful
future. Over the past year, Corporate Responsibility Officers,
Home Lending Leaders, and Community Development
Loan Officers hosted in-person and virtual financial inclusion
and home-buyer education sessions throughout our
markets. We also support a variety of national and local
organizations – including Junior Achievement, Akron Public
Schools in Ohio, and the Connecticut Center for Arts and
Technology – that provide students, and unemployed and
underemployed people, access to real-world financial tools
and technologies that they will encounter with banks and
other financial service providers.

Indiana Black Expo
Key has enjoyed a strong relationship with Indiana Black Expo
for many years. We sponsored Indiana Black Expo’s 2021
Minority Business Conference, which was a free, virtual event
that featured a roundtable discussion about how to improve
utilization of underrepresented businesses in supplier diversity
programs across the state. In 2020, we worked with Indiana
Black Expo and the Indiana Small Business Development
Center to sponsor a webinar series for minority business
owners that covered a wide range of topics, including starting
a business, business operations, financial health, marketing,
developing banking relationships, and succeeding in a post
COVID-19 world.

Super Refund Saturday
Key@Work®
Our Key@Work program serves employers of all sizes
by offering a no-cost financial wellness program to their
employees. We bring our bankers to them, either in person or
virtually, leading educational sessions on a variety of topics,
such as understanding credit scores, homeownership,
planning for healthcare costs, and managing debt. The
program is continuously adapted to meet the diverse needs
of the organizations we serve.

Black Homeownership Collaborative

For the past 15 years, hundreds of teammates have
volunteered to help local nonprofit organizations provide
LMI wage earners with free tax preparation services and
assistance in determining their eligibility for the Earned Income
Tax Credit. The event known as Super Refund Saturday is
a cost-effective way for local tax filers to navigate the tax
preparation process.
Given the challenges of in-person events in early 2021 and
our desire to prioritize the health and safety of our teammates,
clients, and communities, Key provided philanthropic financial
support to 11 nonprofit organizations to assist with tax
preparation services for income-eligible households.

We support the Black Homeownership Collaborative’s sevenpoint plan to increase Black homeownership by 3 million
households by 2030. Key teammates are active in a variety of
workgroups focused on housing counseling, down payment
assistance, credit and lending, and marketing and outreach.

International Franchise Association
In cooperation with the International Franchise Association
(IFA) and U.S. Black Chambers, we sponsored, developed,
and executed a four-part webinar series in 2021 for minority
entrepreneurs interested in franchise ownership. The series
covered practical business readiness, tips for preparing
business plans, mentoring and coaching advice from
business executives, and first-hand experiences of female
minority franchise business owners. More than 400 people
registered for the webinars, which are housed on the IFA
Foundation and U.S. Black Chamber’s websites and are
available to members.
KeyCorp 2021 Environmental, Social, and Governance Report
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Small business support
Small businesses are critical accelerators for the economic
health of neighborhoods. Building a successful small
business is a challenge that is easier with Key – a bank that
understands how to build a small business from the ground
up. For our small business clients, we offer financial reviews
that focus on four main categories: business, operations,
expertise, and solutions.
Key doubles Small Business Administration (SBA) 7(a) lending
volume and remains a top small business lender in the
country.1 In October 2021, KeyBank announced it extended
947 loans, totaling $434 million, during the SBA’s FY 2021,
more than doubling the number of unit loan approvals to
individual small businesses from 2020. The volume moved us
into a top 10 position among more than 1,700 participating
lenders and represented record-breaking loan volume for Key
in terms of units and dollars.
Since 2015, Key has provided more than $2 billion in SBAguaranteed financing to thousands of small business owners
and has continually been ranked among the top SBA lenders
in the country.

BEEHIVE: A new way we’re
building community in Pittsburgh
In Pittsburgh, we’re working to build a strong, supportive
community for small business owners and entrepreneurs
who identify as underserved or underrepresented. It’s the
driving force behind a new concept we named BEEHIVE,
which stands for Building Economic Empowerment
Helping Invigorate Ventures and Entrepreneurship. Through
networking events and learning sessions, we encourage
discussion and education around a variety of pertinent
topics to business owners, such as challenges navigating
the business banking system, improving financial stability,
alternative financing resources, and the minority business
certification process.

1

Funding rising entrepreneurs
Cleveland native Ramat Wiley has a long-standing personal
banking relationship with Key. When she decided to start
her own business, Adun Spice Company, in 2020, Key was
naturally the first place she turned to for support. We worked
with her to open a business banking account and secure an
SBA loan.
As a food stylist turned entrepreneur, Ramat has developed
strong relationships with local chefs and the culinary
community in Cleveland. Giving back to this community is
a priority for her business: Adun Spice Company donates a
portion of its profits to local food charities, families in need of
food, and uplifting other culinary entrepreneurs. We are proud
to support Ramat on her journey as an entrepreneur and her
resolve to help others in need.

Source: According to statistics released by the U.S.

Small Business Administration (SBA) FY 2021.
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Key4Women®: Empowering
women in business
Through advocacy, connections, and empowerment,
Key4Women supports the financial progress and
empowerment of businesswomen, providing a wealth
of resources to help them meet their personal and
professional goals. Since its launch in 2005, our certified
advisors have facilitated more than $12 billion in loans to
women-owned businesses.

The program offers:
• C
 ustomized financial services and advice from Key4Women
certified advisors
• E
 xclusive member events and forums with industry experts
to help foster professional and business development
while creating lasting connections with industry leaders
and professionals
• T
 imely and robust thought leadership content and insights
covering the latest in financial and business trends to help
women succeed
• Strong support of national and local women organizations
In 2021, Key4Women experienced record growth in new
certified teammate advisors and client member enrollment.
This growth is a direct reflection of Key’s commitment to
diversity, equity, and inclusion in our workforce, workplace,
and marketplace.
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Navigating a global pandemic
Key continued to help small businesses, nonprofits, and entrepreneurs navigate another challenging year due to the ongoing
COVID-19 pandemic. Programs and initiatives, such as KeyBank Assists and the Paycheck Protection Program, have been
instrumental to providing extra help to businesses, nonprofits, and individuals that continue to struggle economically.

KeyBank Assists
To help ease stress and bring optimism to our communities,
we continued the KeyBank Assists program, which launched
in 2020 in response to the pandemic. Over the past two years,
KeyBank Assists provided donations, meals, and surprise
gifts to small businesses, families, and essential workers in
communities across our banking footprint. We enlisted the
help of influential public figures, athletes, and amazing local
chefs to make the surprises even better.
More than $1 million has gone directly to our communities
through the KeyBank Assists program. Through the program,
Key helped more than 350 community organizations,
nonprofits, and small businesses. We also provided
thousands of gift cards and meals to families, essential
workers, and first responders.

KeyBank Assists partners include Chef Darian Bryan, blogger Linh
Phillips, former Harlem Globetrotter Tay Fisher, and social media
manager Emily Schultz

KeyBank Follows Your Lead:
Surprising businesses through GoFundMe
In response to ongoing financial struggles, many small businesses and organizations turned to GoFundMe to raise the funds
necessary to keep their doors open. During August and September 2021, Key surprised 22 organizations in the communities
we serve by fulfilling their GoFundMe campaigns through KeyBank Follows Your Lead. We contributed amounts from $3,000
to nearly $25,000, depending on the organization’s need. All organizations were women-owned, minority-owned, or served
the LMI community.

Among the small businesses that received our help:

Soulcraft
Community Woodshop
Cleveland, Ohio
Donated $24,960 toward
their $26,000 goal

Lovejoy Village
Buffalo, New York
Donated $4,115 toward
their $5,000 goal

Kindness Farm
Portland, Oregon
Donated $16,155 toward
their $20,000 goal
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Paycheck Protection Program
As a national leader in accepting Paycheck Protection
Program (PPP) applications, Key’s participation reflects
an important way we support clients and communities
when they need us most. Through a highly focused and
coordinated effort during rounds one, two, and three, we
processed approximately 70,000 SBA-approved PPP
loans and provided nearly $11 billion in loans for small- and
mid-sized businesses nationwide. Twenty-five percent of
those loans were for businesses in LMI communities. Key’s
Small Business Banking team partnered with Corporate
Responsibility Officers across our 15-state footprint to
engage businesses in LMI neighborhoods and advise them
with information about PPP funding.

20%

20%

25%

OF SBA-APPROVED
20%
applications were to
businesses in low- to
moderate-income areas

OF SBA-APPROVED
application25%
dollars went
to businesses in low- to
moderate-income areas

~70K
25%

BUSINESS LOANS
processed through
three rounds of PPP

$11.0B
$9.5B

IN CRITICAL
FUNDING

IN LOANS FORGIVEN
via ~59,000 loans by the
SBA as of January 28, 2022
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Fair and responsible
banking practices
Key provides comprehensive financial solutions to help clients
achieve their goals of financial wellness and we strive to
create lasting positive impact in the communities in which we
operate. Key achieves this vision through deeply held values
of teamwork, respect, accountability, integrity, and leadership.
Key is committed to treating each consumer and customer
with integrity and respect and to providing quality service that
is prompt, competent, diligent, and courteous. Moreover, Key’s
goal is to help every client understand available products and
services, so that they can make informed financial decisions
that are the most appropriate for their circumstances. Integral to
this vision is a commitment to fair, consistent, and responsible
treatment of consumers and customers.
Fair and responsible banking (FARB) laws, regulations, and
regulatory guidance apply to Key’s business functions, all
employees, and third parties acting on Key’s behalf and
are implemented throughout Key and its subsidiaries. The
same principles of anti-discrimination and fairness apply to
all employees, including customer relations, through Key’s
Code of Business Conduct and Ethics and the Professional
Conduct Policy. Our FARB policies, programs, and practices
are designed to proactively identify, measure, monitor,
control, and report FARB-related risks; provide a credible
challenge of business activities across products and services;
and support effective risk management activities related to
fair lending and unfair, deceptive, abusive acts or practices
(UDAAP), as outlined below.

Listening to clients
We have a diverse client base. Understanding their evolving
needs and experiences is critical to our success. That’s
why we employ a variety of methods to gather feedback
from clients. We recently redesigned our client surveys
to gather more meaningful insights and launched them
from a new, state-of-the-art, experience platform. We are
evaluating themes we uncovered from client feedback,
while employing new approaches to drive action. Social
media is another important communication tool; our highly
experienced Social Customer Care team monitors social
channels closely and manages follow-up communication,
as appropriate. We also solicit client feedback in the
design and development of new products via our client
panel called Voices.

Managing complaints
Negative feedback provides us with an equally important
opportunity to make improvements to the way we conduct
business. Key’s dedicated customer service professionals,
including our Social Customer Care team, are trained to
respond to and process these issues appropriately. A
variety of monitoring systems are used to scan for negative
comments that surface via client surveys and digital
channels. Our Customer Service and Social Customer Care
teams resolve most complaints directly. For those that require
additional support or raise more serious concerns, there are
clear escalation processes in place. Complaints alleging
discrimination or similar unfair treatment are treated very
seriously and are escalated, as appropriate, to involve our
DE&I and Fair and Responsible Banking teams to ensure
the concerns raised have been appropriately addressed and
responded to timely. Furthermore, complaints are tracked to
determine trends, identify areas for enhancement, and inform
management where there may be opportunities to improve
customer experience.

Responsible, accessible products and services
We are responsive to the needs of individuals with
disabilities and provide a variety of accommodations to
meet their needs for positive banking experiences. For
example, those with visual impairments can request Braille
or large print statements and sight checks. All ATMs are
equipped with voice guidance units and Braille instructions
and are regularly tested for compliance to the Americans
with Disabilities Act. Our website and online banking
are compatible with screen reader software. TTY or Text
Telephone services are available for the hearing impaired.
Fax machines, 24-hour touch-tone account information,
and drive-up ATMs are available to accommodate those
with mobility, hearing, sight, and speech impairments.
Key is also working to reduce potential language barriers
through our Spanish language website and marketing
materials.
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Employee training and reporting
Teammates receive mandatory training, based on their role
at Key, on a range of topics including FARB, anti-money
laundering, consumer advertising compliance, Key’s Code
of Business Conduct and Ethics, managing risk, protecting
Key’s assets, and fraud awareness and escalation.
We require teammates to report any suspected UDAAP
violations to their manager or to the ethics helpline. These
reports remain confidential, and teammates are protected
against retaliation (e.g., termination, demotion, harassment).

Employee compensation
Our success depends on the ability to attract, retain,
motivate, and develop our people. We provide competitive
total rewards, including pay and benefits, that support these
efforts. Competition for talent in our business is strong,
and we increasingly compete for talent outside of the core
financial services industry. We make investments to hire and
retain the talented and diverse teammates we need to serve
our customers. We also work to create and sustain a culture
that is inclusive and fair.
Our compensation program is designed to reward employees
based on performance, be informed by the market (including
changes in minimum hourly wage practices and role-specific
wage pressure), discourage imprudent risk-taking, and align
with the interests of our shareholders and guidance from
regulators. Our pay for performance culture is guided by the
following three principles:
• P
 ay decisions are based on Key’s performance, business
unit performance, and individual performance
• W
 e deliver pay in a way that reinforces focus on balancing
short- and long-term financial performance objectives
• W
 e support sustainable performance with policies that
focus on prudent risk-taking and the balance between risk
and reward

Achieving a balance between risk and reward is a central
focus of our compensation program and an important part of
how we align pay and performance. We subject all incentives
paid to our employees to a risk-adjustment process that
begins before grant and extends beyond payment. Variable
compensation plan designs and payments are monitored
throughout the year. Our retail incentive plan includes an
emphasis on client experience and risk management with
variable compensation representing less than 10% of pay
to retail employees. Additionally, the Consumer Bank sales
practices monitoring program proactively reviews our sales
and service culture, incentives, and resulting behaviors for
potential drivers of employee fraud and misconduct.
Our pay programs are focused on providing fair, equitable, and
competitive compensation to our employees. We increased
the base hourly wage at Key to a range of $16 to $18 per
hour in March 2020 and then again to a range of $18 to $20
in March 2022. By March 2022, 96% of hourly employees
were being paid at or above $18 an hour. As appropriate,
further adjustments were made for those employees who
were close to the new minimum hourly rate, in addition to
other adjustments to support the competitiveness of our
compensation framework. We continuously monitor a
number of factors when setting pay, including the competitive
market, benchmarking surveys, and internal equity.
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INVESTING IN
COMMUNITIES
In 2021, Key proudly concluded our groundbreaking five-year, $16.5 billion National Community Benefits
Plan. Over the course of the plan period, we provided more than $26.5 billion in lending and investments to
communities across America, exceeding the aggregate financial commitments of the plan.
Surpassing the commitments of our National Community Benefits Plan has brought access to capital for neighborhoods and
neighbors who have often faced barriers to financial support. These investments supported affordable housing and community
development projects nationwide; small business and home lending in LMI communities; and philanthropic efforts targeted toward
education, workforce development, and building safe, vital neighborhoods.
Having achieved the aggregate financial commitments of our initial National Community Benefits Plan one year ahead of schedule,
Key announced an extension and expansion of our plan in early 2021, committing to invest more than $40 billion in the communities
we serve.
To ensure our plan continues to best serve our communities, we worked with the National Community Reinvestment Coalition
(NCRC) to gather community feedback throughout our footprint. Key and the NCRC hosted seven community listening sessions in
2021 to learn what is most important to the communities we serve. We also gathered feedback from Key’s National and Regional
Advisory Councils. These listening sessions, in combination with the impact we’ve seen from the first five years of the plan, are
actively shaping our community investments.

Community Benefits Plan
Commitments (2017 – 2021)

Five-Year Plan
Commitment

2021 Activity

Total Investments

Community development lending & investing

$8.8B

$4.1B

$17.2B1

LMI mortgage

$5.0B

$2.0B

$5.7B

LMI small business lending

$2.5B

$832.9MM

$3.5B

Transformative philanthropy

$175.0MM

$33.8MM

$179.5MM

Total

$16.5B

$6.9B

$26.5B

As of December 31, 2021, $1.13B of PPP loans that qualified as Neighborhood Revitalization loans were included: $953MM for 2020 and $178.1MM for 2021

1
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Affordable housing and community development
KeyBank Community Development Lending and Investment (CDLI) provides capital for projects that stabilize and revitalize
communities. The pandemic and the resulting economic downturn have underscored the nation’s affordability crisis and the need for
safe and affordable housing across all of our communities. Making investments in housing for urban and rural communities across
the country remains a priority for Key.
As one of the top affordable housing lenders in the country, Key’s CDLI platform brings together balance sheet, equity, and permanent
loan offerings. In 2021, we invested approximately $4 billion in community development and affordable housing projects nationwide.
Since 2017, Key has deployed more than $17 billion in aggregate CDLI commitments, representing 195% of the CDLI $8.8 billion
National Community Benefits Plan commitment. Key was named the #2 affordable housing lender in 2021.

#2

$4.1B

$17.2B

AFFORDABLE
housing loans and
investments in 2021

INVESTMENTS
since the inception of the National
Community Benefits Plan in 20171

AFFORDABLE
HOUSING LENDER2

As of December 31, 2021, $1.13B of PPP loans that qualified as Neighborhood Revitalization loans were included: $953MM for 2020 and $178.1MM for 2021 2National Low Income Housing Coalition:

1

The Gap Report (published March 2022); Affordable Housing Finance FY 2021 Ranking

Recent deals:

KeyBank CDLI provided $16.3 million for the development of
Homeward – Central Harlem in New York City. The property
will exclusively serve unhoused youth between the ages of 18
and 25, a vulnerable underserved demographic in New York
City, in an LGBTQ-affirming community.

KeyBank CDLI Vice President and Relationship Manager
Derek Reed speaks about a $10 million investment Key is
making in Detroit’s Housing for the Future Fund. The initiative,
announced by Mayor Michael Duggan in 2021, represents
the largest single private commitment to affordable housing
in Detroit’s history.
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Home lending
Homeownership is essential to building healthy and thriving neighborhoods. Key offers a variety of mortgage programs focused
on meeting the needs of LMI borrowers and communities. Our commitment to supporting homeownership comes alive as part of
our National Community Benefits Plan. In 2021, we provided $2 billion in mortgages to LMI borrowers, an increase of 28% year
over year.

$2.0B
$5.7B

MORTGAGES
to LMI borrowers
in 2021

MORTGAGES
to LMI borrowers since
the start of the National
Community Benefits Plan
in 2017

Small business lending
Building a small business from the ground up is challenging – strong small businesses are the heart of thriving communities.
As part of our National Community Benefits Plan, we provided approximately $833 million in small business loans to LMI urban
and rural communities.

$832.9MM
$3.5B

IN SMALL
BUSINESS
lending
in 2021

IN SMALL BUSINESS
lending since the inception
of the National Community
Benefits Plan in 2017
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Transformative philanthropy
KeyBank Foundation and First Niagara Foundation are focused on catalytic investments to build stronger communities and improve
the quality of life for our neighbors and neighborhoods.
For the past five years, Key’s National Community Benefits Plan and commitment to ESG has helped guide our philanthropic
investments. In 2021, we intensified our philanthropic focus on supporting economic, environmental, and racial equity across the
country. Philanthropic investments exceeded $33 million in 2021 as we supported communities in a variety of ways.

$33.8MM

$179.5MM

PHILANTHROPIC
investments in 2021

PHILANTHROPIC
investments since the inception of the
National Community Benefits Plan in 2017

Through grants and sponsorships, we make dreams a reality by supporting organizations and programs that prepare individuals
for thriving futures. Our funding priorities focus on neighbors, education, and workforce development. Our grants for neighbors
support creating safe, healthy, affordable, inclusive communities with thriving families and small businesses. Education grants
help students prepare for fulfilling careers by providing access to high-quality education and offering support for academic
achievement. Workforce development grants help adults acquire the skills, education, and capabilities to succeed in the current
and future job market. In addition to our philanthropic investments, we donated more than $11 million in direct contributions and
asset donations, such as office furniture, sponsorships, and charitable (cash) contributions.

Key philanthropic investments

Key teammate impact

Education

$7.9MM

Community leadership gifts2

$163.5K

Neighbors

$17.8MM

Employee donations and matching gifts

$2.1MM

Workforce

$3.1MM

United Way pledge and corporate match

$3.1MM

Civic good1

$4.9MM

Total Employee Impact

$5.4MM

Total Key Philanthropy

$33.8MM

Civic good covers a broad range of local community organizations, from health & human

1

services to the arts. 2The Community Leadership Gift Program provides up to four $500 grants
to qualifying organizations per year per eligible employee through the KeyBank Foundation.
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Economic access and equity
Our philanthropic investments are designed to help create safe, healthy, affordable, and inclusive communities where individuals,
families, and small businesses thrive. The pandemic has disproportionately impacted LMI communities, heightening awareness of
the systemic challenges faced by many Americans. In 2021, Key supported organizations across the U.S. that are increasing and
strengthening economic access and equity in LMI communities. For example, we worked with Neighborhood Allies in Pittsburgh,
Pennsylvania, a nonprofit organization that provides comprehensive and sustainable social, racial, and economic programs to
communities facing barriers to financial support. We also supported CHN Housing Partners in Cleveland, Ohio, and the Bank On
program in various markets across our footprint.

Racial equity
KeyBank Foundation’s long-standing commitment to diversity, equity, and inclusion continued in 2021, as we provided $18.6 million
in grants to organizations and programs focused on social justice and racial equity. This included investments in organizations
supporting the creation and growth of minority-owned small businesses. Examples include the Black Futures Fund, a fund of the
Cleveland Foundation, in Cleveland, Ohio, and the South Valley Chamber Economic Development Foundation in Salt Lake City, Utah,
which are working to increase access and inclusion for minority-owned businesses. Additional funds supported initiatives that are
building community dialogue about race relations, building capacity of Black-led organizations that support historically underserved
communities, and projects counteracting systemic racism.

Environmental equity
Climate stewardship is a consideration of KeyBank Foundation investments, which support our efforts to reduce Key’s environmental
footprint and build a sustainable economy and communities. From increasing green jobs in Maine to empowering neighborhood
farm entrepreneurs in Alaska, we support our communities in fighting the impact of climate change. For example, we’re working with
Maine Community College Systems to create a pathway for providing needed licensed electrical workers to the state. Workforce
development innovations such as this are crucial to helping Maine achieve its goal of sourcing 80% of the state’s energy from
renewable sources by 2030.
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Key welcomes Helena

DIVERSITY,
EQUITY, AND
INCLUSION

Haynes-Carter as our new
Chief Diversity, Equity, and
Inclusion Officer. Helena leads
Key’s award-winning DE&I
efforts, including our focus
on improving the acquisition,
development, and retention of
diverse talent and suppliers.

At Key, diversity, equity, and inclusion aren’t just cornerstones
of our culture – they are business accelerators. Advancing
DE&I efforts involves a collaborative partnership between our
DE&I team, Human Resources team, lines of business, and
other support teams.
Each line of business is required to develop an annual DE&I
action plan, which is approved by its respective Executive
Leadership team leader and managed by one of the
appointed DE&I champions across the organization. DE&I
champions help to align line of business DE&I action plans
with Key’s overall strategy. Progress against these plans is
monitored monthly.
In 2021, the Compensation and Organization Committee
of our Board of Directors enhanced the KeyCorp Annual
Incentive Plan to include a number of workplace, workforce,
and marketplace-focused goals related to DE&I. We believe
that linking a portion of executive pay to performance against
these goals is an important way to foster Key’s commitment
to DE&I.
Our enterprise DE&I Strategic Operating Council meets
quarterly to review DE&I performance, progress, and best
practices. The Council was redesigned in 2021 to better
connect executives and DE&I stakeholders with three
subcommittees aligned to the core pillars of our DE&I
framework – workforce, workplace, and marketplace. The
Council is co-chaired by our CEO and Chief DE&I Officer, and
includes our DE&I team, the three subcommittees comprised
of subject matter expert leaders, and members of our
Executive Leadership team.

“

I’m energized by the opportunities that lie
ahead and eager to advance Key’s longstanding commitment to diversity and
inclusion in our workplace, our workforce,
and our marketplace.
Helena Haynes-Carter

Our DE&I pillars:
Workforce
Mission: Attract, engage, and develop a talented and
diverse team to better reflect the communities we serve.
Pages: 43 – 46

Workplace
Mission: For all Key employees to bring their full,
authentic selves to do their best work.
Pages: 47 – 48

Marketplace
Mission: Advance equity and inclusion in our communities
by building mutually beneficial relationships with diverse
clients and partners.
Page: 49
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DE&I: Workforce
Key is proud to employ a diverse pool of talented teammates
that personify our core values. Who we hire and promote
shapes who we are as an organization, and DE&I is
deeply embedded in our hiring, retention, promotion, and
compensation practices.

Recruiting philosophy and focus
Key’s recruiting strategy includes initiatives aimed at actively
seeking candidates from diverse backgrounds. We are
accelerating a range of initiatives to make our hiring process
even more inclusive and equitable, from utilizing a new
digital tool to reach diverse students to launching an internal
Workforce Inclusion Referral Program targeting positions
currently underrepresented in diverse groups.
Attracting, retaining, and developing talent that reflects the
diversity of our clients and the communities we serve is
imperative. We participate in and host recruiting opportunities
for candidates who self-identify as a minority (by race/
ethnicity), female, current military or veteran, individual with a
disability, and/or LGBTQ (lesbian, gay, bisexual, transgender,
or queer).

2021 Talent Highlights1

70%

26%

60%

16%

DIVERSE
EXTERNAL HIRES

PEOPLE OF COLOR
(POC) PROMOTIONS

FEMALE
PROMOTIONS

POC IMPROVEMENT
in Senior Leadership

EEO-1 data was not finalized at the time of publication.

1
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Acquiring new talent
Talent acquisition continues to be an area of focus, including
strengthening the capabilities of recruiters, striving for diverse
candidate slates, and expanding overall recruiting efforts
within diverse populations, including Hispanic-Latinx, African
Americans, individuals with disabilities, and veterans.

Our commitments: leadership representation
Consistent with our long-standing commitment to diversity,
equity, and inclusion, in 2021, Key publicly committed to
increase people of color (POC) representation in senior
leadership and executive roles by 25% by 2025, and 50%
by 2030. These targets are not quotas, but Board-approved
continuous improvement measures as we work to raise the bar
for ourselves and for the financial services industry as a whole.
As of the end of 2021, Key increased POC representation at
our senior leadership and executive levels by 16%.

Creating support for leaders of color
Key regularly looks for ways to provide support for its diverse
leaders. Our Black Leader Forum fosters engagement among
Key’s senior Black leaders and with our Executive leadership
team and Board of Directors. The forum is sponsored by CEO
Chris Gorman and drives transparent dialogues for increasing
Black representation and leadership at Key.
2021 targeted talent development programming included the
launch of an Inclusive Leader session for Key’s Accelerated
Development Program, for top talent, as well as training
provided by the McKinsey Black Leadership Academy and
the Hispanic Alliance for Career Enhancement.
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Our pay equity commitment

How we support pay equity

Key is committed to pay equity across our entire workforce.
As of February 2022 at Key, women earn on average more
than 99% of what their male teammates earn, and people
of color earn on average more than 99% of what their white
teammates earn, after taking into account an employee’s job.
Our analysis is based on total compensation (base salary and
all discretionary incentives) covering all teammates eligible for
discretionary incentive, other than our Executive Leadership
team whose pay is set by our Board of Directors.

Key’s commitment to pay equity is foundational to our
culture, which is supported through our policies and
practices in the following ways:

Moving forward we will continue to report our pay parity
measures annually and will continue to evolve our disclosure
as the landscape develops.

• W
 e have a pay for performance philosophy in
which pay decisions are based on the assessment of
individual performance, business unit performance and
the performance of Key. These decisions also consider
performance against risk expectations and whether
a teammate has exhibited behaviors consistent with
our values.

• W
 e maintain a formal compensation structure to
establish pay based on objective factors, including external
market survey data, required education, and experience.
We regularly review this structure relative to market trends
and internal equity.

• A
 s part of our year-end compensation process, we
complete a pay practice review by race/ethnicity and
gender to make sure pay and performance are aligned. If
disparities are found, adjustments are made as warranted.
• In compliance with various state and local laws and
as part of Key’s long-standing commitment to equal
employment opportunity, we do not seek current
base compensation information from applicants,
regardless of location, or consider an applicant’s
compensation history when formulating an offer. Key also
provides salary range information when requested by
applicants, supporting greater pay transparency during
the hiring process, and further enhancing practices that
support pay equity and fairness.
• W
 e continually assess and enhance our practices and
engage third-party partners to consult on our pay equity
analysis and practices as needed. The framework used
to analyze pay discrepancies has been in place for more
than 10 years, and it has evolved over time to become
even more comprehensive. As a result, we believe our
practices are an effective control to monitor and address
pay inequities.
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Minority MBA Student Case Competition
Key teamed up with Fisher College of Business at The Ohio
State University to present the 17th Annual Minority MBA
Student Case Competition. The competition gives minority
MBA students an opportunity to present their solutions to
current business issues facing Key.

“

In the Mortgage department, I’m learning so much
about the different types of mortgage documents,
time management, and developing my people
skills. My goal is to use this opportunity to learn
as much as possible about business and being in
a professional environment to one day become an
office manager.
Jessica Opria TPI Associate

In 2021, a diverse slate of 25 Key executives served as
speakers and judges for the competition. Our executives
participated in five one-hour presentation sessions, training
calls, and worked with students to hone their communication
and team-building skills. Twenty-two teams from the nation’s
leading institutions presented. Students from Johns Hopkins
University’s Carey Business School won first place in the case
competition.

Student Summit on Diversity, Equity, and Inclusion
Key hosted its second annual Student Summit on Diversity,
Equity, and Inclusion* – a half-day virtual event that brought
together a diverse group of students from all over the country.
Students learned about our intern programs, heard from our
Chief Diversity, Equity, and Inclusion Officer and a panel of
former interns, and interacted with our recruiters in a small
group setting. Key extended 14 offers and welcomed 10 new
diverse teammates as a result of the summit.

Workforce recruitment and engagement initiatives

Autism at Work initiative
Our Autism at Work initiative, which has been in place since
June 2019, is a great example of how Key is taking steps
to create a more inclusive workforce. The Precisionists, Inc.
(TPI) – an organization that aims to create jobs for 10,000
people with disabilities by 2025 – helps us identify, train, and
hire contractors who are neurodiverse. The Autism Society of
America bestowed TPI with a prestigious award for its work.
Building on the success of our pilot class of TPI contractors,
we expanded the program into our Residential Mortgage
operations and added more contracted workers. We
converted several TPI contractors to full-time teammates in
2021 and are exploring expansion of the program across
other areas of the bank.

Summit participants Sarah Leung, Caroline
Layding, and Havaldar Akhil

*KeyCorp is an Equal Opportunity and Affirmative Action Employer committed to engaging a
diverse workforce and sustaining an inclusive culture. These programs and events are intended
as diversity recruiting, advancement and retention initiatives in support of Key’s affirmative
action and equal employment opportunity efforts. All qualified applicants receive consideration
for employment without regard to race, color, religion, sex, sexual orientation, gender identity,
national origin, disability, veteran status or any other protected status.
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DE&I: Workplace
Key strives to create a safe and supportive work environment where everyone is equally valued and respected. Ongoing growth
and learning is encouraged through our employee resource groups, training and development programs, and advocacy around
critical issues.

Employee resource groups
Key’s 12 employee resource groups, known as Key Business Impact and Networking Groups (KBINGs), play an important role in
shaping our culture, offering support, connection, and engagement for teammates. It has been a particularly vital link for connecting
teammates in an evolving environment of remote work. In 2021, 58% of teammates belonged to at least one of our KBINGs.

Diversity, equity, and inclusion training for teammates
Teammate training and development is crucial to shaping our award-winning DE&I culture. In 2021, we added a third course to our
DE&I curriculum called “Crossing the Bridge.” It focuses on racial justice and allyship, covering topics such as tackling racism at
work, understanding privilege, and addressing racial and affinity biases.
Building organizational and personal accountability is part of creating a more inclusive culture. To instill a foundational understanding
of diversity, we made it mandatory in 2021 for all employees to complete our “Building Bridges” training course, which discusses
how to identify and mitigate unconscious bias.
Across the entire enterprise, our leadership is making a concerted effort to encourage teammates to complete our DE&I curriculum.
As a result of targeted communication campaigns and incorporation of completion goals in DE&I action plans, 97% of employees
completed our “Building Bridges” training, and we saw 57% improvement in the completion rate for our “Bridging the Gap” course,
which focuses on inclusion-driven awareness and best practices.
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Social Justice and Racial Equity Speaker Series
The Social Justice and Racial Equity Speaker Series was created to help our teammates navigate the social unrest that followed
George Floyd’s murder. Launched in 2020, this program brings trailblazers in diversity, equity, and inclusion to introduce new
perspectives and spark dialogue among Key’s teammates. The series supports teammates as they continue to learn, grow, and
advance efforts to ensure equity for everyone in our company and communities. In 2021, Key hosted nine engagements that drew
over 12,000 attendees; numerous subsequent sessions were held across the enterprise to continue the conversations. The series
was so well received, Key will continue to bring in speakers throughout 2022.

Social Justice and Racial Equity
Speakers Series keynote presenters:
Soledad O’Brien, Maria Hinojosa,
and Dr. Howard Stevenson.

Advocating for racial equity
Key developed a strong response to the increased discrimination and acts of hatred against Asian American Pacific Islander (AAPI)
communities. We took steps to provide both philanthropic support to external organizations and initiate internal dialogue, aimed at
creating safe and supportive spaces for our AAPI teammates, clients, and communities.
KeyBank Foundation spearheaded a special 2:1 community match program for eligible nonprofit organizations at both a national and
local level, such as the Asian Pacific Islander American Public Affairs Association and Asian Americans Advancing Justice.

We also invited Pulitzer Prize-winning author Viet Thanh Nguyen to
speak to our teammates about Anti-Asian violence and the AAPI
experience in America. More than 1,200 Key teammates attended
the event.
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DE&I: Marketplace
Driving greater economic inclusion and equity across our supply chain is a collaborative effort among the Procurement, DE&I, and
Finance teams, as well as our Head of Supplier Diversity and our lines of business. Across the company, we have supplier diversity
champions who are accountable for achievement of supplier diversity goals for their departments.
Key has a long-standing commitment to building mutually beneficial relationships with businesses that are certified as diverse,
meaning they are at least 51% owned, managed, and controlled by U.S. citizens who are minorities, women, veterans, servicedisabled, LGBT, or individuals with a disability. We refreshed our RFP selection questionnaire in 2021 to ensure suppliers submit
relevant business certifications tied to diversity criteria. In addition, we updated our Supplier Code of Conduct to clarify our
commitment to DE&I, which includes setting expectations for suppliers, such as demonstrating diversity in their executive and
board leadership.

Supply chain diversity spending
In 2021, we achieved our enterprise goal of directing 8% of
our qualified spend to diverse suppliers (Tier 1 and Tier 2).
This was an increase of more than $15 million compared to
2020. We also achieved a 70% increase in the number of Tier
1 and Tier 2 suppliers year-over-year.
These improvements can be attributed, in part, to successfully
onboarding new Tier 1 suppliers and proactively working
to improve Tier 2 diversity spend and reporting among our
largest suppliers. Key’s finance transformation initiative,
which included upgrades to our information systems and
technology platforms, also played a role. These changes
improved how we identify diverse suppliers in our system and
how we track diverse spend.

$15M

70%YoY

INCREASE
in diverse spend YoY

INCREASE
in the number
of diverse suppliers

Diverse spend and supplier KPIs are reported bimonthly to
our Board of Directors.

Activating change
Key is also active in broader efforts to improve supply chain
diversity and economic inclusion. We do this by supporting
and collaborating with a variety of external organizations,
including Financial Services Roundtable, Greater Cleveland
Partnership, National Minority Supplier Development Council,
Ohio Minority Supplier Development Council, and the Buffalo
Purchasing Initiative.
Collectively, these efforts are improving DE&I transparency and
accountability for Key’s existing and new supplier relationships.

In July 2021, Key was recognized by Black EOE Journal as
one of the Best of the Best for Supplier Diversity Programs.
The annual designation evaluates the nation’s employers,
initiatives, and government agencies, promoting the
advancement of African Americans in all aspects of
business and employment to ensure equal opportunity.
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TEAMMATE
ENGAGEMENT
At Key, we want our teammates to thrive. Our total rewards
strategy is designed to help employees feel supported on
every level. We provide a comprehensive, competitive set
of compensation and benefits programs that are driven
by employee feedback and personalized to the needs of
teammates. We support teammates holistically across
the dimensions of pay, benefits, career development, and
well-being.

Employee benefits and wellness
We take seriously our responsibility to offer benefits that
empower teammates to take control of their physical,
emotional, and financial health. It’s a critical tool for rewarding
teammates’ valuable contributions. Our robust benefits
program includes many lifestyle benefits that meet the diverse
needs of our workforce.
Key regularly evaluates ways to enhance our benefits
program. A few notable changes in 2021 included:
• Extended parental leave
Paid leave for new parents – whether through birth,
adoption, fostering, or surrogacy – increased from six
weeks of leave to 10 weeks to provide more bonding time
with a child.
• Identity protection
Key now offers comprehensive financial and identity
monitoring at reduced rates to help protect against the
impact of identity theft.
• V
 ision
We introduced a new Vision Plan carrier, VSP, which
offers teammates reduced premiums on vision care.
• C
 ritical illness insurance
We updated our policy to include coverage of more
critical illness conditions and lower premiums.
• P
 ay update
We increased our minimum base hourly wage rate to
$18 – 20 an hour in 2022, impacting employees in various
areas of the company, including our branch network, call
center, and technology and operations organization.
• M
 ental and emotional wellness support
We launched a more comprehensive employee
assistance program, called Live Well and Thrive
Employee Support and Wellness Program. The program
combines both mental and physical health support to
simplify the employee experience in one platform.
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By the numbers:

6,502
EMPLOYEES CLAIMED
reimbursement for eligible
fitness costs, totaling
$1.8 million

NEARLY

$1 MILLION
reimbursed for college tuition
for 249 teammates

92%

AWARDED 25 SCHOLARSHIPS OF

$2,500 EACH

OF TEAMMATES
contributed to our 401(k) plan;
employee contributions
are fully matched up to 6%

to dependents of employees through
the KeyBank Scholarship Program

1,266
CAREGIVERS RECEIVED
access to counseling and
other resources; service
valued at more than $453,000

55 EMPLOYEES GRANTED UP TO

$3,000

through KeyBank’s Hardship Assistance Program,
totaling $136K in support

59%

OF EMPLOYEES
used employee support resources and services
and 76% used wellness resources and services
through Key’s Live Well and Thrive Employee
Support and Wellness Program

5,219
TEAMMATES ATTENDED
financial wellness workshops,
including employee banking
webinars and financial
wellness reviews
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Program

Overview

Offerings

Live Well and
Thrive Employee
Support and
Wellness Program

Offers teammates up to six sessions of
confidential counseling per year, unlimited
legal and financial consultations, and
wellness coaching. It is available to all
employees at no cost and is completely
confidential.

• C
 onfidential emotional support
• Wellness tools
• Wellness coaching (digital or telephonic) for exercise,
nutrition, weight, stress, sleep, and more
• Interactive digital tools and online resources
• Work-life, legal, and financial consultations

Personal wellness
and growth

We want teammates to have well-rounded
lives with the resources they need to live
life to the fullest. The Wellness Team helps
teammates thrive in all aspects of life
through a range of programs. Our most
popular programs last year were our guest
speakers for Thrive Weeks, which included
Chef Jet Tila, and our 15-minute weekly
wellness breaks to help employees with
stress, balance, and energy.

•
•
•
•
•
•

Medical plan

Eligible employees can choose between
three high-deductible health plans.
Teammates who are enrolled in the Key
medical plan are also eligible to receive
the benefits listed to the right, which
provide additional assistance to those
managing serious health conditions or
critical illnesses.

•
•
•
•
•
•

Snapshot of
nontraditional
benefits offerings

Key offers teammates exceptional benefits
through our core benefits program.

• A doption assistance, which includes $14,400
in financial assistance and 80 hours of adoption time
• C
 hild and elder care support services, from tutoring
to a dependent care flexible spending account (FSA) plan
• C
 ollege tuition reimbursement
• F itness reimbursement up to $300 per year for eligible expenses
• H
 ardship relief, up to $3,000 for qualifying event
• D
 onation matching opportunities, from community
leadership gift to employee donation match
• P ersonal, parental, short-term medical, military, health, and family leave
• S cholarships for children of teammates
• A rate discount on student loan refinancing through Laurel Road

T hrive with Key monthly emails
Wellness weeks (“Thrive Weeks”) with keynote guest speakers
Q
 uarterly wellness challenge
Webinars
Fitness and self-care challenges
Weekly sessions for stress/balance,
energy, health cooking, yoga, and fitness
• 9 0-day healthy lifestyle transformation program

 ellness incentive HSA contribution
W
D
 isease management support programs for selected chronic conditions
E xpert second opinion by 2nd.MD offers personalized video consultations
C
 ancer support program
F ertility solutions program
M
 aternity support program

KeyCorp 2021 Environmental, Social, and Governance Report

52

| SOCIAL RESPONSIBILITY

Employee banking
and financial wellness
At Key, our teammates are treated as valued banking clients.
We want all teammates to have the financial confidence to
pursue their dreams. To support their financial journeys, Key
offers a diverse range of product benefits and discounts, as
well as support through our Live Well and Thrive financial
guidance programs.
We want to ensure our teammates have the best possible
experience when banking with Key. We launched a new
program to reach newly hired employees to welcome them
to Key and assist them with their banking needs before
day one of employment. Key expanded the number of
Employee Banking Certified branches, which are specially
trained branches to support the needs of our employees.
We introduced a new process to enable employees who
reside outside of the Key retail banking footprint to have
an opportunity to open a checking or savings account with
Key. We held our second annual Employee Banking week,
a week dedicated to our teammates, providing education,
resources, and our annual survey to improve the Employee
Banking experience.

2021 employee banking performance

Voice of the Employee Forum
Key’s Voice of the Employee (VoE) Forum is a digital platform
that allows teammates to share their ideas and suggest ways
to improve the client and employee experience – empowering
teammates to be change agents.
Since its launch in 2018, more than 6,000 teammates have
participated and nearly 2,000 ideas have been implemented
to improve client and employee experiences based on this
feedback, leading to instrumental changes, such as:
• R
 educing the number of systems used across Key, and
implementing numerous system enhancements
• L
 aunching a resource center with enhanced procedures for
Retail, Contact Center, and Fraud teammates
• P
 roviding more robust support around our branch lobby
closure and reopening strategy during the pandemic
• I
nstituting the availability of e-signatures for account
openings
The VoE Forum has served as a critical cornerstone for
teammate support through the global pandemic, providing
a direct line of communication between our employees and
leadership.

• 97% of teammates bank with Key
• $
 55 million saved by teammates using short- and longterm savings products
• 81% of eligible teammates have a health savings account
• $
 2.6 million saved by teammates using EasyUp1 since the
service launched

To enhance how Key collects, manages, and shares
teammate ideas, the VoE Forum transitioned to a new
platform in January 2022. The new platform improves the
experiences of those who share and act on the ideas raised in
the VoE Forum, empowering teammates to better collaborate
on solution-building to create a stronger, better Key.
With the new platform, Key can regularly position new topics
or questions identified as areas of opportunity. Teammates
collaborate by sharing ideas, votes, or comments.

EasyUp is a service that automatically saves a set amount from

1

every debit card purchase to a KeyBank savings account.
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Retention and turnover
Key is proud to employ a diverse workforce of talented teammates who personify our core values and reflect the diversity of the
clients and communities we serve. Who we hire and promote shapes who we are as an organization. We intentionally and actively
seek candidates from diverse backgrounds and offer a range of programs to attract and retain top talent. We invest significant
time and resources in creating an attractive work environment and rewards package that retains our teammates. These efforts are
succeeding, as evidenced by the long-standing tenure of our workforce. We are proud that 24% of our employees have been with
us for more than 15 years.
0.6

0.8

1.0

Key’s annualized rate for voluntary turnover1 for year-end 2021 was 18.4%, nearly equal to our pre-pandemic turnover rate in
2019 of 18.6%.2 This relatively flat rate indicates we are not experiencing the turnover spikes others are experiencing as a result
of the post-pandemic phenomenon being referred to as the “great resignation.” Our focus on improving the employee experience
through measures such as career development opportunities, financial resources, wellness support, and flexible work arrangements
contributed to retaining valuable teammates in 2020 and 2021.
0.6

0.8

1.0

Voluntary Annualized Turnover

In evaluating the success of our retention efforts, we
consider factors such as representation, position, tenure,
and performance. While the table below breaks out turnover
rates for different populations within our workforce, we realize
that an individual’s decision to remain at Key, or to leave Key,
is based on a variety of professional and personal factors.
Compared to the pre-pandemic rate in 2019, turnover was
down across several key demographics, including females,
people of color, and high performers. The turnover rate for
females and males was relatively equal at 18.4% in 2021. Our
efforts to retain high performers effectively kept turnover to a
minimum at 6.3% for year-end 2021; this is a notable drop
from 7.4% in 2019, before the pandemic started.

17.9%

2018

16.4%

2019

18.6%

2020

12.6%

2021

18.4%

0

Voluntary Turnover Annualized Rate, 2017 – 2021

1

2017

Population Segment

2021

2020

Female

18.4%

13.0%

Male

18.4%

People of Color

5%

2019

0

5%

10%

15%

2018

10%

20%

2017

15%

18.9%

16.0%

18.4%

12.2%

18.0%

17.0%

17.1%

23.7%

16.9%

24.2%

21.1%

24.1%

White

16.9%

11.5%

17.1%

15.2%

16.3%

High Performer3

6.3%

3.9%

7.4%

6.0%

6.4%

20%

Voluntary turnover annualized rate excludes interns and contractors. 2Since turnover was at a five-

year low in 2020 (during the pandemic) across all demographic categories, roles, and job grades, we
don’t believe it provides an accurate year-over-year comparison. 3A high performer is defined as an
individual who receives a rating of 5 (out of 5) in their performance evaluation.
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Investing in our teammates
Investing in career development is critical to keeping great talent.

Key offers teammates several resources to support their career journeys:

Development
Planning Resources

Aspiring Manager and
Manager curriculums

Keys2Learn

MentorMe at Key Program

Grow at Key

HRO Career
Development page

180/360 Development
Feedback Assessments

In 2021, we invested over $12.5 million in our teammates’ growth and development through formal learning opportunities, career
development tools, resources, and our tuition reimbursement program. In addition to on-the-job training and career development
opportunities, our teammates participated in over 580,000 hours of formal learning programs and courses throughout 2021. More
than 6% of these hours were dedicated to learning new skills to prepare our teammates for the future of work, such as emerging
technologies, leadership, new processes, and new ways of working.

Career development planning

MentorMe at Key

Key encourages all teammates to complete a career
assessment and create and document a development plan
in our career development portal, Grow at Key.

Throughout the global pandemic, virtual mentoring – both
formal and informal – provided an outlet for connection,
networking, and engagement, when many teammates
continued to work remotely. MentorMe at Key is a robust
program with many opportunities for teammates to develop
coaching skills, meet team members from across the
organization, learn something new, and actively support our
diversity, equity, and inclusion initiatives.

Grow at Key provides teammates with robust development
tools, assessments, learning paths, detailed reports, and
more to help them achieve their career goals at Key. It
empowers teammates to take ownership of their career path
and development, while providing managers with insights to
enhance coaching.
Since Key Technology Operations and Services (KTOS)
introduced the Future Ready Career Investment, we’ve
witnessed an increase in noncompliance training participation
each year. During the first half of 2018, 25% of full-time KTOS
employees had participated in noncompliance training.
During the same timeframe in 2021, 80% of full-time KTOS
employees had participated in noncompliance training.

Over the past five years, the program has grown from an idea
to a catalyst for change – influencing relationships, impacting
career paths, and delivering business results for Key.
In 2021, the MentorMe at Key program continued to attract
more participants – a testament to its effectiveness and
importance.
2021 MentorMe at Key highlights:
• 1,616 individuals enrolled
• 613 individuals matched (increased 45% from 2020)
• 2,292 mentoring hours logged (increased 66% from 2020)
• 36% intercultural mentoring pairs
• 63% of matches across lines of business
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Intern and analyst programs
Key is dedicated to training and developing the next
generation of banking professionals. Our internship programs
offer in-depth, hands-on, mentored experiences that provide
students with valuable career experiences. Programs are
offered at both the retail branch and enterprise level.
For most students, an enterprise internship with Key leads
to an analyst position after graduation. Our intern-toanalyst offers, and offer acceptance rates, exceed external
benchmarks.

2021 enterprise intern program:
• 1
 81 enterprise interns, representing 75 universities and 35
different majors across 26 states
• M
 ore than half of the group (55%) qualified as diverse: 14%
POC females, 16% POC males, and 25% White females
• 8
1% of enterprise interns were offered positions –
a combination of full-time and returning internship
opportunities

Key Intern Class of 2021

2021 enterprise analyst program:
• 129 enterprise analysts
• M
 ore than half of the group (51%) qualified as diverse: 10%
POC females, 16% POC males, and 26% White females

2021 retail intern program:
• 124 retail interns joined Key teammates in our branches
• M
 ore than half of the intern class (55%) qualified as
diverse: 11% POC females, 15% POC males, and 28%
White females
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Teammate volunteerism
Giving back to communities is central to who we are.
Teammates across the enterprise generously gave their time
and talent by serving their neighbors and neighborhoods
throughout 2021.

Neighbors Make the Difference Day®
Our annual Neighbors Make the Difference Day – a
designated day for employee volunteerism – first launched
in 1991. It is the hallmark of Key’s commitment to its
communities and a leading corporate volunteerism effort
in America.
In 2021, more than 4,100 teammates participated in volunteer
efforts, contributing to more than 600 projects in 35 cities.

United Way campaign
Over the past 12 years, Key and our teammates have
contributed more than $41 million to United Way throughout
the United States. Supporting the United Way brings to life our
collective commitment to our neighbors and neighborhoods.
Impact:

Earth Day challenge
Our Earth Day challenge took place during the month of April,
during which we encouraged teammates to take action to
better our planet.
Impact:
• M
 ore than 440 teammates participated, logging more than
4,000 volunteer hours
• 1,851 sustainable projects completed

• Employee pledging: $2,065,426
• Employee participation: 39%

Harvest for Hunger campaign
We held our first-ever virtual campaign to support Harvest
for Hunger, a program of the Greater Cleveland Food Bank.
Impact:
• 1
 00 teammates made contributions totaling $17,082, of
which $14,764 was matched by KeyBank Foundation for
a total of $31,845
• A
 dditional funds of roughly $700 were raised through online
sales of gift certificates, pasta, and flowers

580

23,650+

TEAMMATES
served on
426 nonprofit
boards,
volunteering
more than
3,200 hours

HOURS
volunteered by teammates
for other service, including
our annual Neighbors
Make the Difference Day

26,860+
TOTAL
teammate volunteer hours
in our communities
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