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Social Responsibility
A rendering of a KeyBank Community Development affordable housing property in Austin, Texas.



1A $10 minimum deposit is required to open a Key Active Saver,® Key Smart Checking,SM or KeyBank Hassle-Free Account.®
2There is no monthly Maintenance Service Charge if you are an owner on a KeyBank consumer checking account  

(including the KeyBank Hassle-Free Account), otherwise the fee will be $4.00.

KeyBank Hassle-Free Account® (Bank On certified): 
This checkless online account1 features no minimum 

balance requirement. Clients receive  
a chip-secure debit card and access 
to secure mobile banking. The Cities 

for Financial Empowerment Fund’s Bank On platform 
supports local coalition and financial institution efforts to 
connect consumers to safe, affordable bank accounts. In 
2020 the CFE Fund recertified our Hassle-Free Account as 
“Bank On” for meeting their national account standards.

Key Active Saver®: A simple account1 that has no  
monthly maintenance service charge when paired with  
a KeyBank consumer checking account.2 

Social Responsibility
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Other products and services that may be beneficial include: 

EasyUp®: EasyUp® is a service that automatically saves a 
set amount from every debit card purchase when a client 

adds it to their checking account to 
save or help pay down debt. The tool 
features a new option for users to 
direct their automatic savings to make 

an extra monthly payment toward their credit card or auto, 
student, or home equity loan debt.

KeyBank Smart CheckingSM: KeyBank launched a new 
simplified consumer checking account1 featuring KeyBank 
Smart Checking, a simple checking account that allows 
clients to do more with their money. KeyBank’s ATM 
network expanded to over 40,000 surcharge-free locations 
nationwide. See our KeyBank Transparency Promise.

Responsible banking: deposit and savings products and services
KeyBank’s products and services are designed to work together to benefit residents of low- to moderate-income (LMI) 
communities. These products and services combined can empower clients to save money and pay down debt faster  
while earning cash back and avoiding unnecessary costs.

https://www.key.com/kco/images/Key_Smart_Checking_Fee_Transparency.pdf
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Branch team helps homeless shelter 
residents with a path forward.

Supporting the community is more than charitable giving 
and volunteerism; it’s about providing the tools and 
resources to enable clients and communities to improve 
their circumstances. KeyBank’s Branch Manager Marta 
Hryniszyn helped residents at a men’s homeless shelter 
located down the street from her branch to open  
checking accounts.

“Without a checking account, they were using private 
check-cashing companies that took a percentage of their 
money and buying prepaid debit cards with high fees to 
pay bills when cash isn’t an option – like for cell phone bills,” 
said Marta. “I knew I could find better solutions for them.”    

Marta and her team plans to offer onsite financial literacy 
workshops at the shelter to bring banking services to  
more of their residents.



20     KeyCorp  2020 Environmental, Social, and Governance Report

Social Responsibility

Responsible banking:   
credit and mortgage loan products

Key Secured Credit Card®1

Secured credit cards can help clients build a solid  
credit record. It is secured by a minimum deposit  
greater than or equal to $300 in a Key Active Saver® 
account.

Affordable home lending at KeyBank 
KeyBank remains a United States Department of Housing and  
Urban Development (HUD) approved lender and offers a variety  
of mortgage products for LMI communities and borrowers. 

Federal Housing Administration (FHA) Mortgage
For first-time homebuyers, this program allows low down payment options.

Key Community Mortgage®2

This product does not require a minimum loan amount – therefore  
it can be used for small dollar mortgages and allows clients to take 
advantage of low down payment options. Private Mortgage Insurance  
(PMI) is not required.

Fannie Mae HomeReady® Mortgage
A low down payment mortgage product designed for creditworthy,  
low-income borrowers for first-time or repeat homebuyers.

1 Use of the Key Secured Credit Card can help build your credit when the minimum payment is made by the due date, each month. 
2 Property must be located in a KeyBank Assessment Area. No income limitations if the property is located in low- or moderate-income 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 Housing and Urban Development (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.

Specialty loan products 
Key offers several specialty loan products 
to assist with home improvements and 
repairs. Examples include: Home Heritage 
Loan and the Home Enhancement Loan 
Program (HELP) in Cuyahoga County, 
Ohio, and the Challenge Loan Fund in 
Cleveland Heights, Ohio. 

KEYBANK CARDHOLDER

KeyBank



21     KeyCorp  2020 Environmental, Social, and Governance Report

Responsible banking: Super Refund Saturday  
Each year, hundreds of teammates volunteer to help local 
nonprofit organizations provide low- to moderate-income 
wage earners with free tax preparation services and 
assistance in determining their eligibility for the Earned 
Income Tax Credit (EITC). The event known as Super Refund 
Saturday is a cost-effective way for local tax filers to navigate 
the tax preparation process.

In February 2020, KeyBank’s Super Refund Saturday 
events provided financial and volunteer support to 11 
EITC agencies across our footprint. 124 of our volunteers 
facilitated more than 689 tax returns, generating more than 
$1.4 million in tax returns for income-eligible households. 

Social Responsibility

Super Refund Saturday, February 2020 (pre-pandemic).

The partnership with KeyBank and the City of Dayton  
has been beneficial and impactful for our residents.

This partnership over the years has allowed our LMI 
residents to avoid predatory lending, high-cost tax 
preparation with free tax preparation which put more 
money in their pockets.”
–  Verletta A . Jackson, Engagement Supervisor, City of Dayton, Ohio

“
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Affordable Home Lending Lunch & Learn 
In November 2020, Key hosted a virtual education session featuring  
KeyBank’s unique suite of home lending products and services built for  
the community. With low rates and specialized products and services 
designed with everyone in mind, we helped our communities and those  
we serve work toward and achieve homeownership or refinancing. In 
addition to KeyBank sharing our capabilities, six housing agencies also 
provided overviews on education and counseling services to support 
individuals and families.

Unlocking Possibilities: Small Business Financing
In December 2020, KeyBank hosted a Small Business Financing virtual 
event in partnership with the Tacoma Urban League. Twenty-seven Black 
small business owners and entrepreneurs joined this virtual event to learn 
how to access financing and manage their businesses during a pandemic 
from a panel of business banking experts from KeyBank, Business Impact 
NW, and Seattle Credit Union. The Tacoma Urban League’s Facebook  
Live page provided opportunities for business owners to view the event  
for months after it was held. 

Minority Small Business Series
Between June and December 2020, 
KeyBank sponsored the Minority Small 
Business Series in partnership with the 
Indiana Black Expo and the Indiana Small 
Business Development Center to host 
a webinar series specifically for minority 
business owners. Topics included starting 
a business, business operations, financial 
health, marketing, developing banking 
relationships, and succeeding in a post-
COVID-19 world. 

11 
webinars 

1,395 
attendees

Social Responsibility

Responsible banking: financial education 
Our Corporate Responsibility Officers, Home Lending Leaders, and Community Development Loan 
Officers pivoted to hosting virtual financial inclusion and homebuyer education sessions in 2020.
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Social Responsibility

Investing in communities
In 2020, KeyBank surpassed the  
aggregate financial commitments of our 
initial five-year, $16.5 billion National 
Community Benefits Plan one year early, 
providing more than $18 billion in lending 
and investments. These investments  
have supported affordable housing and 
community development projects 
nationwide, small business and home 
lending in low- to moderate-income  
communities, and philanthropic efforts 
targeted toward education, workforce 
development, and safe, vital, neighborhoods. 

Community Benefits Plan Commitments
Plan To-Date 

Activity ($) 
2020  

Activity ($)
Year-over-Year  

Growth (%)

Community development lending & investing $12.0B $3.7B +12%

LMI mortgage   $3.7B $1.5B +57%

LMI small business lending $2.6B $1.3B +208%

Transformative philanthropy $140MM $45MM +6%

Total $18.4B $6.5B +39%

Creating shared value with the communities 
we serve means facing head-on the issues 

we have long been working to address. These 
systemic issues must be addressed collectively 
– inside and outside our company – to drive the 
outcomes we want to create.
–  Chris Gorman, in announcing the expanded  

Community Benefits Plan

“
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Social Responsibility

Affordable housing/community development 
KeyBank Community Development Lending & Investment (CDLI) 
provides capital for projects that stabilize and revitalize communities. 
The pandemic and the resulting economic downturn underscore 
the nation’s affordability crisis and the need for safe and affordable 
housing. As one of the top affordable housing lenders in the 
country, Key’s CDLI platform brings together balance sheet, equity, 
and permanent loan offerings. Our team has made substantial 
investments supporting community development and affordable 
housing projects nationwide, representing investments of $3.7 billion 
in 2020, a 12% increase over 2019 lending and investments. 

Despite the pandemic, affordable housing lending remained strong. 
KeyBank was named the #3 affordable housing lender in 2020.* 

Finding unique and groundbreaking funding solutions to address the affordable 
housing crisis remains a priority for KeyBank. In 2020, KeyBank secured the first 
Freddie Mac tax-exempt loan in Michigan by any lender for CityLine Apartments. The 
development, by Indianapolis-based Herman & Kittle Properties, Inc., in partnership 
with the Michigan State Housing and Development Authority, will be a 240-unit complex 
constructed on 11.5 acres of land in Kentwood, Michigan. The property will be built and 
operated according to the Section 42 Low Income Housing Tax Credit project program. 
CityLine Apartments, which is expected to host and serve families that are part of the  
local workforce, comes at a time when local officials are seeking to add more housing  
with newer, modern amenities in the city.

Affordable housing for seniors remains an 
issue for communities across the country.  
In Cleveland, Ohio, KeyBank provided a $31 million 
refinancing package to National Church Residences, 
the nation’s largest not-for-profit provider of 
affordable senior housing and services, to renovate 
an affordable senior (62+) housing property. Built in 
1976, the 171-unit Carnegie Tower at Fairfax is a 
12-story, project-based Section 8 apartment building 
on two acres of land next to the world-renowned 
Cleveland Clinic. The units are available in one-  
and two-bedroom configurations. The handicap-
accessible property features on-site security, 
management, and a service coordinator, along with 
24/7 emergency maintenance. The project will 
preserve the building as affordable housing and 
ensure the long-term viability of the development.$3.7B 

investments in 2020 

$12B 
investments since the inception of  
the Community Benefits Plan in 2017

*Source: 2020 Affordable Housing Finance Lenders Survey, February 2021. Totals include permanent  
and construction loans for properties at incomes up to 80% of the area median income.
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Social Responsibility

Home lending 
Homeownership is essential to building healthy and thriving neighborhoods. KeyBank offers a variety of mortgage programs 
focused on meeting the needs of low- to moderate-income borrowers and communities. Our commitment to supporting 
homeownership comes alive as part of our National Community Benefits Plan. In 2020, KeyBank provided $1.5 billion in 
mortgages to LMI borrowers; growth of 57% year over year.

Teammate training
In 2020, KeyBank hosted lending 
training sessions for Mortgage 
Loan Officers and Community 
Development Loan Officers about 
the Community Reinvestment Act, 
KeyBank’s National Community 
Benefits Plan, and our lending 
products focused on meeting 
the needs of LMI borrowers and 
communities.  

Our Community Development 
Loan Officers are responsible for 
increasing homeownership for low- 
to moderate-income and minority 
customers based on standards 
set by the Department of Urban 
Housing and Development and the 
Community Reinvestment Act. 

$1.5B
mortgages to LMI borrowers in 2020

$3.7B 
mortgages to LMI borrowers since the start 
of the Community Benefits Plan in 2017
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Social Responsibility

Small business lending 
Small businesses are critical accelerators for the economic health of neighborhoods. Building a successful small business 
is a challenge that is easier with KeyBank – a bank that understands how to build a small business from the ground up. 
This challenge is particularly acute in neighborhoods where access to capital remains lacking. As part of our Community 
Benefits Plan, KeyBank has committed to lending $2.5 billion to small businesses in LMI urban and rural communities.

Small Business Administration (SBA) programs are  
an integral way to bring opportunities to LMI neighborhoods 
across the country. KeyBank is an SBA preferred lender  
and participates in many SBA programs. In 2020, KeyBank 
provided $316 million in approved 7(a) loans, many to urban 
and rural communities. This is funding outside of KeyBank’s 
efforts through the Paycheck Protection Program (PPP).  
As the 7th ranked SBA lender* in the country, KeyBank’s 
expertise and strength in these programs is long-standing. 
Since 2015, KeyBank has provided more than $1.6 billion in 
SBA-guaranteed financing to thousands of small businesses, 
providing critical lending and capital to neighborhoods.

$1.3B
in small business lending  
in 2020

$2.6B 
in small business lending since 
the inception of the Community 
Benefits Plan in 2017

*U.S. Small Business Administration (SBA) 7(a) Lender by dollar volume through September 30, 2020.



Paycheck Protection Program 
KeyBank’s participation in the PPP was an important way to support clients and 
communities when they needed us most. Through a highly focused and coordinated  
effort during rounds 1, 2, and 3, KeyBank processed more than 66,000 PPP applications 
and provided nearly $10.7 billion in loans for small- and mid-sized businesses nationwide. 
Twenty-four percent of those loans were for businesses in LMI communities. 

KeyBank’s Small Business Banking Team partnered with Corporate Responsibility Officers 
across KeyBank’s 15-state footprint to engage businesses in LMI neighborhoods to advise 
them with information about PPP funding.

Social Responsibility

Volunteers at the Salt Lake Valley Habitat for Humanity.

Stepped in to help thousands of local nonprofits navigate  
the PPP process.
Outreach to local nonprofits has been critical to helping communities recover 
from the impact of COVID-19. For example, one client, the Salt Lake Valley 
Habitat for Humanity, worked closely with KeyBank’s Business Banking 
group to navigate the PPP process. 

“We greatly appreciate all that you and KeyBank have done to assist us with 
these loans. We have used our building and trucks to collect and distribute 
food and needed supplies to the many who have been left unsheltered and 
hungry during this trying year. We were also able to help people get back 
into their homes after they were damaged by the earthquakes. This would 
not have been possible without your help. Please know how very much we 
appreciate all that you have done,” expressed Dave Cannon, Salt Lake Valley 
Habitat for Humanity.
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$10.7B 
in loans for small- and mid-sized 
businesses nationwide during 
rounds 1, 2, and 3 of the PPP

PPP data as of March 31, 2021.
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“We were able to stay open, keep  
all of our employees working, and  
pay all of our bills. On behalf of all  
of the other businesses and us, 
thank you from the bottom of our 
hearts for the hours and sacrifice 
the Key team made.” 

“Your call and information about  
the Paycheck Protection Program 
was a godsend at this difficult time 
for our businesses throughout our 
town and country.” 

“We brought back the 30 colleagues  
that previously had been furloughed. 
We wanted you to know that and 
feel responsible for helping make 
that happen.” 

“I have worked with a number  
of banks in my career, and 
while they have done good by 
me, I’ve never had the level 
of service and support you’ve 
provided.” 

“ We build relationships for life. We had a chance to step up for clients when their ability 
to get these funds was uncertain and they needed a financial partner more than ever.

Key was there for our clients when they needed us most. 
– Victor Alexander, Head of Consumer Banking

Paycheck Protection Program: Being there for our clients when they needed us most

120+ 
applications solicited by our Corporate Responsibility Officers from 
not-for-profit community partners, minority- and women-owned 
businesses, and businesses in LMI communities

$959MM 
in PPP loans of $1 million or less in LMI communities

$10.7B 24% of loans supported LMI 
communities

in critical funding  
for businesses66,000 loans processed through  

three rounds of PPP

PPP data as of March 31, 2021.

~

KeyBank’s clients on the Paycheck Protection Program
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Facing a pandemic, women business owners  
found support from Key4Women®

Through advocacy, connections, and empowerment, Key4Women 
supports the financial progress and empowerment of business women.  
In 2020, our Key4Women Confidence Survey showed the importance  
of relationship banking for women business owners when the pandemic 
began. Key was able to help more than 2,100 women-owned business 
clients secure the funding they needed to support their business.

The primary bank relationship of these women small business owners 
mattered, and the numbers show just how much. 

53% 
reported their primary bank  
proactively reached out  
to them

70% 
relied on their primary bank  
to some degree for financial  
guidance

“Key4Women is an avenue of growth and advice for so many women business owners 
and leaders. Advice that can make a big difference right now. As a relationship-based

bank, we want to be a partner in helping our clients use every tool possible while knowing 
exactly what best fits their business and goals. 
– Rachael Sampson, Director of Key4Women
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Social Responsibility

•  More than $875,000 
has gone directly to our 
communities through 
#KeyBankAssists

•  Supported more than  
100 charities and  
150 small businesses

•  Gave local restaurant 
gift cards to thousands 
of families, essential 
workers, and first 
responders

•  Provided thousands 
of meals within our 
communities

Supporting small businesses: KeyBank Assists 

To help ease stress and bring optimism to our communities, we launched #KeyBankAssists in 2020. The KeyBank Assists 
program gave donations, meals, and surprise gifts to small businesses and families across our footprint. We teamed up 
with influential public figures and amazing local chefs, from journalist Soledad O’Brien to renowned chef Robert Irvine,  
to support small businesses, families, and essential workers. 

KeyBank Assists helping communities with meals and gift cards.
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Social Responsibility

The past year brought significant challenges to our 
communities, including a global pandemic and a national 
reckoning on social justice and racial equity. KeyBank swiftly 
adapted to the urgent and rapidly growing community 
needs and engaged employees in unprecedented ways  
in response to the upending crises of 2020.

In response to the impact of COVID-19 on individuals and 
families, neighborhoods, and communities, the KeyBank 
Foundation and First Niagara Foundation provided more 
than $18 million in support for communities:

Rapid response: $1 million was immediately provided  
to collaborative funds to aid response efforts such as 
food supply and distribution, support for frontline workers, 
and directed to the most vulnerable individuals and 
communities.

Partner flexibility: KeyBank worked with partners to  
re-focus prior year committed funding to allow community 
partners to pivot to address the most urgent needs  
during 2020. 

$45MM
philanthropic investments  
in 2020

$140MM 
philanthropic investments since 
the inception of the Community 
Benefits Plan in 2017

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.

Fortifying resiliency: KeyBank worked with nonprofit 
organizations across the country to make new investments 
to strengthen community response to the coronavirus.

Employee match program: Special COVID-19 response 
2:1 match program raised a total of nearly $2 million.

During 2020, KeyBank continued our long-standing 
commitment by investing $18 million in organizations 
focused on Social Justice and Racial Equity. This included 
$1 million of rapid response to organizations providing 
critical support to build Black equity. Additional funds 
were focused on building community dialogue about race 
relations, building capacity of Black-led organizations 
supporting historically underserved communities, and 
projects counteracting systemic racism.



Teammate impact

KeyBank employees across our footprint make positive impacts in the communities we 
call home. In 2020, $7.9 million in charitable contributions were made through KeyBank 
employee programs. In addition, thousands of KeyBank teammates volunteered more than 
50,000 hours of community service. This includes holding a virtual Neighbors Make the 
Difference Day – an annual KeyBank event focused on employee volunteerism. Throughout 
June and July of 2020, the program helped teammates find new ways to volunteer and give 
back to the community while prioritizing the health and safety of our clients, teammates, 
and communities. More than 430 teammates participated in the virtual event, with nearly 
3,500 total hours volunteered for 300 nonprofits across KeyBank’s footprint. 

In 2020, KeyBank Foundation and First Niagara Foundation made 660 philanthropic 
investments totaling more than $45 million. Consistent with the foundations’ strategic pillars 
of Education, Workforce, and Neighbors, these investments help build meaningful and 
transformative relationships that will create lasting change in our communities.

KeyBank Philanthropic Investments KeyBank Teammate Impact

Education $10.6MM Community leadership gift2 $191K

Workforce $4.2MM Employee donations & matching gifts $4.6MM

Neighbors $17.5MM United Way pledge $3.2MM

Civic good $3.5MM Total Employee Impact $7.9MM

KeyBank direct contributions & asset donations1 $8K

Total KeyBank Philanthropy $45MM

Social Responsibility
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$7.9MM
charitable contributions  
made through KeyBank  
employee programs in 2020

50,300 
hours of community service 
volunteered by KeyBank  
employees in 2020

Westchester Medical Center hospital 
staff with Key cookies from the Key Young 
Professional KBING of the Hudson Valley 
and New York City.

1Goods that KeyBank has donated, such as office furniture, and includes charitable (cash)  
contributions made by the bank.

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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Expanding our community commitments 
For decades, KeyBank has opened doors to new homes and new 
businesses, and we’re not done yet. We’re extending and expanding  
our community investment commitments to more than $40 billion.

In 2020, Key exceeded the aggregate financial commitments of our  
$16.5 billion, five-year National Community Benefits plan a full year ahead 
of schedule by delivering more than $18 billion in lending and investments 
across our footprint since 2017. 

Given our momentum and the intensity of the need, we’re extending 
and expanding our commitment to more than $40 billion in community 
benefits. We are continuing our focus on investments in affordable housing, 
mortgage and small business lending, and renewable energy. We are 
also continuing our tradition of transformative philanthropy by making 
investments to improve access to education and workforce development 
as well as safe and vital neighborhoods.

With 10 consecutive “Outstanding” ratings for exceeding the requirements 
of the Community Reinvestment Act, Key has a long-standing commitment 
to responsible banking, responsible operations, and responsible citizenship.

Corporate citizenship matters;  
it matters for our communities, for

our clients, and for our colleagues. Key is 
doing our part to advance diversity, equity 
and inclusion and to address increased 
environmental concerns. We recognize how 
a pandemic with disproportionate impacts 
on low- to moderate-income communities 
is both an opportunity and an obligation. 
Creating shared value with the communities 
we proudly serve means sharpening our 
focus and driving even better outcomes – 
inside and outside Key. 
– Chris Gorman

“

$36 Billion - economic equity and inclusion – KeyBank will continue our commitment to providing affordable 
housing, home and small business lending in LMI communities, and transformative philanthropy throughout  
the markets where we do business. In addition, KeyBank plans to support homeownership by investing in 
down payment assistance. From hiring and career development to increasing spend with diverse suppliers, 
KeyBank will continue our long-standing focus on diversity, equity, and inclusion inside and outside the 
company. KeyBank will also build partnerships with CDFIs focused on serving minority-owned businesses  
and will develop and deliver financial education in minority and LMI communities. 

$4 Billion - renewable energy and sustainability – Since 2012, KeyBank has made more than $15 billion in 
renewable energy investments and was a top provider of renewable energy financing in North America in 2019 
and 2020. Our updated commitment will include this long-standing focus to increase KeyBank’s renewable 
energy financing, as well as accelerating Key’s efforts to reduce our environmental footprint.
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Diversity, equity, and inclusion

At KeyBank, diversity, equity, and inclusion (DE&I) aren’t just cornerstones of our culture – they are business accelerators. 
Our strategy focuses on three main pillars: our workforce, our workplace, and our marketplace. These areas of focus are 
brought to life through the leadership and engagement of our teammates, including DE&I Champions, who build specific 
action plans for their teams that align with Key’s overall strategy.

Social Responsibility
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Workforce 
Engage and develop a talented  
and diverse team that matches  
the communities we serve .

Marketplace
We are committed to creating 
shared value with diverse suppliers 
and to strengthening economic 
development to help our clients  
and communities thrive .

Workplace 
Our inclusive culture encourages 
teammates to engage, live our Key 
values, and bring their authentic 
selves to Key .

Workforce

Acquiring new talent
While navigating a predominantly virtual environment in 2020, talent acquisition continued 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.

67.1% 68.5%

2019 2020

4.6% 8.4% 4.9% 5.4%
20.8% 25%

external hires:
People of Color (POC)  

and White females

external hires:
self-identified people  

with disabilities

external hires:
self-identified veterans

external manager/ 
executive-level (JG 84+) hires: 

POC

2019 2020 2019 2020 2019 2020
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Evolving our Autism at Work Initiative
In 2019, Key partnered with The Precisionists, Inc. (TPI), an organization with a mission 
to create 10,000 jobs for persons with disabilities by the year 2025. Through Key’s 

partnership with TPI, eight neurodiverse individuals joined Key Technology 
Operations and Services, bringing their talents, abilities, and passions to 
our workforce. Since 2019, TPI contractors have continued to thrive in Fraud 
Detection, Data Entry, and Mailroom functions. All contractors have been 
renewed for an additional one-year term. 

At the onset of the pandemic in March 2020, TPI associates transitioned 
to working remotely, along with many KeyBank teammates. Through the 
transition and with the support of their job coach and managers, the team 
continued to thrive in their roles. In addition to transitioning some contractors 
to full-time roles and onboarding new TPI associates, our partnership with  
TPI remains strong, with plans for sustained growth in 2021.TPI Associate Josh Nolen

Workforce 

Diversity recruiting 
At Key, our recruiting strategy includes a set of deliberate initiatives aimed at actively 
seeking candidates from diverse backgrounds, ensuring processes are inclusive, and 
removing barriers that prevent equal opportunity in the hiring process. We are accelerating 
a range of initiatives, from utilizing a new digital tool to reach diverse students to launching 
an internal diversity referral program.

Black Leader Forum
In 2020, Key invited Black Leaders across the enterprise to share their thoughts, 
perspectives, and ideas around DE&I topics at Key, including recruiting, talent development, 
accountability at all levels, and community support. Forum participants were invited to 
a series of sessions throughout the year, including with Key’s Board of Directors. Their 
contributions continue to influence Key’s DE&I initiatives, strategy, and path forward.

Our commitments:  
leadership representation.

At Key, we believe a thriving 
workforce and company begins 
with diversity, equity, and 
inclusion as the foundation for 
all we do – and this includes 
a workforce that reflects the 
communities we proudly serve . 
That is why we are committing to 
increase People of Color (POC) 
representation at our senior 
leadership and executive levels:

25% 

over the next 5 years

50% 

over the next 10 years

These targets are not quotas, 
but Board-approved continuous 
improvement measures . We are 
committed to continuing to raise 
the bar not only for ourselves,  
but the industry as a whole .
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Workforce 

Workforce diversity through recruitment
Attracting, retaining, and developing talent that reflects the diversity of our clients and the communities we 
serve is important to us.* 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).

MBA/Undergraduate Case Competition
In February 2020, we hosted the 16th Annual Minority MBA Student Case Competition. The annual 
competition, directed and administered by the Fisher College of Business Office of Diversity and Inclusion 
Student Services at The Ohio State University, allowed competing teams to hone their business acumen 
and team-building skills while learning from KeyBank executives. The competition has evolved to represent 
25 to 30 teams each year from the nation’s leading institutions. J. Mack Robinson College of Business, 
Georgia State University won first place in the case competition.

13th Annual KeyBank Leadership and Creativity Undergraduate Symposium 
The KeyBank Leadership and Creativity Undergraduate Student Symposium, presented by The Ohio State 
University Fisher College of Business, first kicked off on October 30, 2008. The symposium is the result  
of innovative thinking and generous funding by the KeyBank Foundation. 

Hosted first Student Summit on Diversity, Equity, and Inclusion 
During this half-day virtual event, diverse students had the opportunity to hear from and interact with  
Chief Information Officer Amy Brady and Chief Diversity, Equity, and Inclusion Officer Greg Jones. Students 
heard from a panel of former interns, learned about our intern programs, and interacted with our recruiters 
in a small group setting. Key extended 15 offers and welcomed 10 new diverse teammates.

* KeyCorp is an Equal Opportunity and Affirmative Action Employer committed to engaging a diverse workforce and sustaining an inclusive culture. This event is intended 
as a diversity recruiting effort in support of Key’s affirmative action and equal employment opportunity efforts. All qualified applicants will receive consideration for 
employment without regard to race, color, religion, sex, sexual orientation, gender identity, national origin, disability, or veteran status.

J. Mack Robinson College of Business, 
Georgia State University – winners of the 
16th Annual Minority MBA Student Case  
Competition  – with KeyBank leaders.
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Key U.S. Employee Diversity* Female White
Black/African 

American
Hispanic/

Latino Asian All Other

Exec./Sr. level officials and managers 29% 95% 0% 5% 0% 0%

First/Mid-level officials and managers 46% 84% 5% 4% 5% 1%

Professionals 52% 83% 6% 3% 6% 1%

Sales workers, admin support, 
and service workers 68% 75% 10% 7% 5% 3%

Total KeyCorp Workforce (17,861 employees) 59% 79% 8% 6% 5% 2%

Workforce

Key has been recognized for our commitment as a 12x DiversityInc Top 50  
Company for Diversity and 2x Bloomberg Gender-Equality Index recipient.

*This information is developed based on current EEO-1 reporting categories, and represents KeyCorp’s diversity in 2020.
Key is an Equal Opportunity and Affirmative Action Employer.

As of 12/31/2020.  

Reporting period as of 12/31/2020.
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At Key, our commitment to pay equity is foundational  
to our culture. We support this commitment through  
our compensation practices in the following ways:

•  We maintain a formal compensation structure to establish 
pay on the basis of objective factors, including external 
survey data, required education, and experience. We 
regularly review this structure in light of market trends  
and internal equity.

•  We 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 an employee has exhibited behaviors 
consistent with our values.

•  We conduct robust annual statistical analyses of pay 
and performance decisions. These analyses compare 
compensation and performance ratings of employees  
in similar roles to assess whether males and females and 
minorities and non-minorities are compensated equitably. 
A regression analysis is conducted to compare race  
and gender against variables which should impact pay 
(e.g., role, performance rating, length of service). 

In our most recent review conducted year-end 2020, 
differences were found for less than 0.2% of employees, 
and adjustments were made to resolve the disparities.

Results will be shared with the Executive Leadership  
Team and our Board of Directors.

Our pay equity commitment

Key is an Equal Opportunity and Affirmative Action Employer.

https://www.key.com/about/diversity/pay-equity-commitment.jsp
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Workplace

Building Bridges training
In 2020, more than 14,000 – or nearly 80% of – KeyBank 
teammates completed Key’s 8-module diversity, equity, 
and inclusion training, “Building Bridges.” This training 
lays the foundation for an understanding of diversity and 
culture, and builds awareness and skill on how to identify 
and mitigate unconscious bias. Beginning January 1, 
2021, the course is required for all current teammates and 
assigned at onboarding for new teammates in support of 
continuing an award-winning culture of diversity, equity, 
and inclusion.

Employee resource groups
At Key, 59% of our teammates are a member of at least 
one of our 12 employee resource groups, known as  
a Key Business Impact Networking Group (KBING). 

KBINGs continued to serve as critical cornerstones for our 
teammates, offering support, connection, and engagement 
in an evolving environment. Notably, the Parents Are Key 
KBING developed resources for parents and caregivers 
who were newly challenged with school- and work-at-home. 
Many other KBINGs pivoted their community support to 
provide virtual engagement, such as tutoring programs 
and fundraising. Cross-KBING collaborations included 
roundtable sessions and dialogues to address issues and 
opportunities around social justice and racial equity.

KeyBank Young Professionals providing pandemic support.

The Key Young Professionals team of the 
Hudson Valley delivered 100 Red Key cookies and

100 meals to our frontline heroes who work across many 
different departments at Westchester Medical Center. 
Giving back to the communities we serve and paying  
it forward to those that inspire us is who we are as  
an organization. 

–  Matt Lake, Area Retail Leader in New York,  
and Key Young Professionals teammate

“
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Reaching our teammates, cultivating our culture
Against the backdrop of a national reckoning on social justice and racial equity, supporting, listening to, and learning from our 
teammates continues to be critical. Key’s response focused on reaching every part of our workforce and our communities.

Roundtable discussions on race
KeyBank leaders hosted more than 65 conversations focused specifically on social justice and racial equity across the 
company, with nearly 40% led by Executive Leadership Team members. These sessions focused on giving employees a 
platform to share their experiences, increase their empathy and understanding, learn to be an ally – and most importantly, 
turn ideas into action to move us all forward together.

Social Justice and  
Racial Equity  

Speaker Series  
keynote presenters:  
Dr. Zachary Green,  

Professor Ibram X. Kendi, 
Bill Proudman, and  

Soledad O’Brien.

Workplace

Social Justice and Racial Equity (SJRE)  
Speaker Series
Key introduced the SJRE Speaker Series, welcoming nationally 
recognized trailblazers in DE&I to speak to and with our 
employees. Notably, Key welcomed New York Times best-
selling author of How to Be an Antiracist, Ibram X. Kendi. All 
teammates are invited to participate in the live events, which 
are also recorded and available for teammates to view at their 
convenience. Events are scheduled to continue through 2021 
with a focus on introducing new perspectives and resources  
for teammates.

When one community is 
targeted, our collective

commitment to diversity,
equity, and inclusion is 
challenged. We must rise and 
stand together – working side 
by side as friends, colleagues, 
and allies – speaking up for 
awareness, education, change, 
and action.
–  Greg Jones, Chief Diversity, Equity,  

and Inclusion Officer

“

~$500,000 
in Social Justice and Racial Equity  
Matching Gift program support
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Expanding relationships
We remain focused on expanding relationships with diverse-owned 
businesses and encouraging our vendors to increase their diverse spend. 
Throughout 2020, Key successfully onboarded several large suppliers  
to report their Tier II diverse spend quarterly.

Supporting minority-owned businesses
B and B Maintenance, Inc. B and B, a professional building services 
company, is not only a KeyBank client, but served as a trusted business 
partner through the COVID-19 pandemic. With their services, KeyBank’s 
branches and corporate buildings were able to remain open and cleaned 
regularly to the highest standards.

Since 2003, B and B has grown from serving one KeyBank market with 
approximately 30 locations to approximately 500 locations in the eastern 
U.S. region. In 2020, B and B is one of KeyBank’s top 10 diverse suppliers 
by spend. As a KeyBank business partner and client, they now also 
provide their services nationally and in Canada. B and B is a certified 
Minority Business Enterprise through the National Minority Supplier Diverse 
Development Council. 

Since 2003, KeyBank has been more than  
a business partnership. It has been like working 

with family. From my family to yours at KeyBank,  
thank you for all the years.
–  Silverio Osorio, Owner, B and B Maintenance

“

Marketplace

Key has a long-standing commitment to 
building mutually beneficial relationships 
with businesses that are at least 51% 
owned, managed, and controlled by 
U.S. citizens who are minorities, women, 
veterans, service-disabled veterans, LGBT, 
or individuals with a disability. In 2020, 
approximately 8% – $70 million (Tier I and 
Tier II) – of our spend was with diverse 
suppliers. Since 2001, Key has spent more 
than $1 billion with diverse suppliers.

Silverio Osorio and Sally Osorio of B and B Maintenance.



Addressing social justice and racial equity 
through our community commitments

Buffalo Purchasing Initiative: KeyBank is a proud 
participant and supporter of the Buffalo Purchasing 
Initiative, led by the Buffalo Racial Equity Leadership 
Taskforce (BRELT). Gary Quenneville, KeyBank Buffalo 
Market President, works alongside 11 other local business 
leaders to advance racial equity by improving local spend 
with minority- and women-owned businesses. 
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By improving the local spend  
with minority- and women-owned

companies, the BRELT aims to drive 
economic sustainability of minority-owned 
businesses and improve the economy  
in the neighborhoods they operate in.
–  Gary Quenneville, Buffalo Market President 

Our procurement process
At Key, one of our guiding principles is to reflect the 
diversity of our communities in our supply chain. The 
Procurement Team partners closely with Key’s Diversity, 
Equity, and Inclusion Team, organizations focused on 
supplier diversity and economic inclusion, and peer 
banks to engage with diverse suppliers for both new and 
existing products and services. Across the company, Key’s 
Supplier Diversity Champions help drive positive outcomes 
for diverse suppliers for their departments. Key continues 
to deliver robust reporting and metrics to increase spend 
visibility, help departments identify opportunities, and drive 
accountability across the organization.

“ 100+ 
minority-owned KeyBank suppliers



Teammate engagement 

Employee benefits and wellness 
We recognize the full value of employee benefits and take seriously our responsibility to offer benefits 
that empower our teammates to take control of their physical, emotional, and financial health.

Our success is a team effort. We’re committed to recognizing – and rewarding – our 
employees’ contributions. Along with competitive core benefits, we also offer many lifestyle 
benefits to meet the needs of our workforce and help our teammates succeed.
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Employee health: by the numbers
We’re committed to helping our teammates thrive. In 2020, we continued to implement  
programs that provide our employees with the knowledge, tools, and resources they need.

New lifestyle benefits
•  Offer six weeks of paid parental leave 

to all new parents (including non-birth 
parents) to promote bonding 

•  In 2020, ceased soliciting salary and  
use of pay history nationally when  
making employment offers to external 
candidates

•  In 2019, raised minimum wage for  
all non-commission, hourly employees  
to a range of $16-18 an hour

Our nontraditional benefits offerings
KeyBank is proud to offer our teammates 
exceptional benefits:

• Adoption assistance
• Caregiver support services
• Fitness reimbursement
• Hardship relief
• Donation matching opportunities
•  Personal, parental, short-term medical, 

military, health, and family leave
• Scholarships for children of teammates

We’re committed  
to helping our

teammates thrive by 
rewarding them for 
their contributions and 
investing in their health,  
well-being, and financial 
wellness. As part of that 
commitment, we offer 
a full range of benefits 
designed to encourage 
wellness in all aspects  
of their lives. 
–  Brian Fishel,  

Chief Human Resources 
Officer

“

7,802 1,136 25 61 $3.8 MM $1.1MM

employees claimed 
reimbursement for  

eligible fitness costs
• $2.1 million

caregivers received  
access to counseling  
and other resources

• $453K

scholarships granted  
to dependents  
of employees

 • $200K

employees granted up to  
$3,000 through KeyBank’s 

Hardship Assistance Program
• $152K in support

70 employees refinanced  
student loans with a 

 discounted rate through  
our Laurel Road platform

in tuition  
reimbursement

for 284  
teammates
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Pandemic support for teammates
During these unprecedented times, we stepped up  
to support our teammates with the same energy we  
dedicated to our clients and our communities.

•  Encouraged flexible work hours to support our 
teammates as they found new schedules and rhythms  
to meet their personal and family needs

•   Waived COVID-19 testing employee deductibles and 
coinsurance costs, including copays for virtual doctor 
visits; extended short-term medical leave to all teammates

•  Implemented an additional 15 business days of paid  
leave to use for their own COVID-related illness or  
if they needed to care for an ill loved one, or a child during 
school closures

•  Enhanced access and offerings to support mental health

•  Expanded fitness reimbursement program to include  
at-home gym equipment

•  Offered temporary premium pay opportunities for roles 
that could not be performed at home during lockdown 
periods 

•  Introduced KeyBank National Emergency Childcare 
Reimbursement Program, a tax-free stipend for teammates 
who must work on-site and have unplanned, out-of-pocket 
childcare expenses

•  Offered reimbursement to eligible employees for their 
children’s remote schooling internet and computer expenses 

•  Extended new Temporary Assistance Loan  
to employees

•  Supplied individual Return to Office kit with face masks 
and sanitizer to branch teammates and others reporting 
to worksites

•  Worked with University Hospitals Health System’s Chief 
Experience Officer who serves as the Chief Health Officer 
to Key. In this role, the Chief Health Officer advises our 
Executive Leadership Team and provides medical and 
clinical consultation regarding Key’s operational practices 
as our branches re-open and teammates return to our 
offices over the coming weeks and months.  

•  Developed a Stay Healthy Playbook to serve as a one-stop 
virtual guide for what to expect as part of our new normal, 
including health and safety measures implemented in our 
worksites and a daily self-screening assessment

$34MM+
in pandemic support for 
teammates across Key in 2020

$2,000 
per colleague in COVID-related 
support and relief in 2020

Chairman and CEO Chris Gorman visits frontline branch teammates in Cleveland, Ohio.



Listening to the Voice of the Employee 
Key’s Voice of the Employee (VoE) Forum is a digital platform that allows 
teammates to share their ideas and feedback and interact with one another 
by voting and commenting on suggestions submitted on the Forum.

We know our teammates are our greatest asset. The VoE Forum allows  
our employees to be change agents. The Forum not only has a positive 
effect on teammates, it also drives a better client experience and makes  
us the best company we can be.

Since its launch in 2018, more than 6,200 teammates have submitted an 
idea, comment, or vote. Twenty-six percent of the ideas submitted have 
been implemented, resulting in solutions improving our client and employee 
experience. In 2020, the VoE Forum served as a critical cornerstone  
to support teammates through the pandemic and served as a direct line  
of communication between our employees and leadership.
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When you come to work, you want  
to feel valued, supported, and heard. 

You want to feel part of something bigger 
and have the opportunity to make a 
difference. At Key, we value our teammates’ 
experiences, viewpoints, and ideas.
–  Era Ziroe 

Director of Client & Colleague Experience

“

Employee banking
At Key, we believe financial wellness begins with our teammates. Our employee product 
benefits, discounts, and Live Well & Thrive financial guidance programs support our 
teammates on their financial journey. In 2020, teammates who bank with Key focused on 
savings growth, protecting their finances with products such as health savings accounts, 
and furthering their financial health through educational workshops and webinars.

$38MM
savings balance growth

10,113  
teammate attendance  
at financial wellness workshops 
+376% YoY

63%  
of employees have a 
health savings account – 
an all-time high



Investing in our teammates
At KeyBank, we believe in investing in our teammates. Career development is  
supported through a variety of channels, including direct supervisor feedback,  
peer feedback, 360 feedback, training, mentoring, and one-on-one coaching.

Key’s career development portal 
In 2020, we introduced a career development portal, Grow at Key. This portal provides 
teammates with tools, assessments, learning paths, and more to help them achieve  
their career goals at Key. It empowers teammates to plan their career path and 
development while providing managers with insights and knowledge to enhance coaching.

In 2020, we invested over $12 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 540,000 hours of formal learning programs and courses throughout 
2020. Over 11% of these hours were dedicated to learning new skills to prepare our 
teammates for the future of work – in areas of emerging technologies, leadership,  
new processes, and new ways of working.
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MentorMe at Key is a powerful 
way for our employees to connect

with people they may never cross paths 
with otherwise. Behind the numbers are 
stories of teammates who are building 
lasting relationships, accelerating both 
personal and professional growth.

– Carole Torres, Chief Learning Officer  
and Head of Enterprise Training

“
420+
individuals  
matched

1,380+ 
mentoring hours 
logged

36% 
intercultural  
mentoring pairs

74% 
of matches  
cross lines of  
business

MentorMe at Key 
Last year, virtual mentoring provided an outlet for connection, 
networking, and engagement when many teammates were working 
remotely. Despite all the changes and challenges faced, our team 
members continued to engage in our enterprise MentorMe at Key 
program for their growth and development.
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Mentoring across the company
Mentoring isn’t limited to the MentorMe at Key program. Across the company, teammates can engage in additional 
department-specific mentoring programs, talent programs, and development initiatives through our Key Business Impact 
Networking Groups (KBINGs).

Virtual Enterprise Intern Program
In a year when many companies canceled internships, we believed it was more important than ever to support individuals 
early in their careers. We offered an award-winning program including virtual onboarding, orientation, training, networking 
with peers and mentors, exposure to our Executive Leadership Team, and meaningful work projects. Of 163 interns in the 
2020 Enterprise Program, 52% were diverse:

To provide targeted support to our military and veteran 
employees, the Key Military Network KBING piloted the 
KeyMN Connections mentoring program in September 2020. 
The pilot matched five pairs of tenured teammates who are 
previous veterans, current Reserve or Guard members, or 
ardent supporters, with new and existing teammates who are 
transitioning to the corporate financial sector from the military.

Twenty-three high-potential teammates provided reverse 
mentoring to executives – including Angela Mago, 
President of Key Commercial Bank, and her team of 
Regional Sales Executives (5), Market Presidents (12), and 
Sales Leaders (11). Mentoring topics included analytics, 
commercial customer relationship management system, 
and social media and will continue throughout 2021.

11%
POC females

15% 
POC males 

26% 
White females

Key’s Intern Program was named to WayUp’s Top 100 Intern Programs for the first time in 2020.
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Volunteerism highlights

In 2020, our KeyBank teammates 
continued to demonstrate our values-
focused culture by giving back to their 
communities . Teammates across the 
enterprise generously gave their time 
and talent by serving neighbors and 
neighborhoods across the community .  

Taking Neighbors Make the Difference Day virtual
When the pandemic took hold of the nation, KeyBank recognized  
the opportunity to transform our celebrated Neighbors Make the Difference 
Day® into a virtual experience, turning the one-day event into something 
with even greater and more lasting impact.

2020 represented the 30th anniversary of Key’s annual Neighbors Make 
the Difference Day, a hallmark of Key’s commitment to our communities  
and a leading corporate volunteerism effort in America. 

To meet the unique circumstances of 2020, Key adapted the annual event 
to take place virtually over two months. Throughout June and July 2020, 
Key helped teammates find new ways to volunteer and give back to the 
community while prioritizing the health and safety of our clients, teammates, 
and neighbors.  34,585

hours volunteered by teammates  
to support 750 nonprofit boards

15,500+
hours volunteered by teammates for 
other service, including our annual 
Neighbors Make the Difference Day

50,300 
total teammate volunteer hours  
in our communities

KeyBank teammates proudly serving their community.

Key celebrated the 30th anniversary of Neighbors Make the Difference Day in 2020.




