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PRESENTATION OF INFORMATION

In this Annual Report, and unless otherwise stated or the context otherwise dictates, references to
"ING Groep N.V.", "ING Groep" and "ING Group" refer to ING Groep N.V. and references to "ING", the
"Company", the "Group", "we" and "us" refer to ING Groep N.V. and its consolidated subsidiaries.
ING Groep N.V.'s primary banking subsidiary is ING Bank N.V. (together with its consolidated
subsidiaries, "ING Bank"). References to "Executive Board" and "Supervisory Board" refer to the
Executive Board or Supervisory Board of ING Groep N.V., respectively.

ING presents its consolidated financial statements in euros, the currency of the European Economic
and Monetary Union. Unless otherwise specified or the context otherwise requires, references to
“$”, “US$” and “Dollars” are to the United States dollars and references to “EUR” are to euros.

Solely for the convenience of the reader, this Annual Report contains translations of certain euro
amounts into U.S. dollars at specified rates. These translations should not be construed as
representations that the translated amounts actually represent such dollar or euro amounts, as
the case may be, or could be converted into U.S. dollars or euros, as the case may be, at the rates
indicated or at any other rate. Therefore, unless otherwise stated, the translations of euros into U.S.
dollars have been made at the rate of EUR 1.00 = U.S. $ 1.0855, the noon buying rate in New York
City for cable transfers in euros as certified for customs purposes by the Federal Reserve Bank of
New York (the “Noon Buying Rate”) on 21 February 2020.

ING prepares financial information in accordance with International Financial Reporting Standards
as issued by the International Accounting Standards Board (“IFRS-IASB”) for purposes of reporting
with the U.S. Securities and Exchange Commission (“SEC"), including financial information
contained in this Annual Report on Form 20-F. ING Group’s accounting policies and its use of various
options under IFRS-IASB are described under ‘Principles of valuation and determination of results’ in
the consolidated financial statements. In this document the term “IFRS-IASB” is used to refer to
IFRS-IASB as applied by ING Group.
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The published 2019 Annual Accounts of ING Group, however, are prepared in accordance with IFRS-
EU. IFRS-EU refers to International Financial Reporting Standards (“IFRS”) as adopted by the
European Union (“EU"), including the decisions ING Group made with regard to the options available
under IFRS as adopted by the EU (IFRS-EU).

IFRS-EU differs from IFRS-IASB, in respect of certain paragraphs in IAS 39 ‘Financial Instruments:
Recognition and Measurement’ regarding hedge accounting for portfolio hedges of interest rate
risk. Under IFRS-EU, ING Group applies fair value hedge accounting for portfolio hedges of interest
rate risk (fair value macro hedges) in accordance with the EU “carve-out” version of IAS 39. Under
the EU “IAS 39 carve-out”, hedge accounting may be applied, in respect of fair value macro hedges,
to core deposits and hedge ineffectiveness is only recognised when the revised estimate of the
amount of cash flows in scheduled time buckets falls below the original designated amount of that
bucket, and is not recognised when the revised amount of cash flows in scheduled time buckets is
more than the original designated amount. Under IFRS-IASB, hedge accounting for fair value macro
hedges cannot be applied to core deposits and hedge ineffectiveness arises whenever the revised
estimate of the amount of cash flows in scheduled time buckets is either more or less than the
original designated amount of that bucket. IFRS-IASB financial information is prepared by reversing
the hedge accounting impacts that are applied under the EU “carve-out™ version of IAS 39.
Financial information under IFRS-IASB accordingly does not take account of the possibility that, had
ING Group applied IFRS-IASB as its primary accounting framework, it might have applied alternative
hedge strategies where those alternative hedge strategies could have qualified for IFRS-IASB
compliant hedge accounting. These decisions could have resulted in different shareholders’ equity
and net result amounts compared to those indicated in this Annual Report on Form 20-F.

Other than for the purpose of SEC reporting, ING Group intends to continue to prepare its Annual
Accounts under IFRS-EU. A reconciliation between IFRS-EU and IFRS-IASB for shareholders’ equity
and net result is included in Note 1 ‘accounting policies’ to the consolidated financial statements.
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In addition to the consolidated financial statements, which are prepared in accordance with IFRS-
|IASB, this Annual Report on Form 20-F contains certain measures that are not defined by generally
accepted accounting principles (GAAP) such as IFRS. Our management uses these financial
measures, along with the most directly comparable GAAP financial measures, in evaluating
segment performance and allocating resources. We believe that presentation of this information,
along with comparable GAAP measures, is useful to investors because it allows investors to
understand the primary method used by management to evaluate performance on a meaningful
basis. Non-GAAP financial measures should not be considered in isolation from, or as a substitute
for, financial information presented in compliance with GAAP, including the consolidated financial
statements. Non-GAAP financial measures as defined by us may not be comparable with similarly
titled measures used by other companies.

Certain amounts set forth herein, such as percentages, may not sum due to rounding.
This Annual Report on Form 20-F contains inactive textual addresses to Internet websites operated
by us and third parties. Reference to such websites is made for information purposes only, and

information found at such websites is not incorporated by reference into this Annual Report on
Form 20-F.
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CAUTIONARY STATEMENT WITH RESPECT TO FORWARD-LOOKING STATEMENTS

Certain of the statements contained herein are not historical facts, including, without limitation,
certain statements made of future expectations and other forward-looking statements that are
based on management’s current views and assumptions and involve known and unknown risks and
uncertainties that could cause actual results, performance or events to differ materially from those
expressed or implied in such statements. Actual results, performance or events may differ materially
from those in such statements due to a number of factors, including, without limitation,

changes in general economic conditions, in particular economic conditions in ING’s core
markets;

changes affecting interest rate levels;
changes in performance of financial markets, including developing markets;

changes in the fiscal position and the future economic performance of the US including
potential consequences of a downgrade of the sovereign credit rating of the US government;

consequences of the United Kingdom’s withdrawal from the European Union;
introduction of, changes in or discontinuation of ‘benchmark’ indices;

inflation and deflation in our principal markets; changes in conditions in the credit and
capital markets generally, including changes in borrower and counterparty
creditworthiness:

changes in laws and regulations, including those governing financial services or financial
institutions, and the interpretation and application thereof;

changes in compliance obligations;

geopolitical risks, political instability and policies and actions of governmental and
regulatory authorities;

2019 ING Group Annual Report on Form 20-F

ING's ability to meet minimum capital and other prudential regulatory requirements;
the outcome of current and future legal and regulatory proceedings;
changes in tax laws;

operational risks, such as system disruptions or failures, breaches of security, cyber-attacks,
human error, changes in operational practices, inadequate controls including in respect of
third parties with which we do business, natural disasters or outbreaks of communicable
diseases:;

risks and changes related to cybercrime including the effects of cyber-attacks and changes
in legislation and regulation related to cybersecurity and data privacy;

changes in general competitive factors;
the inability to protect our intellectual property and infringement claims by third parties;
changes in credit ratings;

business, operational, regulatory, reputation and other risks and challenges in connection
with climate change;

the inability to attract and retain key personnel;

conclusions with regard to purchase accounting assumptions and methodologies, and other
changes in accounting assumptions and methodologies including changes in valuation of
issued securities and credit market exposure;

changes in investor and customer behavior;

changes in the availability of, and costs associated with, sources of liquidity such as
interbank funding;
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. changes affecting currency exchange rate;

« changes in ownership that could affect the future availability to us of net operating loss, net
capital and built-in loss carry forwards;

« ING's ability to achieve its strategy, including projected operational synergies and change
programmes, and

« the other risks and uncertainties detailed in the most recent annual report of ING Groep N.V.
(including the Risk Factors contained therein) and ING's more recent disclosures, including
press releases, which are available on www.ING.com.

This annual report contains inactive textual addresses to internet websites operated by us and third
parties. Reference to such websites is made for information purposes only, and information found
at such websites is not incorporated by reference into this annual report. ING does not make any
representation or warranty with respect to the accuracy or completeness of, or take any
responsibility for, any information found at any websites operated by third parties. ING specifically
disclaims any liability with respect to any information found at websites operated by third parties.
ING cannot guarantee that websites operated by third parties remain available following the filing
of this annual report or that any information found at such websites will not change following the
filing of this annual report. Many of those factors are beyond ING’s control.

Any forward looking statements made by or on behalf of ING speak only as of the date they are
made, and ING assumes no obligation to publicly update or revise any forward-looking statements,

whether as a result of new information or for any other reason.

This document does not constitute an offer to sell, or a solicitation of an offer to purchase, any
securities in the United States or any other jurisdiction.
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IFRS-IASB Consolidated Income Statement

Iltem 1. Identity of Directors, Senior Management And Advisors for the years ended 31 December 2019 2015 2018 2017 2016 2015
In millions except amounts per share Us$ EUR EUR EUR EUR EUR
Not Applicable. Continuing operations
Interest income 30,571 28,163 28,129 43,890 44,182 46,321
Interest expense 15,580 14,353 14,169 30,243 30,941 33,760
Net interest result 14992 13,811 13,960 13,647 13,241 12,561
. . Net fee and commission income 3,113 2,868 2,798 2,710 2,433 2,318
Item 2. Offer Statistics and EXPECted Timetable Other income 485 LL46 1,566 2233 2228 3128
. Total income 18,589 17,125 18,324 18,590 17,902 18,007
Not Apphcable. Addition to loan loss provision 1,215 1,120 656 676 974 1,347
Operating expenses 11,238 10,353 10,682 9,829 10,614 9,326
Total expenses 12,453 11,472 11,338 10,505 11,588 10,673
Result before tax from continuing operations 6,136 5,653 6,986 8,085 6,314 7,334
Iltem 3. Keg |nf0 rm ation Taxation 1,793 1,652 2,116 2,539 1,705 1,924
Net result from continuing operations 4,344 4,001 4,869 5,546 4,609 5,410
A. Selected financial data Net result from discontinued operations 0 0 0 0 441 -76
Net result attributable to Non-controlling
The selected consolidated financial information data is derived from the IFRS-IASB consolidated interests 107 99 108 82 75 408
financial statements of ING Group. Net result ING Group IFRS-IASB attributable to
Equityholders of the parent 4,236 3,903 4,761 5,464 4,975 4,926
The following information should be read in conjunction with, and is qualified by reference to the Addition to shareholders' equity 1,318 1,214 2,115 2,861 2,415 2411
Group's consolidated financial statements and other financial information included elsewhere Dividend _ 2915 2,689 2646 2,603 2,560 2,515
) Basic earnings per Ordinary Share 1.09 1.00 1.22 1.41 1.28 1.27
herein. Diluted earnings per Ordinary Share 1.09 1.00 1.22 1.41 1.28 1.27
Dividend per Ordinary Share 0.75 0.69 0.68 0.67 0.66 0.65
Number of Ordinary Shares outstanding in the
market (in millions) 3,896.7 3,896.7 3,891.7 38848 38779 3,868.7

Euro amounts have been translated into U.S. dollars at the exchange rate of $ 1.0855 to EUR 1.00,
the Noon Buying Rate in New York City on 21 February 2020 for cable transfers in euros as certified
for customs purposes by the Federal Reserve Bank of New York.
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Reference is made to Note 1 'Accounting policies' for information on Changes in accounting
principles, estimates and presentation of the consolidated financial statements and related notes.

Dividend reported is the amount declared over the year.

Basic earnings per share amounts have been calculated based on the weighted average number of
ordinary shares of ING Groep N.V. (“Ordinary Shares”) outstanding during the relevant period. For
purposes of this calculation, Ordinary Shares held by Group companies are deducted from the total
number of Ordinary Shares in issue. The effect of dilutive securities is also adjusted.

IFRS-IASB Consolidated Balance Sheet Data

as at 31 December 2019 2019 2018 2017 2016 2015
!n b.llllons except amounts per share or otherwise us$ EUR EUR EUR EUR EUR
indicated
Total assets 964.5 888.5 884.6 843.9 842.2 1,002.3
Financial assets at fair value through profit or
loss 104.4 96.2 120.5 123.2 122.1 138.0
Loans and advances to customers 660.0 608.0 589.7 571.9 560.2 696.9
Savings accounts 354.6 326.7  322.7 319.7 315.7 305.9
Other deposits and funds 268.8 247.7 233.0 220.1 207.2 358.3
Customer deposits 623.5 574.4 555.7 539.8 522.9 664.2
Deposits from banks 37.8 34.8 37.3 36.8 32.0 33.8
Shareholders' equity 55.4 51.0 49.0 48.4 47.3 45.0
Non-voting equity securities
Shareholders' equity per Ordinary Share oustanding 14.21 13.09 12.61 12.47 12.19 11.62
Number of Ordinary shares outstanding (in millions) 3,895.8 13,8958 3,890.6 3,885.8 3,878.5 3,870.2

Euro amounts have been translated into U.S. dollars at the exchange rate of $ 1.0855 to EUR 1.00,
the Noon Buying Rate in New York City on 21 February 2020 for cable transfers in euros as certified
for customs purposes by the Federal Reserve Bank of New York.

2019 ING Group Annual Report on Form 20-F
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ING has changed its accounting policy for the netting of cash pooling arrangements in the second
quarter of 2016. Loans and advances to customers and Customer deposits, as at 31 December
2015, are adjusted as a result.

The amounts for the period ended 31 December 2019 and 31 December 2018 have been prepared
in accordance with IFRS 9. ING Group has applied the classification, measurement, and impairment
requirements of IFRS 9 retrospectively as of 1 January 2018 by adjusting the opening balance sheet
and opening equity at 1 January 2018. ING Group decided not to restate comparative periods as
permitted by IFRS 9. Reference is made to Note 1 'Accounting policies' for information on Changes
in accounting principles, estimates and presentation of the consolidated financial statements and
related notes.

Shareholders’ equity per ordinary share amounts have been calculated based on the number of
Ordinary Shares outstanding at the end of the respective periods.

B. Capitalization and indebtedness

This item does not apply to annual reports on Form 20-F.

C. Reasons for the offer and use of proceeds

This item does not apply to annual reports on Form 20-F.

D. Risk Factors

Any of the risks described below could have a material adverse effect on the business activities,
financial condition, results and prospects of ING. ING may face a number of the risks described
below simultaneously and some risks described below may be interdependent. While the risk
factors below have been divided into categories, some risk factors could belong in more than one
category and investors should carefully consider all of the risk factors set out in this section.
Additional risks of which the Company is not presently aware, or that are currently viewed as
immaterial, could also affect the business operations of ING and have a material adverse effect on
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ING's business activities, financial condition, results and prospects. The market price of ING shares
or other securities could decline due to any of those risks including the risks described below, and
investors could lose all or part of their investments.

Risks related to financial conditions, market environment and general economic
trends

Because we are a financial services company conducting business on a global basis,
our revenues and earnings are affected by the volatility and strength of the
economic, business, liquidity, funding and capital markets environments of the
various geographic regions in which we conduct business, and an adverse change in

any one region could have an impact on our business, results and financial condition.

Because ING is a multinational banking and financial services corporation, with a global presence
and serving around 38.4 million customers, corporate clients and financial institutions in over 40
countries, ING's business, results and financial condition may be significantly impacted by turmoil
and volatility in the worldwide financial markets or in the particular geographic areas in which we
operate. In Retail Banking, our products include savings, payments, investments, loans and
mortgages in most of our retail markets. In Wholesale Banking, we provide specialised lending,
tailored corporate finance, debt and equity market solutions, payments & cash management and
trade and treasury services. As a result, negative developments in financial markets and/or regions
in which we operate have in the past had and may in the future have a material adverse impact on
our business, results and financial condition, including as a result of the potential consequences
listed below.

Factors such as interest rates, securities prices, credit spreads, liquidity spreads, exchange rates,
consumer spending, changes in client behaviour, business investment, real estate values and
private equity valuations, government spending, inflation or deflation, the volatility and strength of
the capital markets, political events and trends, terrorism, pandemics and epidemics (such as
COVID-19) or other widespread health emergencies all impact the business and economic

2019 ING Group Annual Report on Form 20-F
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environment and, ultimately, our solvency, liquidity and the amount and profitability of business
we conduct in a specific geographic region. Certain of these risks are often experienced globally as
well as in specific geographic regions and are described in greater detail below under the headings
“~Interest rate volatility and other interest rate changes may adversely affect our business, results
and financial condition”, “~Inflation and deflation may negatively affect our business, results and
financial condition”, “~Market conditions, including those observed over the past few years and the
application of IFRS 9 may increase the risk of loans being impaired and have a negative effect on
our results and financial condition” and “~Continued risk of political instability and fiscal uncertainty
in Europe and the United States, as well as ongoing volatility in the financial markets and the
economy generally have adversely affected, and may continue to adversely affect, our business,
results and financial condition”.

In case one or more of the factors mentioned above adversely affects the profitability of our

business, this might also result, among other things, in the following:

- reserve and provisions inadequacies, which could ultimately be realised through profit and loss
and shareholders’ equity;

- the write-down of tax assets impacting net results and/or equity;

- impairment expenses related to goodwill and other intangible assets, impacting net result;
and/or

- movements in risk weighted assets for the determination of required capital.

In particular, we are exposed to financial, economic, market and political conditions in the Benelux
countries and Germany, from which we derive a significant portion of our revenues in both Retail
Banking and Wholesale Banking, and which present risks of economic downturn. Though less
material, we also derive substantial revenues in the following geographic regions: Turkey, Eastern
Europe (primarily Poland among others), Southern Europe (primarily Spain among others), East
Asia (primarily Singapore among others) and Australia which also present risks of economic
downturn. In an economic downturn, we expect that higher unemployment, lower family income,
lower corporate earnings, higher corporate and private debt defaults, lower business investments
and lower consumer spending would adversely affect the demand for banking products, and that
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ING may need to increase its reserves and provisions, each of which may result in overall lower
earnings. Securities prices, real estate values and private equity valuations may also be adversely
impacted, and any such losses would be realised through profit and loss and shareholders’ equity.
We also offer a number of financial products that expose us to risks associated with fluctuations in
interest rates, securities prices, corporate and private default rates, the value of real estate assets,
exchange rates and credit spreads.

For further information on ING’s exposure to particular geographic areas, see Note 35 ‘Information
on geographic areas’ to the consolidated financial statements.

Interest rate volatility and other interest rate changes may adversely affect our
business, results and financial condition.

Changes in prevailing interest rates may negatively affect our business, including the level of net
interest revenue we earn, and the levels of deposits and the demand for loans. A sustained
increase in the inflation rate in our principal markets may also negatively affect our business,
results and financial condition. For example, a sustained increase in the inflation rate may result in
an increase in nominal market interest rates. A failure to accurately anticipate higher inflation and
factor it into our product pricing assumptions may result in mispricing of our products, which could
materially and adversely impact our results. On the other hand, recent concerns regarding
negative interest rates and the low level of interest rates generally may negatively impact our net
interest income, which may have an adverse impact on our profitability.

A prolonged period of low interest rates has resulted in, and may continue to result in:

- lower earnings over time on investments, as reinvestments will earn lower rates;

- increased prepayment or redemption of mortgages and fixed maturity securities in our
investment portfolios, as well as increased prepayments of corporate loans. This as borrowers
seek to borrow at lower interest rates potentially combined with lower credit spreads.
Consequently, we may be required to reinvest the proceeds into assets at lower interest rates;

2019 ING Group Annual Report on Form 20-F
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- lower profitability as the result of a decrease in the spread between client rates earned on assets
and client rates paid on savings, current account and other liabilities;

- higher costs for certain derivative instruments that may be used to hedge certain of our product
risks:

- lower profitability since we may not be able to fully track the decline in interest rates in our
savings rates;

- lower profitability since we may not always be entitled to impose surcharges to customers to
compensate for the decline in interest rates;

- lower profitability since we may have to pay a higher premium for the defined contribution
scheme in the Netherlands for which the premium paid is dependent on interest rate
developments and DNB's methodology for determining the ultimate forward rate;

- lower interest rates may cause asset margins to decrease thereby lowering our results. This may
for example be the consequence of increased competition for investments as result of the low
rates, thereby driving margins down; and/or

- (depending on the position) a significant collateral posting requirement associated with our
interest rate hedge programs, which could materially and adversely affect liquidity and our
profitability.

The foregoing impacts have been and may be further amplified in a negative interest rate
environment, since we may not be able earn interest on our assets (including reserves), or may be
forced to pay negative interest on our assets, while still paying a positive interest or no interest to
others to hold our liabilities, resulting in an adverse impact on our credit spread and lowering of our
net interest income. Furthermore, in the event that a negative interest rate environment results in
ING’s depositors being forced to pay a premium to ING to hold cash deposits, some depositors may
choose to withdraw their deposits in lieu of making such payments to ING, which would have an
adverse effect on our reputation, business, results and financial condition.

Alternatively, any period of rapidly increasing interest rates may result in:
- a decrease in the demand for loans:;
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= higher interest rates to be paid on debt securities that we have issued or may issue on the
financial markets from time to time to finance our operations and on savings, which would
increase our interest expenses and reduce our results;

- higher interest rates can lead to lower investments prices reduce the revaluation reserves,
thereby lowering IFRS equity and the capital ratios. Also the lower securities value leads to a loss
of liquidity generating capacity which needs to be compensated by attracting new liquidity
generating capacity which reduces our results;

- prepayment losses if prepayment rates are lower than expected or if interest rates increase too
rapidly to adjust the accompanying hedges; and/or

- (depending on the position) a significant collateral posting requirement associated with our
interest rate hedge program.

The default of a major market participant could disrupt the markets and may have
an adverse effect on our business, results and financial condition.

Within the financial services industry, the severe distress or default of any one institution (including
sovereigns and central counterparties (CCPs)) could lead to defaults by, or the severe distress of,
other market participants. While prudential requlation may reduce the probability of a default by a
major financial institution, the actual occurrence of such a default could have a material adverse
impact on ING. Such distress of, or default by, a major financial institution could disrupt markets or
clearance and settlement systems and lead to a chain of defaults by other financial institutions,
since the commercial and financial soundness of many financial institutions may be closely related
as a result of credit, trading, clearing or other relationships. Even the perceived lack of
creditworthiness of a sovereign or a major financial institution (or a default by any such entity)
may lead to market-wide liquidity problems and losses or defaults by us or by other institutions.
This risk is sometimes referred to as ‘systemic risk’ and may adversely affect financial
intermediaries, such as clearing agencies, clearing houses, banks, securities firms and exchanges
with whom we interact on a daily basis and financial instruments of sovereigns in which we invest.
Systemic risk could impact ING directly, by exposing it to material credit losses on transactions with
defaulting counterparties or indirectly by significantly reducing the available market liquidity on
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which ING and its lending customers depend to fund their operations and/or leading to a write
down of loans or securities held by ING. Systemic risk could have a material adverse effect on our
ability to raise new funding and on our business, results and financial condition. In addition, such
distress or failure could impact future product sales as a potential result of reduced confidence in
the financial services industry.

Continued risk of political instability and fiscal uncertainty in Europe and the United
States, as well as ongoing volatility in the financial markets and the economy
generally have adversely affected, and may continue to adversely affect, our
business, results and financial condition.

Our global business and results are materially affected by conditions in the global capital markets
and the economy generally. In Europe, there are continuing concerns over weaker economic
conditions, as well as concerns in relation to European sovereign debt, the uncertain outcome of
the negotiations between the UK and the EU following the Brexit decisions in UK parliament,
increasing political instability, levels of unemployment, the availability and cost of credit, credit
spreads, and the impact of continued quantitative easing within the Eurozone through bond
repurchases and the ECB'’s targeted longer-term refinancing operation (‘TLTRO’). In the United
States, political uncertainty, US national debt levels and changes in US trade and foreign
investment policies (including tensions with China and Eurozone) may result in adverse economic
developments. In addition, geopolitical issues, including with respect to the Middle East,
Russia/Ukraine and North Korea may all contribute to adverse developments in the global capital
markets and the economy generally.

Adverse developments in the market have included, for example, decreased liquidity, increased
price volatility, credit downgrade events, and increased probability of default for fixed income
securities. Moreover, there is a risk that an adverse credit event at one or more European sovereign
debtors (including a credit rating downgrade or a default) could trigger a broader economic
downturn in Europe and elsewhere. In addition, the confluence of these and other factors has
resulted in volatile foreign exchange markets. Securities that are less liquid are more difficult to
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value and may be hard to dispose of. International equity markets have also continued to
experience heightened volatility and turmoil, with issuers, including ourselves, that have exposure
to the real estate, mortgage, private equity and credit markets particularly affected. These events,
market upheavals and continuing risks, including high levels of volatility, have had and may
continue to have an adverse effect on our results, in part because we have a large investment
portfolio.

There is also continued uncertainty over the long-term outlook for the tax, spending and borrowing
policies of the US, the future economic performance of the US within the global economy and any
potential future budgetary restrictions in the US, with a potential impact on a future sovereign
credit ratings downgrade of the US government, including the rating of US Treasury securities. A
downgrade of US Treasury securities could also impact the ratings and perceived creditworthiness
of instruments issued, insured or guaranteed by institutions, agencies or instrumentalities directly
linked to the US government. US Treasury securities and other US government-linked securities are
key assets on the balance sheets of many financial institutions and are widely used as collateral by
financial institutions to meet their day-to-day cash flows in the short-term debt market. The
impact of any further downgrades to the sovereign credit rating of the US government or a default
by the US government on its debt obligations would create broader financial turmoil and
uncertainty, which would weigh heavily on the global financial system and could consequently
result in a significant adverse impact to the Group’s business and operations.

In many cases, the markets for investments and instruments have been and remain illiquid, and
issues relating to counterparty credit ratings and other factors have exacerbated pricing and
valuation uncertainties. Valuation of such investments and instruments is a complex process
involving the consideration of market transactions, pricing models, management judgment and
other factors, and is also impacted by external factors, such as underlying mortgage default rates,
interest rates, rating agency actions and property valuations. Historically these factors have
resulted in, among other things, valuation and impairment issues in connection with our exposures
to European sovereign debt and other investments.
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Any of these general developments in global financial and political conditions could negatively
impact to our business, results and financial condition in future periods.

The uncertainty surrounding the United Kingdom's withdrawal from the European
Union may have adverse effects on our business, results and financial condition.

Although the UK is not a member state of the Eurozone, the departure of the UK from the EU
(commonly referred to as ‘Brexit’) remains a major political and economic event whose
consequences are not fully known or understood and may further destabilize the Eurozone. The UK
withdrew from the EU on January 31, 2020, though the relationship between the UK and the EU
remains uncertain during the ongoing transition period, which largely maintains current
arrangements and provides time for the UK and the EU to negotiate the details of their future
relationship. The transition period is currently expected to end on December 31, 2020, and, if no
agreement is reached, the default scenario would be a non-negotiated Brexit. In the event of a
non-negotiated Brexit, the UK will depart the EU with no agreements in place beyond any
temporary arrangements which have been or may be put in place by the EU or individual EU
Member States, and the UK as part of no-deal contingency efforts and those conferred by mutual
membership of the World Trade Organization. Accordingly, there continues to be uncertainty with
respect to the process surrounding Brexit and the outcome of the ongoing Brexit negotiations,
including any related reqgulatory changes, and over the future economic relationship between the
UK and the rest of the world (including the EU). Any of these developments could have an adverse
effect on economic and financial conditions in the UK, the EU or globally. Although ING has
continued to take further steps throughout 2019 to prepare for known risks related to Brexit, such
as substantially progressing applications for a Third Country Branch banking licence in the UK,
taking actions for contract continuity and working to establish alternatives in the EU for those euro
clearing activities that may be expected to move from London following Brexit, the possible
economic and operational impacts of Brexit on the Group and its counterparties remain uncertain.
Given ING's significant pre-existing EU-licensed banking network and the various scenario analyses
performed by ING on its Brexit sensitive clients and sectors, ING believes that it is positioned to
largely avoid, or has taken significant steps to mitigate, potential direct adverse effects of Brexit.
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However, the requlatory impact of Brexit continues to present material risks and uncertainties,
particularly as to how regulations may diverge between the EU and the UK, which could materially
increase ING's compliance costs and have a material adverse effect on ING's business, results and
financial condition.

Discontinuation of or changes to ‘benchmark’ indices may negatively affect our
business, results and financial condition.

The London Interbank Offered Rate (‘LIBOR’), the Euro OverNight Index Average (‘EONIA’), the Euro
Interbank Offered Rate (‘EURIBOR’) and other interest rates or other types of rates and indices
which are deemed to be ‘benchmarks’ are the subject of ongoing national and international
reqgulatory reform. Following the implementation of any such potential reforms, the manner of
administration of benchmarks may change, with the result that they may perform or be calculated
differently than in the past, or benchmarks could cease to exist entirely, or there could be other
consequences which cannot be predicted. Although the UK Financial Conduct Authority (‘FCA’) has
authorized ICE Benchmark Administration as administrator of LIBOR, on 27 July 2017 the FCA
announced that it will no longer persuade or compel banks to submit rates for the calculation of
the LIBOR benchmark after 2021. The announcement indicates that the continuation of the LIBOR
on the current basis cannot and will not be guaranteed after 2021. In addition, as of October 2019,
the new euro risk-free rate euro short-term rate (€STR) is being published and the EONIA
benchmark was reformed, making it dependant to the €STR benchmark. The reformed EONIA
benchmark will cease to exist by 1 January 2022 and therefore the European Money Markets
Institute (EONIA’s administrator) has indicated that EONIA cannot be used in any contracts that will
be outstanding as of 1 January 2022. Public authorities have initiated industry working groups in
various jurisdictions to search for and recommend alternative risk-free rates that could serve
alternatives if current benchmarks like LIBOR and EONIA cease to exist or materially change. The
work of these working groups is still ongoing, though certain such organizations have advanced
proposals for benchmark replacements. For example, the US Federal Reserve's Alternative
Reference Rates Committee (commonly referred to as ‘ARRC’) has recommended adoption of the
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Secured Overnight Financing Rate (commonly referred to as ‘SOFR’) as an alternative to US dollar
LIBOR.

The potential discontinuation of the LIBOR and EONIA benchmarks or any other benchmark, or
changes in the methodology or manner of administration of any benchmark, could result in a
number of risks for the Group, its clients, and the financial services industry more widely. These
risks include legal risks in relation to changes required to documentation for new and existing
transactions may be required. Financial risks may also arise from any changes in the valuation of
financial instruments linked to benchmark rates, and changes to benchmark indices could impact
pricing mechanisms on some instruments. Changes in valuation, methodology or documentation
may also result into complaints or litigation. The Group may also be exposed to operational risks or
incur additional costs due to the potential requirement to adapt IT systems, trade reporting
infrastructure and operational processes, or in relation to communications with clients or other
parties and engagement during the transition period.

Except for EONIA, the replacement of benchmarks together with the timetable and mechanisms for
implementation have not yet been confirmed by central banks. Accordingly, it is not currently
possible to determine whether, or to what extent, any such changes would affect the Group.
However, the implementation of alternative benchmark rates may have a material adverse effect
on our business, results and financial condition.

Inflation and deflation may negatively affect our business, results and financial
condition.

A sustained increase in the inflation rate in our principal markets would have multiple impacts on

us and may negatively affect our business, results and financial condition. For example, a sustained

increase in the inflation rate may result in an increase in market interest rates, which may:

- decrease the estimated fair value of certain fixed income securities that we hold in our
investment portfolios, resulting in:
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reduced levels of unrealised capital gains available to us, which could negatively impact our
solvency position and net income, and/or
- adecrease in collateral values,
result in increased withdrawal of certain savings products, particularly those with fixed rates
below market rates,
require us, as an issuer of securities, to pay higher interest rates on debt securities that we issue
in the financial markets from time to time to finance our operations, which would increase our
interest expenses and reduce our results.

A significant and sustained increase in inflation has historically also been associated with
decreased prices for equity securities and sluggish performance of equity markets generally. A
sustained decline in equity markets may:
result in impairment charges to equity securities that we hold in our investment portfolios and
reduced levels of unrealised capital gains available to us which would reduce our net income, and
- lower the value of our equity investments impacting our capital position.

In addition, a failure to accurately anticipate higher inflation and factor it into our product pricing
may result in a systemic mispricing of our products, which would negatively impact our results.

On the other hand, deflation experienced in our principal markets may also adversely affect our
financial performance. In recent years, the risk of low inflation and even deflation (i.e., a continued
period with negative rates of inflation) in the Eurozone has materialized. Deflation may erode
collateral values and diminish the quality of loans and cause a decrease in borrowing levels, which
would negatively affect our business and results.
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Market conditions, including those observed over the past few years, and the
application of IFRS 9 may increase the risk of loans being impaired and have a
negative effect on our results and financial condition.

We are exposed to the risk that our borrowers (including sovereigns) may not repay their loans
according to their contractual terms and that the collateral securing the payment of these loans
may be insufficient. We may see adverse changes in the credit quality of our borrowers and
counterparties, for example, as a result of their inability to refinance their indebtedness, with
increasing delinquencies, defaults and insolvencies across a range of sectors. This may lead to
impairment charges on loans and other assets, higher costs and additions to loan loss provisions. A
significant increase in the size of our provision for loan losses could have a material adverse effect
on our business, results and financial condition.

IFRS 9 ‘Financial Instruments’ became effective as per 1 January 2018 and results in loan loss
provisions that may be recognized earlier, on a more forward looking basis and on a broader scope
of financial instruments than was previously the case under IAS 39. ING has applied the
classification, measurement, and impairment requirements retrospectively by adjusting the
opening balance sheet and opening equity as at 1 January 2018. As a result of applying IFRS 9
going forward, a shift in the forward looking consensus view of economic conditions may materially
impact the models used to calculate loan loss provisions under IFRS 9 and cause more volatility in,
or higher levels of, loan loss provisions, any of which could adversely affect the Group’s results,
financial condition or regulatory capital position.

Economic and other factors could lead to contraction in the residential mortgage and commercial
lending market and to decreases in residential and commercial property prices, which could
generate substantial increases in impairment losses. Additionally, continuing low oil prices could
have an influence on the repayment capacity of certain corporate borrowers active in the oil and oil
related services industries.
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We may incur losses due to failures of banks falling under the scope of state
compensation schemes.

While prudential regulation is intended to minimize the risk of bank failures, in the event such a
failure occurs, given our size, we may incur significant compensation payments to be made under
the Dutch Deposit Guarantee Scheme (DGS), which we may be unable to recover from the bankrupt
estate, and therefore the consequences of any future failure of such a bank could be significant to
ING. Such costs and the associated costs to be borne by us may have a material adverse effect on
our results and financial condition. On the basis of the EU Directive on deposit guarantee schemes,
ING pays quarterly risk-weighted contributions into a DGS-fund. The DGS-fund is to grow to a
target size of 0.8% of all deposits guaranteed under the DGS, which is expected to be reached in
July 2024. In case of failure of a Dutch bank, depositor compensation is paid from the DGS-fund. If
the available financial means of the fund are insufficient, Dutch banks, including ING, may be
required pay to extraordinary ex-post contributions not exceeding 0.5% of their covered deposits
per calendar year. In exceptional circumstances and with the consent of the competent authority,
higher contributions may be required. However, extraordinary ex-post contributions may be
temporarily deferred if, and for so long as, they would jeopardise the solvency or liquidity of a bank.
Depending on the size of the failed bank, the available financial means in the fund, and the required
additional financial means, the impact of the extraordinary ex-post contributions on ING may be
material.

Since 2015, the EU has been discussing the introduction of a pan-European deposit guarantee
scheme (‘EDIS’), (partly) replacing or complementing national compensation schemes in two or
three phases. Proposals contain elements of (re)insurance, mutual lending and mutualisation of
funds. The new model is intended to be ‘overall cost-neutral’. Discussions have continued in 2019,
but it remains uncertain when EDIS will be introduced and, if introduced, what impact EDIS would
have on ING's business and operations.
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Risks related to the regulation and supervision of the Group

Non-compliance with laws and/or regulations concerning financial services or
financial institutions could result in fines and other liabilities, penalties or
consequences for us, which could materially affect our business and reduce our
profitability.

Despite our efforts to maintain effective compliance procedures and to comply with applicable laws
and requlations, we have faced, and in the future may continue to face, the risk of consequences in
connection with non-compliance with applicable laws and regulations. For additional information
on legal proceedings, see Note 46 ‘Legal proceedings’ to the consolidated financial statements.
There are a number of risks in areas where applicable requlations may be unclear, subject to
multiple interpretations or under development, or where regulations may conflict with one
another, or where regulators revise their previous guidance or courts overturn previous rulings,
which could result in our failure to meet applicable standards. Regulators and other authorities
have the power to bring administrative or judicial proceedings against us, which could result,
among other things, in suspension or revocation of our licenses, cease and desist orders, fines, civil
penalties, criminal penalties or other disciplinary action, which could materially harm our results
and financial condition. If we fail to address, or appear to fail to address, any of these matters
appropriately, our reputation could be harmed and we could be subject to additional legal risk,
which could, in turn, increase the size and number of claims and damages brought against us or
subject us to enforcement actions, fines and penalties.

Changes in laws and/or requlations governing financial services or financial
institutions or the application of such laws and/or regulations may increase our
operating costs and limit our activities.

We are subject to detailed banking laws and government requlation in the jurisdictions in which we
conduct business. Regulation of the industries in which we operate is becoming increasingly more
extensive and complex, while also attracting scrutiny from regulators. Compliance with applicable
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and new laws and regulations is resources-intensive, and may materially increase our operating
costs. Moreover, these regulations can limit our activities, among others, through stricter net
capital, customer protection and market conduct requirements and restrictions on the businesses
in which we can operate or invest.

Our revenues and profitability and those of our competitors have been and will continue to be
impacted by requirements relating to capital, additional loss-absorbing capacity, leverage,
minimum liquidity and long-term funding levels, requirements related to resolution and recovery
planning, derivatives clearing and margin rules and levels of requlatory oversight, as well as
limitations on which and, if permitted, how certain business activities may be carried out by
financial institutions.

We are subject to additional legal and reqgulatory risk in certain countries where we
operate with less developed or predictable legal and regulatory frameworks.

In certain countries in which we operate, judiciary and dispute resolution systems may be less
developed. As a result, in case of a breach of contract, we may have difficulties in making and
enforcing claims against contractual counterparties and, if claims are made against us, we might
encounter difficulties in mounting a defence against such allegations. If we become party to legal
proceedings in a market with an insufficiently developed judicial system, it could have an adverse
effect on our operations and net results.

In addition, as a result of our operations in certain countries, we are subject to risks of possible
nationalisation, expropriation, price controls, exchange controls and other restrictive government
actions, as well as the outbreak of hostilities and or war, in these markets. Furthermore, the current
economic environment in certain countries in which we operate may increase the likelihood for

requlatory initiatives to enhance consumer protection or to protect homeowners from foreclosures.

Any such reqgulatory initiative could have an adverse impact on our ability to protect our economic
interest, for instance in the event of defaults on residential mortgages.
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We are subject to the requlatory supervision of the ECB and other regulators with
extensive supervisory and investigatory powers.

In its capacity as principal bank supervisor in the EU, the ECB has extensive supervisory and
investigatory powers, including the ability to issue requests for information, to conduct regulatory
investigations and on-site inspections, and to impose monetary and other sanctions. For example,
under the SSM, the regulators with jurisdiction over the Group, including the ECB, may conduct
stress tests and have discretion to impose capital surcharges on financial institutions for risks that
are not otherwise recognised in risk-weighted assets or other surcharges depending on the
individual situation of the bank and take or require other measures, such as restrictions on or
changes to the Group’s business. Competent regulators may also, if the Group fails to comply with
regulatory requirements, in particular with minimum capital requirements (including buffer
requirements) or with liquidity requirements, or if there are shortcomings in its governance and risk
management processes, prohibit the Group from making dividend payments to shareholders or
distributions to holders of its requlatory capital instruments. Generally, a failure to comply with the
new quantitative and qualitative regulatory requirements could have a material adverse effect on
the Group’s business, results and financial condition.

Failure to meet minimum capital and other prudential regulatory requirements as
applicable to us from time to time may have a material adverse effect on our
business, results and financial condition and on our ability to make payments on
certain of our securities.

We are subject to regulations that require us to comply with minimum requirements for capital
(own funds) and additional loss absorbing capacity, as well as for liquidity, and to comply with
leverage restrictions. These are developed or enacted by various organisations such as the Basel
Committee on Banking Supervision (‘BCBS’), the Financial Stability Board (‘FSB’) and the European
Union (‘EV’). The main pieces of legislation in this field that apply to us are the EU’s Capital
Requirements Directive (‘CRD’) and Capital Requirements Reqgulation (‘CRR’), and the Bank Recovery
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and Resolution Directive, all as amended from time to time and as implemented in national law
where required.

The capital and liquidity requirements and leverage restrictions that apply to us result in various
minimum capital ratios (of capital to risk-weighted assets) and liquidity ratios that we must
maintain, and in a minimum leverage ratio (based on unweighted assets). A key capital ratio is the
Common Equity Tier 1 ratio or CET1 ratio, which is the ratio of common equity tier 1 capital to the
total risk exposure amount (‘TREA', often referred to as risk-weighted assets or ‘RWA’). In addition
to the capital requirements, we must maintain at all times a sufficient aggregate amount of own
funds and ‘eligible liabilities’ (that is, liabilities that may be bailed in using the bail-in tool), known as
the minimum requirements for own funds and eligible liabilities (‘MREL’).

Capital, liquidity and leverage requirements and their application and interpretation may change.
Any changes may require us to maintain more capital or to raise a different type of capital by
disqualifying existing capital instruments from continued inclusion in regulatory capital, requiring
replacement with new capital instruments that meet the new criteria. Sometimes changes are
introduced subject to a transitional period during which the new requirements are being phased in,
gradually progressing to a fully phased-in, or fully-loaded, application of the requirements.

Any failure to comply with these requirements may have a material adverse effect on our business,
results and financial condition, and may require us to seek additional capital. It may also prohibit us
from making payments on certain of our securities. Our business, results and financial condition
may also be adversely affected if these requirements change, which may also require us to seek
additional capital or a different type of capital. Because implementation phases and transposition
into EU or national requlation where required may often involve a lengthy period, the impact of
changes in capital, liquidity and leverage regulations on our business, results and financial
condition, and on our ability to make payments on certain of our securities, is often unclear.
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Our US commodities and derivatives business is subject to CFTC and SEC requlation
under the Dodd-Frank Act.

Title VIl of Dodd-Frank created a new framework for regulation of the over-the-counter derivatives
markets and certain market participants which has affected and could continue to affect various
activities of the Group and its subsidiaries. ING Capital Markets LLC, a wholly-owned indirect
subsidiary of ING Bank N.V., has registered with the US Commodity Futures Trading Commission
(‘CFTC) as a swap dealer and intends to register with the SEC as a securities-based swap dealer. The
SEC has adopted regulations, among others, establishing registration, reporting, risk management,
business conduct, and margin and capital requirements for security-based swaps. Such regulations
are expected to be effective on or around September 1, 2021.Additionally, the CFTC recently re-
proposed, and is expected to adopt, capital requirements for swap dealers, although the specific
requirements, and any available exemptions, have not been finalized. If these requirements are
applicable to ING, and no exemptions are available, it is possible that these requirements will be
difficult for ING to comply with and may, as a result, materially and adversely impact ING's ability
to operate as a swap dealer in the US. Other CFTC requlatory requirements, already implemented,
include registration of swap dealers, business conduct rules imposed on swap dealers,
requirements that some categories of swaps be centrally executed on regulated trading facilities
and cleared through regulated clearing houses, and initial and variation margin requirements for
uncleared swaps. In addition, new position limits requirements for market participants that have
been proposed and may be contained in final regulations to be adopted by the CFTC could limit
ING's position sizes in swaps referencing specified physical coommodities and similarly limit the
ability of counterparties to utilize certain of our products by narrowing the scope of hedging
exemptions from position limits for commercial end users and the trading activity of speculators.
All of the foregoing areas of reqgulation of the derivative markets and market participants will likely
result in increased cost of hedging and other trading activities, both for ING and its customers,
which could expose our business to greater risk and could reduce the size and profitability of our
customer business. In addition, the imposition of these regulatory restrictions and requirements,
could result in reduced market liquidity, which could in turn increase market volatility and the risks
and costs of hedging and other trading activities.
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We are subject to the ‘Bank Recovery and Resolution Directive’ (‘BRRD’) among
several other bank recovery and resolution regimes that include statutory write
down and conversion as well as other powers, which remains subject to significant
uncertainties as to scope and impact on us.

We are subject to several recovery and resolution regimes, including the Single Resolution
Mechanism (‘SRM’), the BRRD as implemented in national legislation, and the Dutch ‘Intervention
Act’ (Wet bijzondere maatregelen financiéle ondernemingen. as implemented in the Dutch
Financial Supervision Act). The aim of the BRRD is to provide supervisory authorities and resolution
authorities with common tools and powers to address banking crises pre-emptively in order to
safeguard financial stability and minimise taxpayers’ exposure to losses.

The powers granted to authorities include, among others, a statutory ‘write-down and conversion
power’ and a ‘bail-in” power, which gives the resolution authority the power to, as a resolution
action or when the resolution authority determines that otherwise we would no longer be viable,
inter alia, (i) reduce or cancel existing shares, (i) convert relevant capital instruments or eligible

liabilities or bail-inable liabilities into shares or other instruments of ownership of the relevant entity

and/or (iii) write down relevant capital instruments or eligible liabilities or reduce or cancel the
principal amount of, or interest on, certain unsecured liabilities (which could include certain

securities that have been or will be issued by us), whether in whole or in part and whether or not on

a permanent basis.
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In addition, among the broader powers granted to the resolution authority, the BRRD provides
powers to the resolution authority to amend the maturity date and/or any interest payment date
of, or the interest amount payable under, debt instruments or other bail-inable liabilities, including
by suspending payment for a temporary period.

The Intervention Act confers wide-ranging powers to the Dutch Minister of Finance, including,
among other things, in relation to shares and other securities issued by us or with our cooperation
or other claims on us (including, without limitation, expropriation thereof) if there is a grave and
immediate threat to the stability of the financial system.

None of these actions would be expected to constitute an event of default under our securities
entitling holders to seek repayment. If these powers were to be exercised in respect of us, there
could be a material adverse effect on us and on holders of our securities, including through a
material adverse effect on credit ratings and/or the price of our securities. Investors in our securities
may lose their investment if resolution measures are taken under current or future regimes.

For further discussion of the impact of bank recovery and resolution regimes on ING, see “Item 4.
Information on the Company—Regulation and Supervision—Regulatory Developments—Bank
recovery and resolution directive.”

Risks related to changes in laws of general application, litigation, enforcement
proceedings and investigations

In addition to the ‘write-down and conversion power’ and the ‘bail-in’ power, the powers granted to
the resolution authority include the power to (i) sell and transfer a banking group or all or part of its
business on commercial terms without requiring the consent of the shareholders or complying with
the procedural requirements that would otherwise apply, (ii) transfer a banking group or all or part

of its business to a ‘bridge institution’ (a publicly controlled entity) and (iii) separate and transfer all
or part of a banking group’s business to an asset management vehicle (a publicly controlled entity)
to allow them to be managed over time.

We may be subject to litigation, enforcement proceedings, investigations or other
regulatory actions, and adverse publicity.

We are involved in governmental, requlatory, arbitration and legal proceedings and investigations
involving claims by and against us which arise in the ordinary course of our businesses, including in
connection with our activities as financial services provider, employer, investor and taxpayer. As a
financial institution, we are subject to specific laws and regulations governing financial services or
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financial institutions. See “- Changes in laws and/or regulations governing financial services or
financial institutions or the application of such laws and/or regulations may increase our operating
costs and limit our activities” above. Financial reporting irreqularities involving other large and well-
known companies, possible findings of government authorities in various jurisdictions which are
investigating several rate-setting processes, notifications made by whistleblowers, increasing
requlatory and law enforcement scrutiny of ‘know your customer’ anti-money laundering, tax
evasion, prohibited transactions with countries or persons subject to sanctions, and bribery or other
anti-corruption measures and anti-terrorist-financing procedures and their effectiveness,
requlatory investigations of the banking industry, and litigation that arises from the failure or
perceived failure by us to comply with legal, regulatory, tax and compliance requirements could
result in adverse publicity and reputational harm, lead to increased regulatory supervision, affect
our ability to attract and retain customers and maintain access to the capital markets, result in
cease and desist orders, claims, enforcement actions, fines and civil and criminal penalties, other
disciplinary action or have other material adverse effects on us in ways that are not predictable.
Some claims and allegations may be brought by or on behalf of a class and claimants may seek
large or indeterminate amounts of damages, including compensatory, liquidated, treble and
punitive damages. Our reserves for litigation liabilities may prove to be inadequate. Claims and
allegations, should they become public, need not be well founded, true or successful to have a
negative impact on our reputation. In addition, press reports and other public statements that
assert some form of wrongdoing could result in inquiries or investigations by regulators, legislators
and law enforcement officials, and responding to these inquiries and investigations, regardless of
their ultimate outcome, is time consuming and expensive. Adverse publicity, claims and
allegations, litigation and reqgulatory investigations and sanctions may have a material adverse
effect on our business, results, financial condition and/or prospects in any given period.
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We are subject to different tax requlations in each of the jurisdictions where we
conduct business, and are exposed to changes in tax laws, and risks of non-
compliance with or proceedings or investigations with respect to, tax laws.

Changes in tax laws (including case law) could increase our taxes and our effective tax rates and
could materially impact our tax receivables and liabilities as well as deferred tax assets and
deferred tax liabilities, which could have a material adverse effect on our business, results and
financial condition. Changes in tax laws could also make certain ING products less attractive, which
could have adverse consequences for our businesses and results. Because of the geographic spread
of its business, ING may be subject to tax audits, investigations and procedures in numerous
jurisdictions at any point in time. Although we believe that we have adequately provided for all our
tax positions, the ultimate resolution of these audits, investigations and procedures may result in
liabilities which are different from the amounts recognized.

Increased bank taxes in countries where the Group is active result in increased taxes on ING's
banking operations, which could negatively impact our operations, financial condition and liquidity.

We may be subject to withholding tax if we fail to comply with the Foreign Account
Tax Compliance Act and other US withholding tax regulations

Under provisions of US tax law commonly referred to as FATCA, non-US financial institutions are
required to provide to the US Internal Revenue Service (‘IRS’) certain information about financial
accounts held by US taxpayers or by foreign entities in which US taxpayers hold a substantial
ownership interest. Every three years, certain ING branches and subsidiaries are required to certify
their compliance with FATCA requirements to the IRS. If the IRS determines that any such branches
and/or subsidiaries are not in compliance with the FATCA requirements, then the FATCA reqgulations
would impose a 30 percent penalty tax on all US-source payments (e.q., interest and dividends)
made to the branch/subsidiary, regardless of whether the branch/subsidiary is the beneficial owner
of such payment or is acting as an intermediary for customers/payees.
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Under provisions of other US tax law concerning withholding tax, non-US financial institutions
acting as intermediaries are required to withhold tax on US-source payments to payees and remit
the tax to the IRS. Every three years, certain ING branches and subsidiaries are required to certify
their compliance with such Qualified Intermediary (‘Ql') requirements to the IRS. If the IRS
determines that any such branches and/or subsidiaries are not in compliance with the QI
requirements, then it would not be commercially feasible for ING to offer certain products to
customers.

Failure to comply with FATCA and/or QI requirements and regulations could also harm our
reputation and could subject the Group to enforcement actions, fines and penalties, which could
have a material adverse effect on our business, reputation, revenues, results, financial condition
and prospects. For additional information with respect to specific proceedings, see Note 46 ‘Legal
proceedings’ to the consolidated financial statements.

ING is exposed to the risk of claims from customers who feel misled or treated
unfairly because of advice or information received.

Our banking products and advice services for third-party products are exposed to claims from
customers who might allege that they have received misleading advice or other information from
advisers (both internal and external) as to which products were most appropriate for them, or that
the terms and conditions of the products, the nature of the products or the circumstances under
which the products were sold, were misrepresented to them. When new financial products are
brought to the market, ING engages in a multidisciplinary product approval process in connection
with the development of such products, including production of appropriate marketing and
communication materials. Notwithstanding these processes, customers may make claims against
ING if the products do not meet their expectations. Customer protection regulations, as well as
changes in interpretation and perception by both the public at large and governmental authorities
of acceptable market practices, influence customer expectations.
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Products distributed through person-to-person sales forces have a higher exposure to such claims
as the sales forces provide face-to-face financial planning and advisory services. Complaints may
also arise if customers feel that they have not been treated reasonably or fairly, or that the duty of
care has not been complied with. While a considerable amount of time and resources have been
invested in reviewing and assessing historical sales practices and products that were sold in the
past, and in the maintenance of risk management, legal and compliance procedures to monitor
current sales practices, there can be no assurance that all of the issues associated with current and
historical sales practices have been or will be identified, nor that any issues already identified will
not be more widespread than presently estimated.

The negative publicity associated with any sales practices, any compensation payable in respect of
any such issues and regulatory changes resulting from such issues, has had and could have a
material adverse effect on our reputation, business, results, financial condition and prospects. For
additional information regarding legal proceedings or claims, see Note 46 ‘Legal proceedings’ to the
consolidated financial statements.

Risks related to the Group’s business and operations

Operational risks, such as systems disruptions or failures, breaches of security,
cyber attacks, human error, changes in operational practices, inadequate controls
including in respect of third parties with which we do business, natural disasters or
outbreaks of communicable diseases may adversely impact our reputation, business
and results.

We face the risk that the design and operating effectiveness of our controls and procedures may
prove to be inadequate. Operational risks are inherent to our business. Our businesses depend on
the ability to process a large number of transactions efficiently and accurately. In addition, we
routinely transmit, receive and store personal, confidential and proprietary information by email
and other electronic means. Although we endeavour to safeguard our systems and processes,
losses can result from inadequately trained or skilled personnel, IT failures (including due to a
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computer virus or a failure to anticipate or prevent cyber attacks or other attempts to gain
unauthorised access to digital systems for purposes of misappropriating assets or sensitive
information, corrupting data, or impairing operational performance, or security breaches by third
parties), inadequate or failed internal control processes and systems, regulatory breaches, human
errors, employee misconduct, including fraud, or from natural disasters or other external events
that interrupt normal business operations. Such losses may adversely affect our reputation,
business and results. We depend on the secure processing, storage and transmission of
confidential and other information in our computer systems and networks. The equipment and
software used in our computer systems and networks may not always be capable of processing,
storing or transmitting information as expected. Despite our business continuity plans and
procedures, certain of our computer systems and networks may have insufficient recovery
capabilities in the event of a malfunction or loss of data. As part of our Accelerated Think Forward
strategy, we are consistently managing and monitoring our IT risk profile globally. ING is subject to
increasing regulatory requirements including EU General Data Protection Regulation (‘GDPR’) and
EU Payment Services Directive (‘PSD2’). Failure to appropriately manage and monitor our IT risk
profile could affect our ability to comply with these regulatory requirements, to securely and
efficiently serve our clients or to timely, completely or accurately process, store and transmit
information, and may adversely impact our reputation, business and results. For further description
of the particular risks associated with cybercrime, see “~We are subject to increasing risks related
to cybercrime and compliance with cybersecurity regulation” below.

Widespread outbreaks of communicable diseases may impact the health of our employees,
increasing absenteeism, or may cause a significant increase in the utilisation of health benefits
offered to our employees, either or both of which could adversely impact our business. We also
face physical risks, including as a direct result of climate change, such as extreme weather events
or rising water levels, which could have a material adverse effect on our operations, particularly
where our headquarters may be impacted. In addition, other events including unforeseeable
and/or catastrophic events can lead to an abrupt interruption of activities, and our operations may
be subject to losses resulting from such disruptions. Losses can result from destruction or
impairment of property, financial assets, trading positions, and the loss of key personnel. If our
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business continuity plans are not able to be implemented, are not effective or do not sufficiently
take such events into account, losses may increase further.

We are subject to increasing risks related to cybercrime and compliance with
cybersecurity requlation.

Like other financial institutions and global companies, we are reqularly the target of cyber attacks.
In particular, threats from Distributed Denial of Service (‘DDoS’), targeted attacks (also called
Advanced Persistent Threats) and Ransomware intensify worldwide, and attempts to gain
unauthorised access and the techniques used for such attacks are increasingly sophisticated. We
have faced, and expect to continue to face, an increasing number of cyber attacks (both successful
and unsuccessful) as we have further digitalized. This includes the continuing expansion of our
mobile- and other internet-based products and services, as well as our usage and reliance on cloud
technology. In 2019 we experienced continuous DDoS attacks, of which one DDoS attack breached
our DDoS defences (compared to two attacks in 2018). This DDoS attack caused an outage of
approximately four-hours, which affected customers of ING in Romania. In addition, ING Philippines
experienced one virus infection on a vendor-supplied server for two hours, which had no customer
impact. Furthermore, due to our reliance on national critical infrastructure and interconnectivity
with third-party vendors, exchanges, clearing houses, financial institutions and other third parties,
we could be adversely impacted if any of them is subject to a successful cyber attack or other
information security event.

Cybersecurity, customer data and data privacy have become the subject of increasing legislative
and requlatory focus. The EU’s second Payment Services Directive (‘PSD2’), implemented in 2019,
and GDPR are examples of such regulations. In certain locations where ING is active, there are
additional local regulatory requirements and legislation on top of EU requlations that must be
followed for business conducted in that jurisdiction. Some of these legislations and regulations may
be conflicting due to local requlatory interpretations. We may become subject to new EU and local
legislation or regulation concerning cybersecurity, security of customer data in general or the
privacy of information we may store or maintain. Compliance with such new legislation or
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requlation could increase the Group’s compliance cost. Failure to comply with new and existing
legislation or requlation could harm our reputation and could subject the Group to enforcement
actions, fines and penalties.

ING may be exposed to the risks of misappropriation, unauthorised access, computer viruses or
other malicious code, cyber attacks and other external attacks or internal breaches that could have
a security impact. These events could also jeopardise our confidential information or that of our
clients or our counterparties and this could be exacerbated by the increase in data protection
requirements as a result of GDPR. These events can potentially result in financial loss and harm to
our reputation, hinder our operational effectiveness, result in requlatory censure, compensation
costs or fines resulting from regulatory investigations and could have a material adverse effect on
our business, reputation, revenues, results, financial condition and prospects. Even when we are
successful in defending against cyber attacks, such defence may consume significant resources or
impose significant additional costs on ING.

Because we operate in highly competitive markets, including our home market, we
may not be able to increase or maintain our market share, which may have an
adverse effect on our results.

There is substantial competition in the Netherlands and the other countries in which we do
business for the types of wholesale banking, retail banking, investment banking and other products
and services we provide. Customer loyalty and retention can be influenced by a number of factors,
including brand recognition, reputation, relative service levels, the prices and attributes of products
and services, scope of distribution, credit ratings and actions taken by existing or new competitors
(including non-bank or financial technology competitors). A decline in our competitive position as
to one or more of these factors could adversely impact our ability to maintain or further increase
our market share, which would adversely affect our results. Such competition is most pronounced
in our more mature markets of the Netherlands, Belgium, the rest of Western Europe and Australia.
In recent years, however, competition in emerging markets, such as Latin America, Asia and
Central and Eastern Europe, has also increased as large financial services companies from more
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developed countries have sought to establish themselves in markets which are perceived to offer
higher growth potential, and as local institutions have become more sophisticated and competitive
and proceeded to form alliances, mergers or strategic relationships with our competitors. The
Netherlands is our largest market. Our main competitors in the banking sector in the Netherlands
are ABN AMRO Bank and Rabobank.

Competition could also increase due to new entrants (including non-bank and financial technology
competitors) in the markets that may have new operating models that are not burdened by
potentially costly legacy operations and that are subject to reduced requlation. New entrants may
rely on new technologies, advanced data and analytic tools, lower cost to serve, reduced
requlatory burden and/or faster processes in order to challenge traditional banks. Developments in
technology has also accelerated the use of new business models, and ING may not be successful in
adapting to this pace of change or may incur significant costs in adapting its business and
operations to meet such changes. For example, new business models have been observed in retail
payments, consumer and commercial lending (such as peer-to-peer lending), foreign exchange
and low-cost investment advisory services. In particular, the emergence of disintermediation in the
financial sector resulting from new banking, lending and payment solutions offered by rapidly
evolving incumbents, challengers and new entrants, in particular with respect to payment services
and products, and the introduction of disruptive technology may impede our ability to grow or
retain our market share and impact our revenues and profitability.

Increasing competition in the markets in which we operate (including from non-banks and financial
technology competitors) may significantly impact our results if we are unable to match the
products and services offered by our competitors. Future economic turmoil may accelerate
additional consolidation activity. Over time, certain sectors of the financial services industry have
become more concentrated, as institutions involved in a broad range of financial services have
been acquired by or merged into other firms or have declared bankruptcy. These developments
could result in our competitors gaining greater access to capital and liquidity, expanding their
ranges of products and services, or gaining geographic diversity. We may experience pricing
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pressures as a result of these factors in the event that some of our competitors seek to increase
market share by reducing prices.

We may not always be able to protect our intellectual property developed in our
products and services and may be subject to infringement claims, which could
adversely impact our core business, inhibit efforts to monetize our internal
innovations and restrict our ability to capitalize on future opportunities.

In the conduct of our business, we rely on a combination of contractual rights with third parties and
copyright, trademark, trade name, patent and trade secret laws to establish and protect our
intellectual property, which we develop in connection with our products and services. Third parties
may infringe or misappropriate our intellectual property. We may have to litigate to enforce and
protect our copyrights, trademarks, trade names, patents, trade secrets and know-how or to
determine their scope, validity or enforceability. In that event, we may be required to incur
significant costs, and our efforts may not prove successful. The inability to secure or protect our
intellectual property assets could have an adverse effect on our core business and our ability to
compete, including through the monetization of our internal innovations.

We may also be subject to claims made by third parties for (1) patent, trademark or copyright
infringement, (2) breach of copyright, trademark or licence usage rights, or (3) misappropriation of
trade secrets. Any such claims and any resulting litigation could result in significant expense and
liability for damages. If we were found to have infringed or misappropriated a third-party patent or
other intellectual property right, we could in some circumstances be enjoined from providing
certain products or services to our customers or from utilizing and benefiting from certain methods,
processes, copyrights, trademarks, trade secrets or licences. Alternatively, we could be required to
enter into costly licensing arrangements with third parties or to implement a costly workaround.
Any of these scenarios could have a material adverse effect on our business and results and could
restrict our ability to pursue future business opportunities.
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The inability of counterparties to meet their financial obligations or our inability to
fully enforce our rights against counterparties could have a material adverse effect
on our results.

Third parties that owe us money, securities or other assets may not pay or perform under their
obligations. These parties include the issuers and guarantors (including sovereigns) of securities we
hold, borrowers under loans originated, reinsurers, customers, trading counterparties, securities
lending and repurchase counterparties, counterparties under swaps, credit default and other
derivative contracts, clearing agents, exchanges, clearing houses and other financial
intermediaries. Defaults by one or more of these parties on their obligations to us due to
bankruptcy, lack of liquidity, downturns in the economy or real estate values, continuing low oil or
other commodity prices, operational failure or other factors, or even rumours about potential
defaults by one or more of these parties or regarding a severe distress of the financial services
industry generally, could have a material adverse effect on our results, financial condition and
liquidity. Given the high level of interdependence between financial institutions, we are and will
continue to be subject to the risk of deterioration of the commercial and financial soundness, or
perceived soundness, of sovereigns and other financial services institutions. This is particularly
relevant to our franchise as an important and large counterparty in equity, fixed income and
foreign exchange markets, including related derivatives.

We routinely execute a high volume of transactions, such as unsecured debt instruments,
derivative transactions and equity investments with counterparties and customers in the financial
services industry, including brokers and dealers, commercial and investment banks, mutual and
hedge funds, insurance companies, institutional clients, futures clearing merchants, swap dealers,
and other institutions, resulting in large periodic settlement amounts, which may result in our
having significant credit exposure to one or more of such counterparties or customers. As a result,
we could face concentration risk with respect to liabilities or amounts we expect to collect from
specific counterparties and customers. We are exposed to increased counterparty risk as a result of
recent financial institution failures and weakness and will continue to be exposed to the risk of loss
if counterparty financial institutions fail or are otherwise unable to meet their obligations. A default
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by, or even concerns about the creditworthiness of, one or more of these counterparties or
customers or other financial services institutions could therefore have an adverse effect on our
results or liquidity.

With respect to secured transactions, our credit risk may be exacerbated when the collateral held
by us cannot be or is liquidated at prices not sufficient to recover the full amount of the loan or
derivative exposure due to us. We also have exposure to a number of financial institutions in the
form of unsecured debt instruments, derivative transactions and equity investments. For example,
we hold certain hybrid requlatory capital instruments issued by financial institutions which permit
the issuer to cancel coupon payments on the occurrence of certain events or at their option. The EC
has indicated that, in certain circumstances, it may require these financial institutions to cancel
payment. If this were to happen, we expect that such instruments may experience ratings
downgrades and/or a drop in value and we may have to treat them as impaired, which could result
in significant losses. There is no assurance that losses on, or impairments to the carrying value of,
these assets would not materially and adversely affect our business, results or financial condition.

In addition, we are subject to the risk that our rights against third parties may not be enforceable in
all circumstances. The deterioration or perceived deterioration in the credit quality of third parties
whose securities or obligations we hold could result in losses and/ or adversely affect our ability to
rehypothecate or otherwise use those securities or obligations for liquidity purposes. A significant
downgrade in the credit ratings of our counterparties could also have a negative impact on our
income and risk weighting, leading to increased capital requirements. While in many cases we are
permitted to require additional collateral from counterparties that experience financial difficulty,
disputes may arise as to the amount of collateral we are entitled to receive and the value of
pledged assets. Also in this case, our credit risk may also be exacerbated when the collateral we
hold cannot be liquidated at prices sufficient to recover the full amount of the loan or derivative
exposure due to us, which is most likely to occur during periods of illiquidity and depressed asset
valuations, such as those experienced during the financial crisis of 2008. The termination of
contracts and the foreclosure on collateral may subject us to claims. Bankruptcies, downgrades
and disputes with counterparties as to the valuation of collateral tend to increase in times of
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market stress and illiquidity. Any of these developments or losses could materially and adversely
affect our business, results, financial condition, and/or prospects.

Ratings are important to our business for a number of reasons, and a downgrade or
a potential downgrade in our credit ratings could have an adverse impact on our
results and net results.

Credit ratings represent the opinions of rating agencies regarding an entity’s ability to repay its
indebtedness. Our credit ratings are important to our ability to raise capital and funding through
the issuance of debt and to the cost of such financing. In the event of a downgrade, the cost of
issuing debt will increase, having an adverse effect on our net results. Certain institutional investors
may also be obliged to withdraw their deposits from ING following a downgrade, which could have
an adverse effect on our liquidity. We have credit ratings from S&P, Moody's Investor Service and
Fitch Ratings. Each of the rating agencies reviews its ratings and rating methodologies on a
recurring basis and may decide on a downgrade at any time.

Furthermore, ING Bank's assets are risk-weighted. Downgrades of these assets could result in a
higher risk-weighting, which may result in higher capital requirements. This may impact net
earnings and the return on capital, and may have an adverse impact on our competitive position.

As rating agencies continue to evaluate the financial services industry, it is possible that rating
agencies will heighten the level of scrutiny that they apply to financial institutions, increase the
frequency and scope of their credit reviews, request additional information from the companies
that they rate and potentially adjust upward the capital and other requirements employed in the
rating agency models for maintenance of certain ratings levels. It is possible that the outcome of
any such review of us would have additional adverse ratings consequences, which could have a
material adverse effect on our results and financial condition. We may need to take actions in
response to changing standards or capital requirements set by any of the rating agencies, which
could cause our business and operations to suffer. We cannot predict what additional actions
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rating agencies may take, or what actions we may take in response to the actions of rating
agencies.

We may be exposed to business, operational, requlatory, reputational and other
risks in connection with climate change.

Climate change is an area of significant focus for governments and regulators, investors and ING's
customers, and developments with respect to climate change topics may expose ING to significant
risks. The perception of climate change as a risk by civil society, shareholders, governments and
other stakeholders continues to increase, including in relation to the financial sector’s operations
and strategy, and international actions requlating or restricting CO2 emissions, such as the Paris
agreement, may also result in financial institutions coming under increased pressure from such
stakeholders regarding the management and disclosure of their climate risks and related lending
and investment activities. For further information regarding the alignment of ING's lending portfolio
with its climate-related goals, see “Item 4. - Information on the Company - Business Overview -
Responsible finance” below. Additionally, rising climate change concerns may lead to additional
requlation that could increase our operating costs or negatively impact the profitability of our
investments and lending activities, including those involving the natural resources sector. ING may
incur substantial costs in complying with current or future laws and regulations relating to climate
change, including with respect to international actions regulating or restricting CO2 emissions or
changes in capital requirements reqgulations in response to climate change. In addition, ING is
exposed to transition risks related to climate change, which result from changes in the behaviour of
economic and financial actors in response to the implementation of energy policies or
technological changes. Any of these risks may result in changes in our business activities or other
liabilities or costs, including exposure to reputational risks, any of which may have a material and
adverse impact on our business, results or financial condition.

For a description of the physical risks to our business resulting from climate change, see “-
Operational risks, such as systems disruptions or failures, breaches of security, cyber attacks,
human error, changes in operational practices, inadequate controls including in respect of third
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parties with which we do business, natural disasters or outbreaks of communicable diseases may
adversely impact our reputation, business and results” above.

An inability to retain or attract key personnel may affect our business and results.

ING Group relies to a considerable extent on the quality of its senior management, such as
members of the executive committee, and management in the jurisdictions which are material to
ING’s business and operations. The success of ING Group’s operations is dependent, among other
things, on its ability to attract and retain highly qualified personnel. Competition for key personnel
in most countries in which ING Group operates, and globally for senior management, is intense. ING
Group’s ability to attract and retain key personnel, in senior management and in particular areas
such as technology and operational management, client relationship management, finance, risk
and product development, is dependent on a number of factors, including prevailing market
conditions and compensation packages offered by companies competing for the same talent.

The (increasing) restrictions on remuneration, plus the public and political scrutiny especially in the
Netherlands, will continue to have an impact on existing ING Group remuneration policies and
individual remuneration packages for personnel. For example, under the EU’'s amended
Shareholder Rights Directive, known as ‘SRD II', which came into effect on June 10, 2019, ING is
required to hold a shareholder advisory vote on ING's remuneration policy for directors (including
members of the executive board and the supervisory board) and on the annual remuneration
report for such directors. This may restrict our ability to offer competitive compensation compared
with companies (financial and/or non-financial) that are not subject to such restrictions and it could
adversely affect ING Group’s ability to retain or attract key personnel, which, in turn, may affect our
business and results.
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We may incur further liabilities in respect of our defined benefit retirement plans if
the value of plan assets is not sufficient to cover potential obligations, including as a
result of differences between results and underlying actuarial assumptions and
models.

ING Group companies operate various defined benefit retirement plans covering a number of our
employees. The liability recognised in our consolidated balance sheet in respect of our defined
benefit plans is the present value of the defined benefit obligations at the balance sheet date, less
the fair value of each plan’s assets, together with adjustments for unrecognised actuarial gains and
losses and unrecognised past service costs. We determine our defined benefit plan obligations
based on internal and external actuarial models and calculations using the projected unit credit
method. Inherent in these actuarial models are assumptions, including discount rates, rates of
increase in future salary and benefit levels, mortality rates, trend rates in health care costs,
consumer price index, and the expected return on plan assets. These assumptions are based on
available market data and the historical performance of plan assets, and are updated annually.
Nevertheless, the actuarial assumptions may differ significantly from actual results due to changes
in market conditions, economic and mortality trends and other assumptions. Any changes in these
assumptions could have a significant impact on our present and future liabilities to and costs
associated with our defined benefit retirement plans.

Risks related to the Group’s risk management practices

Risks relating to our use of quantitative models or assumptions to model client
behaviour for the purposes of our market calculations may adversely impact our
reputation or results.

We use quantitative methods, systems or approaches that apply statistical, economic financial, or
mathematical theories, techniques and assumptions to process input data into quantitative
estimates. Errors in the development, implementation, use or interpretation of such models, or
from incomplete or incorrect data, can lead to inaccurate, noncompliant or misinterpreted model
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outputs, which may adversely impact our reputation and results. In addition, we use assumptions
in order to model client behaviour for the risk calculations in our banking books. Assumptions are
used to determine the interest rate risk profile of savings and current accounts and to estimate the
embedded option risk in the mortgage and investment portfolios. Assumptions based on past client
behaviour may not always be a reliable indicator of future behaviour. The realisation or use of
different assumptions to determine client behaviour could have a material adverse effect on the
calculated risk figures and, ultimately, our future results or reputation. Furthermore, we may be
subject to risks related to changes in the laws and regulations governing the risk management
practices of financial institutions. For further information, see “Risks related to the reqgulation and
supervision of the Group - Changes in laws and/or regulations governing financial services or
financial institutions or the application of such laws and/or regulations may increase our operating
costs and limit our activities” above.

We may be unable to manage our risks successfully through derivatives.

We employ various economic hedging strategies with the objective of mitigating the market risks
that are inherent in our business and operations. These risks include currency fluctuations, changes
in the fair value of our investments, the impact of interest rates, equity markets and credit spread
changes, the occurrence of credit defaults and changes in client behaviour. We seek to control
these risks by, among other things, entering into a number of derivative instruments, such as
swaps, options, futures and forward contracts, including, from time to time, macro hedges for parts
of our business, either directly as a counterparty or as a credit support provider to affiliate
counterparties. Developing an effective strategy for dealing with these risks is complex, and no
strategy can completely insulate us from risks associated with those fluctuations. Our hedging
strategies also rely on assumptions and projections regarding our assets, liabilities, general market
factors and the creditworthiness of our counterparties that may prove to be incorrect or prove to
be inadequate. Accordingly, our hedging activities may not have the desired beneficial impact on
our results or financial condition. Poorly designed strategies or improperly executed transactions
could actually increase our risks and losses. Hedging strategies involve transaction costs and other
costs, and if we terminate a hedging arrangement, we may also be required to pay additional
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costs, such as transaction fees or breakage costs. There have been periods in the past, and it is
likely that there will be periods in the future, during which we have incurred or may incur losses on
transactions, possibly significant, after taking into account our hedging strategies. Further, the
nature and timing of our hedging transactions could actually increase our risk and losses. Hedging
instruments we use to manage product and other risks might not perform as intended or expected,
which could result in higher (un)realised losses, such as credit value adjustment risks or unexpected
P&L effects, and unanticipated cash needs to collateralise or settle such transactions. Adverse
market conditions can limit the availability and increase the costs of hedging instruments, and
such costs may not be recovered in the pricing of the underlying products being hedged. In
addition, hedging counterparties may fail to perform their obligations, resulting in unhedged
exposures and losses on positions that are not collateralised. As such, our hedging strategies and
the derivatives that we use or may use may not adequately mitigate or offset the risks they intend
to cover, and our hedging transactions may result in losses.

Our hedging strategy additionally relies on the assumption that hedging counterparties remain
able and willing to provide the hedges required by our strategy. Increased regulation, market
shocks, worsening market conditions (whether due to the ongoing euro crisis or otherwise), and/or
other factors that affect or are perceived to affect the financial condition, liquidity and
creditworthiness of ING may reduce the ability and/or willingness of such counterparties to engage
in hedging contracts with us and/or other parties, affecting our overall ability to hedge our risks and
adversely affecting our business, results and financial condition.

Our risk management policies and guidelines may prove inadequate for the risks we
face.

[We have developed risk management policies and procedures and will continue to review and
develop these in the future. Nonetheless, our policies and procedures to identify, monitor and
manage risks may not be fully effective, particularly during extremely turbulent times. The
methods we use to manage, estimate and measure risk are partly based on historic market
behaviour. The methods may, therefore, prove to be inadequate for predicting future risk exposure,
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which may be different than suggested by historical experience. For instance, these methods may
not predict the losses seen in the stressed conditions in recent periods, and may also not
adequately allow prediction of circumstances arising due to government interventions and
stimulus packages, which increase the difficulty of evaluating risks. Other methods for risk
management are based on evaluation of information regarding markets, customers, catastrophic
occurrence or other information that is publicly known or otherwise available to us. Such
information may not always be accurate, complete, updated or properly evaluated. Management
of operational, compliance, legal and reqgulatory risks requires, among other things, policies and
procedures to record and verify large numbers of transactions and events. These policies and
procedures may not be fully effective, resulting in a material and adverse impact on our
competitive position, reputation, business, results and financial condition.

Risks related to the Group’s liquidity and financing activities

We depend on the capital and credit markets, as well as customer deposits, to
provide the liquidity and capital required to fund our operations, and adverse
conditions in the capital and credit markets, or significant withdrawals of customer
deposits, may impact our liquidity, borrowing and capital positions, as well as the
cost of liquidity, borrowings and capital.

Adverse capital market conditions have in the past affected, and may in the future affect, our cost
of borrowed funds and our ability to borrow on a secured and unsecured basis, thereby impacting
our ability to support and/or grow our businesses. Furthermore, although interest rates are at or
near historically low levels, since the recent financial crisis, we have experienced increased funding
costs due in part to the withdrawal of perceived government support of such institutions in the
event of future financial crises. In addition, liquidity in the financial markets has also been
negatively impacted as market participants and market practices and structures adjust to new
regulations.
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We need liquidity to pay our operating expenses, interest on our debt and dividends on our capital
stock, maintain our securities lending activities and replace certain maturing liabilities. Without
sufficient liquidity, we will be forced to curtail our operations and our business will suffer. The
principal sources of our funding include a variety of short-and long-term instruments, including
deposit fund, repurchase agreements, commercial paper, medium- and long-term debt,
subordinated debt securities, capital securities and shareholders’ equity.

In addition, because we rely on customer deposits to fund our business and operations, the
confidence of customers in financial institutions may be tested in a manner that may adversely
impact our liquidity and capital position. Consumer confidence in financial institutions may, for
example, decrease due to our or our competitors’ failure to communicate to customers the terms
of, and the benefits to customers of, complex or high-fee financial products. Reduced confidence
could have an adverse effect on our liquidity and capital position through withdrawal of deposits, in
addition to our revenues and results. Because a significant percentage of our customer deposit
base is originated via Internet banking, a loss of customer confidence may result in a rapid
withdrawal of deposits over the Internet.

In the event that our current resources do not satisfy our needs, we may need to seek additional
financing. The availability of additional financing will depend on a variety of factors, such as market
conditions, the general availability of credit, the volume of trading activities, the overall availability
of credit to the financial services industry, our credit ratings and credit capacity, as well as the
possibility that customers or lenders could develop a negative perception of our long- or short-term
financial prospects. Similarly, our access to funds may be limited if requlatory authorities or rating
agencies take negative actions against us. If our internal sources of liquidity prove to be insufficient,
there is a risk that we may not be able to successfully obtain additional financing on favourable
terms, or at all. Any actions we might take to access financing may, in turn, cause rating agencies
to re-evaluate our ratings.

Disruptions, uncertainty or volatility in the capital and credit markets may also limit our access to
capital. Such market conditions may in the future limit our ability to raise additional capital to
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support business growth, or to counterbalance the consequences of losses or increased regulatory
capital and rating agency capital requirements. This could force us to (i) delay raising capital, (ii)
reduce, cancel or postpone payment of dividends on our shares, (iii) reduce, cancel or postpone
interest payments on our other securities, (iv) issue capital of different types or under different
terms than we would otherwise, or (v) incur a higher cost of capital than in a more stable market
environment. This would have the potential to decrease both our profitability and our financial
flexibility. Our results, financial condition, cash flows, requlatory capital and rating agency capital
position could be materially adversely affected by disruptions in the financial markets.

Furthermore, regulatory liquidity requirements in certain jurisdictions in which we operate are
becoming more stringent, undermining our efforts to maintain centralised management of our
liquidity. These developments may cause trapped pools of liquidity and capital, resulting in
inefficiencies in the cost of managing our liquidity and solvency, and hinder our efforts to integrate
our balance sheet. An example of such trapped liquidity includes our operations in Germany where
German regulations impose separate liquidity requirements that restrict ING's ability to move a
liquidity surplus out of the German subsidiary.

As a holding company, ING Groep N.V. is dependent for liquidity on payments from
its subsidiaries, many of which are subject to requlatory and other restrictions on
their ability to transact with affiliates.

ING Groep N.V. is a holding company and, therefore, depends on dividends, distributions and other
payments from its subsidiaries to fund dividend payments and to fund all payments on its
obligations, including debt obligations. Many of our subsidiaries, including our bank subsidiaries, are
subject to laws that restrict dividend payments or authorize regulatory bodies to block or reduce
the flow of funds from those subsidiaries to ING Groep N.V.

In addition, our bank subsidiaries are subject to restrictions on their ability to lend or transact with
affiliates and to minimum regulatory capital and other requirements, as well as restrictions on their
ability to use client funds deposited with them to fund their businesses. Additional restrictions on
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related-party transactions, increased capital and liquidity requirements and additional limitations
on the use of funds in client accounts, as well as lower earnings, can reduce the amount of funds
available to meet the obligations of ING Groep N.V., and even require ING Groep N.V. to provide
additional funding to such subsidiaries. Restrictions or regulatory action of that kind could impede
access to funds that ING Groep N.V. needs to make payments on its obligations, including debt
obligations, or dividend payments. In addition ING Groep N.V.'s right to participate in a distribution
of assets upon a subsidiary’s liquidation or reorganization is subject to the prior claims of the
subsidiary’s creditors.

There is a trend towards increased regulation and supervision of our subsidiaries by the
governments and regulators in the countries in which those subsidiaries are located or do business.
Concerns about protecting clients and creditors of financial institutions that are controlled by
persons or entities located outside of the country in which such entities are located or do business
have caused or may cause a number of governments and requlators to take additional steps to
“ring fence” or maintain internal total loss-absorbing capacity at such entities in order to protect
clients and creditors of such entities in the event of financial difficulties involving such entities. The
result has been and may continue to be additional limitations on our ability to efficiently move
capital and liquidity among our dffiliated entities, thereby increasing the overall level of capital and
liquidity required by ING on a consolidated basis.

Furthermore, ING Groep N.V. has in the past and may in the future guarantee the payment
obligations of certain of its subsidiaries, including ING Bank N.V., subject to certain exceptions. Any
such guarantee may require ING Groep N.V. to provide substantial funds or assets to its subsidiaries
or their creditors or counterparties at a time when ING Groep N.V. or its subsidiaries are in need of
liquidity to fund their own obligations.

The requirements for ING Groep N.V. to develop and submit recovery and resolution plans to
regulators, and the incorporation of feedback received from requlators, may require us to increase
capital or liquidity levels or issue additional long-term debt at ING Groep N.V. or particular
subsidiaries or otherwise incur additional or duplicative operational or other costs at multiple
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entities, and may reduce our ability to provide ING Groep N.V. guarantees for the obligations of our
subsidiaries or raise debt at ING Groep N.V. Resolution planning may also impair our ability to
structure our intercompany and external activities in a manner that we may otherwise deem most
operationally efficient. Furthermore, arrangements to facilitate our resolution planning may cause
us to be subject to additional costs such as resolution planning related taxes and funds. Any such
limitations or requirements would be in addition to the legal and regulatory restrictions described
above on our ability to engage in capital actions or make intercompany dividends or payments.

Additional risks relating to ownership of ING shares

Holders of ING shares may experience dilution of their holdings.

ING’s AT1 Securities may, under certain circumstances, convert into equity securities, and such
conversion would dilute the ownership interests of existing holders of ING shares and such dilution
could be substantial. Additionally, any conversion, or the anticipation of the possibility of a
conversion, could depress the market price of ING shares. Furthermore, we may undertake future
equity offerings with or without subscription rights. In case of equity offerings with subscription
rights, holders of ING shares in certain jurisdictions, however, may not be entitled to exercise such
rights unless the rights and the related shares are registered or qualified for sale under the relevant
legislation or regulatory framework. Holders of ING shares in these jurisdictions may suffer dilution
of their shareholding should they not be permitted to, or otherwise chose not to, participate in
future equity offerings with subscription rights.

Because we are incorporated under the laws of the Netherlands and many of the
members of our Supervisory and Executive Board and our officers reside outside of
the United States, it may be difficult to enforce judgments against ING or the
members of our Supervisory and Executive Boards or our officers.

Most of our Supervisory Board members, our Executive Board members and some of the experts
named in this Annual Report, as well as many of our officers are persons who are not residents of
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the United States, and most of our and their assets are located outside the United States. As a
result, investors may not be able to serve process on those persons within the United States or to
enforce in the United States judgments obtained in US courts against us or those persons based on
the civil liability provisions of the US securities laws.

Investors also may not be able to enforce judgments of US courts under the US federal securities
laws in courts outside the United States, including the Netherlands. The United States and the
Netherlands do not currently have a treaty providing for the reciprocal recognition and
enforcement of judgments (other than arbitration awards) in civil and commercial matters.
Therefore, we may not be able to enforce in the Netherlands a final judgment for the payment of
money rendered by any US federal or state court based on civil liability, even if the judgment is not
based only on the US federal securities laws, unless a competent court in the Netherlands gives
binding effect to the judgment.

Therefore, a final judgment for the payment of money rendered by any federal or state court in the
United States based on civil liability, whether or not predicated solely upon the U.S. federal
securities laws, would not be enforceable in the Netherlands unless the underlying claim is re-
litigated before a Dutch court. However, under current practice, the courts of the Netherlands may
be expected to render a judgment in accordance with the judgment of the relevant U.S. court,
provided that such judgment (i) is a final judgment and has been rendered by a court which has
established its jurisdiction on the basis of internationally accepted grounds of jurisdictions, (ii) has
not been rendered in violation of elementary principles of fair trial, (iii) is not contrary to the public
policy of the Netherlands, and (iv) is not incompatible with (a) a prior judgment of a Netherlands
court rendered in a dispute between the same parties, or (b) a prior judgment of a foreign court
rendered in a dispute between the same parties, concerning the same subject matter and based on
the same cause of action, provided that such prior judgment is not capable of being recognized in
the Netherlands. It is uncertain whether this practice extends to default judgments as well.

Based on the foregoing, there can be no assurance that U.S. investors will be able to enforce
against us or members of our board of directors, officers or certain experts named herein who are
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residents of the Netherlands or countries other than the United States any judgments obtained in
U.S. courts in civil and commercial matters, including judgments under the U.S. federal securities
laws.

In addition, there is doubt as to whether a Dutch court would impose civil liability on us, the
members of our board of directors, our officers or certain experts named herein in an original
action predicated solely upon the U.S. federal securities laws brought in a court of competent
jurisdiction in the Netherlands against us or such members, officers or experts, respectively.
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ltem 4. Information on the Company

A. History and development of the company

General

ING Groep N.V. was established as a Naamloze Vennootschap (a Dutch public limited liability
company) on March 4, 1991. ING Groep N.V. is incorporated under the laws of the Netherlands.
The corporate site of ING, www.ing.com, provides news, investor relations and general information
about the company.

ING is required to file certain documents and information with the United States Securities and
Exchange Commission (SEC). These filings relate primarily to periodic reporting requirements
applicable to issuers of securities, as well as to beneficial ownership reporting requirements as a
holder of securities. The most common filings we submit to the SEC are Forms 6-K and 20-F

(periodic reporting requirements) and Schedules 13D and 13G (beneficial ownership requirements).

The SEC maintains an internet site that contains reports, proxy and information statements, and

other information regarding issuers that file electronically with the SEC at http://www.sec.gov. ING's

electronic filings are available on the SEC's internet site under CIK ID 0001039765 (ING Groep N.V.).
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The official address of ING Group is:

ING Groep N.V.

Bijlmerdreef 106

1102 CT Amsterdam

P.O. Box 1800,

1000 BV Amsterdam

The Netherlands

Telephone +31 20 563 9111

Additional Information Financial Statements

The name and address of ING
Group’s agent for service of process
in the United States in connection
with ING's registration statement on
Form F-3is:

ING Financial Holdings Corporation
1133 Avenue of the Americas
New York, NY 10036

United States of America

Telephone +1 646 424 6000

Changes in the composition of the Group
For information on changes in the composition of the Group, reference is made to Note 47
‘Consolidated companies and businesses acquired and divested'.



Contents Part | Part Il

Our strategy and how we create value

ING's Think Forward strategy continued to guide us during 2019. It
was a year of rapid transformation in the competitive landscape,
regulation, customer preferences and the economic context. It
was marked as well by the growing threat of climate change.
These developments present both challenges and opportunities.

There were numerous developments in 2019 with important implications for financial services
providers and their future strategic direction. Digitalisation increased, with a growing percentage of
customers doing their banking with mobile devices. Big Tech platforms continued to leverage their
expertise in the digital customer experience to encroach on banks’ market share by targeting
lucrative parts of their traditional value chains, such as payments.

Competition was further spurred by implementation in 2019 of the EU’s PSD2 directive opening the
payments market to non-bank competitors. Persistently low interest rates in Europe edged still
lower, pressuring banks' interest income and profits. And the growing threat of climate change

intensified the debate about the role business can and should play to promote a sustainable future.

Think Forward

Our Think Forward strategy - with its purpose to empower people to stay a step ahead in life and in
business - continued to guide our strategic response to the challenges and opportunities these
developments present. Chief among these is how banks can master the digital customer
experience and tap into its opportunities.
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The strategic priorities that are the focus of the Think Forward strategy aim to create a
differentiated customer experience. They do that by deepening the relationship with the customer,
by providing us with tools to know our customers better and to anticipate their evolving needs, and
by fostering an innovation culture that will ensure we are able to continuously adapt our offerings
and business model to anticipate and meet those needs in future. And the Customer Promise -
clear and easy, anytime anywhere, empower, and keep getting better - forms the basis of the
customer experience we aim for.

In concrete terms, this translates into a focus on primary relationships. These are relationships
where we serve multiple banking or other needs of retail customers and wholesale banking clients
and which allow us to know these customers and their needs better so we can add value for them
and grow the relationship. To do this, we aim to master data management and analytics skills,
including artificial intelligence. To provide for future needs, we promote a culture of innovation
within ING and partner with fintechs and other innovative partners to develop interesting
propositions, both in financial services and beyond banking that can add value for our customers
and others.

Platform approach

The competitive landscape that banks face is increasingly being shaped by Big Tech companies.
They offer customers a superior digital experience through an open platform approach that delivers
a range of their primary needs in a go-to digital ecosystem. This ability to provide for primary
needs, with both proprietary and third-party offerings that are easily accessed through mobile
devices, defines their success. Banking, by contrast, is a facilitator and not a primary need. The
choice for banks is to challenge their existing business models, to disrupt themselves, or risk being
disintermediated and relegated to a status of white label facilitators of others’ platforms.
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ING chooses to pursue its own platform approach. It aims to create a go-to financial services
platform offering one customer experience wherever we operate and one that's mobile-first in
keeping with ING's clear and easy, anytime anywhere Customer Promise. To support this ambition,
we're evolving to a single global modular technological foundation that can be easily scaled up to
accommodate growth, and one that's open so it's ready to connect to other platforms and offers
users relevant third-party products and services.

Innovation and transformation

To pursue this aim, we are converging businesses with similar customer propositions. The Unite
be+nlinitiative is combining the Netherlands and Belgium. The Maggie (formerly Model Bank)
transformation programme is standardising our approach in four European markets - Czech
Republic, France, Italy and Spain - similar to our successful digital approach in Germany based on a
standardised omnichannel customer experience across mobile devices and web. We pursue a plug-
and-play approach to product development to ensure we can share innovations quickly across our
businesses. Examples of this in practice include the One App now active in Belgium, Germany and
the Netherlands, offering one mobile customer experience in those markets. And we're evolving
toward a uniform approach to data and its management, to processes and to one way of working
to support this transformation and accelerate innovation.

Increasing the pace of innovation is a strategic priority and core to ensuring we remain relevant to
our customers and can live up to our purpose to empower people to stay a step ahead in life and in
business. And it is a prerequisite for realising our platform ambitions. We do this by fostering an
internal culture of innovation through customised methodologies and by providing resources to our
business through the ING Innovation Fund. And we collaborate with a wide range of fintechs and
other external parties to accelerate the development of innovative solutions for customers.

To spur this collaboration, ING in 2019 opened the Cumulus Park innovation district in Amsterdam
Zuidoost, an initiative together with local government and educational institutions offering
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businesses, academics and innovators workspaces designed to co-create, learn, research and
inspire in a collaborative atmosphere around the themes of urbanisation and digital identity.

And through ING Labs in Amsterdam, Brussels, London and Singapore we're also collaborating with
fintechs and others on disruptive innovations in value spaces that best match the expertise and
ecosystems in those locations.

Examples of collaborative innovations include beyond banking initiatives for retail customers. In
2019 we launched the first protection products as part of the global insurance partnership with
AXA, distributed primarily through our mobile app. Examples in Wholesale Banking include Cobase,
a platform that enables companies to manage accounts at multiple banks through one interface,
and blockchain solutions in areas like trade finance that drastically reduce the time and complexity
of trades.

In 2019, resources were devoted to improving our capabilities in the areas of know your customer
and fighting financial economic crime, causing some reprioritisation related to the pace of
implementation of innovation and transformation goals. However, our strategy and priorities in
these areas remains unchanged.

Promoting a sustainable society

ING's empowerment purpose is not limited to our own customers. In striving to help people to stay
a step ahead in life and in business, we see a key role for ING in promoting a sustainable society, as
well as important opportunities both for us and our customers.

To promote people’s financial health, we focus on giving them the knowledge and tools to make
informed decisions, and we support initiatives that are developing awareness about the drivers
behind how people arrive at financial decisions so better methods and tools can be developed in
the future. And through our financing we seek to positively influence society’s transition to a more
sustainable, low-carbon economy. One of the important ways we do that is through our Terra
approach to steer the impact of our lending portfolio to support the Paris Climate Agreement’s goal
to limit the rise of global temperatures to well below two degrees Celsius.
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Elements of our strategy

Our Think Forward strategy was launched in 2014 and quides everything we do. It was visionary
then and today is ever more relevant to our success. This section describes the strategy and
includes references to examples and additional information on how our strategy links to the
material topics identified by our stakeholders.
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Strategic priorities
To deliver on our Customer Promise and create a differentiating customer experience, we have
identified four strategic priorities:

1. Earn the primary relationship

Earning the primary relationship is a strategic priority for ING as it leads to deeper relationships,
greater customer satisfaction and, ultimately, customers choosing us for more of their financial
needs. In Retail Banking we define primary customers as those with multiple active ING products, at
least one of which is a current account where they deposit a reqgular income such as a salary. For
Wholesale Banking these are active clients with lending and daily banking products and at least
one extra product generating recurring revenues over the last 12 months.

2. Develop data analytics

With the further digitalisation of banking, data is an important asset that helps us improve the
customer experience and earn the strategically important primary relationship. We rely on data to
understand what customers want and need. We use these insights to personalise our interactions
with customers and empower them to make their own financial decisions. Data skills are also
essential to know our customers from a requlatory and risk perspective, to prevent fraud, improve
operational processes and generate services that go beyond traditional banking. At ING, we
recognise that excelling at data management is a core competency if we are to realise our
ambition to create a personal digital experience for customers. We are on course to implement one
global approach to data management to ensure we maximise the potential of this key resource.
Discussions in society about data privacy and the tightening of data privacy legislation and
regulations, as embodied in the EU’'s General Data Protection Regulation (GDPR), are raising
awareness of this important issue. At ING, we are committed to handling customer data safely and
being open about how we use it.
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3. Increase the pace of innovation to serve changing customer needs

Evolving customer expectations, new technologies and new competitors are transforming banking.
Innovation is at the heart of the Think Forward strategy and essential to develop the beyond
banking and disruptive products, services and experiences that support our platform ambitions. We
promote innovation internally through ING's own PACE innovation methodology and by
earmarking funds to support businesses with innovative initiatives. To speed up the pace of
innovation, we also partner with outside parties, including fintechs.

4. Think beyond traditional banking to develop new services and business models

Persistent low interest rates and disruption from the rise of new non-bank entrants in the financial
services sector are challenging banks’ traditional business models. Thinking beyond traditional
banking is crucial if we are to find new ways to be relevant to our customers. Here, open banking
offers opportunities. By partnering with others or developing our own digital platforms, we can offer
customers new and complementary services that go beyond banking - and create new revenue
streams for ING.

Enablers

Four strategic enablers support the implementation of our strategy: simplifying and streamlining
our organisation, operational excellence, enhancing our performance culture and diversifying our
lending capabilities.

1. Simplify and streamline

Simplify and streamline refers to ING’'s aim to become a more effective, cost-efficient and agile
organisation with the flexibility to respond to fast-changing customer needs and low-cost
competitors. To support our ambition to evolve into one, scalable, mobile-first digital platform that
offers a uniform and superior customer experience we are building a global foundation with the
same approach to data, IT infrastructure, and processes. This will feature simplified and
standardised products and systems and by modular architecture, integrated and scalable IT

systems and shared services. We also apply one Way of Working (WoW), based on agile principles,
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across many areas of ING to speed up the pace of innovation and bring new customer solutions to
market faster, as well as to enable global collaboration and knowledge sharing.

2. Operational excellence

Operational excellence requires continuous focus. We need to ensure that ING's operations provide
a seamless and flawless customer experience and that our operations remain safe and secure so
we can play our important role as gatekeepers to the financial system. We invest to provide stable
IT systems and platforms so we are there for our customers when they need us and to provide
them with the highest standards of data security. As part of our know your customer (KYC)
enhancement programme we are developing a global approach to how we deal with customer due
diligence and transaction monitoring, supported by standardised tools, a uniform approach to data
and clear governance.

3. Performance culture

We believe there are strong links between employee engagement, customer engagement and
business performance. We aim to continually improve our performance culture by creating a
differentiating employee experience and enhancing the capabilities of our leaders. By focusing on
delivering a great employee experience and by stepping up our leadership capabilities we develop
our employees’ engagement and ability to deliver on our purpose and strategu.

ING’s Think Forward Leadership Programme (TFLP) aims to develop greater leaders and better
managers who can engage staff and enhance team performance. Introduced for senior leaders in
2017, it was extended later that year to people managers globally as the TFL Experience (TFLE), a
four-day programme with follow-up learning activities. The first phase of the programmes focused
on the Orange Code, individual purpose and the Think Forward strategy. Phase 2, launched for TFLP
in 2018, focused on high sustainable performance, talent management and performance
transparency. It will be extended to the TFLE in 2020.

We expect every ING employee to ensure we are a bank people can trust and that we can be proud
of. This starts at the top as leaders should create the right conditions for our employees to
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safequard the bank and society from financial economic crime. In 2019, we developed a new global
e-learning module that will be rolled out in early 2020 to all employees to enhance their KYC
awareness. And a global code of conduct was rolled out in the first quarter of 2020 that builds on
the Orange Code and gives employees worldwide concrete examples of how to put the ING values
into practice.

We promote a more diverse and inclusive workforce by aiming for ‘mixed teams’. We have adopted
the 70 percent principle, which gives managers a basis for building mixed teams around
appropriate dimensions of diversity (with a focus on gender, nationality and age group) and strives
for a minimum 30 percent difference in team make-up. In 2019, we worked to further this aim by
deep-diving into diversity dimensions ING-wide and setting up dashboards to help different areas of
the business monitor their progress. Like many other financial organisations, getting the right mix
of people remains a challenge in parts of the business and there is more to be done to redress
imbalances that still exist.

4. Lending capabilities

Broadening and diversifying our lending capabilities to continue to grow client franchises is our
fourth strategic enabler. To do so, we are seeking opportunities in Retail, SME and Consumer
Lending segments, as well as focusing on Wholesale Banking lending growth in our businesses in
Challengers & Growth (C&G) markets and in our sector lending franchises. ING is also considered
one of the pioneers in sustainable finance, having introduced the first sustainability ESG-linked
loan and a made-to-measure sustainability improvement loan. In 2019, ING continued to shape
this sector and open up new markets by developing sustainability improvement concepts and
financial products. In 2019, we continued to grow at resilient interest margins, with net core lending
growth of €17.2 billion, or 2.9 percent, mainly realised in our Retail markets. Our ambition is to
continue to grow profitably within our risk appetite, but given market dynamics we expect growth
at Wholesale Banking to be slightly lower than in Retail Banking.
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B. Business overview

Corporate Organisation

ING Group's segments are based on the internal reporting structure by lines of business. For more
information see ‘ltem 5 Operating and Financial Review and Prospects”.

Our business

We achieved good results in 2019 with solid profitability and
healthy growth in both lending and deposits. Net core lending
grew by €17.2 billion over the year, with net inflow of customer
deposits growing by €23.4 billion. We added more than 830,000
primary customers, which shows that our customer experience
continues to be differentiating and drives growth. With digital
disruption changing customer expectations we're looking for new
ways to stand out from the crowd.

Our markets

ING's retail business serves 38.8 million customers. In most of our retail markets we offer a full
range of banking products and services, covering payments, savings, insurance, investments and
secured and unsecured lending. Our wholesale banking business offers clients advisory value
propositions such as specialised lending, tailored corporate finance and debt and equity-market
solutions. Our clients range from large companies to multinational corporations and financial
institutions.
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Our Market Leaders are Belgium, the Netherlands and Luxembourg. These are mature businesses
where we have strong positions in retail and wholesale banking. We're investing in digital
leadership to deliver a uniform customer experience with one customer interaction platform and a
harmonised business model.

In 2019 the Market leader highlights were the following:

= Launched Payconiq in the Netherlands: customers can pay with their smartphone in stores and
online

- Apple Pay introduced for customers in the Netherlands

= Customers in Belgium can now use voice activated Google assistant to look up information on
ING

= In Belgium, customers can now start the mortgage process online

- We offer large mid-corporates in the Netherlands a scalable self-service digital marketplace
called Invoice Trader where they can trade their receivables to external investors

Our Challengers markets are Australia, Austria, Czech Republic, France, Germany, Italy and Spain.
Here we're aiming for a full retail and wholesale relationship, digitally distributed through low-cost
retail platforms. We also aim to use our direct-banking experience to grow consumer and SME
lending, and our strong savings franchises to fund the expansion of wholesale banking in these
markets.

In 2019 the highlights for the Challenger Markets were the following:

= In Austria, we expanded our product range to include mortgages in cooperation with ING owned
mortgage broker Interhyp

- We help customers in Germany to better manage their money by notifying them of upcoming
payments

- Introduced Apple Pay for customers in Spain. The use of mobile contactless payments in
Germany rose after the launch of Google and Apple Pay in Germany
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- Australia and Spain achieved #1 NPS rankings, demonstrating the value of our Think Forward
strategy

Our Growth Markets are universal banks with a full range of retail and wholesale banking services

in countries whose economies have high growth potential. These include Poland, Romania and

Turkey. In these markets we're investing to achieve sustainable franchises and will focus on digital

leadership by converging to a mobile-first model and prioritising innovation. Our newest Growth

Market is ING in the Philippines, where we launched an all-digital retail bank in November 2018.

In 2019 the highlights for the Growth market were the following:

- Apple Pay introduced for customers in Romania

- In Poland, customers can add their Visa debit card to their Apple Wallet using the Moje ING app

- ING customers in Poland can now use voice-activated Google assistant - without logging in - to
check their balances or to make transfers between accounts

- To help customers In Poland better manage their money we now offer features notifying them of
upcoming payments

= In afirst for ING countries business customers in Poland can use Garmin Pay and Apple Pay,
contributing to a further increase in mobile contactless payments there

= In Turkey, we can see in real time when customers have a problem at our ATMs and proactively
call them to try and solve it

Wholesale Banking is an important and integral contributor to ING's commmercial performance.
With a local presence in more than 40 countries, ours is a sector-focused client business providing
corporate clients and financial institutions with advisory value propositions, such as specialised
lending, tailored corporate finance and debt and equity market solutions. We also serve their daily
banking needs with payments and cash management, trade and treasury services.

In 2019 the following highlights were achieved within Wholesale Banking:

= Supported 62 green, social and sustainability bonds and 61 sustainable improvement loans
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- We issued the largest green Schuldschein to date with Porsche

- Blockchain-based trade finance platform Contour, co-founded by ING Ventures, launched into
the $18 trillion global trade finance market

- We introduced the first sustainable improvement derivative to market

- We provided a centralized digital vault for corporate customers to store their KYC docs and
enhanced transaction monitoring tooling for our KYC purposes

= PSD2 APIs live on the open banking Developer portal

Achieving our business goals

Banks are operating in a fast-changing environment marked by new competitors, new customer
expectations, increased regulation and higher capital requirements. At the same time, persistently
low interest rates put pressure on our savings business model. We are finding new ways to be
relevant to our customers.

To achieve our business goal of creating a superior customer experience, we focus on four strategic
priorities: earning the primary relationship; thinking beyond traditional banking to develop new
services and business models; using our advanced data capabilities to understand our customers
better and meet their changing needs, and innovating faster.
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Earning the primary relationship

Earning the primary relationship is a strategic priority for ING as it leads to deeper relationships,
greater customer satisfaction and ultimately customers choosing us for more of their banking
needs.

We don't only want our customers to do some of their banking with us, we want to be their first
partner, where they deposit their salary, handle their payments and do most of their other banking
business. At the moment, ING has 13.3 million primary relationships, and the target is to grow this
to over 16.5 million by 2022.

In Retail Banking, we define primary customers as those with multiple active ING products, of which
one is a current account where they deposit a reqgular income such as a salary. For Wholesale
Banking, a primary client is an active client with lending and daily banking products, and at least
one extra product generating recurring revenues over the last 12 months.

Customer numbers continued to grow in 2019. Primary customer growth across Retail segments in
2019 included 63,000 for the Benelux, 526,000 for the Challenger markets, and 242,000 for Growth
Markets. In Wholesale Banking, the number of primary customers grew by three percent as we
deepened our relationships, particularly in the daily banking space with existing lending-only
clients in the US and EMEA.

Customer promise

Banking doesn’t have to be difficult and time consuming. Clear products, plain language, fair prices
and simple processes save customers time and money. ING promises to make banking clear and
easy, to provide services anytime anywhere, and to keep getting better.

We are driven by our purpose to empower people to stay a step ahead in life and in business. We
do this by constantly innovating to deliver a differentiating customer experience that aims to be
smart, personal and easy.
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Across ING, digital channels are accounting for an increased number of contacts with Retail
customers. For example, a growing share of retail customers only interacts with ING on their mobile
device, up from 12 percent in 2016 to 37 percent in 2019. The number of interactions grew by 80
percent since 2016, reaching 4.5 bln interactions in 2019, with mobile interactions increasing to 82
percent in 2019, versus 52 percentin 2016.

Given the rise of digitalisation, and growing competition from disruptive newcomers to our sector,
we want to do more than just live up to our Customer Promise. We want to surpass people’s
expectations.

We want to use the insights from our 4.5 billion customer interactions to offer a personalised and
empowering experience, giving them even more reasons to interact with us. This is how we can
differentiate ING from other banks and become an essential part of people’s digital lives.

One of the ways we measure our progress is the Net Promoter Score (NPS), which measures
customer satisfaction and loyalty (whether they would recommend ING to others). The score is
calculated as the difference between the percentage of promoters (who rate ING as 9 or 10 out of
10) and detractors (those scoring ING below a 6). Our aim is to achieve a number one NPS ranking
in all our retail markets, with a 10-point lead over our main competitors. Based on a rolling average
of our NPS scores in 2019, ING ranked number one in seven out of our 14 Retail markets.

In Wholesale Banking, the overall NPS score improved by 11 percent year on year to 49.6 (on a
scale of -100 to +100), outperforming the industry benchmark. This suggests clients appreciate our
new approach (see ‘Unleashing sector potential’ below). The number of surveys sent increased by
28 percent year on year, and the response rate increased from 46.6 percent to 50.6 percent. The
NPS growth for Platinum clients decreased year on year but the NPS of all the other segments
increased. Overall level of satisfaction went up from 8.4 to 8.5. We now have NPS scores from WB
clients generating 42 percent of our revenues.
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We added a further five countries to the NPS programme in 2019, which is now running in 26
Wholesale Banking markets. In 2019, NPS played an even more prominent role in gauging client
satisfaction in Wholesale Banking, with clearly defined KPIs applied across all parts of the business
and a more active feedback process.

Unleashing sector potential

In 2019, we remained focused on servicing our corporate clients with relevant advice, data-driven
insights and customised, integrated solutions that make their day-to-day banking more efficient
and support their business ambitions.

This is in line with the revised Wholesale Banking strategy we introduced in 2018 to enable us to
adapt to and overcome a challenging and complex market environment, as well as increased
regulatory requirements, evolving technology, greater competition and our clients’ changing
needs.

We developed our sector strategy over the year, pairing local and global insight with sector
knowledge and financial expertise. ‘Commercial passports’ give us insight into what services we
provide to each client and the regions where we serve them, while our uniform client segmentation
framework helps us tailor our daily banking and advisory value propositions to their specific needs.

Several deals in 2019 reflect this sector focus. In the telecom, media and technology space, ING
acted as financial advisor for global asset management company DWS in the merger of leading
Dutch data centres NLDC (DWS's infrastructure business acquired NLDC from Dutch telco KPN in
2019), and The Datacenter Group (TDCG) group. By advising DWS, ING enabled it to make its
maiden investment in the telecom infrastructure sector and created the largest player in the Dutch
market. In the food and agribusiness sector, ING coordinated the largest-ever sustainability
improvement loan in commodity trading for China’s multinational leading food and agri company,
COFCO International. The $2.1 billion loan links COFCO International’s interest rate to its
sustainability performance and rating. And in the sustainable finance space, ING added another
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first to its growing sustainable finance deal portfolio in Asia/Pacific. We provided a subsidiary of
Sunseap Group, a Singapore-based renewable energy company, with $37 million to build rooftop
solar projects in Singapore.

In Transaction Services, we optimised our client-facing model, streamlining our products and
services and increasing efficiency in sales support. We also brought together various client trading
activities scattered across Financial Markets into one team and further embedded the FM business
into our client organisation with a new sales model that is fully aligned with the rest of Wholesale
Banking. This will help to maximise cross-buy opportunities and improve our client-service delivery
with consistent products and a one-client approach everywhere.

Platform thinking

ING's purpose is to empower people to stay a step ahead in life and in business. To continue doing
this in a world that is changing quicker than ever before, we need to be where our customers are -
on digital platforms.

Thinking beyond traditional banking is crucial to find new ways to be relevant to customers. Here,
open banking offers opportunities. By partnering with others or developing our own digital
platforms, we can offer customers new and complementary services that go beyond banking - and
create new revenue streams for ING.

Platforms empower customers by providing them with a range of primary needs in one place.
Through frequent user interactions, platforms also generate large amounts of data. By mastering
data skills, platforms get to know their customers and their needs increasingly well, enhancing the
platform’s value, and that of its users.

The other advantage with platforms is that they are scalable, open and borderless, offering their
users the same experience everywhere. With little to differentiate one bank’s products from
another, we believe it is customer experience that will set ING apart.
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ING has different faces in different markets and different banking interfaces, each with its own look
and feel. By uniting our platforms, processes and products we can provide a consistent customer
experience in every country. This is driven by a growing desire for similar online experiences in an
increasingly digital world.

We are making progress in achieving this in a number of ways, including by working internally to
establish a truly cross-border banking platform that aims to provide one unique, uniform customer
experience that is best in class and leverages scale, and by pursuing strategic platform initiatives.

This was the year that Unite be+nl became a reality for our customers in the Netherlands and
Belgium, with the introduction of common digital channels in these countries. Unite be+nl is one of
several programmes we are rolling out to build ‘one ING' and is an important step towards a global
platform. Maggie (formerly Model Bank) is our transformation programme uniting our retail
strategy and capabilities in Spain, Italy, France and the Czech Republic. Its emphasis is on
increasing our digital interaction with customers, improving customer satisfaction and boosting
sales.

Platform initiatives

Our Yolt aggregator app was named Personal Finance App of the Year at the 7th Annual Payments
Awards in the UK. We extended the app with Yolt Pay, a new feature that enables users to move
money between their accounts and make payments to friends and family from supported banks.

In 2019, we increased our stake in international payments platform Payvision to make it a wholly
owned subsidiary. This is an important step towards becoming the preferred platform for business
customers and strengthens ING's digital payments business, especially in e-commerce. Payvision
facilitates more than 80 payment methods in 150 currencies. In 2019, Payvision and ING
introduced the omnichannel (eCom + in-store) proposition for corporate clients. The ING and
Payvision combined commerce solutions proposition helps merchants offer our clients’ shoppers a
seamless checkout experience across all channels.
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Through ING Ventures, we are continuing to invest in fintechs, focusing on collaborations that
support our strategy of creating a differentiating customer experience. In 2019, we made a further
multi-million euro investment in Spanish-based fintech Fintonic. Fintonic is the leading finance app
in Spain. It provides financing and savings solutions that help users manage their personal finances
more effectively.

We've invested in Flowcast, a tool we hope to use to benefit Wholesale Banking clients The fintech
start-up uses machine learning algorithms to improve the credit decision process. Its predictive
models reduce risk and unlock credit to businesses. The investment is a boost to ING's Al
capabilities.

We also invested in multibank platform Cobase, which makes it easier and more efficient for
international corporate clients to work with multiple banks. As a cloud solution, Cobase minimises
the IT effort for clients and does not require investments or long-term contracts for licences or
hardware.

Beyond banking platforms

In 2019, we introduced the first products resulting from our collaboration with insurer AXA, offering
customers personalised insurance services in a clear and easy way via the ING mobile app.
Targeting six of our Challengers markets, the partnership aims to provide insurance products and
related services through a central digital insurance platform. We launched seven products in four
countries: Italy, Australia, Germany and France, and grew the team in our central Paris office,
working closely with all our markets. The first product, instant travel insurance through a mobile
phone, was launched in Italy. Geo-localised travel insurance can be activated with just a few clicks
on a smartphone from the airport or country of destination.

In Australia, we widened our digital insurance portfolio by adding motor and travel insurance to our
existing home insurance offer. The motor insurance coverage has been particularly successful with
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more than 1,000 new customers a week now covered following its launch in May 2019. And in
Germany, ING customers can now secure the repayment of their mortgage in the event of death.

We built on our beyond banking proposition with third-party offerings such as ING+Deals in Belgium
and ING Punten in the Netherlands. ING+Deals, launched in 4Q 2018, is a cashback platform for
customers, made possible by exclusive deals ING has negotiated with various A-brands (40+ brands
offering over 45 deals a month). It has 150,000 users who to date have received more than
€400,000 cash back, generating €2 million for the participating brands. In addition, participating
customers increased their interactions with ING's online channels by more than 20 percent. ING
Punten, a shopping platform for customers in the Netherlands to increase loyalty and drive digital
interactions, is also partnering with trusted A-brands. In 2019, 1.1 million products were sold,
delivering a turnover of €31 million.

Following our 2018 acquisition of a 90 percent stake in Dutch digital real-estate platform
Makelaarsland, which allows people to buy or sell homes online independently or with support of a
local Makelaarsland agent, we achieved a number of milestones in 2019. These include successfully
launching a home buying proposition, expanding the agent network to 20 agents - now covering
half of the Netherlands - and creating strong links between ING's mortgage advisors and
Makelaarsland’s agents.

In the fourth quarter, ING launched real-estate marketplace Scoperty across Germany, a joint
venture with Pricehubble and Sprengnetter, which aims to bring transparency to the German
housing market. Based on high-quality data and machine learning, the Munich-based proptech
company aims to show all 40 million properties in Germany and to connect potential buyers and
sellers. Scoperty was initially piloted in Nuremberg with more than 100,000 properties, before
expanding nationwide by the end of 2019. More transparency in the German residential housing
market can mean a broader offering of properties for consumers. The team is working on pre-
qualifying potential homeowners by aligning with Interhyp’s mortgage process. Interhyp is ING's
independent mortgage brokerage platform in Germany and Austria. For sellers and real-estate
brokers this pre-qualification has important value in their choice of accepting offers from buyers. As
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part of the network effect, pre-qualified buyers may even benefit from three days access to new
home listings. Interhyp, which offers access to 500 mortgage lenders, had a record year in 2019,
with €24.5 billion in new residential mortgages, and 9.0 percent market share in Germany.

Differentiating customer experience

Understanding our customers better and meeting their changing needs is core to what we do. In
2019, we continued to innovate to improve the banking experience for our customers, while helping
them transition to a more efficient and more sustainable economy. ING's ambition is to be a leader
in terms of the digital banking experience, offering our customers everywhere the same
empowering and differentiating experience and making banking frictionless. In addition to uniting
several of our Retail businesses on digital platforms that will provide the same customer experience
everywhere, for the first time we also have a shared brand direction and our first global tagline. The
‘do your thing’ tagline articulates ING’s purpose and our customer promise. It encourages people to
do more of the things that move them or their business. It's not about irresponsible behaviour, but
about people being free to live the life they want to live, knowing they are making their world a
little better for it.

Launched in the Netherlands in January 2020, the new brand direction and tagline will be rolled out

across ING during the year and used in all our business units to bring our customer experience to
life.

Our advanced data capabilities are an important asset in helping us improve the customer
experience and earn the strategically important primary relationship. We rely on data to
understand what customers want and need. We use these insights to personalise our interactions
with customers and empower them to make their own financial decisions.

Our customer-facing platforms offer multiple touch points to interact with customers and collect
data that we use to define customer journeys; for example when and where they choose to do
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their banking, the device they use and the services they prefer. We test these insights with
feedback from customers to continuously improve our services.

One of the ways we're working to enhance the customer experience is through our transformation
to a customer-focused organisation. The benefits of introducing one Way of Working (WoW) across
ING include transparency, wider alignment, increased speed and predictability in product delivery
and, most importantly, putting the customer first.

More examples of how we're providing a differentiating customer experience come from Poland,
where Wholesale Banking clients can now sign credit documentation electronically, and Belgium,
where customers are able to begin the mortgage process online.

In November 2019, we held our first global customer experience (CX) day. The focus was on making
banking frictionless through many small improvements that make it more personal, easy and
smart, and by working to eliminate or minimise any compromises to the experience resulting from
backlogs or other priorities.

For example, in Poland one result of CX day was an improvement to Moje ING that improves the
communication process for entrepreneurs applying for a loan, making it clearer and more timeluy.
ING in Romania introduced biometrics to authorise customers to do payments. Colleagues in Spain
found a better way to track their customers' experience and also developed functionality on their
banking app to allow them to easily schedule branch appointments. In the Netherlands and
Belgium, 2,000 participants made 565 improvements for our clients.

We're on the right track. Among other achievements, ING topped Forbes’ inaugural World’s Best
Banks list in 2019. The survey asked 40,000 customers in almost 24 countries about their opinions
on the banks they use. ING was placed among the best-performing banks for customer-centricity in
Australia, Austria, Belgium, France, Germany, Italy, Poland, and Spain. And we topped the rankings
on both trust and digital services.
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In Australia, new research in 2019 found ING had the highest customer satisfaction among retail
banks, scoring well above the industry average. The 2019 Australia Retail Banking Satisfaction
study by JD Power measured the satisfaction of nearly 5,000 banking customers.

Know your customer

Just as we need to know our customers better to deliver better products and services, we also need
this knowledge to ensure we do not accept people or institutions who misuse the financial system.
We are making ongoing progress strengthening our global KYC organisation and activities
throughout ING. We are using technology and our innovation skills to make improvements and
rolling out global KYC solutions that all countries can connect to.

ING continues to work on the global KYC enhancement programme, which emphasises reqgulatory
compliance as the key priority. This is a sizeable operation as we have activities in over 40 countries
and have more than 38 million customers. The programme encompasses all client segments in all
ING business units.

We are also working with local authorities, law enforcement agencies and other financial
institutions to fight financial and economic crime. In 2019, ING was one of five banks in the
Netherlands to join forces in the fight against money laundering. The ambition is to investigate the
set-up of a cross-bank organisation that will monitor payment transactions: Transaction Monitoring
Netherlands (TMNL). Together with the Dutch Banking Association (NVB), we are involved in a
feasibility study into the technical and legal challenges involved. In the proposed new plans, we are
collectively looking for cooperation with Dutch authorities, including the Financial Intelligence Unit
(FIV), the Public Prosecution Service, Fiscal Information and Investigation Service (FIOD) and relevant
ministries.
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Continuing to innovate
In 2019, we continued to innovate to improve the banking experience for our customers,
introducing several innovations that make banking faster and more secure for our clients.

Our cutting-edge Al tool Katana - named as an Innovator 2019 by Global Finance magazine - helps
to improve decision-making in bond trading. In 4Q, Katana was spun out into an independent
London-based company called Katana Labs, with backing from ING Ventures and other investors.
This is in line with ING's strategy to create innovative fintech solutions and then support them in
becoming independent companies.

The advanced analytics platform can aggregate vast amounts of data from multiple sources to
predict the price and identify the most promising trades. The results show traders using Katana win
20 percent more trades and their prices are 20 percent sharper. At the same time, it helps
investment managers to make faster, better informed, data-driven investment decisions.

We participated in the launch of instant payments in the Netherlands and Belgium by the Dutch
Payments Association and the Belgian Banking Federation. Funds now get credited to the
beneficiary account within five seconds, giving customers immediate access to their funds and
helping them optimise cash flows. We will extend this to the rest of Europe from 2020.

Wholesale Banking clients were able to initiate and receive instant payments in Hungary as of July
2019. Instant payments are now processed within five seconds, with a maximum amount of HUF
10 million. Instant payments make it possible to make payments 24/7, 365 days a year. There is no
difference between ‘working days’ and ‘non-working days'.
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In another exciting payments innovation, ING is collaborating with Dutch retailer Albert Heijn, which
is piloting a fully digital supermarket. This physical store is packed with convenience-boosting and
time-saving technological innovations. ING helped to develop these in our FABlab (fabrication
laboratory), which focuses on cross-industry collaborative innovation. Shoppers use their bank
cards to gain entry to the store. The items they select from the shelves are registered
automatically. Payment, processed by ING, happens automatically when they leave.

We aim to ‘wow’ our customers with improvements to their service experience. In Turkey, we can
now immediately identify when customers are having a problem at one of our ATMs; we call them
at that moment to try and solve it. We also use our app to help customers in Turkey who are more
than one kilometre away from an ING ATM by granting them the right to use other banks’ ATMs
free of charge.

Together with UniCredit, we invested in Axyon Al, an Italian company that helps banks offer better
and faster advice to their clients by using artificial intelligence to, for example, identify investors
most likely to participate in a syndicated loan.

Our open-source software ‘FINN - Banking of Things’ was created within ING Labs and enables
smart devices to pay for their own usage, such as allowing a car to pay for the car wash. We offer
this software to our business clients, who can use it to ‘wow’ their own customers.

In Wholesale Banking, highlights in innovation in the digitalisation space include two KYC initiatives:
Domino and CoorplD. Using advanced algorithms, Domino collects and connects payments, lending
and financing data to provide insights that would not normally be readily available. The platform is
live in several departments and used by approximately 800 retail and WB colleagues, of which 50
serve around 20 percent of ING’s Dutch corporate clients. CoorplID provides a centralised digital
vault for corporate customers to store and share all their KYC documentation in a secure way. It
enables clients to manage their own KYC data and easily share it with other banks, insurance
companies, or auditors.
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Blockchain and distributed ledger technology (DLT)

ING is considered an industry leader in the distributed ledger technology (DLT) space. In 2019,
Forbes ranked us fifth among global listed companies with high blockchain potential, recognising
the pioneering work we've done in this area to improve our product offering and make banking
even easier for our clients.

This includes breakthroughs in improving data privacy within distributed or shared ledgers using
our open-source zero-knowledge range proof codes. Bulletproofs builds on these earlier codes,
making them even faster, safer and easier to use, while our zero-knowledge proof notary service
improves the privacy and security of transactions on the Corda blockchain platform. It evaluates
the validity of a blockchain transaction without revealing anything about it, except that it's valid -
like a notary whose job is to witness the signing of documents to validate them.

Blockchain is reinventing commodity trading, making it quicker, easier and more efficient. ING’s
Easy Trading Connect platform was one of the first to digitalise commodity trade financing.
Building on its success, we've tested a number of successful experiments on the platform. These
include Vakt, announced in 2017, which manages physical energy transactions from trade entry to
final settlement and Komgo, the blockchain-based platform that transmits coommodity
transactions in a secure environment. In August, we successfully executed our first oil trade on
Komgo, which has evolved into a venture with 15 corporates and financial institutions. The deal
was executed by the Commodity Trade Finance branch in Geneva with a letter of credit issued on
behalf of Mercuria Energy Trading S.A.

We also teamed up with commodity companies and financial institutions to launch Forcefield, a
blockchain-based inventory management system that makes post-trade coommodity transaction
processing cheaper, safer, and more efficient. It manages commodities throughout their entire
supply chain life cycle and reduces the risks and costs of handling physical inventory.
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And we joined forces with other global banks to create a digital coin that can be used to settle
international money transfers instantly. This is a new step in the development of the Utility
Settlement Coin (USC) project, set up in 2015 by Swiss bank UBS to develop a blockchain-powered
payment mechanism to make transactions more efficient. A digital version of existing currencies,
USC will cut out intermediaries, reduce exchange-rate risks, making the payments and settlements
process faster and lowering transaction costs.

In Q4, blockchain-based trade finance platform Contour, co-founded by ING Ventures, launched in
Singapore into the USD 18 trillion global trade finance market. Contour was co-created by ING and
seven other banks in 2018 to simplify letters of credit, reducing the amount of time needed to
process them from five to 10 days to under 24 hours. The launch follows a series of live pilots in 14
countries and a global trial with more than 50 banks and corporates. Ninety-six percent of
participants said Contour would accelerate their letters of credit process, improve efficiencies and
reduce costs.

Open banking

We strive at all times to protect customer data and privacy in line with the new European
regulations. Customers’ needs and expectations are changing rapidly and companies have no
option but to embrace this shift and adapt. At the same time, open banking requires banks to
rethink traditional products and services, and go beyond traditional banking territory in creating
new customer experiences.

We've chosen a strategic approach towards the revised Payments Services Directive (PSD2) and
open banking. We invest in building one global platform serving all of our 38 million Retail
customers, and corporate and institutional clients, in more than 15 countries. This helps us to
become a global platform bank, scalable, open and borderless, with one user experience, one API
(application programming interface) solution and one developer portal to efficiently and
seamlessly connect and interact with customers and partners.
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Open Banking is a key enabler for new open business propositions and strategic platform strategies
across all client segments. Since September 2019, all banks in Europe must implement PSD2. We
have three PSD2 APIs available to external parties on our developer portal. These give customers
the choice to use third-party apps to manage their money or make online payments. For business
clients in the Netherlands we launched a payment request API that enables them to enhance their
end-consumer experience by adding a convenient, simple payment functionality into their own
app.-

Partnerships are becoming more and more important to the delivery of optimal client experiences.
APIs are essential for enabling digital businesses, as they are the de facto standard for integration
and co-creation with our partners. With open banking, we are laying the foundation for the bank of
the future. We provide the key capabilities that allow ING to open up by establishing secure,
scalable, compliant and uniform connectivity with external parties via APIs.
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Our digitalisation journey

Digital banking, innovation and transformation are in our DNA. ING's aim is to be the next
generation digital bank, offering a single digital platform or ‘ecosystem’ where customers can find
solutions to all of their financial and finance-related needs.

Digitalisation guides our investments and transformation efforts. Our ambition is to offer customers
everywhere the same empowering and differentiating experience. We are going about this in
several ways.

In 2019, we continued to innovate to improve the digital customer experience and to strengthen
our mobile-first approach. The number of mobile card transactions increased six-fold in 2019 from
2018, boosted by the integration of third-party services like Apple Pay and Google Pay. The overall
share of customers who only interact with us on their mobile device increased to 37 percentin
2019 from 26 percent in 2018. The adoption of mobile payments will grow exponentially in coming
years, which is expected to boost mobile even further.

We are digitalising more processes to make them convenient and time-saving for customers. For
example, in 2019, with Apple Pay, we enhanced the experience of our mobile app users in the
Netherlands, Germany, Romania and Spain. In Germany and Poland, we now offer features that
help customers to better manage their money by notifying them of upcoming payments, similar to
the ‘Kijk Vooruit' feature in the Netherlands. We also made Google Pay available in Germany and
Poland.

Another highlight was the launch of our mobile-only bank offering in the Philippines. ING has been
operating in the Philippines for nearly 30 years, but only moved into retail banking with the official
launch of our first all-digital savings product in November 2018. It is the first bank savings product
that allows transactions to be conducted solely on ING's mobile app. creating an account is free.
Users only have to download the ING app and make sure they meet a number of requirements,
including being at least 18 years old and having one of three government-issued IDs. Since the
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launch, there have been around one million app installations, we have signed up more than
100,000 customers and the app scores an average 4.2 rating.

In the Netherlands and Germany, Wholesale Banking clients can now easily open an account
digitally and directly from their ERP via e-Bank Account Management, using a SWIFT standard. In
developing this, we enable clients to standardise the process for account openings and later
mandate changes to be able to create the basis for digital lifecycle management.

In 2019, we saw increased uptake of our Virtual Cash Management solution, enabling treasurers to
manage their cash position via a single master account, while keeping local accounts across Europe
for local operations without the burden of managing all those accounts individually.

Our digital portal, InsideBusiness, is a key enabler of our ‘digital first’ philosophy in Wholesale
Banking. Our main interactive channel for business clients, it offers a single point of access to a
growing range of corporate banking services, online and through a mobile app. It provides all the
touch points that business clients need, through a single sign-on, giving them real-time insights
and a single source to manage all their financial transactions at any time, and on any device. We
launched InsideBusiness in 2015 and it now has around 18,000 companies using it, with 57,000
active users, 6,000 of whom use the mobile app. Large corporates make up 32 percent of users,
with the rest being mid-corporates. Our goal is to have all our corporate clients using it - and we're
gradually closing in on that target.

A recent improvement was the launch of Corporate Administrator. This allows clients to decide for
themselves which employees can do certain things in their account. Clients can appoint one or two
of their own corporate administrators who can grant access rights. Already, around 40 percent of
our corporate clients are using Corporate Administrator, which is ahead of our targets.

Another enhancement is the addition of a breakthrough feature called M-Token. This addresses the
priority we place on security combined with convenience. It replaces the previous card-and-reader
access, which became increasingly inconvenient for our customers. M-Token, via the InsideBusiness
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app, makes access a lot easier. Now, to gain access, clients can simply launch the mobile app and
scan a QR code on the login page.

New-look branches

While banking is becoming increasingly digital, our branches still have an important role to play in
providing more complex, personal advice to customers.

This is driving ING to change its branches, making them even more personal, while equipping them
to meet today’s digital needs. The idea is to make customers feel at home. Some branches have a
big table, where customers can settle down, have a cup of coffee or do some work. There are
separate booths to get personal advice. There's also a kid's corner and a fully equipped ‘digi-corner’
for online banking or learn-how activities.

In time, all of ING’s branches will adopt this new, home-like concept. Some have already opened in
Turkey, Poland, Spain, Romania, Belgium, the Netherlands, Italy, Austria and Luxembourg.

SME & Mid-Corp

The SME & Mid-Corp segment aims to empower people to manage and accelerate their business.
No matter how big or small, businesses everywhere are increasingly digitalised and expect their
bank to be connected and integrated into their world. They want digital solutions that are smart,
personal and easy. To meet these needs and deliver an exceptional experience for these
customers, we're transforming our current service model and building digital capabilities to offer
compelling end-to-end digital customer journeys supported by a common infrastructure.

This includes enabling merchants in Turkey to accept payments more easily via their smartphones
rather than expensive point-of-sale terminals; an online banking platform that gives businesses a
single access point to all their financial products and services; and instant loans for entrepreneurs
in Germany through our acquisition of fintech Lendico. In November 2019, new loan utilisation
increased from €1 million to €14.4 million.
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In Poland, ING's online banking platform for business customers was named by Global Finance
Magazine as the world’s best Integrated Corporate Banking site for 2019. It currently provides
around 65,000 SME and mid-corporate clients with a single access point for all their banking
products and services and handles more than 70 million transfer orders a year. In Romania, the
business platform processed its first one million payments in 3Q 2019.

Also in Poland, ING is the first bank to launch its own payment gateway - imoje - that provides
merchants with a unique ‘buy now, pay within 21 days’ payment option. Co-created with Czech
fintech Twisto, 1,500 shops are now using the payment gateway and 580,000 transactions have
been carried out on imoje since April 2018.

Responsible finance

ING is committed to contributing to a low-carbon and financially healthy society, both through our
own efforts and by helping our clients to be more sustainable. As a bank, we make the most impact
through our financing, via the loans we provide to clients. This is why we announced in September
last year that we would steer our €600 billion lending portfolio towards meeting the well-below
two-degree goal of the Paris Climate Agreement. Our strategy to get there is called the Terra
approach.

One year later, we published our first progress report on Terra, providing a status update on the
alignment of our lending portfolio with the pathway to the goal. The report presented our climate
alignment performance, targets, challenges and next steps for five of the nine sectors with the
biggest influence on greenhouse gas emissions: power generation, automotive, commercial real
estate, residential real estate and cement.

For the remaining four in scope, fossil fuels, shipping, aviation and steel, we provided an update on
progress to date, initiatives and next steps. Quantitative results for these four sectors are expected
to be disclosed in 2020.
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The report’s centrepiece, the Climate Alignment Dashboard (CAD), discloses quantitative results on
the climate alignment of our lending portfolio. It shows the CO2e intensity per sector of our
portfolio compared to the market and the relevant below two-degrees climate scenario. It also
displays the climate alignment target per sector and ING's intended decarbonisation pathway per
sector to converge towards the target.

While Terra is supporting our responsible finance business and will guide ING towards new
opportunities to support our clients, Terra will also help us to build a more climate-resilient portfolio
as it guides our strategies towards two-degree alignment. Terra, therefore, forms part of our
alignment with the Taskforce for Climate-related Financial Disclosures (TCFD) recommendations.

As each sector requires a custom approach, Terra draws upon more than one methodology for
target-setting. Currently, we focus on the Paris Alignment Capital Transition Assessment (PACTA)
for corporate lending, and the Science Based Targets Initiative’s Sectoral Decarbonisation Approach
(SBTi SDA).

PACTA was co-developed with the 2° Investing Initiative (2°ii), a global think-tank developing
climate metrics in financial markets. It looks at the technology shift that's needed across certain
sectors to slow global warming and then measures this against the actual technology clients are
using - or plan on using in the future. The SBTi SDA sets out sector-specific decarbonisation
pathways designed so as to be in line with the science-based scenarios using intensity metrics.
Both methodologies use science-based scenarios developed by independent organisations like the
International Energy Agency and inform us what needs to shift, by how much and by when. This is
where financing comes in - and ING can have an impact.

The client data underlying the Terra approach is obtained from global databases that track public

and private asset level and company data worldwide in the sectors in scope. This is easier for
clients, as they are not required to provide any additional data themselves.
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In December 2018, the global banks BBVA, BNP Paribas, Société Générale, and Standard Chartered
joined ING in making the Katowice Commitment to align their loan portfolios with global climate
goals using a similar approach. We have also personally and individually engaged with more than
40 banks interested in the work ING is doing and the positive results are visible.

Since its launch at ING's offices in London in February 2019, more than 17 systemically important
banks, including ING, have joined the 2°ii PACTA pilot for banks. ING was also among the first
signatories of the UNEP-FI Principles for Responsible Banking (PRB). In addition, ING co-chaired the
sub-group that developed the PRB Collective Commitment on Climate Action which took ING’s
Katowice Commitment initiative as its foundation.

The Terra approach is complemented by the other ways we work to drive sustainable business. We
have committed to reducing our thermal coal exposure to close to zero by 2025 and support our
clients globally to transition to a low-carbon and self-reliant society. We do this through various
financial instruments, including green loans, sustainable improvement loans, bonds and advisory
services.

We were well on track in 2019. Climate finance increased 13 percent to €18.7 billion, and lending to
industry ESG leaders grew slightly by 0.1 percent to €7.1 billion. Although social impact financing
decreased 3 percent to €750 million due to repayments, we remain committed by lending to
projects that lead to, for example, basic infrastructure improvements, community development or
essential services.

In addition to lending, we supported 62 mandates for clients through green, social and
sustainability bonds. ING increased its bonds business by 68 percent year-on-year to €5.6 billion,
outpacing the total euro denominated bond market growth.

ING is considered one of the pioneers in sustainable finance, having introduced the first
sustainability ESG-linked loan and a made-to-measure sustainability improvement loan. In 2019,
ING continued to shape this sector and open up new markets by developing sustainability
improvement concepts and financial products.
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In 2019, we introduced the first sustainability-linked Schuldschein, together with machinery and
plant manufacturer DUrr. ING jointly arranged and structured the transaction.

In the second quarter, we announced the world’s first sustainability improvement derivative (SID)
provided to SBM Offshore, a global company that supplies floating production units to the offshore
energy industry. The SID is an interest rate swap that hedges the interest rate risk of the
construction of one of SBM Offshore’s floating production, storage and offloading facilities. It's the
world’s first derivative with a price linked to the company’s sustainability performance, as well as
trading risk, capital requirements and profit. The credit spread of the SID can increase or decrease
based on SBM Offshore’s ESG performance, as scored by Sustainalytics, an independent provider of
ESG research and ratings.

In October, we launched another product aimed at encouraging companies to get measured on
ESG goals. Our sustainability improvement capital call facility for Singapore-based Quadria Capital
Management is the first in the world to link the interest rate of the private equity fund to the
sustainability performance of its portfolios. The USD 65 million three-year revolving capital call
facility is the first of its kind in the global fund finance industry, which is currently worth USD 400
billion.

We continued to deepen our market credentials with sustainable finance products that support our
corporate clients in achieving better sustainability performance.

We issued 61 sustainability improvement loans and supported 62 green loans and social and
sustainability bonds in 2019. These include green finance frameworks and green loans for Italo,
Europe’s leading high-speed rail passenger operator, and Itochu, a Japanese trading company, as
well as a sustainability-linked loan for Chinese-owned trading firm COFCO. ING also closed its first
sustainability improvement loan in the US, structured by ING's sustainable finance Americas team.
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Alongside the growing number of green loans and bonds, there were a number of sustainability
firsts in 2019. ING issued the largest green Schuldschein with Porsche for €1 billion, and the first
green bond framework in the telecom sector with UK telecoms company Vodafone. The Porsche
transaction is also the first of its kind by a car manufacturer, and the huge demand resulted in the
original order book volume having to be increased. ING acted as the green advisor on the project.
ING also issued its first-ever green covered bond. In October, ING Bank Hipoteczny in Poland
launched a PLN 400 million (USD 93 million) five-year green covered bond on the back of strong
investor interest.

ING was also the sole green structuring advisor for the Norwegian bank SR-Boligkreditt’s €500
million first green covered bond, helping to draft a green bond framework that stipulates
investments in green buildings, renewable energy and clean transportation.

Almost half of our loan book consists of mortgages. Our ambition is to make our mortgage portfolio
energy-positive by 2050. This means the homes in this portfolio will collectively produce more
energy than they consume.

To this end, we are developing retail products, tools and services to help homeowners make their
houses more sustainable. As houses generally account for about 20 percent of CO, emissions, we
believe this could have a meaningful impact in the fight against climate change. At the same time
it will help our customers to lower their CO; footprint and energy bill. We have already provided
green mortgages in Germany through development bank KfW. Customers can use the new
products to finance solar panels, for example, or insulate their homes. In the Netherlands and
Belgium, we also offer a consumer loan with a reduced interest rate to help customers pay for
green refurbishments.
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Besides these financial solutions, we also help to raise awareness on the topic. Consumers in the
Netherlands, for example, can check the energy profile of their homes on our website, as well as
the options and financing available to improve in this area. We also provide Dutch homeowners
who want to invest in upgrading their energy label with a free rating as we know how insights can
help people to take the first steps towards a more sustainable home.

ING offers sustainable investment (SI) services to its retail banking customers in the Netherlands,
Belgium, Luxembourg and Germany. In 2019, our retail customers in these countries invested a
combined € 9.3 billion using ING's Sl services, up from € 6.3 billion in 2018. Sl services represented
seven percent of ING's total retail banking customer investments in 2019. We have the ambition to
grow our Sl services.

To take sustainable finance further in the business we have set up regional sustainable finance
teams in the Americas and Asia to support our clients in these regions.

Our efforts in this area are being recognised. In 2019, we were ranked as ‘climate action leader’ by
the leading global environmental disclosure platform CDP for the fifth year.
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Financial health

As a result of our financial empowerment activities, 25.9 million people (67 percent of our customer
base) felt financially empowered in 2019. In 2018, this was 25 million or 65 percent. Our ambition
for 2022 is for 32 million customers to feel financially empowered by ING.

Information
We believe that the right information at the right time can help people make better financial
decisions. For example:

- In the Netherlands the 'Kijk Vooruit’ forecasting tool gives customers an overview of their
planned and predicted transactions, allowing them to gain more control over their finances.

- Also in the Netherlands, we launched the 'Digitaal vooruit' initiative where Digicoaches are
available in pop-up stores at several locations to answer any digital questions people may have.

= In Austria and Romania, we offer customers access to EmpowerCamp - a five-week programme
to help customers understand their financial profile and take steps to improve their finances.

= In Poland, our YouTube videos providing people with financial insights have had over 100 million
views.

Innovation

Products and services are similar across banks. We differentiate ourselves by going a step further
and innovating to create tools that help customers make better financial decisions. For example:

- In the Netherlands, we introduced our new voice-activated ATMs in branches of Albert Heijn and
at Schiphol Airport. The speech function on the cash machines makes it easier for people who
have difficulty reading or who are visually impaired to withdraw money themselves.

- In Australia, Everyday Roundup makes saving money and paying off your home loan easier and
more convenient for customers in Australia. ING customers saved AUD 81 million via 70 million
transactions by having ERU enabled on almost 300.000 accounts. The average saving was AUD
1.16 per transaction and AUD 284.41 per account in 2019.
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= In Spain and France, our digital investment advisors My Money Coach and Coach Epargne
continued to offer customers precise and intelligent investment solutions.

- We also partnered with others to accelerate innovation like Minna, which helps people keep track
of and manage their subscriptions.

Involvement

Our involvement in both the communities we operate in and in developing countries also
contributes to financial health. For example:

= Globally, we continued our Power for Youth partnership with UNICEF to empower adolescents
with financial, entrepreneurial, and civic leadership skills. Since 2015 the partnership has directly
empowered more than 500,000 adolescents, benefiting more than 11 million indirectly.

= Also globally, hundreds of ING colleagues took part in Global Money Week, volunteering in
classrooms across the Netherlands, Spain, Czech Republic, Luxembourg, Philippines, and Turkey
to teach young people about money management.

- In the Netherlands we support the Youth Perspective Fund, which helps young people aged 18 to
27 to manage their debts. The initiative supports around 150 youngsters a year.

= Also in the Netherlands we're a founding partner in the debt-prevention programme
Nederlandse Schuldhulproute, along with several other banks and the Dutch Banking
Association. This unique public-private collaboration aims to prevent and solve problematic debt.

- Lastly in the Netherlands, we offered more than 250,000 lessons on digital skills for students in
collaboration with organisations such as Bomberbot and DesignWeek@School.

- In Romania, we supported Banometru to help adults with financial difficulties to access financial
planning and counselling.
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Competition

ING is a global financial institution with a strong European base, offering retail and wholesale
banking services to customers around the globe. The purpose of ING is empowering people to stay
a step ahead in life and in business.

ING’s Retail business serves 38.8 million customers. In most of our Retail markets we offer a full
range of banking products and services, covering payments, savings, insurance, investments and
secured and unsecured lending. Our Wholesale Banking business offers clients advisory value
propositions such as specialised lending, tailored corporate finance and debt and equity-market
solutions. Our clients range from large companies to multinational corporations and financial
institutions.

There is substantial competition in the Netherlands and the other countries in which we do
business for the types of wholesale banking, retail banking, investment banking and other products
and services we provide.

Such competition is most pronounced in our more mature markets of the Netherlands, Belgium,
the rest of Western Europe and Australia. In recent years, however, competition in emerging
markets, such as Latin America, Asia and Central and Eastern Europe, has also increased as large
financial services companies from more developed countries have sought to establish themselves
in markets which are perceived to offer higher growth potential, and as local institutions have
become more sophisticated and competitive and proceeded to form alliances, mergers or strategic
relationships with our competitors. The Netherlands is our largest market. Our main competitors in
the banking sector in the Netherlands are ABN AMRO Bank and Rabobank.

Competition is coming from new market entrants (including non-bank and financial technology
competitors) with new operating models that are not burdened by potentially costly legacy
operations and that are subject to reduced regulation. New entrants rely on new technologies,
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advanced data and analytic tools, lower cost to serve, reduced regulatory burden and/or faster
processes in order to challenge traditional banks.

The competitive landscape that banks face is increasingly being shaped by Big Tech companies.
They offer customers a superior digital experience through an open platform approach that delivers
a range of their primary needs in a go-to digital ecosystem. This ability to provide for primary
needs, both with proprietary and third-party offerings that are easily accessed through mobile
devices, defines their success. Banking, by contrast, is a facilitator and not a primary need. The
choice for banks is to challenge their existing business models, to disrupt themselves, or risk being
disintermediated and relegated to a status of white label facilitators of others’ platforms.

The digital customer experience is now the key differentiator, and our main competitors are no
longer just other banks. They are also Big Tech digital leaders like Apple, Google and Tencent who
are increasingly moving into financial services. The content, offerings and digital savvy of these go-
to platforms cater to a wide range of customers’ primary needs with a personal, instant, relevant
and seamless experience.

To compete in this new environment, banks have to think beyond banking and develop their own
platforms. Winners will be those with a superior digital experience, a strong trusted brand, and the
ability to leverage a large customer base to attract partners to their platforms. The successful
platforms take the effort out of managing finances, offering personalised, real-time advice and a
suite of products and services to cover all financial and other relevant needs.

Developments in technology have also accelerated the use of new business models. Examples are
new business models in retail payments, consumer and commercial lending (such as peer-to-peer
lending), foreign exchange and low-cost investment advisory services. A significant competitive
development is the emergence of disintermediation in the financial sector resulting from new
banking, lending and payment solutions offered by rapidly evolving incumbents, challengers and
new entrants, especially with respect to payment services and products, and the introduction of
disruptive technology.
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An important example of this is the newly enacted PSD2 European directive opening the payments

market to non-bank entrants. This is causing banks to face an unlevel playing field when competing
with new, mainly less requlated, market entrants in a lucrative area that in the past was dominated
by banks and other financial services providers.

Statements regarding ING’s competitive position reflect the assessment of ING's management
about the general competitive landscape in which ING operates.

Requlation and Supervision

The banking and broker-dealer businesses of ING are subject to detailed and comprehensive
supervision in all of the jurisdictions in which ING conducts business.

Regulatory agencies and supervisors have broad administrative power and enforcement
capabilities over many aspects of our business, which may include liquidity, capital adequacy,
permitted investments, ethical issues, money laundering, anti-terrorism measures, privacy,
recordkeeping, product and sale suitability, marketing and sales practices, remuneration policies,
personal conduct and our own internal governance practices. Also, regulators and other
supervisory authorities in the EU, the US and elsewhere continue to scrutinise payment processing
and other transactions and activities of the financial services industry through laws and reqgulations
governing such matters as money laundering, anti-terrorism financing, tax evasion, prohibited
transactions with countries or persons subject to sanctions, and bribery or other anti-corruption
measures.

As discussed under “ltem 3. Key Information — Risk Factors”, as a large multinational financial
institution we are subject to reputational and other risks in connection with regulatory and
compliance matters involving these countries.
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European Regulatory framework

In November 2014 the European Central Bank (ECB) assumed responsibility, conferred on it by the
Single Supervisory Mechanism (“SSM”), for a significant part of the prudential supervision of euro
area banking groups in the Eurozone, including ING Group and ING Bank. Now that the ECB
assumed responsibility for the supervision of the banking groups in the Eurozone, it has become
ING Group's and ING Bank’s main supervisor. The ECB is amongst others responsible for tasks such
as market access, compliance with capital and liquidity requirements and governance
arrangements. National requlators, including the Dutch Central Bank for ING Group and ING Bank,
remain responsible for supervision of tasks that have not been transferred to the ECB such as
financial crime and payment supervision.

ING expects to benefit from the harmonization of supervision resulting from the SSM but at the
same time does not expect such harmonization to be fully in place in the short to mid-term. ING
expects that the Dutch Central bank will continue to play a significant role in the supervision of ING
Group and ING Bank.

Another significant change in the regulatory environment is the setting up of the Single Resolution
Mechanism (“SRM”), which comprises the Single Resolution Board (“SRB”) and the national
resolution authorities and is fully responsible for the resolution of banks within the Eurozone as of 1
January 2016. ING has been engaging already with the Dutch national resolution authorities and
the SRB for a few years with the aim to support in the draw up a resolution plan for ING and will
continue to collaborate with the resolution authorities. The rules underpinning the SRM could have
a significant impact on business models and capital structure of financial groups in order to
become resolvable but at this stage it is not fully clear what the impact on ING will be.

As a third pillar to the Banking Union, the EU aims at further harmonizing regulations for Deposit
Guarantee Schemes (DGS). Main elements are the creation of ex-ante funded DGS funds, financed
by risk-weighted contributions from banks. As a next step, the EU is discussing a pan-European (or
pan-banking union) DGS (the European Deposit Insurance Scheme (EDIS)), (partly) replacing or
complementing national compensation schemes. The progress on the EDIS proposal is slower than
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expected; this proposal as well as certain accompanying risk reduction measures are still being
discussed in the European Parliament and in the Council.

Dutch Regulatory Framework

The Dutch regulatory system for financial supervision consists of prudential supervision -
monitoring the soundness of financial institutions and the financial sector, and conduct-of-business
supervision - regulating institutions’ conduct in the markets. As far as prudential supervision has
not been transferred to the ECB, it is exercised by the Dutch Central Bank (De Nederlandsche Bank
or “DNB"), while conduct-of-business supervision is performed by the Dutch Authority for the
Financial Markets (Autoriteit Financiéle Markten or “AFM”). DNB is in the lead with regard to
macroprudential supervision.

Global Regulatory Environment

There is a variety of proposals for laws and regulations that could impact ING globally, in particular
those made by the Financial Stability Board and the Basel Committee on Banking Supervision at the
transnational level and an expanding series of supranational directives and national legislation in
the European Union (see “ltem 3. Key Information — Risk Factors — We operate in highly regulated
industries. Changes in laws and/or regulations governing financial services or financial institutions
or the application of such laws and/or regulations governing our business may reduce our
profitability). The aggregated impact and possible interaction of all of these proposals are hard to
determine, and it may be difficult to reconcile them where they are not aligned. The financial
industry has also taken initiatives by means of guidelines and self-requlatory initiatives.

Dodd-Frank Act and other US Regulations

ING Bank has a limited direct presence in the United States through the ING Bank Representative
Offices in New York and Dallas, Texas. Although the offices’ activities are strictly limited to
essentially that of a marketing agent of bank products and services and a facilitator (i.e. the offices
may not take deposits or execute any transactions), the offices are subject to the requlation of the
State of New York Department of Financial Services and the Texas Department of Banking, as well



Contents Part | Part Il

as the Federal Reserve. ING Bank also has a subsidiary in the United States, ING Financial Holdings
Corporation, which through several operating subsidiaries (one of which is registered with the U.S.
Commodity Futures Trading Commission as a swap dealer and another of which is registered with
the U.S. Securities and Exchange Commission as a securities broker-dealer) offers various financial
products, including lending, and financial markets products. These entities do not accept deposits in
the United States on their own behalf or on behalf of ING Bank N.V.

The U.S. Dodd-Frank Wall Street Reform and Consumer Protection Act (“Dodd-Frank Act”), which
became law on 21 July 2010, represented a significant overhaul in the regulation of U.S. financial
institutions and markets. The primary impact on ING is through the establishment of a requlatory
regime for the off-exchange derivatives market, pursuant to Title VIl of the Dodd-Frank Act.

Among other things, the Dodd-Frank Act and requlations enacted thereunder required swap
dealers to register with the Commmodity Futures Trading Commission (the “CFTC”, the primary swaps
regulator in the U.S.) as ‘swap dealers’ and be subject to CFTC regulation and oversight. The ING
subsidiary, ING Capital Markets LLC, is registered as a swap dealer. As a registered entity, it is
subject to business conduct, record-keeping and reporting requirements, as well as margin
requirements and, once regulations are finalized, capital requirements. In addition to the
obligations imposed on registrants, such as swap dealers, reporting, clearing, and on-facility
trading requirements have been imposed for much of the off-exchange derivatives market. It is
possible that registration, execution, clearing, margin and compliance requirements will increase
the costs of and restrict participation in the derivative markets. These rules (as well as further
requlations, some of which are not yet final) could therefore restrict trading activity, reducing
trading opportunities and market liquidity, potentially increasing the cost of hedging transactions
and the volatility of the relevant markets. This could adversely affect the business of ING in these
markets.
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The Dodd-Frank Act also impacts U.S. banks and non-U.S. banks with branches or agencies in the
United States, primarily through the Volcker Rule and the enhanced prudential standards of Section
165 of the Dodd-Frank Act. Because ING Bank does not have a U.S. banking presence, these
provisions do not currently apply to ING.

The Dodd-Frank Act also created a new agency, the Financial Stability Oversight Council (“FSOC"),
an inter-agency body that is responsible for monitoring the activities of the U.S. financial system,
designating systemically significant financial services firms and recommending a framework for
substantially increased regulation of such firms, including systemically important non-bank
financial companies that could consist of securities firms, insurance companies and other providers
of financial services, including non-U.S. companies. ING has not been designated a systemically
significant non-bank financial company by FSOC and such a designation currently is unlikely.

Although U.S. legislative and regulatory bodies have taken initial steps over the past year to tailor
the requlatory regime created under Dodd-Frank, Dodd-Frank continues to impose significant
requirements on us, some of which may have a material impact on our operations and results, as
discussed further under “ltem 3. Key Information — Risk Factors—We operate in highly regulated
industries. Changes in laws and/or regulations governing financial services or financial institutions
or the application of such laws and/or regulations governing our business may reduce our
profitability”.

Basel Ill and European Union Standards as currently applied by ING
Bank

DNB, our home country supervisor until the ECB took over that position in November 2014, has
given ING permission to use the most sophisticated approaches for solvency reporting under the
Financial Supervision Act, the Dutch legislation reflecting the Basel Il and Basel Ill Frameworks. DNB
has shared information with host regulators of relevant jurisdictions to come to a joint decision. In
all jurisdictions where the bank operates through a separate legal entity that is a credit institution,
ING must meet local implementation of Basel requirements as well. ING uses the Advanced IRB
Approach for credit risk, the Internal Model Approach for its trading book exposures and the
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Advanced Measurement Approach for operational risk. A small number of portfolios are reported
under the Standardized Approach.

In December 2010, the Basel Committee on Banking Supervision announced higher global
minimum capital standards for banks, and has introduced a new global liquidity standard and a
new leverage ratio. The Basel Committee's package of reforms, collectively referred to as the “Basel
III" rules, has, among other requirements, increased the amount of common equity required to be
held by subject banking institutions, has prescribed the amount of liquid assets and the long term
funding a subject banking institution must hold at any given moment, and has limited leverage.
Banks are required to hold a “capital conservation buffer” to withstand future periods of stress.
Basel lll has also introduced a “countercyclical buffer” as an extension of the capital conservation
buffer, which permits national requlators to require banks to hold more capital during periods of
high credit growth (to strengthen capital reserves and moderate the debt markets). Further, Basel
Il has strengthened the definition of capital that will have the effect of gradually disqualifying
many hybrid securities during the years 2013-2022, including the hybrids that were issued by the
Group, from inclusion in regulatory capital, as well as the higher capital requirements associated
with certain business conditions (for example, for credit value adjustments (“CVAs”) and illiquid
collateral) as part of a number of reforms to the Basel Il framework. In addition, the Basel
Committee and Financial Stability Board (“FSB”) published measures that have had the effect of
requiring higher loss absorbency capacity, liquidity surcharges, exposure limits and special
resolution regimes for, and instituting more intensive and effective supervision of, “systemically
important financial institutions” (“SIFIs”), in addition to the Basel lll requirements otherwise
applicable to most financial institutions. One such measure, published by the FSB in November
2015, is the Final Total-Loss Absorbing Capacity (‘TLAC’) standard for G-SIFls, which aims for G-SIFls
to have sufficient loss-absorbing and recapitalisation capacity available in resolution. ING Bank has
been designated by the Basel Committee and FSB as a so-called “Global Systemically Important
Bank” (“G-SIB"), since 2011, and by DNB and the Dutch Ministry of Finance as a “domestic SIB” (“D-
SIB") since 2011.
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The Basel lll proposals and their potential impact are monitored via semi-annual monitoring
exercises in which ING Group participates. As a result of such monitoring exercises and ongoing
discussions within the regulatory environment, revisions have been made to the original Basel lll
proposals as was the case with the revised Liquidity Coverage Ratio in January 2013 and the
revised Net Stable Funding Ratio and Leverage Ratio in January 2014. In December 2017, revisions
to Basel lll were formally announced by the Basel Committee. These revisions to Basel lll establish
new prudential rules for banks, including a revision to the standardised approach to credit risk, the
introduction of a capital floor based on standardised approaches, the use of internal models,
limitation of options for modelling operating risks, and new rules for the establishment of risk-
weighted items and unused credit lines at the banks. Such revisions have a long implementation
phase and are yet to be fully transposed into EU regulation. The revisions are commonly referred to
as "Basel Ill Reform" or "Basel IV.

For European banks the Basel lll requirements have been implemented through the Capital
Requirement Regulation (CRR) and the Capital Requirement Directive (“CRD IV"). The Dutch CRD IV
Implementation Act has led to significant changes in the Dutch prudential law provisions, most
notably with regard to higher capital and liquidity requirements for all banks. The CRD IV regime
entered into effect in August 2014 in the Netherlands, but not all requirements are to be
implemented all at once. Having started in 2014, the requirements have been gradually tightened,
mostly before 2019, until the Basel lll migration process is completed. While the full impact of the
Basel Ill rules, and any additional requirements for G-SIBs if and as applicable to the Group, will
depend on how they are implemented by national requlators, including the extent to which such
regulators and supervisors can set more stringent limits and additional capital requirements or
surcharges, as well as on the economic and financial environment at the time of implementation
and beyond, we expect these rules to have a material impact on ING's operations and financial
condition and may require the Group to seek additional capital. DNB requires the largest Dutch
banks, including ING Group, to hold a 3% Systemic Risk Buffer during 2016-2019 in addition to the
capital conservation buffer and the countercyclical buffer described above, but this buffer then
includes both the G-SIB and D-SIB buffers mentioned above.



Contents Part | Part Il

CRD IV has not only resulted in new quantitative requirements but has also led to the setting of
new standards and evolving regulatory and supervisory expectations in the area of governance,
including with regard to topics like conduct and culture, strategy and business models, outsourcing
and reporting accuracy. The European Banking Association (EBA) in particular has published new
guidance such as the revised Guidelines on Internal Governance (2017), the Guidelines on the
assessment of the suitability of members of the management body and key function holders
(2017) and the revised Guidelines on the governance framework with regard to outsourcing
arrangements (2019). These guidelines enhance the roles and responsibilities of the management
body as well as those of the risk management function and put importance on the establishment
of a sound risk culture and code of conduct, and managing conflicts of interest. ING's lead requlator
the ECB increasingly puts emphasis on these new standards in its day to day supervision and
incorporates the standards in the SREP methodology. Continuing initiatives by multiple regulators
and supervisors on corporate governance may significantly impact how ING Bank designs and
structures its governance.

Following the adoption of the CRR and CRD 1V, regulators increasingly came to focus on the
required capital calculations across banks. Since the start of the financial crisis there has been
much debate on the risk-weighted capitalisation of banks, and specifically on whether internal
models are appropriate for such purposes. These developments have suggested that stricter rules
may be applied by a later framework. The Basel Committee released several consultative papers,
containing proposals to change the methodologies for the calculation of capital requirements and
is expected to issue further standards in this respect. In these proposals, the Basel Committee
suggests methods to calculate RWA using more standardised or simpler methods in order to
achieve greater comparability, transparency and consistency.

On 27 June 2019, a series of measures referred to as the Banking Reform Package (including
certain amendments to CRR and CRDIV commonly referred to as ‘CRR II"and CRR V') came into
force, subject to various transitional and staged timetables. The adoption of the Banking Reform
Package concluded a process that began in November 2016 and marks an important step toward
the completion of the European post-crisis regulatory reforms, drawing on a number of
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international standards agreed by the Basel Committee, the Financial Stability Board and the G20.
The Banking Reform Package updates the framework of harmonized rules established following the
financial crisis and introduces changes to the CRR, CRDIV, the Bank Recovery and Resolution
Directive (BRRD) and the Single Resolution Mechanism Regulation (SRMR). The Banking Reform
Package covers multiple areas, including the Pillar 2 framework, the leverage ratio, mandatory
restrictions on distributions, permission for reducing own funds and eligible liabilities,
macroprudential tools, a new category of ‘non-preferred’ senior debt, the minimum requirement
for own funds and eligible liabilities (MREL) and the integration of the TLAC standard into EU
legislation.

Whilst the Banking Reform Package was being developed, the ECB introduced the Targeted Review
of Internal Models (TRIM) in June 2017 to assess reliability and comparability between banks’
models for calculating each bank’s risk-weighted assets (‘RWA’) used for determining certain of
such bank’s capital requirements. The operating consequences of the TRIM exercise have been
significant. The TRIM is expected to finalise in 2020, and could impact ING through more stringent
regulation on internal models. There is also heightened supervisory attention for the credit quality
of loans to corporates and/or households. These exercises could impact the RWA we recognise for
certain assets.

Regulatory Developments

Basel IV

As of 1 January 2022, the first stage of Basel IV (revised Internal Rating-Based Approach) will
probably come into effect conditional to the finalization of the legislative process in the EU. Based
on the current estimates, without management actions this is expected to potentially increase
RWA by roughly 15-18% on a fully loaded basis. While any BIV impact will not come in before 2022,
other banking regulations and model reviews are expected to bring forward a significant part of this
impact before BIV implementation date.
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Requirement and guidance for 2020 Pillar 2 requirements

One specific element of Basel lll is the possible restriction on distributable items. This limits the

ability of the bank to pay dividends, hybrid coupons and/or management remuneration if its capital

drops below the sum of its Pillar 1, Pillar 2 and combined buffer requirements, often referred to as

the Maximum Distributable Amount (MDA) trigger. The Pillar 2 requirement in the supervisory

review and evaluation process (SREP) 2019 decision is split into:

= Pillar 2 requirement (P2R), which is binding and therefore breaches have direct legal
consequences.

= Pillar 2 guidance (P2G), which is not legally binding and therefore a breach does not
automatically trigger requlatory action.

By providing guidelines regarding the SREP, the European Banking Authority (EBA) gives further
direction for the internal capital adequacy assessment process (ICAAP) and enhancement of the
capital management framework.

Bank recovery and resolution directive

Since its adoption by the European Parliament in 2014, the Bank recovery and resolution directive
(BRRD) has become effective in all EU countries after transposition into national law, including in
the Netherlands. The BRRD aims to safequard financial stability and minimise the use of public
funds in case banks face financial distress or fail to comply with the BRRD. Banks across the EU
need to have recovery plans in place and need to cooperate with resolution authorities to
determine, and make feasible, the preferred resolution strategy. The banking reform which came
into force on 27 June 2019 includes changes to the minimum requirement for own funds and
eligible liabilities (MREL) to ensure an effective bail in process. It also includes new competences for
resolution authorities and requires G-SIBs to have more loss-absorbing and recapitalisation
capacity.

ING has had a recovery plan in place since 2012. The plan includes information on crisis
governance, recovery indicators, recovery options, and operational stability and communication
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measures. The plan enhances the bank’s readiness and decisiveness in case of a financial crisis. The
plan is updated annually to make sure it stays fit for purpose. The completeness, quality and
credibility of the updated plan is assessed each year by ING's requlators.

The Single Resolution Board (SRB) confirmed to ING in 2017 that a single-point-of-entry (SPE)
strategy is ING's preferred resolution strategy, with ING Groep N.V. as the resolution entity.

In 2018, ING Group received a formal notification from De Nederlandsche Bank (DNB) of its MREL.
The MREL requirement has been established to ensure that banks in the European Union have
sufficient own funds and eligible liabilities to absorb losses in the case of potential bank failure. The
MREL requirement is set for ING Group at a consolidated level, as determined by the Single
Resolution Board (SRB). This MREL requirement has been set at 10.89% of total liabilities and own
funds.

ING has been replacing, and will continue to replace, maturing ING Bank N.V. debt with ING Groep
N.V. instruments. In order to build up our MREL capacity, ING Groep N.V. issued multiple
transactions. These transactions will not only allow us to support business growth, but will also help
to meet future MREL and TLAC requirements with ING Groep N.V. instruments only.

CRR Il implements the Financial Stability Board's total loss absorbing (TLAC) requirement for Global
Systemically Important Institutions (G-SlI), which is the EU equivalent of a G-SIB. The transitional
requirement—the higher of 16 percent of the resolution group’s Risk weighted assets (RWA) or six
percent of the leverage ratio exposure measure—applies immediately. The higher requirement—18
and 6.75 percent, respectively—comes into effect as of January 1, 2022. As a G-SII ING is expected
to meet the TLAC requirement alongside the other minimum regulatory requirements set out in EU
regulation.
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Stress testing

Stress testing is an integral component of our risk and capital management framework. It allows us
to (i) assess potential vulnerabilities in our businesses, business model, and/or portfolios; (ii)
understand the sensitivities of the core assumptions in our strategic and capital plans; and (iii)
improve decision making through balancing risk and return.

In addition to running internal stress test scenarios to reflect the outcomes of the annual risk
assessment, ING also participates in regulatory stress test exercises. ING participated in the 2018
EU-wide stress test conducted by the EBA in cooperation with the European Central Bank (ECB), the
Dutch central bank (DNB), the European Commission and the European Systemic Risk Board (ESRB).
The adverse stress test scenario was developed by the ECB and covers a three-year time horizon
(2018-2020). The stress test was carried out applying a static balance sheet assumption as of
December 2017, and therefore does not take into account current or future business strategies and
management actions. The results also reflect the impact of IFRS 9 for determining loan loss
provisions in adverse circumstances.

The results of the EBA stress test reaffirmed the resilience of our business model and the strength
of ING’s capital base. Our commitment to maintain a robust, fully-loaded Group common equity
Tier 1 (CET1) ratio in excess of prevailing requirements remain. Under the hypothetical baseline
scenario and EBA’'s methodological instructions, ING Group would have a fully loaded CET1 of
13.99% in 2020. Under the hypothetical adverse scenario and EBA’'s methodological instructions,
ING Group would have a fully loaded CET1 ratio of 10.70% in 2020 without management actions.

EBA will launch a new stress test exercise in January 2020 and is expected to publish the results by
July 2020.

Deposit Schemes

In the Netherlands and other jurisdictions, deposit guarantee schemes and similar funds
(‘Compensation Schemes') have been implemented from which compensation may become
payable to customers of financial services firms in the event the financial service firm is unable to
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pay, or unlikely to pay, claims against it. In many jurisdictions in which we operate, these
Compensation Schemes are funded, directly or indirectly, by financial services firms which operate
and/or are licensed in the relevant jurisdiction. ING Bank is a participant in the Dutch Deposit
Guarantee Scheme (‘DGS’), which guarantees an amount of EUR 100,000 per person per bank
(regardless of the number of accounts held). On the basis of the EU Directive on deposit guarantee
schemes, ING pays quarterly risk-weighted contributions into a DGS-fund. The DGS-fund is to grow
to a target size of 0.8% of all deposits guaranteed under the DGS, which is expected to be reached
in July 2024. In case of failure of a Dutch bank, depositor compensation is paid from the DGS-fund.
If the available financial means of the fund are insufficient, Dutch banks, including ING, may be
required pay to extraordinary ex-post contributions not exceeding 0.5% of their covered deposits
per calendar year. In exceptional circumstances and with the consent of the competent authority,
higher contributions may be required. However, extraordinary ex-post contributions may be
temporarily deferred if, and for so long as, they would jeopardise the solvency or liquidity of a bank.

Since 2015, the EU has been discussing the introduction of a pan-European deposit guarantee
scheme (‘EDIS’), (partly) replacing or complementing national compensation schemes in two or
three phases. Proposals contain elements of (re)insurance, mutual lending and mutualisation of
funds. The new model is intended to be ‘overall cost-neutral’. Discussions have continued in 2019,
but it remains uncertain when EDIS will be introduced.

Payment Services Directive 2 (PSD2)

PSD2 entered into force in January 2018 and responds to technical change and a variety of
developments in the payments domain. It fosters innovation and competition by promoting non-
discriminatory access to payment systems and accounts, including the newly introduced account
information services and payment initiation services. Customers benefit from greater transparency
of costs and charges, PSD2's extended geographical reach and being applicable to transactions in
any currency, a reduction of the maximum liability for unauthorized transactions and a backstop
date for complaint resolution. Finally, to combat cybercrime and online fraud, PSD2 continues the
trend towards enhancing the security around the making of payments, e.g. by the introduction of
strong customer authentication. It consists of two factor authentication, to be performed every
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time a payer accesses its payment account online or initiates electronic remote payment
transactions. The Regulatory Technical Standards for strong customer authentication and common
and secure communication provide further requirements to implement the strict security
requirements for payment service providers in the EU.

Benchmark Regulation

The London Interbank Offered Rate (‘LIBOR’), the Euro OverNight Index Average (‘EONIA’), the Euro
Interbank Offered Rate (‘EURIBOR’) and other interest rates or other types of rates and indices
which are deemed to be ‘benchmarks’ are the subject of ongoing national and international
regulatory reform. On 8 June 2016, the EU adopted a Regulation (the ‘Benchmarks Regulation’) on
indices (such as LIBOR and EURIBOR) used in the EU as benchmarks in financial contracts. The
Benchmarks Regulation became effective as of 1 January 2018. It provides that administrators of
benchmarks used in the EU generally must be authorised by or registered with regulators no later
than 1 January 2020, and that they must comply with a code of conduct designed primarily to
ensure reliability of input data, governing issues such as conflicts of interest, internal controls and
benchmark methodologies. Furthermore, on 27 July 2017 the FCA announced that it will no longer
persuade or compel banks to submit rates for the calculation of the LIBOR benchmark after 2021.
The announcement indicates that the continuation of the LIBOR on the current basis cannot and
will not be guaranteed after 2021. In addition, as of October 2019, the new euro risk-free rate euro
short-term rate (€STR) is being published and the EONIA benchmark was reformed, making it
dependant to the €STR benchmark. The reformed EONIA benchmark will cease to exist by 1
January 2022 and therefore the European Money Markets Institute (EONIA’s administrator) has
indicated that EONIA cannot be used in any contracts that will be outstanding as of 1 January
2022. Public authorities have initiated industry working groups in various jurisdictions to search for
and recommend alternative risk-free rates that could serve alternatives if current benchmarks like
LIBOR and EONIA cease to exist or materially change. The work of these working groups is still
ongoing, though certain of such organizations have advanced proposals for benchmark
replacements. For example, the US Federal Reserve’s Alternative Reference Rates Committee
(commonly referred to as ‘ARRC’) has recommended adoption of the Secured Overnight Financing
Rate (commonly referred to as ‘SOFR’) as an alternative to US dollar LIBOR.
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Financial Transaction Taxes

In February 2013, the EC adopted a proposal setting out the details of a financial transaction tax
(‘FTT") under the enhanced cooperation procedure, to be levied on transactions in financial
instruments by financial institutions if at least one of the parties to the transaction is established in
the financial transaction tax zone (‘FTT-Zone’) or if the instrument which is the subject of the
transaction is issued within the territory of a Member State in the FFT-Zone. 10 Member States have
indicated they wish to participate in the FTT (Austria, Belgium, France, Germany, Greece, Italy,
Portugal, Slovakia, Slovenia and Spain). The initial proposal contemplated that the FTT would enter
into effect on 1 January 2014, which would have then required us to pay a tax on transactions in
financial instruments with parties (including Group affiliates) located in such FTT-zone. However,
the FTT remains subject to negotiation between the participating Member States and currently it is
uncertain whether and in what form and by which Member States the FTT will be adopted. The
implementation date of any FTT will thus depend on the future approval by participating Member
States in the Council, consultation of other EU institutions, and the subsequent transposition into
local law.

For additional information regarding requlatory developments, including with respect to the 5%
AML Directive, FATCA, CRS, DAC6 and MIFID I, see also this Form 20F 2019, under “Additional
Information - ING Group Risk Management- Compliance Risk- Regulatory Developments”.
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Know your customer (KYC)

ING is committed to the preservation of its reputation and integrity through compliance with
applicable laws, regulations and ethical standards in each of the markets in which it operates. All
employees are expected to adhere to these laws, regulations and ethical standards, and
management is responsible for ensuring such compliance. Compliance is therefore an essential
ingredient of good corporate governance. As gatekeepers of the financial system we have
obligations to safeguard trust in that system and prevent misuse. However, money laundering is
not contained within a single country or jurisdiction, it is a global challenge that impacts the entire
financial system. ING, like all other participants in the financial services industry, has an important
role to play in helping to combat financial economic crime. We contribute knowledge and capacity
to various public-private partnerships fighting financial crime. We believe we can be even more
effective in safequarding the financial system if we join forces and work with other banks and with
national and European authorities and law enforcement to identify and manage the financial
economic crime risks better, taking all relevant laws and regulations into account. Improving the
way we manage compliance risk, especially when it comes to preventing criminals from misusing
the financial system, is a key priority for ING.

KYC policy framework

The know your customer (KYC) policy and related control standards (‘KYC policy framework’) sets
the minimum requirements and control objectives for all ING entities to guard against involvement
in financial crime activity. The KYC policy framework reflects relevant national and international
laws, regulations and industry standards related to financial economic crime (money laundering,
terrorist financing), export trade controls, proliferation financing, sanctions (economic, financial and
trade), countries designated by ING as ultra high risk countries (UHRC), CTI, FATCA, CRS, and (parts
of) ESR. The KYC policy framework is mandatory and applies to all ING entities, majority-owned ING
business, businesses under management control, staff departments, product lines and to all
customer engagements and transactions. The KYC Policy Framework reflects relevant national and
international laws, requlations and industry standards related to business partners and overarching
requirements with regards to record retention, training and awareness. The management of ING

2019 ING Group Annual Report on Form 20-F

62

Part Ill Additional Information Financial Statements

entities also includes local procedures aimed at enabling them to comply with local laws and
regulations and the KYC Policy Framework. Where local laws and requlations are more stringent,
these more stringent local laws and regulations are applied.

As a result of frequent evaluation of the businesses from economic, strategic and risk perspective
ING continues to believe that for business reasons doing business involving certain specified
countries should be discontinued. In that respect, ING has a policy not to enter into new
relationships with clients from these countries and processes remain in place to discontinue
existing relationships involving these countries. At present these countries are Cuba, Iran, North
Korea, Sudan and Syria.

In addition to addressing financial economic crime-related requirements, the KYC policy framework
also reflects KYC-related requirements of the FATCA/CRS policy, as well as certain elements of the
Environmental Social Risk policy.

KYC enhancement programme

In 2017, ING began implementation of its KYC enhancement programme across all customer

segments and in all ING business units. The KYC enhancement programme consists of, among

other things:

- Enhancing selected customer due diligence files to improve customer documentation, customer
data and identity verification;

- Working on structural solutions to become sustainably better in the execution of our KYC policies,
tooling, monitoring, governance and knowledge and behaviour; and

- Assessing selected past transactions and follows the applicable reporting process should any
unusual transactions be identified.

In September 2018, ING announced that it had reached a settlement agreement with the Dutch
Public Prosecutor related to an investigation that found serious shortcomings in the execution of
customer due diligence and transaction monitoring requirements related to fighting financial
economic crime, and announced steps to further enhance its management of compliance risks and
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embed stronger awareness across the whole organisation as part of the KYC enhancement
programme.

In 2019, we continued the implementation of the KYC enhancement programme, and had more
than 4,000 FTEs working on KYC-related activities globally. In March 2019, ING in Italy took steps to
improve its KYC processes and compliance risks in line with the global KYC enhancement
programme after the Italian central bank identified shortcomings in anti-money laundering
processes. This was based on an inspection conducted from October 2018 to January 2019. In
consultation with the Banca d'ltalia, ING agreed to refrain from taking on new customers in Italy
while further discussions on the enhancement plans took place. ING continued to fully serve

existing clients in Italy while working to address the shortcomings and resolve the issues identified.

Please refer to Note 46 ‘Legal proceedings’ to the consolidated financial statements for more
information.

In 2019, as part of our commitment to enhance the way we manage compliance risks and embed
stronger awareness across the whole organisation, we also took the following steps across our five
KYC pillars:

- Policies and risk: This pillar focuses on the development and roll out of a global KYC policy, a
global KYC risk appetite statements and KYC risk assessments on customers, capability structure
and maturity assessments.

- In 2019, we updated the new KYC policy, which integrated all existing policies related to anti-

money laundering, financial economic crime and customer due diligence. It came into effect in

July. (See section ‘KYC policy framework’ above).

- The global KYC policy may be stricter than local requirements, in which case the global risk

appetite statement is used as the starting point to execute a uniform risk assessment and to

determine the local KYC-related risk appetite.

- As part of our due diligence process we updated the environmental and social risk (ESR)

framework, which helps us make transparent choices about who and what we finance. All
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customers undergo an initial ESR check as part of the onboarding process. (See ‘Environmental and
social risk framework’ in the credit risk chapter for more information)

- We implemented a systematic integrated risk approach (SIRA) in all business lines globally.
Driven by data, the SIRA provides guidance on KYC integrity risks and helps determine which
customers to accept/continue and the type and frequency of monitoring. It takes into account
elements such as where the customer is located and the type of product and sector they are active
in. The KYC integrity risks are reviewed each year.

- Tooling: This pillar aims to improve processes and tooling around customer due diligence,
screening and monitoring. This entails rolling out a bank-wide KYC digital service and fulfilling
client acceptance and maintenance life cycle on one global digital platform. In addition, all
required screening components (name screening, pre-transaction screening, adverse media
screening) are incorporated into the client acceptance due diligence process. Once a customer is
onboarded, ongoing screening and monitoring of transactions can then be activated. Steps taken
in 2019 included:

- Developed new customer due diligence case management modules for Private Banking

clients in Luxembourg, and mid-corporates in Poland, which is to be rolled out in other countries

with similar client segments.

- The target adverse media screening tool was rolled out in most locations

- Innovating to automate and improve KYC processes. In 2019, we developed a ‘smurfing’ tool,

which uses artificial intelligence to detect instances of smurfing when large fraudulent transactions

are broken up into smaller transactions that will not be flagged by conventional monitoring
systems. And we are developing a virtual alerts handler that uses artificial intelligence to reduce
the number of false positives, freeing up KYC staff to concentrate on those alerts that do require
attention.

- In September 2019, an anomaly detection tool went live to monitor the payment flow of ING’s

correspondent banking clients. Developed by ING, the tool uses advanced analytics to detect

changes in behaviour that could indicate money laundering or other financial economic crime. The
approach for innovations is per country and business line and based on success will be scaled up
and rolled out in other locations.
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= Monitoring and screening: This pillar entails translating risk assessment outcomes into scenarios
and alert definitions that can be applied in transaction monitoring. This includes the design and
definitions of the applicable financial economic crime and client activity monitoring scenarios
tailored to the entity yet based on a global set, building alert definitions (including data feeds)
and validating and testing the approach from risks to alerts.
- In 2019, we introduced the new standard transaction monitoring tooling in the first countries.
This includes risk-based scenarios, with follow-up for handling alerts and reporting suspicious
activity.
- In May 2019, the first version of the global transaction monitoring (TM) control guidance
came into effect. It outlines the adoption of a uniform TM methodology framework to mitigate
financial economic crime risks.
- In September 2019, ING partnered with four other Dutch banks to explore options to jointly
monitor payment transactions. Transaction Monitoring Netherlands (TMNL) is part of a broader
cooperation with the private sector, government agencies, regulators and law enforcement to
harmonise efforts to fight financial crime and strengthen the resilience of the financial system as a
whole, both on a national and European level. We also work with the Dutch central bank and are a
member of the public-private partnership council of the Dutch Financial Expertise Centre (FEC-RAAD
PPS).
- The increased focus on KYC and our efforts to streamline our operations led to an increased
number of accounts being closed. This includes inactive accounts and accounts of customers who
do not respond adequately to our requests for information. We are also re-evaluating certain client
and business relationships.

- Governance: Under this pillar we are setting up a global KYC governance to ensure decision
making on standards, operations, customer acceptance and continuous improvements. This
started with the appointment of a global head of KYC at the end of 2018 and a global Centre of
Expertise, as well as a Delivery Tribe, who together with the business lines and the second line of
defence (Risk and Compliance functions) are responsible for implementing KYC across the
organisation.
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- In 2019, local KYC Committees were established in the countries/regions and business lines to
manage and steer all KYC-related activities. These committees are overseen by the global KYC
Committee, which drives improvements and ensures alignment between KYC-related projects and
activities. It also monitors all KYC-related costs, helps prioritise activities and steers decisions on
KYC-related issues and developments.

- Client Integrity Risk Committees (CIRCs) were set up in the retail business lines and Wholesale
Banking to steer decisions around client acceptance and exits, based on compliance criteria and
risk appetite. The committee members represent both the first and second lines of defence to
ensure proper decision-making is adhered to.

- Knowledge and behaviour: This pillar focuses on increasing knowledge about KYC, providing
training and carrying out behavioural risk assessments to detect high-risk behaviours,
intervening where necessary.

- Internal communication in 2019 reiterated the importance of non-financial risk and

compliance.

- We set up a global KYC Academy to coordinate a global learning curriculum and provide

expert training for specialist KYC staff and new joiners as well as awareness training for all ING

employees. A new KYC awareness module for all staff is due to be rolled out in 1Q 2020.

- The first behavioural risk assessments in KYC were carried out in the Netherlands, the

Philippines and the US by ING's team of behavioural experts. The outcomes were discussed by

senior management at ING's leadership days in March, as well as with the management teams of

the countries involved and in Wholesale Banking with the intention of changing behaviours to
enhance KYC, starting from the top.

Following on from that, workstreams were set up with senior managers and a number of

interventions were initiated with the aim of changing high-risk behavioural patterns. Another

behavioural risk assessment was conducted at ING in Belgium in the fourth quarter of 2019. We
will start a dialogue in 2020 to dive into the outcomes and root causes of the behavioural patterns
observed.
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Regulatory developments KYC

Compliance with applicable laws and regulations is resource-intensive. Banks continue to be faced
with new and increasingly onerous requlatory requirements. Generally, we expect the scope and
extent of requlations in the jurisdictions in which we operate to continue to increase.

Regulation is becoming more extensive and complex. An example is the implementation of DAC6
which like FATCA and CRS requires financial institutions to report detailed client-related information
to the competent authorities. Customer due diligence (CDD), (sanctions) screening and transaction
monitoring impose requirements on financial institutions to maintain appropriate policies,
procedures and controls to detect, prevent and report to the competent authorities on e.g. money
laundering and terrorist financing.

The increasing requlatory scrutiny drives the need to continuous change in the various processes,
procedures and IT systems. In some situations the applicable laws and regulations, at local and/or
at global level, seem to be conflicting with each other, which imposes a significant challenge on
banks as part of the implementation of requirements. In addition, the timeline for implementation
of those new/changed requirements is sometimes very short, which is challenging in general, yet
especially in IT development. Obviously ING will continuously work on embedding the processes
and procedures reflecting the applicable requirements in our IT systems and data sources, driving a
business environment which is compliant by desire and design, and will execute ongoing training
and awareness to develop its people to have the right knowledge and skills.

That also accounts for risks deriving from new technologies. As an innovative bank, ING
continuously monitors regulatory developments to make risk assessments and define the banks
risk appetite. Reqgulations on distributed ledger technology and business developments in this area
are as rapid and impactful as the accompanying risks.

5th AML Directive

In addition, the 5th AML Directive will be implemented in the Netherlands. The 5th AML Directive
was originally adopted by the EU Council in June 2018, with the aim of addressing means of
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terrorist financing, increasing transparency to combat money laundering and helping to
strengthen the fight against tax avoidance. The most important aspects of the 5th AML Directive
involve the (anti money-laundering) risks relating to the use of virtual currencies, the improvement
of information exchange between supervising authorities, and the introduction of beneficial
ownership registers for corporate and other legal entities.

ING expects to revise the KYC policy framework to reflect the requirements of the 5th AML Directive.
Prior to the adoption of the 5th AML Directive, European supervisory authorities (ESAs) had
previously issued their final guidelines on risk factors, which came into force in June 2018. These
guidelines promote a common understanding of the risk-based approach to anti-money
laundering/combatting terrorist financing (AML/CFT) and set out how it should be applied in the
context of the 4th AML Directive. These guidelines are currently in the process of being updated, in
order to support firms’ AML/CFT compliance efforts and enhance the ability of the EU’s financial
sector to effectively deter and detect money laundering/terrorist financing. The ESAs published a
consultation version of the updated guidelines on 5 February 2020. The final updated guidelines are
expected to come into force in the course of 2020. Furthermore, in September 2017, the ESAs
issued their final guidelines to prevent the abuse of funds transfers for terrorist financing and
money laundering purposes. These guidelines came into force in June 2018.

Policy with respect to certain countries

As a result of frequent evaluation of all businesses from economic, strategic and risk perspective
ING continues to believe that for business reasons doing business involving certain specified
countries should be discontinued. In that respect, ING has a policy not to enter into new
relationships with clients from these countries and processes remain in place to discontinue
existing relationships involving these countries. At present these countries are Cuba, Iran, North
Korea, Sudan and Syria.

ING Bank maintains a limited legacy portfolio of guarantees, accounts, and loans that involve
various entities with a connection to Iran. These positions remain on the books but certain accounts
related thereto are ‘frozen’ where prescribed by applicable laws and procedures and in all cases
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subject to increased scrutiny within ING Bank. Specifically, ING Bank has controls in place to monitor
transactions related to these accounts. ING Bank may receive loan repayments, duly authorised by
the relevant competent authorities where prescribed by applicable laws. For the calendar year
2019, ING Group had revenues of approximately USD 276.774. ING Group estimates that it had a
net profit of approximately USD 16.599.

Sanctions developments

The Ukraine-/Russia-related sanctions imposed by both the US and the EU remained in force. In
2019 the US added sanctions regarding the Nordstream 2 pipeline.

The US also added sanctions against Venezuela in 2019, aimed amongst others at assets from the
government of Venezuela.

With respect to Cubag, the US lifted in 2019 the suspension of the private right of action under Title
Il of the Helms-Burton Act. This allows former owners of properties expropriated by the Cuban
government to bring claims before the U.S. courts against foreign companies alleged to have
“trafficked” with those properties.

In 2020, the US imposed new sanctions on Iran. The EU blocking requlation remained in force. The
EU revised this regulation in 2018 in response to the U.S. withdrawal from the Joint Comprehensive
Plan of Action. The regulation aims to shield EU companies from U.S. sanctions on Iran, in part by
prohibiting European companies from complying with the sanctions the EU considers to be
“extraterritorial” in nature.

With a view to these ongoing developments ING continuously evaluates its sanctions compliance
controls to respond to risks of new or expanding sanctions regimes.
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C. Organizational structure

General

ING Groep N.V., a publicly-listed company, is the parent of one main legal entity: ING Bank N.V. (ING
Bank). ING Bank is the parent company of various Dutch and foreign banks.

Principal Group Companies
Reference is made to Exhibit 8 “List of subsidiaries of ING Groep N.V.”

D. Property, plants and equipment

ING predominantly leases the land and buildings used in the normal course of its business. In
addition, ING has invested in land and buildings. Management believes that ING's facilities are
adequate for its present needs in all material respects.

For information on property, plants and equipment, reference is made to Note 9 ‘Property and
equipment’, for information on lease liabilities reference is made to Note 17 ‘Other liabilities’ and
for information on investment properties reference is made to Note 11 ‘ Other assets’ in the
consolidated financial statements.

Item 4A. Unresolved Staff comments

Not applicable.

Iltem 5. Operating and financial review and prospects

The following operating and financial review and prospects should be read in conjunction with the
consolidated financial statements and the related Notes thereto included elsewhere herein. The
consolidated financial statements have been prepared in accordance with IFRS-IASB. Unless
otherwise indicated, financial information for ING Group included herein is presented on a
consolidated basis under IFRS-IASB.
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A. Operating results

Factors affecting results of operations

ING Group's results of operations are affected by demographics, regulations and by a variety of
market conditions, including economic cycles, banking industry cycles and fluctuations in stock
markets, interest and foreign exchange rates, political developments and client behavior changes.
For further information on requlations reference is made to “Item 4. Information on the Company -
Regulation and Supervision”. For further information on other factors that can impact ING Group’s
results of operations, reference is made to “ltem 3. Key information - Risk Factors” for more factors
that can impact ING Group’s results of operations.

Financial environment

Global economic developments

Being a global financial services company, ING's revenues and earnings are affected by the
volatility and strength of the economic, business, liquidity, funding and capital markets
environments specific to the geographic regions in which we do business. This includes operations
in both advanced economies, as well as emerging economies.

Against a backdrop of continuing US-China trade tensions, prolonged uncertainty on Brexit and
reduced US fiscal stimulus, global economic growth weakened throughout 2019. The global
economic growth rate fell to its lowest level in a decade.

In addition, the first months of 2020 were marked by the spread of corona (COVID-19) virus-linked
infections in and beyond China, negatively affecting Chinese manufacturing and trade, and posing
the threat of significant disruption to global supply chains, global manufacturing, travel and
tourism, investment and consumer spending.
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Advanced economies

Global economic growth slowed in 2019, with a decline in trade and industrial output as well as a
weakening in the services sector. In the US, economic momentum slowed as the positive effects of
2018's fiscal stimulus ebbed away and confidence slipped against the background of increased
trade tariffs. Economic growth in Netherlands, Belgium and Luxembourg remained strong despite
the weak global trade environment and remains above the eurozone average. In Germany,
economic growth came to a near standstill during the year due to several factors combined with
weak external demand. In Italy, economic growth was minimal as an uncertain fiscal outlook took
its toll on domestic demand. Consistent with slowing economic growth, inflation slowed or
remained low in major advanced economies.

Deteriorating economic sentiment and expectations about monetary policy easing drove bond
yields down in most advanced economies. Yields on 10-year US government bonds fell to the
lowest level since July 2016, and the yield on 10-year German government bonds reached a record
low of -0.73 percent in August. As a result, sovereign yield curves were partially inverted in most
advanced economies.

Both the level of interest rates and the difference between short and long-term rates (the ‘slope’ of
the yield curve) impact our net interest income. Given our geographical footprint, eurozone rate
developments are more important for us than US ones.

Prospects for weaker economic growth and lower inflation induced both the US Federal Reserve
and the ECB to loosen monetary policy.

The historically low, and even negative, interest rates in the eurozone make it challenging for banks
to maintain positive income in the form of a margin between traditional saving and lending
activities.
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Emerging economies

Central banks in some of the main emerging market economies eased policy to pre-empt a further
deterioration of economic circumstances. Brazil, India, Korea and Mexico, among others, lowered
their policy rate.

Economic growth in Asia was negatively impacted by the imposition of import tariffs and related
uncertainty about global trade. In Ching, already in the midst of a structural slowdown, economic
growth slowed to its lowest rate in 29 years. To address this adverse external environment, both
fiscal and monetary stimuli were introduced.

Poland continued to be resilient to slowing growth in the eurozone and the economic slowdown in
Turkey found a floor. Falling inflation and a return of investor confidence in Turkey contributed to a
general decline in interest rates.

How exchange rates responded

Exchange rate fluctuations have an influence on the business of a globally operating bank like ING,
including in the areas of profitability and funding. Several factors in the course of the year
contributed to the exchange rate of the euro weakening against the dollar. These included yields in
the euro area persistently being below those of the US, uncertainty around the possibility of a
broadening of the US trade dispute from China to Europe, and the negative fall-out on economic
activity of a possible no-deal Brexit.

During the year, the British pound’s performance against the euro was erratic, mostly driven by

changing market expectations about the possibility of the UK leaving the EU with or without a
withdrawal agreement.
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Brexit factor

Brexit continued to dominate 2019, with the UK finally leaving the EU on 31 January 2020.
Milestones in the year included British Prime Minister Theresa May making way for Boris Johnson,
several extensions to withdrawal dates, and a snap general election, which the Conservatives won
by a landslide in December.

In 2019, the financial sector, reqgulators and banks alike put tremendous effort into preparing for all
Brexit scenarios, with the aim of ensuring the resilience of the banking sector even in the face of a
no-deal scenario. For banks, the implementation of their contingency planning was a key priority.
On the legislative side, EU and UK regulators took the necessary steps ensuring operational
continuity.

ING took several steps to prepare for Brexit, making various adaptations to ensure a smooth
transition. Following Brexit, the European Central Bank (ECB) was set to classify the UK as a non-EU
or third country. As a consequence, ING has made the decision to move a number of EU-related
trading operations to a location within the EU. Brussels was chosen due to its existing
infrastructure.

The proposed changes by no means dilute the importance of the UK as one of ING's major
Wholesale Banking hubs. The UK centres of expertise, including Financial Markets, support ING’s
clients and its teams in other countries and regions across the globe. The UK team will continue to
be an important pillar for ING.

Fluctuations in equity markets

Our banking operations are exposed to fluctuations in equity markets. ING maintains an
internationally diversified and mainly client-related trading portfolio. Accordingly, market
downturns are likely to lead to declines in securities trading and brokerage activities which we
execute for customers and therefore to a decline in related commissions and trading results. In
addition to this, ING also maintains equity investments in its own non-trading books. Fluctuations in
equity markets may affect the value of these investments.
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Fluctuations in interest rates

Our banking operations are exposed to fluctuations in interest rates. Mismatches in the interest re-
pricing and maturity profile of assets and liabilities in our balance sheet can affect the future
interest earnings and economic value of the bank's underlying banking operations. In addition,
changing interest rates may impact the (assumed) behavior of our customers, impacting the
interest rate exposure, interest hedge positions and future interest earnings, solvency and
economic value of the bank’s underlying banking operations. In the current low (and in some cases
negative) interest rate environment in the Eurozone, the stability of future interest earnings and
margin also depends on the ability to actively manage pricing of customer assets and liabilities.
Especially, the pricing of customer savings portfolios in relation to re-pricing customer assets and
other investments in our balance sheet is a key factor in the management of the bank’s interest
earnings.

Fluctuations in exchange rates

ING Group is exposed to fluctuations in exchange rates. Our management of exchange rate
sensitivity affects the results of our operations through the trading activities and because we
prepare and publish our consolidated financial statements in euros. Because a substantial portion
of our income, expenses and foreign investments is denominated in currencies other than euros,
fluctuations in the exchange rates used to translate foreign currencies, particularly the U.S. Dollar,
Pound Sterling, Turkish Lira, Chinese Renminbi, Australian Dollar, Japanese Yen, Polish Zloty, Korean
Won, the Indian Rupee, Brazilian Real, Singapore Dollar, Thai Baht and Russian Ruble into euros can
impact our reported results of operations, cash flows and reserves from year to year. Fluctuations
in exchange rates will also impact the value (denominated in euro) of our investments in our non-
euro reporting subsidiaries. The impact of these fluctuations in exchange rates is mitigated to some
extent by the fact that income and related expenses, as well as assets and liabilities, of each of our
non-euro reporting subsidiaries are generally denominated in the same currencies. FX translation
risk is managed by taking into account the effect of translation results on the Core Equity Tier 1
ratio (CET1).
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Critical Accounting Policies

A number of new or amended standards became applicable for the current reporting period.
ING Group changed its accounting policies in 2019 as a result of adopting IFRS 16 ‘Leases’

The other changes in standards and amendments did not have a significant impact on ING Group’s
accounting policies.

For detailed information regarding ING's accounting policies, including changes in accounting
policies, reference is made to Note 1 ‘Accounting Policies’ to the consolidated financial statements.

Consolidated result of operations

ING Group’s management evaluates the results of ING Group’s banking segments using a non-IFRS
financial performance measure called underlying result. To give an overview of the underlying
result measure, we also present consolidated underlying result before tax and underlying net
result. Underlying figures are derived from figures determined in accordance with IFRS-IASB by
excluding the impact of special items, adjustment of the EU ‘IAS 39 carve-out’ and Insurance Other.
Special items consist of items of income or expense that are significant and arise from events or
transactions that are clearly distinct from ordinary operating activities. The adjustment of the EU
‘IAS 39 carve-out’ refers to the fact that ING Group applies fair value hedge accounting for portfolio
hedges of interest rate risk (fair value macro hedges) in accordance with the EU “carve-out” version
of IAS 39. No hedge accounting is applied to these derivatives under IFRS-IASB. Insurance Other
reflects (former) insurance related activities that are not part of the discontinued operations.

While items excluded from underlying result are significant components in understanding and
assessing the Group’s consolidated financial performance, ING Group believes that the presentation
of underlying net result is relevant and useful for investors because it allows investors to
understand the primary method used by management to evaluate the Group’s operating
performance and make decisions about allocating resources. In addition, ING Group believes that
the presentation of underlying net result helps investors compare its segment performance on a
meaningful basis by highlighting result before tax attributable to ongoing operations and the
underlying profitability of the segment businesses. For example, ING believes that trends in the
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underlying profitability of its segments can be more clearly identified by disregarding the effects of
special items and the impact of the IAS39 carve-out adjustment. ING Group believes that the most
directly comparable GAAP financial measure to underlying net result is net result. However,
underlying net result should not be regarded as a substitute for net result as determined in
accordance with IFRS-IASB. Because underlying net result is not determined in accordance with
IFRS-IASB, underlying net result as presented by ING may not be comparable to other similarly
titled measures of performance of other companies. In addition, ING Group’s definition of
underlying net result may change over time.

The section Segment Reporting Banking Operations on the next pages presents the segment results
on the basis of the performance measure underlying result.

For further information on underlying result for the Banking activities, as well as the reconciliation

of our segment underlying result before tax to our net result, see Note 34 ‘Segments’ in the
consolidated financial statements.
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Group Overview

The following table sets forth the consolidated results of ING Group in accordance with IFRS-IASB for
the years ended 31 December 2019, 2018 and 2017:

IFRS-IASB Consolidated Income Statement

Amounts in millions of euros 2019 2018 2017
Continuing operations

Interest income 28,163 28,129 43,890
Interest expense 14,353 14,169 30,243
Net interest income 13,811 13,960 13,647
Net fee and commission income 2,868 2,798 2,710
Investment and Other income 446 1,566 2,233
Total income 17,125 18,324 18,590
Operating expenses 10,353 10,682 9,829
Addition to loan loss provisions 1,120 656 676
Total expenditure 11,472 11,338 10,505
Result before tax 5,653 6,986 8,085
Taxation 1,652 2,116 2,539
Net result from continuing operations 4,001 4,869 5,546
Non-controlling interests from continuing operations 99 108 82
Net result IFRS-IASB 3,903 4,761 5,464
Reconciliation from IFRS-IASB to ING Group’s underlying results

Amounts in millions of euros 2019 2018 2017
Net result IFRS-IASB 3,903 4,761 5,464
-/- Special items ! -775 0
-/- Adjustment of the EU 'IAS 39 carve-out' -878 58 559

-/- Insurance Other 90 -52

Underlying net result 4,781 5,389 4,957
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1. Special items: settlement agreement with the Dutch authorities on regulatory issues as announced on 4
September 2018 (EUR -775 million, 2018); tax charge of EUR 121 million at ING Australia Holdings Ltd related to
the years 2013-2017, for which a full reimbursement is expected to be received from NN Group (impact on net
result EUR O million, 2017).

Year ended 31 December 2019 compared to year ended 31 December 2018

In 2019, ING showed solid commercial performance despite the challenging rate environment,
geopolitical uncertainties and demanding regulatory environment. However, the net result declined
18.0% to EUR 3,903 million in 2019 from EUR 4,761 million in 2018, which has been negatively
affected by the EUR 775 million settlement agreement with the Dutch authorities on reqgulatory
issues that was recorded as a special item. The net result in 2019 also included EUR 878 million
drop in fair value changes on derivatives related to asset-liability-management activities (including
a negative impact under interest income of ending some hedge relationships), with the EU carve-
out version of IAS 39 applied. In 2019, there were no results from Insurance Other as ING sold its
last warrants related to its previous Insurance activities in November 2018. The net result in 2018
included EUR 90 million from Insurance Other, reflecting the net result on the warrants on Voya
Financial and NN Group shares.

Underlying net result for 2019 was EUR 4,781 million, a decrease of 11.3% from EUR 5,389 million in

2018. Underlying net result is derived from total net result by excluding the impact from special
items and adjustment of the EU ‘IAS 39’ carve-out and Insurance Other.
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Year ended 31 December 2018 compared to year ended 31 December 2017

ING posted strong commercial results in 2018, but they were negatively affected by the EUR 775
million settlement agreement with the Dutch authorities on regulatory issues. The net result
dropped to EUR 4,761 million from EUR 5,464 million in 2017, primarily due to the settlement
agreement which was recorded as a special item. In 2017, there was a special item related to a EUR
121 million tax charge at ING Australia Holdings Ltd, for which a full reimbursement will be received
from NN Group. Although the bottom-line impact for ING Bank was nil, it affected both the tax and
‘other income' lines. The net result in 2018 also included EUR 58 million increase in fair value
changes on derivatives (including a negative impact under net interest income of ending some
hedge relationships) related to asset-liability-management activities for the mortgage and savings
portfolios in Benelux, Germany and Czech Republic, with the EU carve-out version of IAS 39 applied,
while these fair value changes were EUR 559 million in 2017. Insurance Other added EUR 90 million
to the net result, compared with a EUR 52 million loss in 2017. Insurance Other mainly comprised
the net result on the warrants on Voya Financial and NN Group shares. ING sold its remaining part
of warrants on the shares of Voya Financial in March 2018, while the warrant agreement between
NN Group and ING was terminated in November 2018.

Underlying net result for 2018 was EUR 5,389 million, an increase of 8.7% from EUR 4,957 million in
2017. Underlying net result is derived from total net result by excluding the impact of special items,
adjustment of the ‘EU IAS 39 carve-out’ and Insurance Other.
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Segment Reporting

ING Group evaluates the results of its banking segments using a non-IFRS financial performance
measure called underlying result. Underlying result is derived from result determined in
accordance with IFRS-IASB by excluding the impact of special items, adjustment of the ‘EU IAS 39
carve-out’ and Insurance Other.

Because underlying result is not determined in accordance with IFRS-IASB, underlying result as
presented by ING may not be comparable to other similarly titled measures of performance of
other companies. The underlying result of ING's segments is reconciled to the Net result as reported
in the IFRS-IASB Consolidated profit or loss account.

The published 2019 Annual Accounts of ING Group includes financial information in accordance
with International Financial Reporting Standards as adopted by the European Union (IFRS-EU). The
segment reporting in the annual report on Form 20-F has been prepared in accordance with
International Financial Reporting Standards as issued by the International Accounting Standards
Board (IFRS-IASB) for consistency with the other financial information contained in this report. The
difference between the accounting standards is reflected in the Wholesale segment, and in the
geographical segments the Netherlands, Belgium, Germany and Other Challengers. Reference is
made to Note 1 ‘Accounting Policies’ for a reconciliation between IFRS-EU and IFRS-IASB.

The information presented in this section is in line with the information presented to the Executive
Board and Management Board Banking.

For further information on underlying result for the Banking activities, as well as the reconciliation
of our segment underlying result before tax to our net result, see Note 34 ‘Segments’ in the

consolidated financial statements.

ING Group's segments are based on the internal reporting structures. The following table specifies
the segments by line of business and the main sources of income of each of the segments:
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Retail Netherlands (Market Leaders)

Income from retail and private banking activities in the Netherlands, including the SME and mid-
corporate segments and the Real Estate Finance portfolio related to Dutch domestic mid-
corporates. The main products offered are current and savings accounts, business lending,
mortgages and other consumer lending in the Netherlands.

Retail Belgium (Market Leaders)

Income from retail and private banking activities in Belgium (including Luxembourg), including the
SME and mid-corporate segments. The main products offered are similar to those in the
Netherlands.

Retail Germany (Challengers and Growth Markets)
Income from retail and private banking activities in Germany (including Austria). The main products
offered are current and savings accounts, mortgages and other customer lending.

Retail Other (Challengers and Growth Markets)
Income from retail banking activities in the rest of the world, including the SME and mid-corporate
segments in specific countries. The main products offered are similar to those in the Netherlands.

Wholesale Banking

Income from wholesale banking activities. The main products are: lending, debt capital markets,
working capital solutions, export finance, daily banking solutions, treasury and risk solutions, and
corporate finance.

The accounting policies of the segments are the same as those described in Note 1 ‘Accounting
policies’ in the consolidated financial statements. Transfer prices for inter-segment transactions are
set at arm’s length. Corporate expenses are allocated to business lines based on time spent by
head office personnel, the relative number of staff, or on the basis of income, expenses and/or
assets of the segment.
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As of 1 January 2019, the Real Estate Finance portfolio related to Dutch domestic mid-corporates,
which was included under Wholesale Banking, has been transferred to Retail Netherlands in order
to define clearer roles and responsibilities. The presentation of previously reported underlying profit
and loss amounts has been adjusted to reflect this change.

Corporate Line Banking

In addition to these segments, ING Group reconciles the total segment results to the total result of
Banking using Corporate Line Banking. The Corporate Line Banking is a reflection of capital
management activities and certain income and expense items that are not allocated to the
banking businesses, including a higher VAT refund in 2019 as well as a EUR 119 million gain from
the release of a currency translation reserve following the sale of ING's stake in Kotak Mahindra
Bank and the recognition of a EUR 79 million receivable related to the insolvency of a financial
institution (both recorded under income). Furthermore, the Corporate Line Banking includes the
isolated legacy costs (mainly negative interest results) caused by the replacement of short-term
funding with long-term funding during 2013 and 2014. ING Group applies a system of capital
charging for its banking operations in order to create a comparable basis for the results of business
units globally, irrespective of the business units’ book equity and the currency they operate in.
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Banking Operations

The following table sets forth the contribution of ING’s banking business lines and the corporate line
banking to the underlying net result for each of the years 2019, 2018 and 2017.

Retail Retail Retail Retail  Wholesale Corporate Total

ir::'laor::lirsgi:ornsi;lliE:;eor::::ozsom Banking Banking  Banking Other Banking Line

Netherlands Belgium Germany Banking
Underlying income:
- Net interest income 3,541 1,907 1,579 2,787 3,794 470 14,079
- Net fee and commission income 674 374 268 423 1,135 -6 2,868
- Total investment and other income 290 161 138 298 369 103 1,360
Total underlying income 4,505 2,442 1,985 3,509 5,298 568 18,306
Underlying expenditure:
- Underlying operating expenses 2,210 1,609 1,080 2,210 2,937 307 10,353
- Additions to loan loss provision 91 186 -53 364 532 0 1,120
Total underlying expenditure 2,301 1,794 1,027 2,574 3,469 307 11,472
Underlying result before taxation 2,204 647 957 935 1,830 261 6,834
Taxation 558 192 328 234 464 179 1,955
Non-controlling interests 0 0 3 82 14 0 99
Underlying net result 1,646 455 627 619 1,352 82 4,781
Special items
Adjustment of the EU 'IAS 39 carve-out' -878 -878
Net result Banking 1,646 455 627 619 474 82 3,903
Net result Insurance Other
Net result from continuing operations 3,903
Net result IFRS-IASB 3,903
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1 January to 31 December 2018
Amounts in millions of euros

Underlying income:

- Net interest income

- Net fee and commission income

- Total investment and other income

Total underlying income

Underlying expenditure:
- Underlying operating expenses
- Additions to loan loss provision

Total underlying expenditure

Underlying result before taxation
Taxation
Non-controlling interests

Underlying net result
Special items
Adjustment of the EU 'IAS 39 carve-out'

Net result Banking

Net result Insurance Other
Net result from continuing operations
Net result IFRS-IASB

Part | Part Il
Retail Retail Retail Retail  Wholesale Corporate Total
Banking Banking  Banking Other Banking? Line
Netherlands Belgium Germany Banking
1
3,749 1,830 1,671 2,690 3,686 290 13,916
664 371 225 395 1,152 -4 2,803
335 169 76 230 673 -113 1,369
4,747 2,369 1,972 3,315 5,510 173 18,088
2,220 1,610 1,027 2,033 2,771 247 9,907
-41 164 -27 350 210 -1 656
2,179 1,774 1,000 2,383 2,981 246 10,563
2,568 595 972 932 2,529 -72 7,524
626 199 324 200 633 47 2,028
0 6 3 80 19 0 108
1,942 390 646 652 1,877 -119 5,389
-775 -775
58 58
1,942 390 646 652 1,935 -894 4,672
90
4,761
4,761

1 In 2019, the Dutch domestic midcorporates real estate finance portfolio transferred from Wholesale Banking to

Retail Banking Netherlands. Comparative figures have been adjusted.
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1 January to 31 December 2017
Amounts in millions of euros

Underlying income:

- Net interest income

- Net fee and commission income

- Total investment and other income
Total underlying income

Underlying expenditure:

- Underlying operating expenses
- Additions to loan loss provision
Total underlying expenditure

Underlying result before taxation
Taxation

Non-controlling interests

Underlying net result

Special items

Adjustment of the EU 'IAS 39 carve-out'
Net result Banking

Net result Insurance Other

Net result from continuing operations
Net result IFRS-IASB

Additional Information

Financial Statements

Retail Retail Retail Retail  Wholesale Corporate Total
Banking Banking  Banking Other Banking Line
Netherlands Belgium  Germany Banking
3,866 1,842 1,704 2,437 3,639 226 13,714
607 408 215 384 1,102 -3 2,714
256 224 -28 207 919 -301 1,277
4,730 2,473 1,891 3,028 5,660 -78 17,704
2,260 1,584 1,032 1,919 2,744 290 9,829
15 104 -10 284 282 1 676
2,275 1,688 1,022 2,203 3,026 291 10,505
2,455 785 869 825 2,634 -369 7,199
615 296 241 188 832 -13 2,160
0 -2 2 67 15 0 82
1,839 491 625 569 1,788 -356 4,957
0 0
559 559
1,839 491 625 569 2,347 -356 5,516
-52
5,464
5,464
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Year ended 31 December 2019 compared to year ended 31 December 2018

In 2019, ING's banking operations showed solid commercial performance despite the challenging
rate environment, geopolitical uncertainties and demanding regulatory environment. The net
result Banking (including the impact of special items and adjustment of the EU ‘IAS 39 carve-out’)
declined 16.5% to EUR 3,903 million in 2019 from EUR 4,672 million in 2018, which has been
negatively affected by the EUR 775 million settlement agreement with the Dutch authorities on
regulatory issues that was recorded as a special item. The net result was affected by a EUR 936
million negative swing in net contribution of fair value changes on derivatives related to asset-
liability-management activities for the mortgage and savings portfolios in the Benelux, Germany,
France and Czech Republic. These fair value changes are mainly caused by changes in market
interest rates. No hedge accounting is applied to these derivatives under IFRS-IASB.

The underlying net result dropped 11.3% to EUR 4,781 million from EUR 5,389 million. This was in
part due to an increased underlying effective tax rate of 28.6% from 27.0% in 2018, mainly
reflecting higher non-deductible costs, including the cancellation of tax deductibility of interest
expenses on additional Tier 1 instruments in the Netherlands as from 2019. Underlying net result is
derived from total net result by excluding the impact from special items and adjustment of the EU
‘IAS 39’ carve-out.

The underlying result before tax declined 9.2% to EUR 6,834 million in 2019 from EUR 7,524 million
in 2018, primarily due to increased operating expenses and higher risk costs. Commercial
momentum remained solid, albeit at a slower pace than previous year. ING grew net core lending
(adjusted for currency impacts, and excluding Treasury and the run-off portfolios) by EUR 17.2
billion, or 2.9%, and net customer deposits rose by EUR 23.4 billion in 2019. The global retail
customer base grew to 38.8 million at year-end, and the number of primary customers rose during
the year by 0.8 million to 13.3 million.

The underlying income increased 1.2% to EUR 18,306 million from EUR 18,088 million in 2018,
driven by Corporate Line (predominantly one-offs) and Retail Banking, while income in Wholesale
Banking (mainly in Financial Markets and Lending) declined. Net interest income rose 1.2% to EUR
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14,079 million. The increase was driven by higher interest results on customer lending mainly
supported by volume growth, partly offset by lower margins on savings and current accounts. The
total lending margin was slightly up compared with 2018, as the impact of improved interest
margins on mortgages was largely offset by lower margins on other customer lending. ING’s overall
net interest margin remained at 1.54% in 2019.

Net fee and commission income rose 2.3% to EUR 2,868 million. The increase was driven by Retail
Banking with increases in most countries, partly offset by a small decline in Wholesale Banking.
Investment and other income slightly decreased to EUR 1,360 million from EUR 1,369 million in
2018, with a decline in Wholesale Banking, mainly due to negative valuation adjustments in
Financial Markets, and some one-offs. The decline was largely offset by increases in Retail Banking
and Corporate Line. The latter was supported by a EUR 119 million gain from the release of a
currency translation reserve following the sale of ING's stake in Kotak Mahindra Bank and the
recognition of a EUR 79 million receivable related to the insolvency of a financial institution.

Underlying operating expenses increased 4.5% to EUR 10,353 million from EUR 9,907 million in
2018. The increase was visible in all segments, except for Retail Netherlands and Retail Belgium.
Regulatory expenses rose to EUR 1,021 million from EUR 947 million in previous year. Excluding
requlatory costs, expenses were up 4.2%, mainly due to higher KYC-related costs, increased staff
costs and continued investments in business growth, partly offset by costs savings and one-offs
(including a higher VAT refund, recorded in Corporate Line). The cost/income ratio was 56.6%
versus 54.8% in 2018.

The net addition to the provision for loan losses rose to EUR 1,120 million from EUR 656 million in
2018. This increase was mainly caused by a number of large individual files in Wholesale Banking
and higher, but still relatively low risk costs in Retail Netherlands. Risk costs rose to 18 basis points
of average customer lending in 2019, remaining below ING Bank’s through-the-cycle average of
approximately 25 basis points, compared with 11 basis points of average customer lending in 2018.
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Year ended 31 December 2018 compared to year ended 31 December 2017

ING’s banking operations posted strong commercial results in 2018, but they were negatively
affected by the EUR 775 million settlement agreement with the Dutch authorities on reqgulatory
issues. The net result Banking (including the impact of special items and adjustment of the EU ‘IAS
39 carve-out’) dropped to EUR 4,672 million from EUR 5,516 million in 2017, primarily due to the
settlement agreement which was recorded as a special item. In 2017, there was a special item
related to a EUR 121 million tax charge at ING Australia Holdings Ltd, for which a full
reimbursement will be received from NN Group. Although the bottom-line impact for ING was nil, it
affected both the tax and 'other income' lines. The result was negatively affected by a EUR 501
million lower net contribution of fair value changes on derivatives related to asset-liability-
management activities for the mortgage and savings portfolios in the Benelux, Germany and Czech
Republic. These fair value changes are mainly caused by changes in market interest rates. No
hedge accounting is applied to these derivatives under IFRS-IASB.

The underlying net result rose 8.7% to EUR 5,389 million in 2018 from EUR 4,957 million in 2017,
this was partly caused by a lower underlying effective tax rate supported by the tax reforms in
Belgium and the US. Underlying net result is derived from total net result by excluding the impact
from special items and adjustment of the EU ‘IAS 39 carve-out'.

The underlying result before tax rose 4.5% to EUR 7,524 million in 2018 from EUR 7,199 million in
2017, primarily driven by continued business growth at resilient interest margins, higher net fee
and commission income, and slightly lower risk costs. Commercial performance was strong in
2018. ING grew net core lending (adjusted for currency impacts, and excluding Bank Treasury and
the run-off portfolios) by EUR 36.6 billion, or 6.4%, and net customer deposits rose by EUR 19.3
billion in 2018. The global retail customer base grew by one million customers to reach 38.4 million
over the year, and the number of primary customers rose by 1.1 million to 12.5 million.

Total underlying income increased 2.2% to EUR 18,088 million from EUR 17,704 million in 2017. Net
interest income rose 1.5% to EUR 13,916 million, due to an increase of the average balance sheet
total, partly offset by a narrowing of the net interest margin to 1.53% from 1.54% in 2017. The
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increase of the average balance sheet was mainly driven by the continued growth in net core
lending and customer deposits. The interest result on customer lending activities increased driven
by higher volumes at stable margins. The interest result on customer deposits slightly declined, as
the impact of volume growth was more than offset by margin pressure on current accounts (due to
lower reinvestment yields); the interest margin on savings stabilized, mainly due to a further
lowering of client savings rates in several countries. Net interest income was furthermore
negatively affected by a decline in the volatile interest results of Financial Markets. Net fee and
commission income rose 3.3% to EUR 2,803 million. The increase was mainly in Wholesale Banking
(supported by the inclusion of Payvision as from the second quarter of 2018) and most of the Retail
Banking countries, except for Belgium and Turkey. Investment and other income rose to EUR 1,369
million from EUR 1,277 million in 2017, mainly caused by higher valuation results and net trading
income, including improved hedge ineffectiveness results, and one-off results. The increase was
primarily visible in Retail Banking (excluding Belgium) and the Corporate Line. In Wholesale Banking,
investment and other income declined, mainly due to a loss recorded on the intended sale of an
ltalian lease run-off portfolio in 2018, while 2017 included a gain on the sale of an equity stake in
the real estate run-off portfolio.

Underlying operating expenses increased 0.8% to EUR 9,907 million from EUR 9,829 million in 2017.
In 2018, expenses included EUR 947 million of regulatory expenses up from EUR 901 million in the
previous year. Excluding regulatory costs, expenses were up 0.4%, as higher costs for strategic
projects and to support business growth, were largely offset by lower performance-related
expenses and strict cost management. The underlying cost/income ratio improved to 54.8% from
55.5% in 2017.

The net addition to the provision for loan losses declined 3.0% to EUR 656 million from EUR 676
million in 2017. Risk costs were 11 basis points of average customer lending compared with 12
basis points in 2017.
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RETAIL NETHERLANDS
Amounts in millions of euros 2019 20181 2017
Underlying income:
Net interest income 3,541 3,749 3,866
Net fee and commission income 674 664 607

Investment income and other income 290 335 256

Total underlying income 4,505 4,747 4,730
Underlying expenditure:
Underlying operating expenses 2,210 2,220 2,260

Additions to the provision for loan losses 91 -41 15

Total underlying expenditure 2,301 2,179 2,275
Underlying result before tax 2,204 2,568 2,455
Taxation 558 626 615
Non-controlling interests 0 0 0
Underlying net result 1,646 1,942 1,839
Net result 1,646 1,942 1,839

1 Asfrom 2019, Retail Netherlands includes the real estate finance portfolio to Dutch domestic mid-corporates. This portfolio
was transferred from Wholesale Banking to Retail Netherlands in order to define clearer roles and responsibilities. All
comparative figures have been adjusted.

Year ended 31 December 2019 compared to year ended 31 December 2018

Both net result and underlying net result of Retail Netherlands decreased by EUR 296 million, or
15.2%, to EUR 1,646 million in 2019 from EUR 1,942 million in 2018. There were no special items in
2019 and 2018.

The underlying result before tax of Retail Netherlands decreased 14.2% to EUR 2,204 million from
EUR 2,568 million in 2018. This was mainly due to lower income, mainly reflecting lower margins on
customer deposits and lower revenues from Treasury, combined with higher risk costs. Operating
expenses declined slightly.
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Underlying income fell 5.1% to EUR 4,505 million from EUR 4,747 million previous year. The interest
result was 5.5% lower, reflecting margin pressure on savings and current accounts due to lower re-
investment yields and lower revenues from Treasury. This was partly compensated by improved
margins on mortgages. Net core lending (excluding the WUB run-off portfolio and Treasury-related
products) grew by EUR 2.0 billion in 2019, equally divided over mortgages and other lending. Net
growth in customer deposits (excluding Treasury) was EUR 8.4 billion in 2019. Net fee and
commission income rose by EUR 10 million, or 1.5%, primarily due to higher daily banking fees.
Investment and other income declined by EUR 45 million, mainly attributable to lower results from
financial markets-related products.

Underlying operating expenses declined 0.5% on 2018, this was mainly due to lower regulatory
costs, benefits from the ongoing cost-saving initiatives and some positive one-offs, partly offset by
increased salaries as well as higher KYC and IT-related expenses.

Risk costs in 2019 increased to a relatively low EUR 91 million, or 6 basis points of average customer
lending, partly caused by a change in the house price index that is used for Dutch mortgages. This
compared with a net release of EUR 41 million 2018, which included releases in both mortgages
and business lending.

Year ended 31 December 2018 compared to year ended 31 December 2017

Both net result and underlying net result of Retail Netherlands increased by EUR 103 million, or
5.6%, to EUR 1,942 million in 2018 from EUR 1,839 million in 2017. There were no special items in
2018 and 2017.

The underlying result before tax of Retail Netherlands rose 4.6% to EUR 2,568 million from EUR
2,455 million in 2017. This was mainly due to lower risk costs and benefits from the ongoing cost-
saving programmes.

Underlying income rose 0.4% to EUR 4,747 million. The interest result was 3.0% lower, mainly
caused by margin pressure on savings and current accounts, and a decline in the average lending
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volumes, partly offset by higher margins on mortgages. Net core lending (excluding the WUB run-
off portfolio and Bank Treasury-related products) grew by EUR 1.5 billion as from 1 January 2018,
of which EUR 0.8 billion in mortgages and EUR 0.7 billion in other lending. Net growth in customer
deposits (excluding Bank Treasury) was EUR 3.5 billion in 2018. Net fee and commission income
rose by EUR 57 million, or 9.4%, primarily due to higher daily banking fees. Investment and other
income rose by EUR 79 million, mainly attributable to higher allocated Bank Treasury revenues.

Underlying operating expenses declined 1.8% on 2017, mainly driven by the benefits from the
ongoing cost-saving initiatives and lower expenses for legal claims.

Risk costs turned to a net release of EUR 41 million, or -3 basis points of average customer lending,
from a net addition of EUR 15 million in 2017, reflecting the continued positive macroeconomic
conditions in the Netherlands.

RETAIL BELGIUM

Amounts in millions of euros 2019 2018 2017
Underlying income:

Net interest income 1,907 1,830 1,842
Net fee and commission income 374 371 408

Investment income and other income 161 169 224

Total underlying income 2,442 2,369 2,473
Underlying expenditure:
Underlying operating expenses 1,609 1,610 1,584

Additions to the provision for loan losses 186 164 104

Total underlying expenditure 1,794 1,774 1,688
Underlying result before tax 647 595 785
Taxation 192 199 296
Non-controlling interests 0 6 -2
Underlying net result 455 390 491
Net result 455 390 491
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Year ended 31 December 2019 compared to year ended 31 December 2018

Both net result and underlying net result of Retail Belgium (including ING in Luxembourg) increased
by EUR 65 million, or 16.7%, to EUR 455 million in 2019 from EUR 390 million in 2018. There were no
special items in 2019 and 2018.

The underlying result before tax of Retail Belgium rose 8.7% to EUR 647 million in 2019, compared
with EUR 595 million in 2018. The increase reflects higher income and stable expenses, only partly
offset by an increase in risk costs.

Underlying income increased to EUR 2,442 million from EUR 2,369 million in 2018. The interest
result was 4.2% up to EUR 1,907 million, mainly due to volume growth, increased margins on
mortgages, and supported by higher net interest income from Treasury-related products. This was
in part offset by lower net interest income from savings and current accounts, reflecting the low
interest rate environment, and some margin pressure on non-mortgage lending. The net growth in
customer lending (excluding Treasury) was EUR 3.3 billion, of which EUR 1.2 billion was in residential
mortgages and EUR 2.1 billion in other lending. The net inflow in customer deposits (excluding
Treasury) was EUR 4.1 billion in 2019. Net fee and commission income increased 0.8% to EUR 374
million. Investment and other income was EUR 8 million lower, mainly due to lower Treasury-
related revenues.

Operating expenses declined 0.1% to EUR 1,609 million, mainly due to lower staff-related expenses
stemming from the transformation programmes, partly offset by higher requlatory costs and KYC-
related expenses.

Risk costs increased by EUR 22 million to EUR 186 million, or 21 basis points of average customer
lending, from EUR 164 million, or 19 basis points, in 2018. The increase was mainly caused by
additional provisioning on individual mid-corporates files and higher collective provisions for
consumer lending.
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Year ended 31 December 2018 compared to year ended 31 December 2017

Both net result and underlying net result of Retail Belgium (including ING in Luxembourg) declined
by EUR 101 million, or 20.6%, to EUR 390 million in 2018 from EUR 491 million in 2017. The
decrease was partly mitigated by a lower underlying effective tax rate, because 2017 included the
impact of a tax reform in Belgium, which resulted in a tax charge to record a reduction in deferred
tax assets. There were no special items in 2018 and 2017.

The underlying result before tax of Retail Belgium fell 24.2% to EUR 595 million in 2018, compared
with EUR 785 million in 2017. The decline reflects lower income, higher expenses and an increase in
risk costs.

Underlying income decreased to EUR 2,369 million from EUR 2,473 million in 2017. The interest
result declined 0.7% to EUR 1,830 million, mainly due to margin pressure on most products, in part
offset by volume growth in the lending portfolio as well as current accounts. The net production in
customer lending (excluding Bank Treasury and the sale of a mortgage portfolio) was EUR 6.1
billion, of which EUR 2.2 billion was in mortgages and EUR 3.9 billion in other lending. The net inflow
in customer deposits was EUR 3.0 billion in 2018. Net fee and commission income decreased 9.1%,
mainly due to lower fee income on investment products. Investment and other income fell by EUR
55 million, mainly due to lower income from financial markets products.

Operating expenses rose by EUR 26 million, or 1.6%, to EUR 1,610 million, mainly due to higher
external staff expenses related to the transformation programmes and the successful integration
of Record Bank into ING Belgium. Risk costs increased by EUR 60 million to EUR 164 million, or 19
basis points of average customer lending, from EUR 104 million, or 13 basis points of average
customer lending, in 2017. The increase was primarily in business lending.
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RETAIL GERMANY

Amounts in millions of euros 2019 2018 2017
Underlying income:

Net interest income 1,579 1,671 1,704
Net fee and commission income 268 225 215
Investment income and other income 138 76 -28
Total underlying income 1,985 1,972 1,891
Underlying expenditure:

Underlying operating expenses 1,080 1,027 1,032

Additions to the provision for loan losses -53 -27 -10

Total underlying expenditure 1,027 1,000 1,022
Underlying result before tax 957 972 869
Taxation 328 324 241
Non-controlling interests 3 3 2
Underlying net result 627 646 625
Net result 627 646 625

Year ended 31 December 2019 compared to year ended 31 December 2018

Both net result and underlying net result of Retail Germany (including ING in Austria) decreased by
EUR 19 million, or 2.9%, to EUR 627 million in 2019 from EUR 646 million in 2018. There were no
special items in 2019 and 2018.

The underlying result before tax declined 1.5% to EUR 957 million, compared with EUR 972 million
in 2018, mainly due to higher expenses, partly offset by slightly increased income and a higher net
release in risk costs.

Underlying income increased 0.7% to EUR 1,985 million in 2019 from EUR 1,972 million a year ago.
Net interest income declined 5.5%, mainly due to lower Treasury-related interest results (with a
partial offset in other income). Excluding Treasury, net interest income rose marginally, mainly
reflecting volume growth in most products and improved margins on mortgages, offset by lower
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interest results on savings and deposits due to margin pressure. The net growth in core lending
(excluding Treasury) was EUR 3.0 billion in 2019, of which EUR 2.4 billion in mortgages and EUR 0.6
billion in consumer lending. Net inflow in customer deposits (excluding Treasury) was EUR 0.8
billion. Net fee and commission income rose 19.1% to EUR 268 million, due to higher fees on
mortgages and daily banking. Investment and other income rose by EUR 62 million to EUR 138
million, largely due to the aforementioned accounting asymmetry in Treasury revenues.

Operating expenses rose 5.2% to EUR 1,080 million from EUR 1,027 million in 2018. The increase
was mainly due to a restructuring provision related to the completion of ING's Agile transformation
in Germany, higher KYC-related expenses, investments to accelerate the acquisition of primary
customers, and the launch of Interhyp in Austria.

Risk costs were EUR -53 million, or -6 basis points of average customer lending, compared with EUR
-27 million in 2018. The net release in 2019 mainly related to model updates for mortgages, while
the net release in 2018 included a significant release in the consumer lending portfolio.

Year ended 31 December 2018 compared to year ended 31 December 2017
Both net result and underlying net result of Retail Germany (including ING in Austria) increased by
EUR 21 million, or 3.4%, to EUR 646 million in 2018 from EUR 625 million in 2017.

The underlying result before tax increased 11.9% to EUR 972 million, compared with EUR 869
million in 2017, mainly due to higher income and a net release in risk costs.

Underlying income increased 4.3% to EUR 1,972 million in 2018 from EUR 1,891 million a year ago.
Net interest income declined 1.9% reflecting margin compression on mortgages and current
accounts, and lower Bank Treasury-related interest income. This was only partly offset by higher
margins on savings and deposits and volume growth in most products. Net core lending growth,
which excludes Bank Treasury products, was EUR 4.4 billion in 2018, of which EUR 3.6 billion was in
mortgages and EUR 0.8 billion in consumer lending. Net inflow in customer deposits (excluding
Bank Treasury) was EUR 5.0 billion, mainly driven by a promotional savings campaign in the fourth
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quarter of 2018. Net fee and commission income rose 4.7%, due to higher fee income on
investment products and an improvement in fees on current accounts. Investment and other
income rose to EUR 76 million, mainly due to improved hedge ineffectiveness results from Bank
Treasury.

Operating expenses declined 0.5% to EUR 1,027 million from EUR 1,032 million in 2017. This
decrease was mainly caused by lower regulatory costs and a decline in marketing expenses, partly
offset by higher costs to support business growth and a restructuring provision in 2018. Risk costs
were EUR -27 million in 2018, compared with EUR -10 million in 2017, reflecting a benign credit
environment in the German market and a review of the consumer lending portfolio.

RETAIL OTHER

Amounts in millions of euros 2019 2018 2017
Underlying income:

Net interest income 2,787 2,690 2,437
Net fee and commission income 423 395 384
Investment income and other income 298 230 207
Total underlying income 3,509 3,315 3,028
Underlying expenditure:

Underlying operating expenses 2,210 2,033 1,919

Additions to the provision for loan losses 364 350 284

Total underlying expenditure 2,574 2,383 2,203
Underlying result before tax 935 932 825
Taxation 234 200 188
Non-controlling interests 82 80 67
Underlying net result 619 652 569
Net result 619 652 569

Year ended 31 December 2019 compared to year ended 31 December 2018

Retail Other consists of the Other Challengers & Growth Markets, including the bank stakes in Asia.
Both net result and underlying net result of Retail Other decreased by EUR 33 million, or 5.1%, to
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EUR 619 million in 2019 from EUR 652 million in 2018. There were no special items in 2019 and
2018.

Retail Other's underlying result before tax increased 0.3% to EUR 935 million in 2019, from EUR 932
million in 2018. This was mainly due to higher income, partly offset by increased expenses and
higher risk costs.

Total underlying income rose by EUR 194 million, or 5.9%, to EUR 3,509 million. This increase was
driven by strong results across most of the countries, whereas 2018 included a higher profit from
ING Bank's stake in TMB due to one-offs. Net interest income rose 3.6% to EUR 2,787 million,
reflecting volume growth in lending and customer deposits, and a stable total interest margin. This
increase was offset by accounting asymmetry in Treasury with an offset in other income. The net
production in customer lending (excluding currency effects and Treasury) was EUR 7.8 billion, with
increases mainly in Spain, Poland and Australia, while Turkey and Italy declined. Net customer
deposits grew by EUR 6.9 billion in 2019, with the largest increases in Poland, Spain and Australia.
Net commission and fee income increased 7.1% to EUR 423 million driven by increases in most
countries, but declined in Spain and Turkey. Investment and other income rose by EUR 68 million,
mainly due to the aforementioned accounting asymmetry in Treasury and a higher dividend from
Bank of Beijing, partly offset by a lower profit from TMB.

Operating expenses increased by EUR 177 million, or 8.7%, to EUR 2,210 million. This increase was
in addition to higher requlatory costs and legal provisions, mainly due to higher expenses to
support business growth and the implementation of bank-wide regulatory programmes, including
KYC.

Risk costs were EUR 364 million, or 38 basis points of average customer lending, compared with

EUR 350 million, or 40 basis points, in 2018. The increase was mainly attributable to higher risk
costs in Spain and Poland, while risk costs in Turkey and Italy declined.
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Year ended 31 December 2018 compared to year ended 31 December 2017

Retail Other consists of the Other Challengers & Growth Markets, including the stakes in Asia. Both
net result and underlying net result of Retail Other increased by EUR 83 million, or 14.6%, to EUR
652 million in 2018 from EUR 569 million in 2017. There were no special items in 2018 and 2017.

Retail Other’s underlying result before tax increased 13.0% to EUR 932 million in 2018, from EUR
825 million in 2017. This was mainly due to higher income, partly offset by increased expenses and
higher risk costs.

Total underlying income rose by EUR 287 million, or 9.5%, to EUR 3,315 million. This increase was
driven by continued strong commercial results across most countries, reflecting customer growth
and higher volumes. Net interest income rose 10.4% to EUR 2,690 million, reflecting sustainable
growth in lending and customer deposits volumes and an improved total interest margin. The net
production (excluding currency effects and Bank Treasury) in customer lending was EUR 9.6 billion,
of which EUR 6.4 billion was in mortgages and EUR 3.2 billion in other lending (mainly consumer
loans). Net customer deposits grew by EUR 8.6 billion in 2018. Net fee and commmission income rose
2.9% driven by increases in most countries, partly offset by a decline in Turkey. Investment and
other income increased by EUR 23 million, mainly due to a higher dividend from Bank of Beijing and
a higher profit contribution from ING Bank’s 25% stake in TMB (which was mainly driven by one-
offs), while previous year included a gain on the sale of MasterCard shares in Turkey.

Operating expenses increased by EUR 114 million, or 5.9%, to EUR 2,033 million. This increase was,
next to higher regulatory costs, mainly due to higher staff expenses in most counties to support
commercial growth and higher investments in strategic projects. Risk costs were EUR 350 million,
or 40 basis points of average customer lending, compared with EUR 284 million, or 34 basis points,
in 2017. The increase was mainly attributable to higher risk costs in Italy, Romania and Poland,
while risk costs in Turkey remained on the same high level as in 2017.
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WHOLESALE BANKING

Amounts in millions of euros 2019 2018? 2017
Underlying income:

Net interest income 3,794 3,686 3,639
Net fee and commission income 1,135 1,152 1,102
Investment income and other income 369 673 919
Total underlying income 5,298 5,510 5,660

Underlying expenditure:

Underlying operating expenses 2,937 2,771 2,744
Additions to the provision for loan losses 532 210 282
Total underlying expenditure 3,469 2,981 3,026
Underlying result before tax 1,830 2,529 2,634
Taxation 464 633 832
Non-controlling interests 14 19 15
Underlying net result 1,352 1,877 1,788
Adjustment of the EU 'lAS 39 carve-out' -878 58 559
Net result 474 1,935 2,347

1 In 2019, the Dutch domestic midcorporates real estate finance portfolio transferred from Wholesale Banking to Retail
Banking Netherlands. Comparative figures have been adjusted.

Year ended 31 December 2019 compared to year ended 31 December 2018

The net result of Wholesale Banking declined to EUR 474 million in 2019 compared with EUR 1,935
million in 2018. The adjustment of the EU ‘IAS 39 carve-out’, included in the net result, turned to a
loss of EUR 878 million in 2019, from EUR 58 million in 2018, due to fair value changes on
derivatives related to asset-liability-management activities for the mortgage and savings portfolios
in the Benelux, Germany, France and Czech Republic. These fair value changes are mainly a result
of changes in market interest rates. No hedge accounting is applied to these derivatives under IFRS-
|IASB. The underlying net result, which excludes the adjustment of the EU ‘IAS 39 carve-out’,
declined to EUR 1,352 million from EUR 1,877 million in 2018. There were no special items in 2018
and 2017.
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The full-year 2019 results for Wholesale Banking show that conditions were challenging in our
markets. The underlying result before tax dropped 27.6% to EUR 1,830 million, down from EUR
2,529 million in 2018. The decline reflects elevated risk costs (compared with a relatively low level a
year ago), lower revenues in mainly Financial Markets and Lending, as well as higher expenses.

Lending posted an underlying result before tax of EUR 1,597 million, down 20.4% compared with
2018. The decline reflects lower income combined with higher expenses (including increased
regulatory costs and KYC-related expenses) and higher risk costs due to a number of large
individual files. Despite higher average volumes, Lending income declined, mainly due to some
pressure on margins and the EUR 66 million gain related to an equity-linked bond in Belgium
recorded in 2018. The underlying result before tax from Daily Banking & Trade Finance declined
24.3% to EUR 476 million from EUR 629 million in 2018. A modest increase in income, reflecting
improved margins at lower average volumes, could not compensate for higher expenses and
elevated risk costs. The increased expenses reflect higher regulatory costs and KYC-related
expenses as well as investments in Payvision and regulatory changes (including PSD2). Risk costs in
2019 included a sizeable provision for a suspected external fraud case.

Financial Markets recorded an underlying result before tax of EUR -121 million, compared with EUR
-36 million in 2018. The drop was predominantly due to lower income, which was impacted by EUR
228 million of negative valuation adjustments versus EUR -1 million in 2018, in part offset by lower
expenses on the back of ongoing cost efficiency measures. Excluding valuation adjustments, pre-
tax result rose by EUR 142 million compared with 2018, driven by higher client income. The
underlying result before tax of Treasury & Other was EUR -123 million compared with EUR -70
million in 2018. This decline was mainly due to lower results from Treasury-related activities and
Corporate Investments, whereas the result of the run-off businesses improved after the EUR 123
million loss on the intended sale of an Italian Lease run-off portfolio recorded in 2018. Expenses
increased mainly due to investments in KYC enhancement and innovation, while 2018 included a
release from a legal provision.
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Total underlying income of Wholesale Banking fell 3.8% to EUR 5,298 million compared with 2018,
mainly reflecting lower revenues in Financial Markets, Lending and Treasury-related revenues,
while 2018 included the aforementioned loss on the intended sale of an Italian lease run-off
portfolio. In 2019, the net core lending book (adjusted for currency impacts and excluding Treasury
and the Lease run-off portfolio) grew by EUR 1.1 billion. The inflow in net customer deposits
(excluding currency impacts and Treasury) was EUR 3.1 billion. Net interest income increased 2.9%,
mainly driven by volume growth in Lending at lower margins and higher interest results in Daily
Banking & Trade Finance, especially in Bank Mendes Gans and Payments & Cash Management. Net
fee and commission income declined 1.5%. Investment and other income fell by EUR 304 million,
mainly due to lower valuation results in Financial Markets, while previous year included a gain on a
bond transaction in Belgium and a loss on the intended sale of an Italian lease run-off portfolio.

Underlying operating expenses rose 6.0% to EUR 2,937 million, in part due to higher regulatory
costs. Excluding regulatory costs, expenses rose 4.7%, mainly attributable to higher KYC, IT and
staff-related expenses, partly offset by continued cost-efficiency savings. The underlying
cost/income ratio increased to 55.4%, from 50.3% in 2017.

Risk costs increased to EUR 532 million, or 29 basis points of average customer lending, from a
relatively low EUR 210 million, or 12 basis points of average customer lending, in previous year. The
increase was mainly attributable to a number of large individual files, including a sizeable provision
for a suspected external fraud case.

Year ended 31 December 2018 compared to year ended 31 December 2017

The net result of Wholesale Banking declined to EUR 1,935 million in 2018 compared with EUR
2,347 million in 2017. The adjustment of the EU ‘IAS 39 carve-out’, included in the net result,
decreased to EUR 58 million in 2018, from EUR 559 million in 2017, due to fair value changes on
derivatives related to asset-liability-management activities for the mortgage and savings portfolios
in the Benelux, Germany and Czech Republic. These fair value changes are mainly a result of
changes in market interest rates. No hedge accounting is applied to these derivatives under IFRS-
IASB. The underlying net result, which excludes the adjustment of the EU ‘IAS 39 carve-out’, rose to
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EUR 1,877 million from EUR 1,788 million in 2017. This increase was primarily due to a lower
effective tax rate supported by the impact of the corporate tax reforms in Belgium and the US.
There were no special items in 2018 and 2017.

The underlying result before tax was EUR 2,529 million, down 4.0% from 2017, as higher results in
Daily Banking & Trade Finance as well as Lending were more than offset by lower results in
Financial Markets and Treasury & Other.

Lending posted an underlying result before tax of EUR 2,006 million, up 2.0% compared with 2017.
Higher income, mainly due to improved margins and a EUR 66 million gain related to an equity-
linked bond in Belgium in 2018, was largely offset by increased expenses (in part due to higher
regulatory costs) and higher risk costs. The underlying result before tax from Daily Banking & Trade
Finance rose to EUR 629 million from EUR 542 million in 2017. Higher income, supported by volume
growth and the inclusion of Payvision as from the second quarter of 2018, more than outpaced a
slight increase in expenses (due to payment innovation initiatives and higher regulatory costs,
largely offset by strict cost control), whereas risk costs remained low.

Financial Markets recorded an underlying result before tax of EUR -36 million compared with EUR
68 million in 2017. The drop in result was caused by lower income, which was impacted by lower
client activity and challenging global market conditions, partly offset by a modest decline in
expenses. The underlying result before tax of Treasury & Other fell to a loss of EUR 70 million
compared with a gain of EUR 58 million in 2017. This was mainly due to lower results in the run-off
businesses (including a EUR 123 million loss recorded in the fourth quarter of 2018 on the intended
sale of an Italian lease run-off portfolio, while 2017 included a EUR 97 million gain on the sale of an
equity stake in the real estate run-off portfolio), partly offset by lower expenses for litigation issues.

Total underlying income of Wholesale Banking fell 2.7% to EUR 5,510 million compared with 2017,
mainly reflecting lower revenues in Financial Markets and the loss on the intended sale of an Italian
lease run-off portfolio. Wholesale Banking's net core lending book (adjusted for currency impacts,
and excluding Bank Treasury and the Lease run-off portfolio) grew by EUR 14.9 billion in 2018. Net
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customer deposits (excluding currency impacts and Bank Treasury) shrank by EUR 0.8 billion. The
interest result rose 1.3% on 2017, whereas net fee and commission income increased 4.5% Amounts in billions of euros 2019 2018
(supported by the inclusion of Payvision). Investment and other income fell by EUR 246 million; this

_ _ _ Cash and balances with central banks 53.2 50.0
was almost fully attributable to the aforementioned one-off results in the lease and real estate Loans and advances to banks 351 30.4
run-off businesses. Financial assets as at fair value through profit or loss 96.2 120.5
Financial assets at fair value through other comprehensive income 34.5 31.2
_ _ _ . _ Securities at amortised cost 46.1 47.3
Underlying operating expenses increased 1.0% to EUR 2,771 million due to higher requlatory costs. Loans and advances to customers 608.0 589 7
Expenses excluding requlatory costs were 0.4% lower, mainly reflecting lower performance-related Other assets 154 14.3
expenses and strict cost control, and despite the inclusion of Payvision. The underlying cost/income ?Siefs hel‘i for sale 5885 882'2
.. . . ] - ) otal assets . .
ratio increased to 50.3% from 48.5% in 2017. Risk costs declined to EUR 210 million, or 12 basis
points of average customer lending, from EUR 282 million, or 18 basis points in 2017. The relatively Deposits from banks 24 8 373
low risk costs in 2018 were supported by several larger net releases for clients and only a few larger Customer deposits 574.4 555.7
new additions. On top of that, risk costs for the Italian lease run-off portfolio were significantly Financial liabilities at fair value through profit or loss 779 92.7
) ) Other liabilities 14.4 15.5
lower than in the previous year. Debt securities in issue/subordinated loans 135.1 133.5
Total liabilities 836.6 834.8
B. Liquidity and capital resources Shareholders’ equity 51.0 49.0
. T Non-controlling interests 0.9 0.8
Consolidated assets and liabilities Total equity 519 49.9

The following table sets forth ING Group’s condensed consolidated assets and liabilities as of 31
December 2019 and 31 December 2018. Reference is made to the consolidated statement of Total liabilities and equity 888.5 884.6
financial position for the complete overview of consolidated assets and liabilities of ING Group.

Shareholders’ equity per Ordinary Share (in EUR) 13.09 12.61

Year ended 31 December 2019 compared to year ended 31 December 2018

ING Group increased its total assets by EUR 4 billion, or 0.4%, to EUR 889 billion at year-end 2019
from EUR 885 billion on 31 December 2018. Made comparable for EUR 3 billion of positive currency
impacts, (increasing the 31 December 2018 amount due to a relative rise of other currencies versus
the euro) total assets were EUR 1 billion higher.
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The balance sheet growth was mainly due to EUR 18 billion higher loans and advances to
customers. Also loans and advances to banks (EUR 5 billion), financial assets through other
comprehensive income (OCl) and cash and balances with central banks (EUR 3 billion each) were
up. These increases were largely offset by EUR 24 billion lower financial assets at fair value through
profit or loss (predominantly financial assets mandatorily at fair value through profit or loss due to
a reduction in demand for repo loans structures). Assets held for sale declined by EUR 1 billion to
nil, reflecting the sale of an Italian lease run-off portfolio, which was completed on 1 July 2019.

The higher loans and advances to customers was due to EUR 17 billion of growth in net core
customer lending and an increase in non-core customer lending of EUR 1 billion. The increase in
non-core customer lending included EUR 2 billion of positive FX impacts, a limited increase in
Treasury lending and a EUR 1 billion decline of the WUB and Lease run-off portfolios.

ING Group increased its subordinated loans by EUR 3 billion. Debt securities in issue were down by
EUR 1 billion as certificates of deposit and commercial paper were EUR 4 billion lower (related to
liquidity management and the facilitation of short-term commercial activities), while other debt
securities, mainly long-term debt, increased by EUR 3 billion. Customer deposits increased by EUR
19 billion. Excluding currency impacts and a EUR 5 billion decline in Treasury, net customer deposits
growth was EUR 23 billion. Financial liabilities at fair value through profit or loss were EUR 15 billion
lower, due to EUR 11 billion lower financial liabilities designated at FV PL and EUR 3 billion less
trading liabilities.

Shareholders’ equity increased by EUR 1.9 billion to EUR 51.0 billion at the end of 2019, from EUR

49.0 billion on 31 December 2018. The increase was mainly due to the net result for the year 2019
of EUR 3.9 billion, which was partly offset by EUR 2.6 billion of dividend paid in 2019.
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Capital Management

Risk and capital management remain central to the entrepreneurship of the bank. Maintaining our
risk profile within our risk appetite and strengthening our capital base is how we grow a sustainable
business and achieve our strategic objectives.

Our overall approach to capital management is to ensure we have enough capital to cover our
(economic) risks at all levels and comply with local and global regulations, while delivering a return
for our shareholders and investing in innovation.

We believe that our working capital is sufficient for our present requirements.

In 2019, our capital position remained strong, despite higher capital requirements and additional
risk-weighted asset growth from model impacts. ING's CET1 ratio was 14.6% at the end of 2019,
which was well above our CET1 ratio ambition of around 13.5%. The CET1 ratio at the end of the
year improved as risk-weighted assets increased due to volume growth and model impacts, effects
that were offset by profit retention and positive risk migration.

In 2019, we issued €2.4 billion and redeemed €0.9 billion additional Tier 1 instruments.
Furthermore, a total of €1.0 billion of Tier 2 bonds were issued whereas no Tier 2 instruments were
redeemed in 2019. In addition to these instruments, to build up our MREL capacity, we issued
multiple transactions in 2019 for a total amount of €6.3 billion.

ING's profit generating capacity remained strong and after dividend reserves we included €2.1
billion of capital to our capital base.

ING's dividend policy aims to pay a progressive dividend that will reflect considerations including
expected future capital requirements, growth opportunities available, net earnings, and regulatory
developments. The Executive Board proposes to pay a total cash dividend of €2,689 million, or
€0.69 per ordinary share, over the financial year 2019. This is subject to the approval of
shareholders at the Annual General Meeting in April 2020.

For further information regarding capital management, reference is made to Note 52 “ Capital
Management” to the consolidated financial statements. In addition to the restrictions in respect of
minimum capital and capital base requirements that are imposed by banking and other regulators
in the countries in which ING Groep N.V.’s subsidiaries operate, other limitations exist in certain
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countries. For further information, reference is made to Iltem 3. Key Information - Risk Factors” and
“Iltem 4. Information on the Company - Reqgulation and Supervision.”

Funding and liquidity

The main objective of ING's funding and liquidity risk management is to maintain sufficient liquidity
to fund the commercial activities of ING both in normal and stressed market circumstances across
various geographies, currencies and tenors. This requires a diversified funding structure considering
relevant opportunities and constraints.

ING has a Funding & Liquidity (F&L) Framework which aims to maintain sufficient liquidity under
normal, adverse and stressed market circumstances. In general, ING considers the adequacy of its
F&L position through three main lenses: (i) Stress; (i) Sustainability and (iii) Regulatory. For each
lens, ING has a set of risk appetite statements that underscore the bank’s risk appetite profile
commensurate with the principles for liquidity adequacy. These risk appetite statements are
subsequently translated into a number of metrics with appropriate boundaries and instruments to
measure and manage ING's F&L adequacy.

ING’s funding consists mainly of retail and corporate deposits contributing 51% and 21% of the
total funding respectively. These funding sources provide a relatively stable funding base. The
remainder of the required funding is attracted primarily through a combination of long-term and
short-term professional funding. Group Treasury manages the professional funding in line with the
F&L risk appetite to ensure a sufficiently diversified and stable funding base.

The Loan-to-deposit ratio remained stable at the level of 1.06.

ING's long-term professional funding is well diversified across maturities and currencies. The main
part of it is EUR and USD denominated which is in line with the currency composition of customer
lending.

For further information regarding funding and liquidity, see “Additional information - ING Group
Risk Management”.
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At 31 December 2019, 2018 and 2017, ING Groep N.V. had EUR nil, EUR nil and EUR nil of cash,
respectively. Dividends paid to the Company by its subsidiaries amounted to EUR 2,848 million in
2019, EUR 2,517 million in 2018 and EUR 3,182 million in 2017, respectively, in each case
representing dividends paid with respect to the reporting calendar year and the prior calendar year.
The amounts paid to ING Groep N.V. were received from ING Bank, EUR 2,848 million in 2019, EUR
2,517 million in 2018 and EUR 3,176 million in 2017, from ING Support Holding, EUR nil in 2019, EUR
Nil million in 2018 and 6 million in 2017.

As a holding company, ING Groep N.V.'s total debt and capital securities outstanding to third
parties at 31 December 2019 was EUR 37,403 million, 31 December 2018 was EUR 27,901 million
and at 31 December 2017 was EUR 14,187 million. The EUR 27,901 million of debt and capital
securities outstanding at 31 December 2019 consisted of subordinated loans of EUR 13,113 million
and debenture loans of EUR 24,290 million, both specified below:
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Debenture loans

Subordinated loans
Amounts in millions of euros

Statement of

financial Interest Year of

Amounts in millions of euros position value rate Issue Due date 2019
Interest rate  Year of issue Due date 2019 2.755% 2019 3 September 2031 102
1.00% 2019 13 November 2030 996 0.100% 2019 3 September 2025 998
5.75% 2019 Perpetual 1,336 4.050% 2019 9 April 2029 896
6.75% 2019 Perpetual 1,121 3.550% 2019 9 April 2031 894
4.70% 2018 22 March 2028 1,124 1.625% 2019 21 March 2029 139
2.00% 2018 22 March 2030 759 1.998% 2019 19 March 2029 46
1.63% 2017 26 September 2029 997 L074% 20139 21 February 2029 173
4.00% 2017 14 September 2032 90 0.8100/0 2019 21 February 2024 729
4.25% 2017 23 June 2032 146 3.0000/0 2019 18 February 2026 1197
1.15% 2017 14 June 2029 98 50000/0 2019 31 Jonuorg 2031 85
1.10% 2017 31 May 2027 82 g-igoof 3019 §3 January ;039 : 19
3.00% 2017 11 April 2028 1,058 125% 019 0 January 2026 018
o 3.399% 2018 28 December 2030 71

2.50% 2017 15 February 2029 764
1.169% 2018 13 December 2028 157

6.88% 2016 Perpetual 900
o 0.848% 2018 13 December 2023 880
6.50% 2015 Perpetual 1125 3.790% 2018 13 December 2030 152

6.00% 2015 Perpetual 901 '

5.000% 2018 5 June 2029 110
il o rerpetua 2 variable 2018 5 December 2022 250
6.15% 005 erpetua 63 2.500% 2018 15 November 2030 1,503
Variable 2004 Perpetual 556 4625% 2018 6 January 2026 1,134
Variable 2003 Perpetual 421 4100% 2018 2 October 2023 1,347
13,113 4.550% 2018 2 October 2028 1,120
variable 2018 2 October 2023 448
. . 2.000% 2018 20 September 2028 1,502
At 31 December 2019 and 2018, ING Groep N.V. also owed EUR 145 million and EUR 136 million, variable 5018 20 September 2023 999
respectively, to ING Group companies pursuant to intercompany lending arrangements. At 31 1.000% 2018 20 September 2023 998
December 2019 ING Group Companies owed ING Group N.V. EUR 44,478 million (2018: EUR 34,902), 1125% 2018 14 February 2025 1,006
_ _ 3.950% 2017 29 March 2027 1,344
as a result of normal Intercompong transactions. 3.150% 2017 29 March 2022 1,343
variable 2017 29 March 2022 889
. . .oy . . 0.750% 2017 9 March 2022 1,506
On the maturity profile .o_f bc.)rr.owmgs and a further_descrlptlon oflthe borrowm_gs reference .|s made 13750 5017 11 January 2028 1011
to Notes 18 ‘Debt securities in issue’ and 19 ‘Subordinated Loans’ in the consolidated financial 4.699% 2007 1 June 2035 164
statements. The use of financial instruments for hedging purposes is described in Note 39 24,290

‘Derivatives and hedge accounting’ in the consolidated financial statements.
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ING Group Consolidated Cash Flows
Year ended 31 December 2019 compared to year ended 31 December 2018

Net cash flow from operating activities amounts to EUR 13,055 million for the year-end 2019,
compared to EUR 6,915 million at 31 December 2018. The increase in cash flow from operating
activities of EUR 6,140 million is explained by lower cash outflows from Loans and advances to
customer (increase of EUR 14,669 million to EUR - 16,687 million in 2019), an increase in other
(increase of EUR 7,685 million to EUR + 11,752 million in 2019) mainly relating to assets
mandatorily at fair value through profit or loss and other financial liabilities at fair value through
profit and loss. The increases are offset by a cash outflow of trading assets and liabilities (decrease
of EUR 12,478 million to EUR - 2,568 million) and a cash outflow in loans and advances to banks
(decrease of EUR 3,700 million to EUR - 3,911 million).

Net cash flow from investing activities amounts EUR - 2,495 million compared to EUR + 5,451
million in 2018 the net cash flow from investing activities decreased by EUR 7,946 million. The
movement is explained by a decrease in financial assets at fair value through other comprehensive
income in investments and advances of EUR 5,753 million to EUR - 16,270 million and securities at
amortised costs (decreased by EUR 5,708 million to EUR + 13,001 million). Moreover, financial
assets at fair value through other comprehensive income decreased by EUR 2,267 million to EUR +
13,390 in disposals and redemptions. These movements are offset by an increase in securities at
amortised costs of investments and advances (increase of EUR 5,717 million to EUR - 12,268
million).

Net cash flow from financing activities amounts EUR - 4,154 million in 2019, compared to EUR
15,983 million in 2018. The decrease of EUR 20,137 million is explained by a decrease of EUR -
61,750 million to EUR + 90,793 million in proceeds from debt securities and offset by an increase of
EUR 36,673 million to EUR - 94,497 million in repayments of debt securities.

The operating, investing and financing activities described above result in an increase of EUR 6,406
million in cash and cash equivalents to EUR 54,031 at year end 2019.

2019 ING Group Annual Report on Form 20-F

88

Part Il Additional Information Financial Statements

Specification of cash position:

Amounts in millions of euros 2019 2018
Treasury bills and other eligible bills 43 159
Amounts due from/to banks 786 -2,617
Cash and balances with central banks 53,202 49,987
Cash and cash equivalents at end of year 54,031 47,529

Year ended 31 December 2018 compared to year ended 31 December 2017

Net cash flow from operating activities amounted to EUR 6,915 million for the year ended 31
December 2018, compared to EUR -5,253 million at year-end 2017. The increase in cash flow from
operating activities of EUR 12,168 million was due to higher cash inflows from net trading balances,
EUR 21,097 million (2018; EUR 9,910 million, 2017 EUR -11,187 million), higher cash inflows from
Customer deposits EUR 1,418 million (2018 EUR 19,709 million, 2017 EUR 18,291 million) and a
higher cash inflow from Other EUR 6,521 million (2018 EUR 4,067 million, 2017 EUR -1,751). These
higher cash inflows were partly offset by an increase in cash outflows from loans and advances of
EUR 9,966 (2018 EUR -31,356 million, 2017 EUR -21,390).

Net cash flow from operating activities was largely affected by the cash inflow from a decrease of
the trading assets. The cash inflow was due to lower trading balances consisting of equity
securities, debt securities, trading derivatives and loans and receivables. In 2017 the cash outflow
to trading assets was due to higher trading balances consisting of loans and receivables and equity
shares. The cash inflows related to increased customer deposits and were mainly due to increased
savings individuals and credit balances on customer accounts, this net cash inflow was in line with
2017. Newly issued mortgage loans, corporate lending and personal lending led to a cash outflow
which was partly offset by a decrease in loans to public authorities.

Net cash flow from investing activities amounted to EUR 5,451 million, from EUR 11,754 million in
2017. Investments and advances in financial assets at fair value through other comprehensive
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income and securities at amortised cost amounted to EUR -10,517 million and EUR -17,985 million
respectively as in 2017 the investments in available-for-sale securities and Held-to-maturity
investments amounted to EUR -21,601 and EUR -3,609 million respectively. Disposals and
redemptions of financial assets at fair value through other comprehensive income and securities at
amortised cost amounted to EUR 15,657 million and EUR 18,709 million respectively as in 2017 the
Disposals and redemptions of in available-for-sale securities Held-to-maturity investments
amounted to EUR 32,788 million and EUR 2,675 million respectively.

Net cash flow from financing activities amounted to EUR 15,983 million in 2018, compared to EUR -
3,948 million in 2017. The increase of EUR 19,931 million in net cash flow was mainly due higher
proceeds of debt securities.

The operating, investing and financing activities described above resulted in an increase of EUR

28,552 million in cash and cash equivalents from EUR 18,977 million at year-end 2017 to EUR
47,529 million at year end 2018.

Specification of cash position:

Amounts in millions of euros 2018 2017
Treasury bills and other eligible bills 159 391
Amounts due from/to banks -2,617 -3,403
Cash and balances with central banks 49,987 21,989
Cash and cash equivalents at end of year 47,529 18,977
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Sovereign Debt Exposures

For information regarding certain sovereign debt exposures, see Note 5 “Financial assets at fair
value through other comprehensive income” in the financial statements and “Additional
information ING Group Risk Management”.

C. Research and development, patents and licenses, etc.
Not applicable.

D. Trend information

For information regarding trend information, see Item 5.A of this Form 20-F.

E. Off-balance sheet arrangements

For information regarding off-balance sheet arrangements, see Note 45 ‘Contingent liabilities and
commitments’ in the financial statements and see “Risk Management” to the “Additional
information- ING Group Risk Management”.

F. Tabular disclosure of contractual obligations

For information about future payments in relation to pension benefit liabilities reference is made
to Note 37 ‘Pension and other post-employment benefits’ in the consolidated financial statements.
For information about coupon interest due on financial liabilities by maturity bucket reference is
made to Note 41 ‘Liabilities by maturity’ in the consolidated financial statements.
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Contractual obligations

Payment due by period

Less than More than

Amounts in millions of euros Total oneyear 1-5years 5 years
2019

Lease liabilities? 1,528 217 668 643
Subordinated loans 16,177 0 1,780 14,3961
Debt securities in issue 115,297 51,810 36,895 26,592
Total 133,001 52,026 39,342 41,632
2018

Operating lease obligations 1,376 259 719 398
Subordinated loans 13,549 1,713 11,8361
Debt securities in issue 117,790 55,309 41,068 21,413
Total 132,715 55,568 43,500 33,647

! The maturity bucket * more than 5 years' includes subordinated loans of EUR 6,941 million (2018: EUR 5,339) with
no maturity date (perpetual).

> The lease liabilities for the period ended December 2019 has been prepared in accordance with IFRS 16.
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ltem 6. Directors, Senior Management and Employees

A. Directors and senior management

Supervisory Board

Appointment, suspension and dismissal

Members of the Supervisory Board are appointed, suspended and dismissed by the General
Meeting. For the appointment of Supervisory Board members, the Supervisory Board may draw up
a binding list, which may be rendered non-binding by the General Meeting.

A resolution of the General Meeting to render this list non-binding, or to suspend or dismiss
Supervisory Board members without this being proposed by the Supervisory Board, requires an
absolute majority of the votes cast. Additionally, this majority must represent more than half of the
issued share capital. The Articles of Association exclude the waiver of the latter requirementin a
second General Meeting. This ensures that significant proposals of shareholders cannot be adopted
in a General Meeting with a low attendance rate and can only be adopted with substantial support
of ING Group’s shareholders.

Candidates for appointment to the Supervisory Board are subject to a suitability and reliability
assessment by DNB and ECB and must continue to meet these while in function.

Function of the Supervisory Board

The function of the Supervisory Board is to supervise the policy of the Executive Board and the
general course of affairs of ING Group and its business, as well as to provide advice to the Executive
Board.
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In line with Dutch company law, the Articles of Association, the Dutch Corporate Governance Code

as well as the Charter of the Supervisory Board, all members of the Supervisory Board are required

to:

- act in accordance with the interests of ING Group and the business connected with it, taking into
account the relevant interests of all stakeholders of ING Group;

- perform their duties without mandate and independent of any interest in the business of ING
Group; and

- refrain from supporting one interest without regard to the other interests involved.

According to the Banker’s Oath that was taken by the members of the Supervisory Board, they
must carefully consider the interests of all stakeholders of ING. In that consideration they must put
the customer’s interests at the centre of all their activities. Certain resolutions of the Executive
Board, specified in the Articles of Association, in the Charter of the Management Board and in
Charter of the Supervisory Board, are subject to approval of the Supervisory Board.

Pursuant to the Articles of Association ING Group indemnifies the members of the Supervisory
Board as far as legally permitted against direct financial losses in connection with claims from third
parties lodged or threatened to be lodged against them by virtue of their service as a member of
the Supervisory Board.

Profile of members of the Supervisory Board

The Supervisory Board has drawn up a profile to be used as a basis for its composition. It is available
on the website of ING Group (www.ing.com).

In view of their experience and the valuable contribution that former members of the Executive
Board can make to the Supervisory Board, it has been decided, taking into account the size of the
Supervisory Board and ING's wide range of activities that such individuals may become members of
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the Supervisory Board of ING Group. Former Executive Board members must wait at least one year
before becoming eligible for appointment to the Supervisory Board.

Former members of the Executive Board are not eligible for appointment to the position of
chairman or vice-chairman of the Supervisory Board.

After a former member of the Executive Board has been appointed to the Supervisory Board, this
member may also be appointed to one of the Supervisory Board’'s committees. However,
appointment to the Audit Committee is only possible if the individual in question resigned from the
Executive Board at least three years prior to such appointment.

The Supervisory Board of ING shall consist of a mix of persons with executive experience, preferably
gained in the banking sector, experience in corporate governance of large stock-listed companies
and experience in the political and social environment in which such companies operate. In the
selection of Supervisory Board members, ING is striving for a balance in nationality, gender, age,
and educational and work background. In addition, there should be a balance in the experience and
affinity with the nature and culture of the business of ING and its subsidiaries. More specifically ING
strives to have at least 30 percent of the seats held by women, and at least 30 percent of the seats
by men. These guidelines that relate to the composition of the Supervisory Board, are laid down in
the Supervisory Board Profile. Based on this profile, the Supervisory Board is responsible for
selecting and nominating candidates for appointment or reappointment to the Supervisory Board.

With respect to gender diversity, three female members currently serve on the Supervisory Board:
Mariana Gheorghe, Margarete Haase and Herna verhagen, the latter appointed on 23 April 2019,
with her membership becoming effective per 1 October 2019. With the appointment of Herna
Verhagen in 2019 the Supervisory Board has met its 30 percent gender diversity target.

We believe that the Supervisory Board, diversity wise, is well balanced in terms of other relevant
diversity aspects. Overall, the preferred emphasis on members with a financial or banking
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background has been maintained. In terms of nationality, the ratio between Dutch and non-Dutch
nationalities in 2019 was 44 percent - 56 percent.

Term of appointment of members of the Supervisory Board

As a general rule, Supervisory Board members step down from the Supervisory Board in the fourth,
eighth, 10*" and 12" year after their initial appointment. They are eligible for re-appointment in the
fourth year after their initial appointment and, with explanation, also in the eighth and 10th year.

Under special circumstances the Supervisory Board may, with explanation, deviate from this
general rule, for instance to maintain a balanced composition of the Supervisory Board and/or to
preserve valuable expertise and experience. The retirement schedule is available on the website of
ING Group (www.ing.com).

Ancillary positions/conflicting interests

Members of the Supervisory Board may hold other positions, including directorships, either paid or
unpaid.

CRD IV restricts the total number of supervisory board positions or non-executive directorships with
commercial organisations that may be held by a Supervisory Board member to four, or to two, if
the Supervisory Board member also has an executive board position. The European Central Bank
may, under special circumstances, permit a Supervisory Board member to fulfil an additional
supervisory board position or non-executive directorship. Positions with, inter alia, subsidiaries or
qualified holdings are not taken into account in the application of these restrictions. Such positions
may not conflict with the interests of ING Group. It is the responsibility of the individual member of
the Supervisory Board and the Supervisory Board collectively to ensure that the directorship duties
are performed properly and are not affected by any other positions that the individual may hold
outside ING Group.
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Members of the Supervisory Board are to disclose material conflicts of interest (including potential
conflicts of interest) and to provide all relevant information relating to them. The Supervisory Board
- without the member concerned taking part - then decides whether a conflict of interest exists.

In case of a conflict of interest, the relevant member of the Supervisory Board abstains from
discussions and decision-making on the topic or the transaction in relation to which he or she has a
conflict of interest with ING Group.

Transactions involving actual or potential conflicts of interest

In accordance with the Dutch Corporate Governance Code, transactions involving members of the
Supervisory Board in which there are material conflicting interests are disclosed in the Annual
Report.

Any relation that a member of the Supervisory Board may have with ING Group subsidiaries as an
ordinary, private individual is not considered a significant conflict of interest. Such relationships are
not reported, with the exception of any loans that may have been granted.

Independence

The members of the Supervisory Board are requested to assess annually whether the criteria of
dependence set out in the Dutch Corporate Governance Code do not apply to them and to confirm
this in writing. On the basis of these criteria, all members of the Supervisory Board, with the
exception of Eric Boyer de la Giroday, are to be regarded as independent on 31 December 2019.
Eric Boyer de la Giroday is not considered independent because of his former position as Chairman
of the Board of Directors of ING Belgium SA/NV and his former positions as member of the Executive
Board of ING Group and vice-chairman of the Management Board Banking of ING Bank N.V. On the
basis of the NYSE listing standards, all members of the Supervisory Board are independent.
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Permanent committees of the Supervisory Board

On 31 December 2019, the Supervisory Board had four permanent committees: the Risk
Committee, the Audit Committee, the Nomination and Corporate Governance Committee and the
Remuneration Committee. An organisational chart of the four permanent committees of the
Supervisory Board can be found above.

The organisation, powers and conduct of the Supervisory Board are detailed in the Supervisory
Board Charter that can be found on www.ing.com.

Separate charters have been drawn up for the Risk Committee, the Audit Committee, the
Nomination and Corporate Governance Committee and the Remuneration Committee. These
charters are available on the website of ING Group (www.ing.com). A short description of the duties
of the four permanent committees follows below.

The Risk Committee assists and advises the Supervisory Board in monitoring the risk profile of ING
as a whole as well as on the structure and operation of the internal risk management and control
systems. On 31 December 2019, the members of the Risk Committee were: Robert Reibestein
(chairman), Jan Peter Balkenende, Eric Boyer de la Giroday, Mariana Gheorghe, Hermann-Josef
Lamberti and Mike Rees.

The Audit Committee assists and advises the Supervisory Board in monitoring the integrity of the
financial statements of ING Group and ING Bank N.V., in monitoring compliance with legal and
regulatory requirements and in monitoring the independence and performance of ING Group’s
internal and external auditors. On 31 December 2019, the members of the Audit Committee were:
Hermann-Josef Lamberti (chairman), Eric Boyer de la Giroday, Margarete Haase, Robert Reibestein
and Hans Wijers.

The appointment of Margarete Haase as supervisory board member became effective as per 1 May
2018 (as decided by the Supervisory Board in January 2018) and per that date Margarete Haase is
considered a financial expert as defined by the SEC in its final rules implementing Section 407 of the
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Sarbanes-Oxley Act of 2002. Eric Boyer de la Giroday is a financial expert as defined in the Dutch
Corporate Governance Code considering his academic background as well as his knowledge and
experience in his previous role as board member and vice-chairman of ING Groep N.V. and ING Bank
N.V.

The Nomination and Corporate Governance Committee’s tasks include advising the Supervisory
Board on the composition of the Executive Board and Supervisory Board and assisting the
Supervisory Board in monitoring and evaluating the corporate governance of ING as a whole and
the reporting thereon in the Annual Report and to the General Meeting, and advising the
Supervisory Board on improvements. On 31 December 2019, the members of the Nomination and
Corporate Governance Committee were: Hans Wijers (chairman), Mariana Gheorghe and Herna
Verhagen.

The Remuneration Committee’s tasks include advising the Supervisory Board on the terms and
conditions of employment (including remuneration) of the members of the Executive Board and on
the policies and general principles on which the terms and conditions of employment of the
members of the Executive Board and of senior managers of ING Group and its subsidiaries are
based. On 31 December 2019 the members of the Remuneration Committee were: Mariana
Gheorghe (chairman until 1 October 2019), Herna Verhagen (chairman from 1 October 2019),
Robert Reibestein and Hans Wijers.

The composition of the Supervisory Board Committees can be found on ING Group’s website
www.ing.com.

Remuneration and share ownership

Remuneration of the members of the Supervisory Board is determined by the General Meeting and
is not dependent on the results of ING Group. Details of remuneration are provided in the
Remuneration report. Members of the Supervisory Board are permitted to hold shares in the share
capital of ING Group for long-term investment purposes. Transactions by members of the
Supervisory Board in these shares are subject to the ING requlations for insiders.
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ING requlations regarding insiders are available on www.ing.com.

Information on members of the Supervisory Board

G.J. (Hans) Wijers (Chairman)

(Born 1951, Dutch nationality, male; appointed in 2017, term expires in 2021)
Former position: chief executive officer and member of the Executive Board of AkzoNobel N.V.

Relevant positions pursuant to CRD IV
Chairman of the Supervisory Board of ING Groep N.V./ING Bank N.V. and member of the Supervisory
Board of Hal Holding N.V.

Other relevant ancillary positions
Chairman of the Supervisory Board of Het Concertgebouw N.V. and member of the Temasek
European Advisory Panel of Temasek Holdings Private Limited.

H.J.M. (Hermann-Josef) Lamberti (Vice-Chairman)

(Born 1956, German nationality, male; appointed in 2013, term expires in 2021)
Former position: chief operating officer of Deutsche Bank AG.

Relevant positions pursuant to CRD IV

Vice-chairman of the Supervisory Board of ING Groep N.V./ING Bank N.V., non-executive member of
the Board of Directors of Airbus Group N.V., chairman of the Supervisory Board of Addiko Bank
(including senior business adviser of Advent International GmBH) and director of Frankfurt
Technology Management GmbH. The ECB has authorised Hermann-Josef Lamberti to hold a third
non-executive position i.e. in deviation of the maximum of two provided for in section 91 of CRD IV.
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J.P. (Jan Peter) Balkenende

(Born 1956, Dutch nationality, male; appointed in 2017, term expires in 2021)
Former position: partner EY (on corporate responsibility).

Relevant positions pursuant to CRD IV
Member of the Supervisory Board of ING Groep N.V./ING Bank N.V.

Other relevant ancillary positions

Professor of governance, institutions and internationalisation at Erasmus University Rotterdam (the
Netherlands), external senior adviser to EY, member of the Supervisory Board of Goldschmeding
Foundation, chairman of the Board of Maatschappelijke Alliantie (the Netherlands) and chairman of
the Board of Noaber Foundation.

E.F.C.B. (Eric) Boyer de la Giroday

(Born 1952, Belgian nationality, male: appointed in 2014, term expires in 2022)
Former position: member of the Executive Board of ING Groep N.V. and ING Bank N.V.

Relevant positions pursuant to CRD IV

Member of the Supervisory Board of ING Groep N.V./ING Bank N.V. and non-executive chairman of
the Board of Directors of ING Belgium SA/NV.

Other relevant ancillary position
Non-executive director of the Board of Directors of the Instituts Internationaux de Physique et de
Chimie fondés par Ernest Solvay, asbl.

M. (Mariana) Gheorghe

(Born 1956, Romanian nationality, female, appointed in 2015, term expires in 2023)
Former position: CEO of OMV Petrom SA.
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Relevant positions pursuant to CRD IV
Member of the Supervisory Board of ING Groep N.V./ING Bank N.V. and non-executive director of
ContourGlobal Plc.

Other relevant ancillary position
Member of the Advisory Council of the Bucharest Academy of Economic Studies, Romania.

M. (Margarete) Haase

(Born 1953, Austrian nationality, female; appointed in 2017, term expires in 2021)
Former position: CFO of Deutz AG.

Relevant positions pursuant to CRD IV

Member of the Supervisory Board of ING Groep N.V./ING Bank N.V. (effective per 1 May 2018),
member of the Supervisory Board and chairwoman of the Audit Committee of Fraport AG, member
of the Supervisory Board and chairwoman of the Audit Committee of Osram Licht AG and member
of the Supervisory Board and chairwoman of the Audit Committee of Marquard & Bahls AG.

Other relevant ancillary positions
Chairwoman of the Employers Association of Kélnmetall and member of the German Corporate
Governance Commission.

A.M.G. (Mike) Rees

(Born 1956, British nationality, male; appointed in 2019, term expires in 2023)
Former position: Deputy CEO of Standard Chartered Bank PLC.

Relevant positions pursuant to CRD IV
Member of the Supervisory Board of ING Groep N.V./ING Bank N.V., founder and consultant of
Strategic Vitality Ltd and non-executive chairman of Athla Capital Management Ltd.
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Other relevant ancillary position Other relevant ancillary positions

Non-executive director Mauritius Africa FinTech Hub. Member of the Supervisory Board, nomination committee and sponsering committee of Het
Concertgebouw N.V., member of the advisory council of Goldschmeding Foundation and member

R.W.P. (Robert) Reibestein of the Board of VNO-NCW (inherent to her position at Post NL N.V.).

(Born 1956, Dutch nationality, male; appointed in 2012 as an observer, full member as of 2013,

stepped down per 1 January 2020) Compang Secretqrg

Former position: senior partner of McKinsey & Company. The Supervisory Board and Executive Board are assisted by the company secretary Cindy van
Eldert-Klep.

Relevant positions pursuant to CRD IV
Member of the Supervisory Board of ING Groep N.V./ING Bank N.V. and member of the Supervisory Changes in the composition

Board of IMC B.V,
Mike Rees and Herna Verhagen were appointed during the Annual General Meeting of 23 April

2019. Henk Breukink retired from the Supervisory Board as per the end of the Annual General
Meeting of 2019. Robert Reibestein stepped down from the Supervisory Board as per 1 January
2020.

Other relevant ancillary positions
Member of the Supervisory Board of Stichting World Wildlife Fund (the Netherlands) and member of
the advisory committee of Forward.one.

Appointment, suspension and dismissal

Members of the Executive Board are appointed, suspended and dismissed by the General Meeting.
For the appointment of Executive Board members, the Supervisory Board may draw up a binding
list, which may be rendered non-binding by the General Meeting. A resolution of the General
Meeting to render this list non-binding, or to suspend or dismiss Executive Board members without
this being proposed by the Supervisory Board, requires an absolute majority of the votes cast.
Additionally, this majority must represent more than half of the issued share capital. The Articles of
Association exclude the waiver of the latter requirement in a second General Meeting. This ensures
that significant proposals of shareholders cannot be adopted in a General Meeting with a low
attendance rate and can only be adopted with substantial support of ING Group’s shareholders.

H.W.P.M.A. (Herna) Verhagen

(Born 1966, Dutch nationality, female; appointed in 2019, term expires in 2023)
Former position: member of the Supervisory Board of SNS Reaal N.V. (now: SRH N.V.).

Relevant positions pursuant to CRD IV

Member of the Supervisory Board of ING Groep N.V./ING Bank N.V. (per 1 October 2019), CEO of
PostNL N.V. and non-executive Board member and chairwoman of the Nomination Committee of
Rexel SA.

Other relevant ancillary positions

Member of the Supervisory Board, nomination committee and sponsering committee of Het Candidates for appointment to the Executive Board are subject to a suitability and reliability
Concertgebouw N.V., member of the advisory council of Goldschmeding Foundation and member assessment by DNB and ECB and must continue to meet these while in function.

of the Board of VNO-NCW (inherent to her position at Post NL N.V.).
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Function of the Executive Board

The Executive Board is charged with the management of ING Group. This includes responsibility for
setting and achieving ING Group’s strategy, objectives and policies, as well as the ensuing delivery
of results. It also includes the day-to-day management of ING Group. The Executive Board is
accountable for the performance of these duties to the Supervisory Board and the General Meeting.
The responsibility for the management of ING Group is vested in the Executive Board collectively.
The organisation, powers and modus operandi of the Executive Board are detailed in the Charter of
the Management Board.

The Charter of the Management Board is available at www.ing.com.

According to the Banker’s Oath that is taken by the members of the Executive Board, they must
carefully consider the interests of all stakeholders of ING. In that consideration they must put the
customer’s interests at the centre of all their activities.

ING Group indemnifies the members of the Executive Board against direct financial losses in
connection with claims from third parties, as far as permitted by law, on the conditions laid down in
the Articles of Association and their commission contract. ING Group has taken out liability
insurance for the members of the Executive Board.

Profile of members of the Executive Board

ING Group aims to have an adequate and balanced composition of its Executive Board. The
Supervisory Board annually assesses the composition of the Executive Board on a continuous basis.

The Supervisory Board has drawn up a profile to be used as a basis for selecting members of the
Executive Board. It is available on the website of ING Group (www.ing.com).

ING aims for the Executive Board of ING to consist of a diverse selection of persons with executive
experience, preferably gained in the banking sector, experience in corporate governance of large
stock-listed companies and experience in the political and social environment in which such

companies operate. In addition, there should be a good balance in the experience and affinity with
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the desired nature and culture of the business of ING. ING strives to have at least 30 percent of the
seats held by women, and at least 30 percent of the seats by men.

In 2018, ING introduced a new principle in a bid to bolster diversity within our organisation. The 70
percent principle gives managers a basis for building mixed teams around appropriate dimensions
of diversity (with a focus on gender, nationality and age group) and strives for a 30 percent
difference in team make-up. It is our ambition to adhere to this principle across the organisation
within both local and global teams. This principle is incorporated into succession planning for the
Executive Board.

Diversity and succession planning

The guidelines that relate to the composition of the Executive Board, are laid down in the Executive
Board Profile. Based on this profile, the Supervisory Board is responsible for selecting and
nominating candidates for appointment or reappointment to the Executive Board.

Finding suitable candidates remains challenging, as there are numerous requirements to take into
account, including gender to enhance the composition of the Executive Board and specific criteria
for each function, including reqgulatory requirements.

As an example to demonstrate the aforementioned: with the unexpected departure of the previous
CFO Koos Timmermans, in early 2018, the Supervisory Board was faced with the challenge of
appointing a successor as soon as possible. For the succession of the CFO position we reviewed a
number of suitable candidates from diverse backgrounds. When searching new Executive Board
members, the Supervisory Board looks broadly at diversity - considering all aspects as well as
primarily looking to ensure ING has the best candidate for the job.

Succession planning

Currently, there are no female members of the Executive Board, although our ambition of gender
diversity remains unchanged. The succession planning for Executive Board-positions is continually
worked on, balancing the career advancement of (female) senior managers, considering female
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candidates fit for the role and bringing in talents from outside the bank. In view of the appointment
terms of the current Executive Board members (every four years) ING considers it likely that the
preferred gender balance will not be achieved in the short term as replacements are not currently
envisaged. We are therefore unable to set a clear deadline to reach this gender balance.

We are also looking long term and taking steps to improve the appointment of women in senior
positions throughout the bank in line with our recently adopted diversity and inclusion principle.

Remuneration and share ownership

Members of the Executive Board are permitted to hold shares in the share capital of ING Group for
long-term investment purposes. Transactions by members of the Executive Board in these shares
are subject to the ING regulations for insiders. These regulations are available on the website of ING
Group (www.ing.com).

Details of the remuneration of members of the Executive Board, including shares granted to them,
together with additional information, are provided in the ‘Remuneration report’ chapter.

Ancillary positions/conflicting interests

No member of the Executive Board has corporate directorships at listed companies outside ING.

Transactions involving actual or potential conflicts of interest

In accordance with the Dutch Corporate Governance Code, transactions with members of the
Executive Board in which there are significant conflicts of interest will be disclosed in the Annual
Report.

Significant conflicting interests are considered to be absent and are not reported if a member of
the Executive Board obtains financial products and services, other than loans, which are provided
by ING Group subsidiaries in the ordinary course of their business on terms that apply to all
employees. In connection with the aforementioned, the term loans does not include financial
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products in which the granting of credit is of a subordinated nature, e.g. credit cards and overdrafts
in current account, because of a lack of materiality.

For an overview of loans granted to members of the Executive Board, see the ‘Remuneration report’
chapter.

Information on members of the Executive Board

R.A.J.G. (Ralph) Hamers, chief executive officer (‘CEQ’)
(Born 1966, Dutch nationality, male; appointed in 2013, will step down as of 30 June 2020)

Ralph Hamers has been a member of the Executive Board of ING Group since 13 May 2013 and was
appointed CEO and chairman of the Executive Board and the Managing Board Banking on 1 October
2013. He is responsible for the proper functioning of the Executive Board, the Management Board
Banking and its committees, formulating and implementing ING's strategy and acting as main
contact for the Supervisory Board. He is also responsible for the following departments: Innovation,
Legal, Corporate Strategy, Corporate HR, CoE Comms & Brand Experience and Corporate Audit
Services. He joined ING in 1991 and has held various positions including global head Wholesale
Banking Network from 2007 to 2010, head of Network Management for Retail Banking Direct &
International from 2010 to 2011, and CEO of ING Belgium and Luxembourg from 2011 to 2013. Due
to the resignation of the head of Market Leaders in July 2019, he has taken up this role on an
interim basis until a replacement is found. In this interim role he is also responsible for ING Bank’s
operations in the Benelux. He holds a Master of Science degree in Business
Econometrics/Operations Research from Tilburg University, the Netherlands.

As announced on 20 February 2020, Ralph Hamers will step down from his position and leave ING
as of 30 June 2020. He will join UBS on 1 September 2020 and will become group chief executive
officer per 1 November 2020. He will remain in his role as chief executive officer of ING Groep N.V.
and ING Bank N.V. until 30 June 2020 continuing to run the daily business and working with the
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Executive Board and the Management Board Banking to ensure a smooth transition of leadership.
Further announcements on the succession process will be made if and when appropriate.

Relevant positions pursuant to CRD IV!
Chairman and CEO of the Executive Board of ING Groep N.V. and of the Management Board Banking
of ING Bank N.V.

Other relevant ancillary positions

Member of the Management Board of the Nederlandse Vereniging van Banken (NVB), member of
the Board of Directors of the Institute of International Finance, Inc., non-executive member of the
board Concertgebouw orkest and member of UNICEF’s Global Board of the Young People’s Agenda.

T. (Tanate) Phutrakul, chief financial officer (‘CFO’)
(Born 1965, Thai nationality, male; appointed in 2019, term expires in 2023)

Tanate Phutrakul was appointed as chief financial officer of ING Groep N.V. and ING Bank N.V. and
member of the Management Board Banking of ING Bank on 7 February 2019. Subsequently, he was
appointed as a member of the Executive Board of ING Groep N.V. at the Annual General Meeting on
23 April 2019.

Tanate Phutrakul is responsible for ING's financial departments, Group Treasury (including capital
management activities), Investor Relations, Group Research and Requlatory & International Affairs.
Before his appointment to the Executive Board, he was ING Group controller in Amsterdam and
between 2015-2018 he was the CFO of ING in Belgium.

He holds a master’s degree in Engineering from Imperial College, University of London, and an MBA
from Harvard Business School.

Relevant positions pursuant to CRD IV

! The fourth EU Capital Requirements Directive 2013/36/EU
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Member and CFO of the Executive Board of ING Groep N.V., member and CFO of the Management
Board Banking of ING Bank N.V., and Non-executive member of the board of ING Belgium N.V./S.A.

S.J.A. (Steven) van Rijswijk, chief risk officer (‘CRO’)
(Born 1970, Dutch nationality, male; appointed in 2017, term expires in 2021)

Steven van Rijswijk has been a member of the Executive Board since 8 May 2017. He was appointed
CRO on 1 August 2017. He is also a member and CRO of the Management Board Banking. Before
becoming a member of the Executive Board, he was global head of Client Coverage within ING
Wholesale Banking. Steven van Rijswijk joined ING in 1995 in the Corporate Finance team holding
various positions in the areas of Mergers & Acquisitions and Equity Markets. He holds a master’s
degree in business economics from Erasmus University Rotterdam (the Netherlands).

Relevant positions pursuant to CRD IV
Member and CRO of the Executive Board of ING Groep N.V. and member and CRO of the
Management Board Banking of ING Bank N.V.

Changes in the composition

Tanate Phutrakul was appointed as a member of the Executive Board of ING Groep N.V. at the
Annual General Meeting on 23 April 2019. As announced on 20 February 2020, Ralph Hamers will
step down as chief executive officer of ING Groep N.V. and ING Bank N.V. as of 30 June 2020. He will
join UBS on 1 September 2020 and will become group chief executive officer per 1 November 2020.
Further announcements on the succession process will be made if and when appropriate.
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B. Compensation
Remuneration report

Our view on remuneration
FOR INFORMATION ONLY

ING’s remuneration approach is designed to attract, motivate and
retain leaders and qualified staff who have the skills, abilities,
values and behaviours needed to achieve our strategy. It aims to
ensure we offer well-balanced remuneration within our risk
appetite, promoting effective risk management. At the same time,
we take into account our responsibility to our customers, society
and other stakeholders, whose trust - quite simply - is our licence
to operate.

ING's remuneration principles are important to achieve the bank’s strategy, its purpose - to
empower people to stay a step ahead in life and in business - and its risk profile. These principles
apply to all employees, including members of the Executive Board (hereafter ‘EB’). They aim to
maintain a balance between short-term and long-term value creation for all stakeholders while
being responsible and fair. Ultimately, it's about making sure we are able to effectively reward
success and avoid rewarding for failure.

In this report we look back on the year 2019. We report on ING's performance and how 2019 events
have impacted remuneration. We outline the current Executive Board and Supervisory Board
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remuneration policies and share details of remuneration awarded in 2019 to the Executive Board,
including variable remuneration, and to the Supervisory Board.

Thereafter, we set out the remuneration approach that applies to all employees and explain more
about how total direct compensation and variable remuneration work within ING. We also explain
the performance management process and its link to remuneration, and we provide more
information on the measures we have in place to mitigate risk.

Overall, the Supervisory Board has concluded that the Executive Board members did well to deliver
our results in 2019. Although the underlying result before tax and underlying return on equity
decreased compared to 2018, good progress was made in the execution of the Think Forward
strategy. This is shown by the continued growth of primary customers, ongoing execution of the
KYC enhancement programme with strong governance from top management and further
progress in sustainability.

Looking ahead, there is an additional section in this year's report outlining the Supervisory Board's
proposal for remuneration policies for the Executive Board and the Supervisory Board for the
coming years.

This 2019 remuneration report is our first under the requirements of the Dutch Act implementing
the Shareholder Rights Directive Il (SRD II). This report is also drafted in the spirit of the European
Commission’s non-binding draft guidelines for disclosure. We intend to update our 2020
remuneration report to reflect the final guidelines, which we expect will have been published by
then, also taking into account the advisory vote of shareholders regarding this 2019 remuneration
report.

Our starting point

The Supervisory Board acknowledges that in the past it has not always got its stance on
remuneration right. This was especially apparent in 2018, when a proposal to amend the
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remuneration policy of the Executive Board elicited much criticism. It was subsequently withdrawn
and the Supervisory Board promised to carry out an extensive review of the remuneration policy.

We did this review in 2019, in consultation with advisory bodies and a broad range of stakeholders,
holding meaningful discussions to make sure our remuneration approach and subsequent proposal
achieves the right balance among the various viewpoints and interests.

Stakeholder engagement

A long list of stakeholders participated in these discussions, including our Dutch Central Works
Council, representatives of Dutch trade unions, the Advisory Council of ING Netherlands, trade
bodies and regulatory and governmental authorities such as the Dutch central bank and the
European Central Bank. A number of institutional shareholders together holding approximately
24% of ING's share capital were also consulted, as well as proxy advisory firms and Dutch
shareholder advocacy groups. A specialised market research firm elicited qualitative feedback from
customers, and we asked current members of the Executive Board for their views, in line with the
Dutch Corporate Governance Code.

In these dialogues the most contentious point was the level of total direct compensation. Some
investors were concerned about ING’s ability to attract the relevant talent. Other stakeholders were
more critical about the general remuneration level. There was also criticism that the EURO STOXX
50 peer group, which ING uses as a benchmark for remuneration, includes too many companies
that are not sufficiently comparable.

On the subject of variable remuneration, stakeholders understood and supported the continuation
of this within the limits of Dutch legislation (i.e. a maximum of 20% of base salary). There was a
clear ask for more transparency about the metrics used to determine variable remuneration and
how these are applied for the performance year.
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The insights gained from the stakeholder engagement process have significantly contributed to the
quality of the remuneration policy that we intend to propose to shareholders at the next Annual
General Meeting (hereafter ‘AGM’) in April 2020. Both myself and my colleagues on the Supervisory
Board highly appreciate the participation of stakeholders and the meaningful insights they
provided.

Proposed way forward

Based on the various viewpoints, interests, remarks and concerns, going forward we are proposing
a moderate annual base salary increase linked to an external indexation reference point such as a
consumer price index and ING’s CLA increases.

To increase the relevancy of our peer group, the Supervisory Board is proposing to use a smaller
one based on geography, relevant talent market, size and governance framework. We intend to
include a balancing factor to ensure we also consider relevant peer companies that may not fulfil
the other criteria. The proposed benchmark consists of eight comparable Dutch companies and
eight relevant European financial services providers.

Among other things it aims to provide more clarity on the performance metrics to be used for
awarding variable remuneration, how targets are set and how achievements are measured, as well
as reflecting ING's risk culture and compliance initiatives.

Subject to approval by shareholders at the next AGM, the new remuneration policies for Executive
Board and Supervisory Board members will become effective retroactively from
1 January 2020.

As the discussions with stakeholders last year showed, remuneration is an important topic for
many stakeholder groups, who raised varying viewpoints on the topic. Myself and my colleagues
on the Supervisory Board are fully committed to making sure we get our approach to remuneration
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right - for now and in the future. It's about achieving a balance that is right for ING, for customers,
shareholders, other stakeholders and society at large.

Herna Verhagen
Chairman of the Supervisory Board Remuneration Committee
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Remuneration Report Executive Board and Supervisory Board
FOR ADVISORY VOTE AT 2020 AGM

This part of the Remuneration Report explains how the 2019 EB Remuneration Policy and the
current SB Remuneration was implemented during 2019. This part is the Remuneration Report as
referred to in the Dutch Act implementing Shareholder Rights Directive Il (SRD Il). This
Remuneration Report will be presented to the 2020 AGM for an advisory vote. In the Remuneration

Report 2020 an explanation will be included on how the result thereof has been taken into account.

Also the requirements for the report prepared by the Supervisory Board as stated in the Dutch
Corporate Governance Code are taken into account.

This 2019 Remuneration Report is our first under the requirements of the Dutch Act implementing
Shareholder Rights Directive Il (SRD Il). This report is also drafted in the spirit of the draft (non-
binding) guidelines for disclosure from the European Commission. As such, 2019 should be
considered a transitional year. In 2020, we aim to disclose fully in line with these final guidelines.

Business events 2019

In February 2019, Tanate Phutrakul was appointed as ING's chief financial officer and a member of
the Management Board Banking. He was subsequently appointed to the Executive Board at the
AGM on 23 April 2019. Tanate Phutrakul succeeded Koos Timmermans who, in consultation with
the Supervisory Board, stepped down from his position as chief financial officer and member of the
Executive Board of ING Group on 7 February 2019.

At the 2019 AGM shareholders approved the reappointment of Mariana Gheorghe and the
appointment of Mike Rees and Herna Verhagen to the Supervisory Board.

Supervisory Board member Robert Reibestein, announced his early resignation effective 1 January
2020 because of persistent personal health issues.
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After the very challenging year 2018, a majority of shareholders at the AGM in April 2019 voted
against discharge of the Executive Board and Supervisory Board members from their potential
liability against the company for their duties performed in 2018. The Supervisory Board and
Executive Board fully understand and share the underlying disappointment, especially regarding
the shortcomings in the prevention of financial and economic crime, which was also expressed by
shareholders in the many direct contacts during the year. Both boards have taken the vote as a
clear signal and firm encouragement to continue with the enhancement programme announced in
September 2018 and ensure we make structural improvements to bring our gatekeeping function
in the area of customer due diligence and anti-money laundering to the appropriate level.

Executive Board remuneration policy

The current Executive Board remuneration policy (hereafter called the 2019 EB Remuneration
Policy) complies with applicable laws and requlations and is in line with the remuneration principles
that apply to all employees.

The current remuneration policy for the Executive Board was adopted by shareholders at the AGM
on 27 April 2010. Subsequent amendments to this policy were adopted at AGMs on:
9 May 2011 in response to new regulatory requirements
12 May 2014 with respect to pensions for the Executive Board
11 May 2015 to lower the maximum variable remuneration in line with legal requirements and
specify that variable remuneration for the Executive Board be paid fully in shares
8 May 2017 to extend the deferral period of the variable remuneration from three to five years.

For 2019, the remuneration policy for the Executive Board remained unchanged. Shareholders will
be asked to vote on a revised Executive Board remuneration policy at the 2020 AGM, which is a
binding vote. For further information on the revised policy, we refer to the Chairman'’s letter.
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Total direct compensation

Total direct compensation for the Executive Board is determined and reviewed periodically by the
Supervisory Board. In line with the 2019 Executive Board Remuneration Policy, the Executive
Board'’s total direct compensation for 2019 was compared to a peer group EURO STOXX 50
companies. The total direct compensation under the 2019 Executive Board Remuneration Policy is
below the median of the EURO STOXX 50. This approach is in line with the requirements laid down
in the Dutch Banking Code.

Variable remuneration

Variable remuneration for Executive Board members is limited to a maximum of 20% of base
salary. At least 50% of this is based on non-financial performance criteria. The 2019 EB
Remuneration Policy provides for an at-target variable remuneration of 16% of base salary. If
performance criteria are exceeded, the Supervisory Board can increase the variable component to
the maximum. If performance is below target, the variable component will be decreased,
potentially to zero.

The Supervisory Board pre-determines the performance criteria for the Executive Board each year
to ensure alignment between ING's strategy and performance objectives.

Variable remuneration is paid fully in shares. Forty percent of the variable remuneration is paid
upfront and 60% is deferred. For all shares awarded to Executive Board members (in their capacity
as board members) there is a minimum retention period of five years from the date of conditional
grant and one year from the vesting date. Vesting of any deferred variable remuneration is not

subject to performance and can only be adjusted in case of an ex-post risk measure as described in

the Risk adjustments paragraph or if an Executive Board member leaves ING. This award approach
aligns remuneration with creating long-term value for ING.
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Pension

Since 1 January 2015, all members of the Executive Board have participated in the Collective
Defined Contribution (CDC) pension plan with respect to their annual salary-up to €107,593 for
2019. This is similar to all employees working in the Netherlands without a supplementary pension
scheme. Above this amount, members of the Executive Board are compensated for the lack of
pension accrual by means of a savings allowance (see Benefits), to be annually determined, on the
same terms that apply to other participants in the Dutch pension scheme.

Benefits

Executive Board members are eligible for additional benefits (all within benchmarks), such as:

- costs associated with the use of a company car;

- contributions to company savings plans;

- expatriate allowances (if applicable);

- banking and insurance benefits from ING (on the same terms as for other employees of ING in
the Netherlands):

- tax and financial planning services to ensure compliance with the relevant legislative
requirements.

Tenure

Members of the Executive Board are appointed by shareholders at the AGM for a maximum period
of four years. They may be reappointed by the AGM in line with applicable rules and requlations.
Executive Board members have a commission contract for an indefinite period. ING has the option
to terminate if they are not reappointed by shareholders at the AGM or if their membership of the
board is terminated. There is a three-month notice period for individual board members and a six-
month period for ING. During this time the board member continues to work and remains eligible
for all agreed remuneration components.
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In the event of an involuntary exit, Executive Board members are eligible for an exit arrangement. If
termination of the contract is based on mutual agreement, the Executive Board member is also
eligible for a severance payment. These arrangements are subject to specific requirements (e.g.
limited to a maximum of one year of fixed base salary, under the condition that there should be no
reward for failure).

Periodic review of the remuneration policy and the remuneration paid

In accordance with the 2019 EB Remuneration Policy, the Supervisory Board annually determines
the actual remuneration for members of the Executive Board, based on the advice given by the
Remuneration Committee of the Supervisory Board.

The Remuneration Committee’s responsibilities include preparing the Supervisory Board for
decisions regarding the remuneration of individual members of the Executive Board. Remuneration
proposals for individual Executive Board members are drawn up in accordance with the 2019 EB
Remuneration Policy and cover the following aspects: remuneration structure, the amount of the
fixed and variable remuneration components, the performance criteria used, scenario analyses
that are carried out and, if and when considered appropriate, the pay ratios within the company
and its affiliated enterprises. The Remuneration Committee takes note of the views of individual
Executive Board members with regard to the amount and structure of their own remuneration,
including the aspects mentioned above.

Special employment conditions

Special employment conditions, for example to secure the recruitment of new executives, may be
used in exceptional circumstances subject to approval by the Supervisory Board. In 2019, there
were none.

1 Koos Timmermans was an EB member until 6 February 2019; Steven van Rijswijk was appointed to the EB on 8 May 2017;
Tanate Phutrakul was appointed to the EB immediately following the 23 April 2019 AGM. As Ralph Hamers has been an EB
member for the full years 2017-2019, the full remuneration is presented and no pro-rata method has been applied.
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2019 Remuneration Executive Board

This section includes remuneration details for current and former Executive Board members
relating to the period that they served on the Executive Board during 2019.1

In line with the Dutch Corporate Governance Code, ING determines the internal ratio of
remuneration for Executive Board members and a representative reference group. Deemed most
relevant for this ratio is the total direct compensation of the CEO compared to the average total
direct compensation of all ING employees. On this basis, the internal ratio in 2019 was 1:31. For the
sake of transparency we also calculated the ratio of the total direct compensation of the other
Executive Board members compared to the average total direct compensation of all ING
employees. On that basis the internal ratio in 2019 was 1:21.2 The higher ratios compared to 2018,
is due to fact that no variable remuneration was granted over performance year 2018.°

As disclosed in the Annual Report 2018, in consultation with the Supervisory Board, chief financial
officer Koos Timmermans stepped down from his position as chief financial officer and as a
member of the Executive Board on 7 February 2019. To facilitate an orderly transition and fulfil
ING’s contractual notice period of six months, he continued to advise the company until 31 August
2019. In line with applicable regulations a severance payment was granted. Although entitled to a
maximum severance payment of one year's fixed annual pay, the Supervisory Board at its
discretion set the severance pay at a level of 50% of fixed annual pay (€601,800).

2 Total direct compensation comprises fixed base salary and variable remuneration, excluding benefits such as pension
arrangements, and allowances.

3 Theinternal ratio in 2018 for the CEO was 1:29, for the other Executive Board members this amounted to 1:20. In 2017,
the internal ratio for the CEO was 1:33 and for the other Executive Board members this amounted to 1:23.
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Remuneration versus company performance and average employee
remuneration

The table below shows the link between directors’ remuneration, company performance and the
average remuneration of an ING employee. This is done by presenting the relative development of
the remuneration for the Executive Board and Supervisory Board members over the last five years.
With respect to the remuneration of the Supervisory Board, note that there is no link to company
performance to emphasise their independent role.

Furthermore, the relative performance of the company is presented on three different metrics over
the last five years. The metrics consist of:

= Retail primary customers

- Profit before tax ING Group

= Underlying Return on Equity

Finally, we present the development of the remuneration on average (per employee). For this
number the same data has been used as to determine the internal ratio. Since the internal ratio
was disclosed by ING as of 2017, we only have three years of data available.

Due to the strict reqgulations on variable remuneration in the Netherlands (e.g. 20% bonus cap) and
due to the fact that Executive Board members did not receive any variable remuneration over
performance year 2018, the link between remuneration and company performance is relative.
Furthermore variable remuneration must be based on at least 50% non-financial targets.
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Development of directors’ remuneration, company performance and employee remuneration

FY 2019 FY2019vs FY 2018  FY 2018 vsFY 2017 * FY 2017 vs FY 2016 FY 2016 vs FY 2015 FY 2015 vs FY 2014
Directors remuneration (Executive Board)!:2: 3>
Ralph Hamers 2,016 15.2% -12.8% 1.4% 2.9% 51.4%
Tanate Phutrakul 973 - - - - -
Koos Timmermans 818 -11.8%
Steven van Rijswijk 1,399 16.2% -11.8% - - -
Directors remuneration (Supervisory Board) ©
Hans Wijers 202 9.2% 340.5% - - -
Hermann-Josef Lamberti 141 1.4% -1.4% -5.4% 34.2% 37%
Jan-Peter Balkenende 99 0% 200% - - -
Henk Breukink 40 -68.3% -0.8% -8.6% 39% 8.7%
Mariana Gheorghe 118 12.4% 11.7% -4.1% 145% -
Eric Boyer de la Giroday 108 0% 1.9% -7% 23.9% 73.6%
Margarate Haase 98 55.6% - - - -
Mike Rees 73 - - - - -
Robert Reibestein 136 -1.4% 1.5% -1.4% 50% -2.1%
Herna Verhagen 30 - - - - -
Company’s performance> ¢ -
Retail primary relationships (in mln) 13.3 7% 10% 9% 14% 9%
Profit before Tax ING Group (continuing operations) (in min) 6,834 0% -6% 23% -4% 66%
Underlying Return on Equity 9.4% -2% 1% 0% 2% 1%
Average employee remuneration
Average fixed and annual variable remuneration 65 7% -1.1% - - -

1 The remuneration of the Executive Board consist of base salary and variable remuneration (total direct compensation).

2 Variable remuneration of the Executive Board is included in the year in which the performance has been delivered. Thus prior to the year in which it has been paid out.
3 The fixed remuneration for the Executive Board has not changed over 2019. Hence, the relative total compensation increase from 2018 to 2019 is fully attributed to the fact that no variable remuneration was awarded over performance year 2018. In addition,
since Tanate Phutrakul has not been an Executive Board member for the full year and since Koos Timmermans left ING during the year, the comparison between 2018 and 2019 could not be made.
4 The decrease in 2018 versus 2017 comparison for the CFO and CRO is fully attributed to the fact that for performance year 2018 no variable remuneration has been awarded while over performance year 2017 variable remuneration was awarded. For the CEO
the impact is less due to the fact that his fixed remuneration was increased by 2.2% in 2018 compared to 2017. The fixed remuneration for the CFO and CRO remained the same.
5 Fixed remuneration for Executive Board members within ING is not linked to company performance but is based on a benchmark exercise and total direct compensation of Executive Board members should stay below the median of the benchmark based on the

Dutch Banking Code. This has a mitigating effect on the correlation with the company performance.

6 Supervisory Board members do not receive any variable remuneration. Their remuneration is based on fixed fees related to their role and amount of meetings. The high fluctuations are caused by joining and leaving the Supervisory Board during the year,
change of roles during the year and the difference in the amount of meetings. Hence there is no correlation between the SB remuneration and the company performance.
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2019 Executive Board base salary

As announced in our 2018 Annual Report, the base salary of all Executive Board members
remained the same in 2019 as it was in 2018.

2019 performance indicators Executive Board

As indicated in the remuneration policy, the performance of the Executive Board is assessed on
non-financial and financial indicators. The performance indicators assessed for 2019 included the
following (overview of combined performance indicators of the Executive Board members):

Financial performance indicators

Underlying result before tax

Net core lending

Underlying return on equity (IFRS-EU) = hurdle for variable pay
Underlying cost/income ratio

Common Equity Tier 1 ratio (SREP) - hurdle for variable pay

Non-financial performance indicators

Customer: ensuring growth of retail primary customers.

Operational control: ensuring ING is a safe and compliant bank now and in the future, in line with
requlations.

Think Forward Strategy: ensuring intended outcomes of key strategic initiatives are executed
and result in improved customer experience and commercial growth.

People: driving initiatives to continue to be a healthy organisation and great place to work.
Sustainability: increasing ING's social and environmental impact through our sustainability
activities
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2019 Executive Board performance evaluation

The table below highlights key achievements, collectively accomplished by the Executive Board in
2019 in the areas mentioned. It reflects both ING's overall ambitions and the specific performance
priorities agreed with the Supervisory Board at the beginning of 2019.

Financial
performance

Achieved underlying result before tax of €6,834 million down 9.2% from 2018,
reflecting a well-diversified loan book with resilient margins, despite margin

pressure on customer deposits. The net profit is €4,781 million, up 1.7% from
2018.

Grew net core lending by €17.2 billion (+2.9%); increased customer deposits by
€23.4 billion (+4.2%).

Realised underlying return on equity (IFRS-EU) for ING Group of 9.4%, down
from 11.2% in 2018.

The underlying cost/income ratio decreased to 56.6% from 54.5% in 2018
driven by higher KYC, staff and regulatory costs (51% excluding regulatory
costs).

Customer

Increased the number of primary customers by more than 830,000 to 13.3
million in 2019 (+6.7%).
The total retail customer base reaches 38.8 million.

Ranked number one in Net Promotor Score relative to competitors in six of the
14 retail markets.

A growing share of Retail customers only interacts with ING on their mobile
device, up from 26% in 2018 to 37% in 2019. Increase in conversion of
customer interactions into sale, with seven times higher mobile sales in 2019
thanin 2016.




Contents

Part | Part Il

Operational
Control

In 2019 countering financial and economic crime remained a priority:
- The number of FTEs working globally on know your customer (KYC) related

activities has increased to ~4,000.

- The increased focus on KYC and efforts to streamline operations are leading

to an increased number of accounts being closed, including inactive
accounts or accounts of which the customers were insufficiently responsive
to information requests.

- Further progress was made in strengthening the global KYC organisation

and governance structure throughout ING.

- Further progress was made in the global roll-out of KYC tools to enable the

onboarding of customers and monitor their transactions across ING's global
network in a more effective and consistent way.

- The implementation of a systematic integrity risk analysis in all business

lines and regions was completed, contributing to consistent KYC risk
assessments across the bank.

ING keeps investing in regulatory compliance, developing promising tools to
increase accuracy and efficiency in KYC operations:
- A virtual alert handler using artificial intelligence (Al) to sort “false positives”

from the alerts that need more investigation, so far reducing “false
positives” by half.

- Atool to detect instances of fraudulent transactions related to “smurfing”;

the practice of breaking up transactions into smaller amounts to evade
conventional rule-based monitoring systems.

- An advanced Al-based anomaly detection model to automatically analyse

and detect new potentially suspicious behaviour in foreign currency clearing
and settlement that ING executes on behalf of others.
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- Development of SparQ, a global platform that uses Al to automate the
process of turning regulation into policy. It gives insight into applicable
reqgulations, identifies changes, helps analyse documents and can link
reqgulation directly to our policies.

ING is committed to periodically providing the Dutch central bank (DNB) with
regular updates on the progress made.

Execution Think
Forward Strategy

Important steps taken in the major digital transformation programmes:

- Unite be+nl: Reduced the branch footprint and introduced two common
digital channels across Belgium and Netherlands (OneApp and OneWeb)
that have been piloted with customers. Introduction of one platform for all
customer-facing collegues to allow supporting customers faster and in a
more uniform way.

- Maggie (former Model Bank): The digital platform has now over 450,000
active customers and the platform is ready to onboard customers from
Italy, Spain and France in the coming years.

- Welcome: ING in Germany completed the programme early 2019 after
introducing a new mobile app (One App) and a Go2Place platform including
e-signature, multi-banking account overview, forecasting, third-party
services and end-to-end digital process for account opening, consumer
loans and mortgages.

- Wholesale TOM: Improved the experience of the ING's Wholesale Banking
customers through the implementation of target solutions in Financial
Markets, Lending and Transaction Services, setting up a pan-European Daily
banking Desk and by expanding our client platform InsideBusiness, which is
used by more than 18,000 international clients.

New initiatives developed and aligned with partners to improve the customer
experience being:
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= ING’s partnership with AXA reached another milestone in 2019 by going live
with its global platform, which will provide home, mobility and health
insurance services in six markets via the mobile app. The first product
launched on the platform is home insurance, delivered by the ING mobile
app in ltaly. This is in addition to the six products launched outside the
platform in 2019.

- Yolt, ING's personal finance aggregator, reached over one million users and
was chosen as the best personal finance app at the International Payments
Awards 2019.

= The launch of instant payments in Netherlands and Belgium, enabling
money to be available in five seconds to the beneficiary every moment of
the day all year round.

- Introduction of ApplePay to enhanced the experience of our mobile app
users.

- In order to improve the credit decision process for Wholesale Banking
clients, ING has invested in Flowcast. This is a start-up that uses machine
learning algorithms to create predictive models that reduce risk and unlock
credit to businesses.

Major milestone achieved in the blockchain area:

= ING joined a consortium with MineHub to develop a blockchain-based
platform that would help ING clients in the metals and mining sector to
lower costs, increase transparency and contribute to sustainable production
and trading.

- First client transaction completed on Komgo, a platform that digitalises and
streamlines trade and commaodity finance.

People

The Organisation Health Index (OHI) survey carried out 2019 showed room for
improvement. The overall health score is a performance indicator measuring
organisational health relative to a global benchmark of 1,900 companies.
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Although ING continues to outperform our peers in most areas, there was a
decline in the 2019 results.

Sustainability
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In September ING published the first progress report on Terra, ING's approach
to steer its €600 billion lending book in line with the goals of the Paris
Agreement to keep global warming to well-below two degrees.

The disclosure addresses developments and climate alignment for the sectors:
power generation, fossil fuels, automotive, shipping, aviation, steel, cement,
residential mortgages and commercial real estate. These are the sectors in
ING's portfolio that are most responsible for greenhouse gas emissions. In a
Climate Alignment Dashboard (CAD) the report presents which sectors are on
track for climate alignment and where work is still in progress. This climate
change disclosure is a first for banks.

ING is recognised as an A-list company for leadership on climate action for the
fifth year in a row by CDP, the leading global environmental disclosure
platform.

In 2019 ING reinforced the commitment to help customers reach their
sustainability goals by closing more than twice the amount of sustainable
finance deals compared to 2018.

Variable remuneration outcome

Based on these achievements, the Supervisory Board has concluded that the Executive Board
members did well overall to deliver these results. This was despite a challenging rate environment
and increase in costs related to the KYC enhancement programme. Although the underlying result
before tax and underlying return on equity decreased compared to 2018, good progress was made
in the execution of the Think Forward Strategy. This is shown by the continued growth of the
primary customer base and the increase in mobile interactions by retail customers. Risk costs
remained below the through-the-cycle average. ING also continued executing the KYC
enhancement programme, with strong governance from top management, more FTEs working in
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KYC and the roll out of global KYC tools. In sustainability ING remains a leading company, making Total direct compensation for individual Executive Board members
further progress with the Terra approach by partnering with 30 other banks to steer the lending 2019 2018 2017
portfolio towards the climate goals of the Paris Agreement. Overall this has resulted in a variable Amounts in euros (rounded figures) Number of Number of Number of
_ _ Amount shares Amount shares Amount shares
remuneration for the Executive Board members of between 15 and 16%. Ralph Hamers (CEO)
Base salary 1,750,000 1,750,000 1,713,000
Variable remuneration (fully in shares)* 266,000 25,726 293,000 18,547

2019 Executive Board remuneration
Tanate Phutrakul (CFO)?

The tables below (i.e. total direct compensation, pension costs and other emoluments) show the Base salary 831,100
remuneration awarded to individual Executive Board members with respect to the performance Variable remuneration (fully in shares)* 141,400 13,675
years 2019, 2018 and 2017. The 2019 figures reflect a partial year as Executive Board members for Koos Timmermans (CFO)?
Tanate Phutrakul and Koos Timmermans. The 2018 figures reflect an entire year for all three active Base salary 802,400 1,203,600 781,000
Variable remuneration (fully in shares)* 16,000 1,553 104,000 6,612

members of the Executive Board. The 2017 figures reflect a partial year as Executive Board

members for Koos Timmermans and Steven van Rijswijk. Steven van Rijswijk (CRO)

Base salary 1,203,600 1,203,600 781,000
All remuneration of the Executive Board is paid directly by ING, in other words no payments have Variable remuneration (fully in shares)* 195,000 18,858 104,000 6,584
been made bg any of our subsidiaries. Total aggregated base salary 4,587,100 4,157,200 3,275,000

Total aggregated variable remuneration 618,400 501,000

Total aggregated number of shares 59,812 31,743

1 The number of shares is based on the average ING share price (€10,34) on the day on which the year-end results were
published.

2 Tanate Phutrakul was appointed to the Executive Board immediately following the 23 April 2018 AGM. This amount of
variable remuneration reflects his period as an Executive Board member. Thus, for the period from 23 April 2019 - 31
December 2019.

3 Koos Timmermans left ING per 7 February 2019 as an Executive Board member. Until 31 August 2019 he received an
advisor fee for the period in which he transferred his activities to his successor. Thus the base salary reflects the payments
from 1 January 2019 - 31 August 2019. The amount of variable remuneration however, only reflects his period as an
Executive Board member. Thus, for the period from 1 January 2019 - 7 February 2019.
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Pension costs

Members of the Executive Board participate in the Collective Defined Contribution (CDC) pension
plan. In 2019, pension accrual only applied to salary up to an amount of €107,593. The table below
shows the pension costs of the individual members of the Executive Board in 2019, 2018 and 2017.

Pension costs for individual Executive Board members

Amounts in euros (rounded figures)?! 2019 2018 2017
Ralph Hamers 23,000 26,000 30,000
Tanate Phutrakul? 16,000 - -
Koos Timmermans? 15,000 26,000 19,000

Steven van Rijswijk 23,000 26,000 19,000

1 Pension accrual only applies to salary up to an annually set amount (i.e. €103,317 for 2017, €105,075 for 2018 and

€107,593 for 2019).
2 Tanate Phutrakul was appointed to the Executive Board immediately following the 23 April 2018 AGM. Thus, the figures

reflect a partial year as an Executive Board member.
3 Koos Timmermans left ING per 7 February 2019 as an Executive Board member. Until 31 August 2019 he received an
advisor fee for the period in which he transferred his activities to this successor. Thus the pension costs reflect the period

from 1 January 2019 - 31 August 2019.
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Benefits

The individual members of the Executive Board receive other emoluments, including savings
allowances to compensate for the loss of pension benefits on salary above €107,593 for 2019,
employer contributions to savings schemes, reimbursement of costs related to home/work
commute, costs associated with a company car and for expats, the costs associated with housing

and schooling.

The other emoluments amounted in 2019, 2018 and 2017 to the following costs.

Other emoluments

Amounts in euros (rounded figures) 2019? 2018 20172
Ralph Hamers 521,000 561,000 624,000
Tanate Phutrakul 235,000 - -
Koos Timmermans? 231,000 408,000 290,000
Steven van Rijswijk 367,000 369,000 274,000

1 The 2019 emoluments reflect the partial year as an Executive Board member for Tanate Phutrakul.
2 The 2017 emoluments for Koos Timmermans and Steven van Rijswijk reflect the partial year as an Executive Board

member.
3 Koos Timmermans left ING per 7 February 2019 as an Executive Board member. Until 31 August 2019 he received an

advisor fee for the period in which he transferred his activities to his successor. Thus the emoluments reflect the period from
1 January 2019 - 31 August 2019.
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Other emoluments in more detail 2019

Amounts in euros (rounded figures) Ralph Tanate . Koos Stevgln v<.1.n

Hamers Phutrakul > Timmermans 3 Rijswijk
Contribution individual savings 61,000 29,000 28,000 42,000
Individual savings allowance 391,000 179,000 175,000 261,000
Travel and accident insurance 18,000 13,000 2,000 18,000
Other amounts! 50,000 15,000 26,000 46,000

1 Other amounts contains the following elements: personnel facility (mortgage), tax and financial planning, one-off
compensation for Steven van Rijswijk for retroactive tax impact of use of company car and temporary housing for Tanate
Phutrakul.

2 The 2019 emoluments reflect the partial year as an Executive Board member for Tanate Phutrakul.

3 Koos Timmermans left ING per 7 February 2019 as an Executive Board member. Until 31 August 2019 he received an
advisor fee for the period in which he transferred his activities to his successor. Thus the emoluments reflect the period from
1 January 2019 - 31 August 2019.

Total remuneration

The table below contains the total remuneration of the Executive Board members over 2019.

Total remuneration

Amounts in euros Variable  Total direct Total
(rounded figures) Base salary remuneration compensation Pension Emoluments remuneration
Ralph Hamers 1,750,000 266,000 2,016,000 23,000 521,000 2,560,000
Tanate Phutrakul 831,100 141,400 972,500 16,000 235,000 1,223,500
Koos Timmermans 802,400 16,000 818,400 15,000 231,000 1,064,400
Steven van Rijswijk 1,203,600 195,000 1,398,600 23,000 367,000 1,788,600

As recognised in the profit or loss statement of 2019, the expenses for each member of the
Executive Board (active on 31 December 2019), while serving on the Executive Board, amount to
€2.4 million for the CEO, €1.1 million for the CFO and €1.7 million for the CRO.
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Long-term incentives awarded in previous years

Long-term incentives to the Executive Board members in previous years are disclosed in the table
ING shares held by Executive Board members.
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The table below contains information on the outstanding employee stock options and the movements during the financial year of employee stock options held by the members of the Executive Board on 31
December 2019 including those awarded prior to their appointment to the Executive Board.

Options held by Executive Board members

Number of options

Outstanding on
31 December

Waived or

Outstanding on
31 December

Grant price in

2019 Exercised in 2019 expired in 2019 2019 euros Grant date Vesting date Expiry date
Ralph Hamers 19,985 19,985 2.90 19 March 2009 19 March 2012 19 March 2019
22,124 22,124 7.35 17 March 2010 17 March 2013 17 March 2020
Tanate Phutrakul 4,163 4,163 2.90 19 March 2009 19 March 2012 19 March 2019
11,062 11,062 7.35 17 March 2010 17 March 2013 17 March 2020
Steven van Rijswijk 1,688 1,688 290 19March2009 19 March 2012 18 March 2019
11,658 11,658 2.90 19 March 2009 19 March 2012 18 March 2019
2,518 2,518 7.35 17 March 2010 17 March 2013 16 March 2020
10,694 10,694 7.35 17 March 2010 17 March 2013 17 March 2020
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Deferred shares are shares conditionally granted subject to a tiered vesting over a period of five years (for awards in 2019 and before), with the ultimate value of each deferred share based on ING’s share

price on the vesting date. This is all conditional on there being no holdback.

Shares vested for Executive Board members during 2019

Number of shares

End date of

No. of shares

No. of shares

Vesting price in

No. of unvested

Shares ? Grant date Vesting date  retention period granted? vested euros shares remaining ®
Ralph Hamers LSPP 11 May 2016 11 May 2019 11 May 2021 28,404 5,682 10.44 0
LSPP 11 May 2017 11 May 2019 11 May 2022 23,092 4,618 10.44 4,619
LSPP 10 May 2018 11 May 2019 10 May 2023 18,547 2,225 10.44 8,903
Tanate Phutrakul? LSPP Units 3 27 March 2015 27 March 2019 N/A 6,915 922 10.55 0
LSPP Units 3 25 March 2016 27 March 2019 N/A 7,987 1,065 10.55 1,065
LSPP Units * 27 March 2017 27 March 2019 N/A 6,032 482 10.55 1,931
LSPP Units 3 27 March 2018 27 March 2019 N/A 4,972 2,983 10.55 1,989
LSPP 27 March 2019 27 March 2019 27 March 2020 2,837 1,702 10.55 1,135
Koos Timmermans LSPP* 11 May 2016 11 May 2019 11 May 2021 18,278 0 - 0
LSPP- 11 May 2017 11 May 2019 11 May 2022 15,838 1,465 10.44 3,169
LSPP 10 May 2018 11 May 2019 10 May 2023 10,139 1,216 10.44 4,867
Steven van Rijswijk? LSPP 25 March 2016 27 March 2019 27 March 2020 19,362 3,227 10.55 0
LSPP 27 March 2017 27 March 2019 27 March 2020 13,890 2,315 10.55 2,315
LSPP 27 March 2018 27 March 2019 27 March 2020 3,460 346 10.55 1,384
LSPP 10 May 2018 11 May 2019 10 May 2023 6,584 790 10.44 3,160

O Ul BN
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Shares granted to Tanate Phutrakul (March 2015 to March 2019) and Steven van Rijswijk (March 2016 to March 2018) were awarded for their performance in positions prior to their Executive Board appointment.
All current Executive Board members participate in ING Group Long Term Sustainable Performance Plan (LSPP) under which plan rules they receive their shares.
Deferred share units of Tanate Phutrakul are cash settled instruments. The value of these are based on ING Group’s share price at the vesting date. No retention period applies.
The (partial) holdback (3,657 and 1,702) of the outstanding deferred variable remuneration, is effectuated on these grants.
Number of shares granted includes both deferred and upfront part awarded at the granting date.

The balance of unvested shares post holdback, where applicable.
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Total value of vested and unvested shares of Executive Board members - 2019
Unvested Share price in

Amounts in euros (rounded figures) Vested shares shares euros?! Total value
Ralph Hamers 12,525 13,522 10.68 278,000
Tanate Phutrakul 7,154 6,120 10.68 142,000
Steven van Rijswijk 6,678 6,859 10.68 145,000

1 The opening stock price on 31 December 2019.

Loans and advances to Executive Board members

The table below presents the loans and advances provided to Executive Board members that were
outstanding on 31 December 2019, 2018 and 2017. These loans were provided on market
conditions with due observance of the applicable policies within ING.

Loans and advances to individual Executive Board members - 2019

Amount
outstanding
Amount in thousands of euros 31 December interest rate Repayments

Average

Ralph Hamers 2,402 1.4% 97

Tanate Phutrakul - _ _

Steven van Rijswijk - - -
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Loans and advances to individual Executive Board members - 2018

Amount
outstanding Average
Amount in thousands of euros 31 December interest rate Repayments
Ralph Hamers 2,499 1.4% -
Koos Timmermans 182 6.2% -

Steven van Rijswijk - - -

Loans and advances to individual Executive Board members - 2017

Amount

outstanding Average
Amount in thousands of euros 31 December interest rate Repayments
Ralph Hamers 2,499 1.4% -
Koos Timmermans 182 6.2% -

Steven van Rijswijk - - -

ING shares held by Executive Board members

Executive Board members are encouraged to hold ING shares as a long-term investment to
maintain alignment with ING. The table below shows an overview of the shares held by members of
the Executive Board on 31 December 2019, 2018 and 2017.

ING shares held by Executive Board members

Numbers of shares 2019 2018 2017
Ralph Hamers 93,833 67,392 58,094
Tanate Phutrakul 9,200 - -
Steven van Rijswijk 69,490 66,153 59,914
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2020 Executive Board remuneration

The Supervisory Board decided to increase the base salary of the Executive Board members by
1.5% as of 1 January 2020. This decision was based on reliable indexation reference points,
including the Consumer Prices Index 2020 (forecast) in line with the proposed Executive Board
Remuneration Policy 2020. This increase is below the CLA increase in the Netherlands.*

For 2020 the following target areas will be taken into account.

Financial
- Profit before tax
= Return on equity

Non-financial

= Customer - Retail primary customers

= People - Organisational Health Index

- Strategy - executing Think Forward Strategy

- Sustainability - Terra

- Regulatory - deliver commitments to reqgulators (CRO)

- Manage financial and non-financial risk within Board approved risk appetite (CRO)

Remuneration Supervisory Board

Supervisory Board remuneration policy

The current remuneration policy for the Supervisory Board, as approved at the AGM on 25 April
2016, aims to:
- Provide a simple and transparent structure

4 The collective salary increase based on the Collective Labour Agreement in the Netherlands (agreed for the period from 1
January 2019 - 31 December 2020), per 1 September 2019 was 3% for all employees in the Netherlands. In addition, per 1

September 2020 another collective salary increase of 3% will take place.
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= Bring remuneration levels in line with peers and with levels adequate to attract qualified
(international) Supervisory Board members
= Align remuneration with increased responsibilities and time spent.

The Supervisory Board remuneration levels for 2019, similar to 2018, are shown below:

Supervisory Board remuneration structure

Annual fees in euros 2019
Chairman Supervisory Board 125,000
Vice chairman Supervisory Board 95,000
Supervisory Board member 70,000
Committee fees (annual amounts)

Chairman committee 20,000
Member committee 10,000
Attendance fees (per event)

Attendance fee outside country of residence 2,000
Attendance fee outside continent of residence 7,500

The remuneration of Supervisory Board members is not paid out in equity (i.e. solely cash).
Furthermore, Supervisory Board members are not eligible for any variable remuneration. In
addition, members of the Supervisory Board are reimbursed for their travel and ING-related
business expenses.
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2019 Remuneration Supervisory Board Loans and advances to Supervisory Board members

The table below shows the remuneration, including attendance fees per Supervisory Board Supervisory Board members may obtain banking and insurance services from ING Group and its

member. subsidiaries in the ordinary course of their business and on terms that are customary in the sector.
The Supervisory Board members do not receive privileged financial services. On 31 December 2019,

All fees for the Supervisory Board are paid directly by ING, in other words no payments have been there were no loans and advances outstanding to Supervisory Board members.

made by any of our subsidiaries.
ING shares and employee stock options held by Supervisory Board members

2019 Remuneration Supervisory Board Supervisory Board members are permitted to hold ING shares as a long-term investment. The table

2019 2018 2017 below shows the holdings by members of the Supervisory Board on 31 December 2019, 2018 and
Amount in euros (rounded figures) Remuneration VAT Remuneration VAT Remuneration VAT 2017

Hans Wijers (chairman) 167,000 35,000 153,000 32,000 35,000 7,000
Hermann-Josef Lamberti (vice-

hai 141,000 139,000 141,000 )
chairman) ING shares held by Supervisory Board members

Jan Peter Balkenende 82,000 17,000 82,000 17,000 27,000 6,000 Numbers of shares 2019 2018 2017
Henk Breukink® 33,000 7,000 104,000 22,000 105,000 22,000 Hermann-Josef Lamberti 5700 5700 5700
Mariana Gheorghe 119,000 105,000 94,000 Eric Boyer de la Giroday 47,565 47,565 47,565
Eric Boyer de la Giroday 108,000 108,000 106,000 Margarete Haase 800 800

Margarete Haase 98,000 63,000

Mike Rees? 73,000

Robert Reibestein 112,000 24,000 114,000 24,000 112,000 24,000 The following table contains information on employee stock options outstanding and awards

Herna Verhagen? 25,000 5,000 vested for Supervisory Board members.

1 Henk Breukink stepped down as of 23 April 2019. The remuneration figures for 2019 reflect a partial year as a member of
the Supervisory Board.

2 Mike Rees was appointed to the Supervisory Board by the 23 April 2019 AGM. His appointment became effective as of the
end of the AGM. The remuneration figures for 2019 reflect a partial year as a member of the Supervisory Board. 31 December 2019

3 Herna Verhagen was appointed to the Supervisory Board by the 23 April 2019 AGM. Her appointment became effective as

Employee stock options on ING Groep N.V. shares held by members of the Supervisory Board on

of 1 October 2019. The remuneration figures for 2019 reflect a partial year as a member of the Supervisory Board. Outstanding Outstanding Outstanding
on 31 on 31 on 31

December Expiredin December Expiredin December Expiredin

Compensation of former members of the Supervisory Board who are not included in the table above Number of stock options 2019 2019 2018 2018 2017 2017

_ ; - 113,479 113,479 113,479

amounted to nil in 2019, €69.000 in 2018 and €344.000 in 2017. Eric Boyer de la Giroday

2020 Remuneration Supervisory Board
The Supervisory Board decided not to change the metrics for 2020.
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General information for all staff
FOR INFORMATION ONLY

The primary objective of ING's remuneration principles is to enable ING to attract, motivate and
retain qualified and expert leaders as well as senior staff (including Executive Board members) and
other highly qualified employees. Our remuneration principles apply to all employees, including
Executive Board members. The approach did not change in 2019.

The principles are an integral part of ING’s corporate strategy and risk profile. They maintain a
sustainable balance between short and long-term value creation and build on ING’s long-term
responsibility towards customers, society and other stakeholders.

ING's remuneration principles apply to all staff and are embedded in ING's Remuneration
Regulations Framework (IRRF). The IRRF complies with relevant international and local legislation
and regulations.

Our remuneration principles

Our remuneration principles apply to all employees and comprise the following:

Aligned with business strategy
ING's remuneration principles are aligned with the business strategy and company goals.

Creates long-term value
ING's remuneration principles contribute to long-term value creation and support a focus on the
long-term interests of its stakeholders, including employees, customers and shareholders.

Responsible and fair
In line with our Orange Code values and behaviours, ING acts responsibly and treats staff fairly
across the globe.
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Mitigates risk and optimises controls
Risk management is an enabler of long-term value creation. ING ensures its remuneration
principles are properly correlated with its risk profile and stakeholder interests.

Performance driven
ING operates a robust performance management process linked to remuneration to steer and
motivate all employees to deliver on its strategic goals, aiming to reward success and prevent
rewarding for failure.

Sustainable
ING supports the sustainable recruitment, engagement and retention of all employees.

Performance management

We aim to reward for success and avoid rewarding for failure. That is why ING’s remuneration
approach is strongly linked to a comprehensive performance management process. Outcomes of
performance evaluations provide direct input for remuneration. This does not necessarily mean
that performance is directly linked to variable remuneration since within ING not all employees are
eligible for variable remuneration. In the Netherlands, for example the vast majority of the
employees do not receive any variable remuneration.

Step Up Performance Management is our global performance management approach applicable to
the majority of employees. It aims to improve people’s individual performance and thereby their
team performance and ultimately ING's performance. Step Up Performance Management is one of
our people practices that help to increase focus, alignment and transparency. We do this through
continuous conversations between managers, employees and teams. To support these
conversations, there are three formal moments to discuss performance during the year: target
setting, mid-year review and year-end evaluation.
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The Step Up Performance Management approach consists of three dimensions:

- Job: the impact employees have in their daily work on an individual and team level, based on
factors such as qualitative job description, dynamic planning and specific selected quantitative
priorities.

= Orange Code behaviours: how employees do their work and how effective their behaviour is as a
professional and colleague. We expect all employees to act in line with ING’s Orange Code.

- Stretch Ambitions: at ING, we believe high performance requires stretch and investment (to
achieve the stretch). Therefore we ask people to set ambitions beyond their day-to-day role and
connect their personal passion, expertise or interest with the long-term success of ING.

All targets are agreed between the employee and their manager, as well as within management
teams, to ensure consistency across the bank. ING uses three labels to evaluate performance:
excellent, well done and improvement required.

Step Up Performance Management does not prescribe the targets employees should set. However,

the following regulatory requirements apply to specific groups:

- For employees eligible for variable remuneration, a minimum of 50% non-financial priorities.

= For all employees in control functions (Legal, Risk, Finance, Compliance, Audit and HR), no
individual financial KPIs are allowed, unless required by local law.

- For identified risk takers, risk mitigation measures may lead to a downwards adjustment of the
performance outcome and negatively affect variable remuneration (a risk modifier can be
applied).

Total direct compensation

Total direct compensation is the total of fixed and variable remuneration, excluding benefits such
as pension and allowances.

ING aims to provide total direct compensation levels for expected business and individual
performance which, on average, are at the median of the markets in which we operate,
benchmarked against relevant peer groups. In line with the Dutch Banking Code, for the Executive
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Board and the Management Board Banking we aim for a level below the median. To ensure we
adhere to this policy, we regularly monitor and benchmark salary levels across ING.

Fixed remuneration represents a sufficiently high proportion, in line with the level of expertise and
skills, and allows a fully flexible variable remuneration award. In case no variable remuneration is
awarded, the compensation level is still sufficient for a decent standard of living. Variable
remuneration is performance driven, subject to requlatory caps and prevents excessive risk taking,
where applicable.

The comprehensive process around variable remuneration

The awarding of variable remuneration, where applicable, is based on individual, business line and
bank-wide performance criteria unless local legislation prescribes otherwise. In all ING countries, we
adhere to the applicable variable remuneration caps. In the Netherlands, for example, we apply a
variable remuneration cap of 20% with limited exceptions in line with the Dutch Remuneration
Policy for Financial Enterprises Act (Wet Beloningsbeleid Financiéle Ondernemingen, hereafter
‘WBFO').

For Identified Staff (i.e. staff considered to have a material impact on ING's risk profile), at least 40%
of variable remuneration is deferred over a period of three to five years with a tiered vesting
schedule. Furthermore, at least 50% of variable remuneration is awarded in equity (linked
instruments).

Performance and risk assessment

ING applies measures to mitigate risk relating to variable remuneration. Our global remuneration
policy takes into consideration risk, capital, liquidity and the likelihood and timing of earnings.
Measures include pre-award and post-award risk assessments of variable remuneration.
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In 2019, the Management Board Banking and the Supervisory Board approved the Variable
Remuneration Accrual Model (VRAM) set-up and approach for determining the 2019 variable
remuneration pool based on the new VRAM formally approved in 2018.

The VRAM takes a holistic view of the overall performance of ING across three key dimensions:
(i)  financial,
(i)  non-financial, and
(iii)  risk.
Within each of these three elements specific criteria are used to measure performance (e.g.
customer, people, strategy, operational excellence, financial and non-financial risk).

The proposal for the variable remuneration pool is prepared by Human Resources, Risk and Finance,
and in line with the VRAM principles. The Management Board Banking then proposes the amount of
the overall variable remuneration pool to the Supervisory Board, taking into account the advice of
the Risk and the Remuneration committees.

The variable remuneration pool (for both individual and collective variable remuneration),
encompasses all employees eligible for variable remuneration globally, including Identified Staff.
ING takes a multi-step approach to determine whether to award variable remuneration in a given
performance year and the maximum amount of the pool. Within this process, a range of risk
elements is assessed at various levels and, where appropriate, risk adjustments are made to the
variable remuneration pools at both a group and business line level.

Risk and performance hurdles

To unlock the variable remuneration pools, requlatory and performance hurdles must be met.

These are:

= The Common Equity Tier 1 (CET1) ratio must be at or above the threshold established by
applicable regulations;
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= The Return on Equity (RoE - IFRS-EU) is equal to or higher than the percentage determined at the
beginning of each performance year by the Management Board Banking and the Supervisory
Board:

- If both the CET1 ratio and RoE are met, the maximum variable remuneration pool is unlocked, as
accrued in line with the VRAM: and

= If only one (or none) of the two tests is met, in principle, no bank-wide variable remuneration
pool is released.

A variable remuneration pool is also separately accrued for staff in control functions and support
functions and for those employees subject to a collective variable remuneration plan. The amount
is defined by the Management Board Banking and approved by the Supervisory Board.

Risk adjustments

In determining the overall size of the variable remuneration pool, a multi-layered, consistent and
bank-wide approach to risk tests and adjustments is applied to the process, based on an
assessment by the chief risk officer.

To establish appropriate ex ante risk adjustments, there are measures to assess the bank’s current
and future risks and whether performance sufficiently aligns with risk appetite levels. The risk
adjustment assessment includes measurements on ‘forward looking’ capital, liquidity and non-
financial risk, where adjustments are made on deviation from risk appetite.

In addition, ex post risk adjustments are a key element in the process of determining both final
variable remuneration pools and individual awards. Here, the chief risk officer may provide
additional input at a more granular level to risk adjust (downwards) ING's overall or business line
and/or country variable remuneration pools in circumstances where a business line or a specific
unit is not performing in line with desired risk parameters or based on events that have a material
impact on ING’s financial results or reputation.
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The ex ante and/or ex post risk adjustments require Supervisory Board approval, taking into
account the input of the Risk and Finance functions and the advice of the Risk and Remuneration
Committees.

The final risk adjustment measure lies in the individual performance assessment itself. An
employee’s performance is extensively assessed before variable remuneration is proposed and
awarded. Every manager carefully assesses the performance delivered by their individual team
members on the basis of pre-agreed performance priorities and in line with the Step Up
Performance Management framework. In addition, managers have the discretionary power to
lower the proposed variable remuneration if risk taking is perceived as inappropriate. In this way,
variable remuneration is aligned with any additional risks identified during the performance year
on an individual basis.

Additional risk requirements apply to Identified Staff who are considered risk takers in accordance
with CRD IV. These risk requirements set the minimum standards to be met during the performance
year. Deviation from these standards may lead to downward adjustment of the variable
remuneration, a so-called risk modifier. This process is run independently by the Risk function for
which the chief risk officer is ultimately responsible. The Supervisory Board, advised by its Risk
Committee, is responsible for Risk Takers within the Management Board Banking.

Finally, a post-award risk assessment can be applied. This assessment analyses whether any
events or findings occurred that should lead to a downward adjustment of variable remuneration
of previous years by applying a holdback (i.e., forfeiture of up to 100% of the awarded, but
unvested, variable remuneration) or clawback (surrender of up to 100% of the paid or vested
variable remuneration).

Shareholders’ mandate to exceed 100% variable remuneration cap

ING's remuneration policies comply with international and local legislation and regulations. Under
the WBFO (which sets various requirements on remuneration), financial institutions are permitted
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to set a variable remuneration cap higher than 100% of fixed remuneration for employees outside
of the European Economic Area (EEA), provided that the higher cap is approved by shareholders
and does not conflict with ING's capital adequacy requirements.

At the 2017 AGM, shareholders approved to apply an increased maximum percentage of up to
200% for employees outside the EEA for a period of five performance years, from 2017 up to and
including 2021. ING uses this facility very rarely. In 2019, it was applied to no employees worldwide.

2019 specifics

The total amount of variable remuneration awarded to all eligible employees (worldwide) for 2019
was €378 million, compared to total employee costs of €5,755 million. For 2018, the total amount
was €303 million and €403 million for 2017. In comparison, the total employee costs in 2018 were
€5,420 million and €5,202 million in 2017. Variable remuneration includes both individual and
collective variable remuneration such as profit sharing arrangements.

In 2019, eight employees in the Corporate staff, Wholesale Banking and Retail Banking business
lines - excluding members of the Management Board Banking - were awarded total annual
remuneration (including employer pension contributions and severance payments made) of €1
million or more. In comparison, in 2018 seven employees were awarded total annual remuneration
of €1 million or more and 14 employees in 2017.
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Summary and further explanation of the proposed new
remuneration policy for the Executive Board and Supervisory

Board from 2020
FOR INFORMATION ONLY

Executive Board: proposed remuneration policy 2020

ING's 2019 EB Remuneration Policy has been in place since 2010, with legal amendments adopted
in 2011, 2014, 2015 and 2017, as described above. In line with the Dutch Act on Implementation of
SRD II, the Supervisory Board will propose a new Executive Board remuneration policy to
shareholders at the 2020 AGM, where it will be subject to a binding approval vote. The full proposal
will be provided to our shareholders.

Once adopted by the AGM, the new Executive Board remuneration policy will be effective
retroactively from 1 January 2020 until the 2024 AGM at the latest. The remuneration policy is
available in full on ING's corporate website https://www.ing.com/remuneration. In case of any
differences between this summary and the published Executive Board remuneration policy, the
latter is leading. In the event of proposed changes to the new Executive Board remuneration policy,
it will be subject to AGM approval.

The objective of ING's new Executive Board remuneration policy is to enable ING to attract,
motivate and retain leaders with the ability, experience, skills, values and behaviours to meet ING's
strategic priorities and its stakeholder interests. In designing the new Executive Board remuneration
policy, many factors were taken into account, such as the amount of fixed and variable
remuneration, the performance measures used and, ING's risk appetite and scenario analyses
(taking into account internal pay ratios and stakeholder support).
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ING recognises that remuneration is an area of particular interest to stakeholders including
shareholders, employees and customers. The Supervisory Board actively engages with stakeholders
and takes into account their views as well as ING's need to attract, motivate and retain leaders with
the ability, experience, skills, values and behaviours to meet its strategic priorities and its
stakeholder interests.

In line with various regulations, in the course of formulating this policy, the Supervisory Board
consulted various stakeholders in meetings, conference calls and through online surveys. Such
stakeholders included Retail and Wholesale Banking customers, investors, analysts, rating
agencies, shareholder advisory firms, trade unions, employee representatives, reqgulators,
politicians and the current members of the Executive Board.

The Supervisory Board notes that stakeholder views, especially on remuneration, can vary.
However, the Supervisory Board values the insight and engagement that these interactions provide,
including the expression of different views. This engagement is meaningful and helpful to the
Supervisory Board and contributes directly to the advice made by its Remuneration Committee.
The feedback received from stakeholders was taken into account when drafting this proposed
remuneration policy.

Governance

The Supervisory Board and the Remuneration Committee are responsible for reviewing the
Executive Board remuneration policy at least annually, taking into account requlatory
requirements, stakeholder views, ING's benchmark position, internal pay ratios and whether policy
incentives take into consideration risk, capital, liquidity and the likelihood and timing of earnings.
Following the periodic reviews, the Supervisory Board can propose amendments to the Executive
Board remuneration policy. The amended Executive Board remuneration policy will be submitted to
shareholders at the AGM for binding approval. In case of no amendments the policy will be
submitted to the AGM for approval every four years.

The Risk Committee will, at least, annual