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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 NV", "ING Groep" and "ING Group" refer to ING Groep NV and references to "ING",
the "Company", the "Group", "we" and "us" refer to ING Groep NV 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 "€" and “EUR" are to euros.

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 Note '1.2 Basis of preparation of the Consolidated financial statements’ in the consolidated financial
statements. In this document the term “IFRS-IASB" is used to refer to IFRS-IASB as applied by ING Group.

The published 2023 Financial Statements 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).

Additional information Financial statements

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 Financial
Statements under IFRS-EU. A reconciliation between IFRS-EU and IFRS-IASB for shareholders’ equity and net
result is included in Note 1 ‘Basis of preparation and material accounting policy information’ to the
consolidated financial statements.

Certain amounts set forth herein, such as percentages, may not sum due to rounding.
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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 and customer behaviour, in particular economic conditions in
ING's core markets, including changes affecting currency exchange rates and the regional and global
economic impact of the invasion of Russia into Ukraine and related international response measures

® changes affecting interest rate levels

* any default of a major market participant and related market disruption

* changes in performance of financial markets, including in Europe and developing markets

® fiscal uncertainty in Europe and the United States

* discontinuation of or changes in ‘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

* failures of banks falling under the scope of state compensation schemes

* non-compliance with or changes in laws and regulations, including those concerning financial services,
financial economic crimes and tax laws, and the interpretation and application thereof

* geopolitical risks, political instabilities and policies and actions of governmental and requlatory
authorities, including in connection with the invasion of Russia into Ukraine and related international
response measures

* legal and regulatory risks in certain countries with less developed legal and regulatory frameworks

* prudential supervision and regulations, including in relation to stress tests and requlatory restrictions on
dividends and distributions, (also among members of the group)

® ING's ability to meet minimum capital and other prudential requlatory requirements

® changes in regulation of US commodities and derivatives businesses of ING and its customers

* application of bank recovery and resolution regimes, including write-down and conversion powers in
relation to our securities

Additional information Financial statements

* outcome of current and future litigation, enforcement proceedings, investigations or other requlatory
actions, including claims by customers or stakeholders who feel misled or treated unfairly, and other
conduct issues

* changes in tax laws and regulations and risks of non-compliance or investigation in connection with tax
laws, including FATCA

* operational and IT risks, such as system disruptions or failures, breaches of security, cyber-attacks,
human error, changes in operational practices or inadequate controls including in respect of third parties
with which we do business and including any risks as a result of incomplete, inaccurate, or otherwise
flawed outputs from the algorithms and data sets utilized in artificial intelligence

* risks and challenges related to cybercrime including the effects of cyberattacks and changes in
legislation and requlation related to cybersecurity and data privacy, including such risks and challenges
as a consequence of the use of emerging technologies, such as advanced forms of artificial intelligence
and quantum computing

* changes in general competitive factors, including ability to increase or maintain market share

* inability to protect our intellectual property and infringement claims by third parties

* inability of counterparties to meet financial obligations or ability to enforce rights against such
counterparties

® changes in credit ratings

* business, operational, requlatory, reputation, transition and other risks and challenges in connection with
climate change and Environmental, Social and Governance (ESG)-related matters, including data and
reporting

* inability to attract and retain key personnel

* future liabilities under defined benefit retirement plans

* failure to manage business risks, including in connection with use of models, use of derivatives, or
maintaining appropriate policies and guidelines

* changes in capital and credit markets, including interbank funding, as well as customer deposits, which
provide the liquidity and capital required to fund our operations, 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 document may contain ESG-related material that has been prepared by ING on the basis of publicly
available information, internally developed data and other third-party sources believed to be reliable. ING
has not sought to independently verify information obtained from public and third-party sources and makes
no representations or warranties as to accuracy, completeness, reasonableness or reliability of such
information.

Materiality, as used in the context of ESG, is distinct from, and should not be confused with, such term as
defined in the Market Abuse Regulation or as defined for Securities and Exchange Commission (‘SEC’)
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reporting purposes. Any issues identified as material for purposes of ESG in this annual report are therefore
not necessarily material as defined in the Market Abuse Regulation or for SEC reporting purposes. In
addition, there is currently no single, globally recognized set of accepted definitions in assessing whether
activities are “green” or “sustainable.” Without limiting any of the statements contained herein, we make no
representation or warranty as to whether any of our securities constitutes a green or sustainable security or
conforms to present or future investor expectations or objectives for green or sustainable investing. For
information on characteristics of a security, use of proceeds, a description of applicable project(s) and/or
any other relevant information, please reference the offering documents for such security.

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.

Additional information

Financial statements
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PART |

ltem 1. Identity of Directors, Senior
Management And Advisors

Not applicable.

ltem 2. Offer Statistics and Expected
Timetable

Not applicable.

ltem 3. Key Information

A. Selected financial data

Not applicable.

ING Group Annual Report 2023 on Form 20-F
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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

Summary of Risk factors

The following is a summary of the principal risk factors that could have a material adverse effect on the
reputation, business activities, financial condition, results and prospects of ING. Please carefully consider all
of the information discussed in this section “Risk Factors” for a detailed description of these risks.

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

® 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, including Russia and Ukraine, as well as by changes in customer behaviour in these
regions, and an adverse change in any one region could have an impact on our business, results and
financial condition.

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

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

* 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.

* Discontinuation of interest rate benchmarks may negatively affect our business, results and financial
condition.

* Market conditions, including those observed over the past few years, may increase the risk of loans being
impaired and have a negative effect on our results and financial condition.

* We may incur losses due to failures of banks falling under the scope of state compensation schemes.



Contents Part | Part Il Part Il

Risks related to the regulation and supervision of the Group

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

* 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 additional legal and regulatory risk in certain countries with less developed or
predictable legal and regulatory frameworks.

* We are subject to the regulatory supervision of the ECB and other requlators with extensive supervisory
and investigatory powers.

® 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.

® Our US commodities and derivatives business is subject to CFTC and SEC regulation under the Dodd-Frank
Act.

® We are subject to 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 the
scope and impact on us.

Risks related to litigation, enforcement proceedings and investigations and to changes
in tax laws

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

® We are subject to different tax regulations in each of the jurisdictions where we conduct business, and
are exposed to changes in tax laws and risks of non-compliance with proceedings or investigations with
respect to tax laws.

* We may be subject to US tax investigation if we fail to comply with our obligations as a Participating
Financial Institution in respect of the Foreign Account Tax Compliance Act (FATCA) and as a Qualified
Intermediary in respect of other US tax regulations

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

Additional information Financial statements

Risks related to the Group’s business and operations

® ING may be unable to meet internal or external aims or expectations or requirements with respect to
ESG-related matters.

® ING may be unable to adapt its products and services to meet changing customer behaviour and
demand, including as a result of ESG-related matters.

* ING's business and operations are exposed to physical risks, including as a direct result of climate
change.

* ING's business and operations are exposed to transition risks related to climate change.

* Operational and IT 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 or outbreaks of communicable diseases may adversely impact our
reputation, business and results.

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

® 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.

® 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 monetise our internal innovations and restrict our ability to capitalise on future opportunities.

®* 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.

* Adowngrade or a potential downgrade in our credit ratings could have an adverse impact on our results
and net results.

® Aninability to retain or attract key personnel may affect our business and results.

* 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 actual
results and underlying actuarial assumptions and models.

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 may be unable to manage our risks successfully through derivatives.

Risks related to the Group’s liquidity and financing activities

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

Additional risks relating to ownership of ING shares

* Holders of ING shares may experience dilution of their holdings and may be impacted by any share
buyback programme.

* 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 judgements of US courts against ING or the members of our Supervisory and Executive Boards or
our officers.

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 as well as ING's reputation. 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 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.

Although the most material risk factors have been presented first within each category, the order in which
the remaining risk factors are presented is not necessarily an indication of the likelihood of the risks actually
materialising, of the potential significance of the risks or of the scope of any potential negative impact to
our business, results, financial condition and prospects.

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

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, as well as by changes in customer behaviour in
these regions, and an adverse change in any one region could have an impact on our
business, results and financial condition.

Additional information Financial statements

Because ING is a multinational banking and financial services corporation, with a global presence and
serving 40 million customers, corporate clients and financial institutions in 38 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 Wholesale Banking, we provide specialised
lending, tailored corporate finance, debt and equity market solutions, payments & cash management, trade
and treasury services. Negative developments in relevant financial markets and/or countries or regions 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 inflation or deflation, interest rates, securities prices, credit spreads, liquidity spreads,
exchange rates, consumer spending, changes in customer behaviour, climate change, business investment,
real estate values and private equity valuations, government spending the volatility and strength of the
capital markets, political events and trends, supply chain disruptions, shortages, terrorism, pandemics and
epidemics (such as the recent Covid-19 pandemic) or other widespread health emergencies all impact the
business and economic environment and, ultimately, our solvency, liquidity and the amount and
profitability of business we conduct in a specific geographic region. Some 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 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'. All of these are factors in local
and regional economies as well as in the global economy, and we may be affected by changes in any one
of these factors in any one country or region, and more if more of these factors occur simultaneously and/
or in multiple countries or regions or on a global scale.

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:

* inadequate reserves or provisions, in relation to which losses 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 our net result and
equity; 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

10
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Wholesale Banking, and which could present risks of economic downturn. Though less material, we also
derive substantial revenues in the following geographic regions: United States, Turkiye, Poland and the
remainder of Eastern Europe, Southern Europe, East Asia (primarily Singapore among others) and Australia.
In an economic downturn affecting some or all of these jurisdictions, 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 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. Further, while the Covid-19 pandemic and related response measures have eased, the effects of
these measures (including consequences for commercial real estate occupancies and valuations as a result
of the increased prevalence of work-from-home or hybrid working arrangements) are still being felt in the
financial performance and stability of certain of our business customers. As a result, their impact may
continue to affect our business. We also have wholesale banking activities in both Russia and Ukraine, as
well as investments in Russia, some of which are denominated in local currency. In response to Russia’s
invasion of Ukraine, the international community imposed various punitive measures, including sanctions,
capital controls, restrictions on SWIFT access and restrictions on central bank activity. These measures have
significantly impacted, and may continue to significantly impact, Russia’s economy and have contributed to
heightened instability in global markets and increased inflation due in part to supply chain constraints, as
well as higher energy and commodity prices. Should prices remain elevated for an extended period, most
businesses and households would be negatively impacted, and our business in Russia and Ukraine, as well
as our broader business, may be adversely affected, including through spill-over risk to the entire wholesale
banking portfolio (e.g. commodities financing, energy and utilities and energy-consuming clients).

Environmental and/or climate risks may also directly and indirectly impact ING, for example through,
among other things, losses suffered as a result of extreme weather events, the impact of climate-related
transition risk on the risk and return profile or value of security or operations of certain categories of
customer to which ING has exposure. In addition, these risks may also increase ING's reputational and
litigation risk if the economic activity that ING supports is not in line with community expectations or ING's
external commitments or legal or requlatory requirements (this includes, but is not limited to, greenwashing
risk).

For further information on ING's exposure to particular geographic areas, see Note 31 ‘Information on
geographical areas’ to the consolidated financial statements.
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Market conditions, including those observed over the past few years, 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 or in the case of a decline in financial performance. Adverse
changes in the credit quality of our borrowers and/or decreasing collateral values would result in increased
capital requirements and provisions, and any deterioration of market conditions may lead to 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.

If we are significantly exposed to a concentrated set of customers or counterparties, an adverse event
affecting these parties could lead to increased losses for the Group, and adversely affect our business,
results and financial condition.

We may incur losses due to failures of banks falling under the scope of state
compensation schemes.

While prudential regulation is intended to minimise 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 percent 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 to pay extraordinary ex-post contributions not
exceeding 0.5 percent 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.
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Since 2015, the EU has been discussing the introduction of a pan-European deposit guarantee scheme
(EDIS), which would (partly) replace or complement national compensation schemes.

On 18 April 2023, the European Commission published its proposals for the revision of the common
framework for bank crisis management and deposit insurance (CMDI) that focuses on small and medium-
sized banks, but will affect all EU banks. The CMDI framework consists of the Bank Recovery and Resolution
Directive (BRRD), the Single Resolution Mechanism (SRMR) and the Deposit Guarantee Schemes Directive
(DGSD). The revision of the CMDI framework is part of the debate on the completion of the Banking Union
and in particular its third and missing pillar EDIS. As at the date hereof, EDIS has not yet been adopted by
the European Commission.

Risks related to the regulation and supervision of the Group

Non-compliance with applicable laws and/or requlations, including with respect to
financial economic crimes, could result in fines and other liabilities, penalties or
consequences for us, which could materially affect our business and reputation and
reduce our profitability.

ING has faced, and in the future may continue to face, the consequences of non-compliance with applicable
laws and regulations, including the potential commencement of regulatory investigations or legal
proceedings. For additional information on legal proceedings, see Note 42 ‘Legal proceedings’ in the
consolidated financial statements. There are potential risks in areas where applicable regulations may be
unclear: subject to multiple interpretations or under development; where regulations may conflict with one
another; or where regulators revise their previous guidance or courts overturn previous rulings. These could
result in our failure to meet applicable standards. Regulators and other authorities have the power to bring
investigations and/or administrative or judicial proceedings against us, which could result, among other
things, in suspension or revocation of our licences, cease and desist orders, fines, civil penalties, criminal
penalties or other disciplinary action, which could materially harm our results and financial condition as well
as ING's reputation. 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.

Furthermore, as a financial institution, we are exposed to the risk of unintentional involvement in criminal
activity in connection with financial economic crimes, including sanctions circumvention and money
laundering and the funding of terrorist and other criminal activities. The failure or perceived failure by us to
comply with legal and requlatory requirements with respect to financial economic crimes may result in
adverse publicity, claims and allegations, litigation and regulatory investigations and sanctions, which may
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have a material adverse effect on our business, results, financial condition and/or prospects in any given
period. For further discussion on the impact of litigation, enforcement proceedings, investigations or other
requlatory actions with respect to financial economic crimes, see 'We may be subject to litigation,
enforcement proceedings, investigations or other requlatory actions, and adverse publicity' below.

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.

We are subject to detailed banking laws and financial requlations in the jurisdictions in which we conduct
business. Regulation of the industries in which we operate has become more extensive and complex, while
also attracting supervisory scrutiny. Compliance with applicable and new laws and regulations is resource-
intensive, and may materially increase our operating costs. Moreover, these regulations intend to protect
our customers, markets and society as a whole and can limit or redirect our activities, among others,
through stricter net capital, market conduct and transparency requirements and restrictions on the
businesses in which we can operate or invest.

Our revenues and profitability and those of our industry 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 regulatory risk in certain countries where we
operate with less developed or predictable legal and regulatory frameworks.

In certain countries in which we operate or where our clients reside, judiciary and dispute resolution systems
may be less effective. 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. In particular, we have wholesale banking
activities in both Russia and Ukraine, as well as investments in Russia, some of which are denominated in
local currency. Furthermore, the current economic environment in certain countries in which we operate
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may increase the likelihood for regulatory initiatives to enhance consumer protection or to protect
homeowners from foreclosures. Any such regulatory initiative could have an adverse impact on our ability
to protect our economic interest, for instance in the event of defaults on residential mortgages.

We are subject to the regulatory supervision of the ECB and other reqgulators with
extensive supervisory and investigatory powers.

In its capacity as principal prudential 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
Single Supervisory Mechanism (SSM), the relevant (national) competent authorities, 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 authorities may also prohibit the Group from making dividend payments to
shareholders or distributions to holders of its regulatory capital instruments if the Group fails to comply with
requlatory requirements, in particular with supervisory actions, minimum capital requirements (including
buffer requirements) or with liquidity requirements, or if there are shortcomings in its governance and risk
management processes. A failure to comply with prudential or conduct requlations 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.

ING is subject to a variety of 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. In addition, such 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, or to adapt to changes in such requirements, may have a
material adverse effect on our business, results and financial condition, and may require us to seek
additional capital. Failures to meet minimum capital or other prudential requirements may also result in ING
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being prohibited from making payments on certain of our securities. 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.

Our US commaodities and derivatives business is subject to CFTC and SEC requlation
under the Dodd-Frank Act.

Our affiliate ING Capital Markets LLC is registered with the Commodity Futures Trading Commission (CFTC) as
a swap dealer and is subject to CFTC requlation of the off-exchange derivatives market pursuant to Title VI
of the US Dodd-Frank Wall Street Reform and Consumer Protection Act (Dodd-Frank). Operating as a swap
dealer requires compliance with CFTC regulatory requirements, which may be burdensome, impose
additional compliance costs and could adversely affect the profitability of this business, as well as exposing
ING to the risk of non-compliance with these regulations.

ING Capital Markets LLC is also registered with the SEC as a security-based swap dealer. Operating as a
security-based swap dealer requires compliance with SEC regulatory requirements, which may be
burdensome, impose additional compliance costs and could adversely affect the profitability of this
business, as well as exposing ING to the risk of non-compliance with these regulations. While most of these
SEC requirements apply to ING Capital Markets LLC, in addition to its CFTC swap dealer requirements, SEC
rules have permitted an Alternative Compliance Mechanism that allows for compliance, subject to eligibility
requirements, with CFTC capital and margin rules applying to swap dealers in lieu of SEC capital and margin
rules applying to security-based swap dealers. ING Capital Markets LLC has elected to use the Alternative
Compliance Mechanism. However, should ING Capital Markets LLC in the future be ineligible for the
Alternative Compliance Mechanism it would be subject to SEC security-based swap dealer rules for margin,
capital, and related financial reporting instead of the CFTC swap dealer rules which could be more capital-
intensive.

On 15 December 2021, the SEC proposed new rules that would for the first time impose public reporting
requirements for some significant security-based swaps positions. The rules would apply even to trades
between non-US counterparties, including ING Bank, provided that the issuer of the reference securities
underlying the security-based swaps is organised in the US, the issuer of the reference securities underlying
the security-based swaps has its principal place of business in the US, or the securities are in certain
categories registered with the SEC.

These proposed regulations, if adopted in their current form, could constrain trading activity in security-
based swaps. In addition, there are, or may be in the future, regulatory requirements or limitations related
to other categories of equity derivatives, such as options or forwards, that could similarly constrain trading
activity in such instruments as well. These various requirements and limitations with respect to equity
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derivatives generally could have a significant impact on the liquidity and utility of these markets, materially
impacting ING's business in this market.

In addition, position limits requirements have been imposed by the CFTC for enumerated listed futures
referencing twenty-five physical commodities. In addition, on 1 January 2023, these position limits were
extended to certain positions in swaps that are “economically equivalent” to the enumerated futures
contracts. The position limits on futures and related swaps could limit ING's position sizes in these swaps
referencing specified physical commodities and similarly limit the ability of counterparties to utilise certain
of our products, to the extent that hedging exemptions from the position limits are unavailable. Any of the
foregoing factors, and any further regulatory developments with respect to commodities and derivatives,
could have a material impact on our business, results and financial condition.

We are subject to 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 ‘Bank Recovery and Resolution Directive’ (BRRD) as implemented in national legislation, such as the
Dutch Financial Supervision Act. The SRM applies to banks that are supervised by the ECB under the SSM,
with the aim of ensuring an orderly resolution of failing banks at minimum cost for taxpayers and the real
economy. The BRRD establishes a common framework for the recovery and resolution of banks within the
European Union, with the aim of providing supervisory authorities and resolution authorities with common
tools and powers to address banking crises pre-emptively to safequard financial stability and minimise
taxpayers’ exposure to losses. Any application of statutory write-down and conversion or other powers
would not be expected to constitute an event of default under our securities entitling holders to seek
repayment. If any of these powers were to be exercised in respect of ING, there could be a material adverse
effect on both ING and on holders of ING 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.

Risks related to litigation, enforcement proceedings and investigations and to changes
in tax laws

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

We are involved in governmental, regulatory, 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
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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 and/or financial institutions. See
'Risks related to the regulation 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' and 'Our US commodities and derivatives business is subject to CFTC
and SEC regulation under the Dodd-Frank Act' above. Financial reporting irregularities involving other large
and well-known companies, possible findings of government authorities in various jurisdictions which are
investigating several processes, notifications made by whistleblowers, increasing regulatory and law
enforcement scrutiny of ‘know your customer’ anti-money laundering regulations, 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, regulatory 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 employees 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. With respect to sanctions, Russia’s invasion of Ukraine has fundamentally
changed the global political landscape, resulting in a world-wide response, whereby new and significant
sanctions packages were imposed against Russia and Belarus during 2022 and 2023. During 2023, there
have been several noteworthy developments highlighting the increasing focus of the EU, US, and other
governments on the potential circumvention of sanctions against Russia, and the roles of third countries
and companies in facilitating the circumvention or undermining of such sanction’s measures. This has
prompted a concerted effort by governments to impose pressure on companies operating in these
jurisdictions, and to stop the sanctions measures from being sidestepped by targeted Russian parties. The
EU introduced additional measures combating sanctions circumvention and several locations have come
into focus as potential diversion hubs. While various sanctions include grace periods before full compliance
is required, there is no guarantee that ING will be able to implement all required procedures within the
applicable grace periods. In addition, 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 requlators, 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 regulatory 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 regulations 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) and tax treaties (including the termination thereof) 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. On 7 June 2021, the Dutch
government received a formal notice of termination of the Dutch-Russian tax treaty from Russia, and as a
result, the tax treaty was terminated as of 1 January 2022. The termination of the Dutch-Russian tax treaty
or any other similar developments may have adverse effects on ING and ING's customers.

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. In addition, 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 tax investigations under EU, US and local laws if we fail to comply
with our obligations

Due to the nature of its business, ING is subject to various provisions of EU, US, and other local tax laws in
relation to its customers. These include amongst others the Foreign Account Tax Compliance Act (“FATCA"),
which requires ING to provide certain information for the US Internal Revenue Service (IRS), the Qualified
Intermediary (Ql) requirements, which require withholding tax on certain US-source payments, and the
Common Reporting Standards (CRS) which requires ING to provide certain information to local tax
authorities. Failure to comply with these requirements and regulations could 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.

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

Our products and services, including banking products and advice services for third-party products are
exposed to claims from customers who might allege that they have received insufficient advice or
misleading information from advisers (both internal and external) as to which products were most
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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, it is ING’s policy to engage in a multidisciplinary product approval
process in connection with the development and distribution 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 , either at the purchase/execution of
the product and/or through the life of the product. 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

Products distributed through person-to-person sales forces have a higher exposure to such claims as the
sales forces may 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 45 ‘Legal proceedings’ to the consolidated financial
statements.

Risks related to the Group’s business and operations

ING may be unable to meet internal or external aims or expectations or requirements
with respect to ESG-related matters.

Environmental, Social and Governance (ESG) is an area of significant and increased focus for governments
and regulators, investors, ING's customers and employees, and other stakeholders or third parties (e.g., non-
governmental organisations or NGOs). As a result, an increasing number of laws, regulations and legislative
actions have been introduced to address climate change, sustainability and other ESG-related matters,
including in relation to the financial sector’s operations and strategy. Such recent regulations include the EU
Sustainable Finance Disclosure Regulation (SFDR), EU Taxonomy regulation and EU Green Bond Standards,
which broadly focus on disclosure obligations, standardized definitions and classification frameworks for
environmentally sustainable activities, and the EU Corporate Sustainability Reporting Directive (CSRD), which
requires certain companies, including us, to disclose information on what they see as the risks and
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opportunities arising from social and environmental issues, and on the impact of their activities on people
and the environment. Third parties may pursue litigation against ING in connection with ESG-related
matters, such as the recently announced potential claims by Friends of the Earth Netherlands
(Milieudefensie) in connection with financing provided by ING to certain companies whose business is reliant
on fossil fuels.

These laws, regulations and legislative frameworks may directly and indirectly impact the business
environment in which ING operates and may expose ING to significant risks, including amongst others,
greenwashing risk and the risk of litigation if governmental standards or community expectations are not
met.

National or international regulatory actions or developments may also result in financial institutions coming
under increased pressure from internal and external stakeholders regarding the management and
disclosure of their ESG risks and related lending and investment activities. ING may from time to time
disclose ESG-related initiatives or aims in connection with the conduct of its business and operations.
However, there is no guarantee that ING will be able to implement such initiatives or meet such aims within
anticipated timeframes, or at all. ING may fail to fulfil internal or external ESG-related initiatives, aims or
expectations, or may be perceived to fail to do so, or may fail to adequately or accurately report
performance or developments with respect to such initiatives, aims or expectations. ING could therefore be
criticised or held responsible for the scope of its initiatives or goals regarding such matters. In addition, ING
might face requests for specific strategies, plans or commitments to address ESG-related matters, which
may or may not be viewed as satisfactory to the relevant internal and external stakeholders (including
NGOs). Any of these factors may have an adverse impact on ING's reputation and brand value, or on ING's
business, financial condition and operating results.

ING may be unable to adapt its products and services to meet changing customer
behaviour and demand, including as a result of ESG-related matters.

Customers or other counterparties may increasingly assess sustainability or other ESG-related matters in
their economic decisions. For instance, customers may choose investment products or services based on
sustainability or other ESG criteria, or may look at a financial institution’s ESG-related lending strategy when
choosing to make deposits. To remain competitive and to safeguard its reputation, ING is required to
continuously adapt its business strategy, products and services to respond to emerging, increasing or
changing sustainability and other ESG-related demands from customers, investors and other stakeholders.
However, there is no guarantee that ING's current or future products or services will meet applicable ESG-
related regulatory requirements, customer preferences or investor expectations.
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ING’s business and operations are exposed to transition risks related to climate change.

The transition to a low-carbon or net-zero economy gives rise to risks and uncertainties associated with
climate change-related laws, regulations and oversight, changing or new technologies, and shifting
customer sentiment. For instance, ING may be required to change its lending portfolio to comply with new
climate change-related regulations and other ESG-related demands from customers, investors and other
stakeholders. As a result, it might be unable and unwilling to lend to certain prospective customers, or lead
to the termination of certain existing relationships with certain customers. This could result in claims or legal
challenges from such customers against ING. This transition may also adversely impact the business and
operations of ING's customers and other counterparties. Further, there is a risk that changing community
standards and market expectations could lead to a reduction in demand and a decline in valuations for
certain assets, which may affect the value of collateral we hold or the financial strength of certain of our
portfolios. If ING fails to adequately factor in such risks in its lending or other business decisions, ING could
be exposed to losses.

The low carbon or net zero transition may also require ING to modify or implement new compliance
systems, internal controls and procedures or governance frameworks. The integration and automation of
internal governance, compliance, and disclosure and reporting frameworks across ING could lead to
increased operational costs for ING and other execution and operational risks. The implementation cost of
these systems may especially be higher in the near term as ING seeks to adapt its business, or address
overlapping, duplicative or conflicting reqgulatory or other requirements in this fast-developing area.
Furthermore, ING's ongoing implementation of appropriate systems, controls and frameworks increasingly
requires ING to develop adequate climate change-related risk assessment and modelling capabilities (as
there is currently no standard approach or methodology available), and to collect customer, third party or
other data. There are significant risks and uncertainties inherent in the development of new risk modelling
methodologies and the collection of data, potentially resulting in systems or frameworks that could be
inadequate, inaccurate or susceptible to incorrect customer, third party or other data.

Any delay or failure in developing, implementing or meeting ING's climate change-related commitments
and regulatory requirements may have a material adverse impact on our business, financial condition,
operating results and reputation, and lead to climate change or ESG-related investigations, enforcement
proceedings or litigation.

ING’s business and operations are exposed to physical risks, including as a direct result
of climate change.

ING's business and operations may be exposed to the impacts of physical risks arising from climate and
weather-related events, including heatwaves, droughts, flooding, storms, rising sea levels, other extreme
weather events or natural disasters, and to the impacts of physical risks arising from the environmental
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degradation, including loss of biodiversity, water or resources scarcity, pollution or waste management.
Such phuysical risks could disrupt ING's business continuity and operations or impact ING’s premises or
property portfolio, as well as its customers’ property, business or other financial interests. These risks could
potentially result in impairing asset values, financial losses, declining creditworthiness of customers and
increased defaults, delinquencies, write-offs and impairment charges in ING's portfolio, etc. In particular,
changing climate patterns resulting in more frequent and extreme weather events, such as the severe
flooding that occurred in Western Europe in July 2021, the long-lasting bushfires in Australia in February
2021 or the severe flooding in the eastern states of Australia in early 2022, could lead to unexpected
business interruptions or losses for ING or its customers.

For a description of physical risks to our operations and business other than resulting from natural disasters
as a result of climate change, see 'Operational and IT 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 or outbreaks of communicable diseases may adversely
impact our reputation, business and results' below.

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

Operational and IT risks are inherent to our business. Our clients depend on our ability to process and report
a large number of transactions efficiently and accurately. In addition, we routinely transmit, receive and
store personal, confidential and proprietary information electronically. Losses can result from inadequately
trained or skilled personnel, IT failures (including due to a cyber attack), inadequate or failed internal control
processes and systems (including, as the role of Artificial Intelligence in the finance industry and in our
business increases, any errors as a result of incomplete, inaccurate, or otherwise flawed outputs from the
algorithms and data sets utilized), requlatory 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. 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) and the new Digital
Operational Resilience Act (DORA) which will enter into force in January 2025. Failure to appropriately
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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, which is a specific risk to ING as a result of its
strategic focus on technology and innovation, see 'We are subject to increasing risks related to cybercrime
and compliance with cybersecurity requlation' below.

In addition, as finance industry participants are increasingly incorporating Artificial Intelligence into their
processes and systems, the risk of data and information leaks is correspondingly increasing. Our or our
customers’ sensitive, proprietary, or confidential information could be leaked, disclosed, or revealed as a
result of or in connection with our or our third-party providers’ use of generative or other Artifical
Intelligence technologies. Any such information that we input into a third-party generative or other Artificial
Intelligence or machine learning platform could be revealed to others, including if information is used to
train the third party's Artificial Intelligence models. Additionally, where an Artificial Intelligence model
ingests personal information and makes connections using such data, those technologies may reveal other
sensitive, proprietary, or confidential information generated by the model.

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. Further, as a result of the Covid-19
pandemic, a significant portion of our staff continue to work from home on a full- or part-time basis, which
may raise operational risks, including with respect to information security, data protection, availability of
key systems and infrastructure integrity. 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 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 regulation.

Like other financial institutions and global companies, we are regularly the target of cyber attacks, which is
a specific risk to ING as a result of its strategic focus on technology and innovation. In particular, threats
from Distributed Denial of Service (DDoS), targeted attacks (also called Advanced Persistent Threats) and
ransomware have intensified worldwide, and attempts to gain unauthorised access and the sophistication
of techniques used for such attacks is increasing. Cyber threats are constantly evolving and the techniques
used in these attacks change, develop and evolve rapidly, including the use of emerging technologies, such
as advanced forms of Artificial Intelligence and quantum computing. The new cyber risks introduced by
these changes in technology require us to devote significant attention to identification, assessment and

17



Contents Part | Part Il Part Il

analysis of the risks and implementation of corresponding preventative measures. We have faced, and
expect to continue to face, an increasing number of cyber attacks (both successful and unsuccessful) as we
have further digitalised. 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.

Cybersecurity, the use and safeguarding of customer data and data privacy have become the subject of
increasing legislative and regulatory focus. The EU's second Payment Services Directive (PSD2), GDPR and
DORA are examples of such regulations. The resilience of financial institutions against ransomware attacks
is now subject of the yearly stress test executed by the ECB in 2024. In certain locations where ING is active,
there are additional local regulatory requirements and legislation on top of EU regulations 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 requlation concerning cybersecurity, security of customer data in general or the privacy of information
we may store or maintain. Compliance with such new legislation or regulation could increase the Group’s
compliance cost. Failure to comply with new and existing legislation or regulation 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 for purposes of
misappropriating assets or sensitive information, corrupting data, or impairing operational performance,
each of which could have a security impact. These events could also jeopardise our confidential information
or that of our clients or our counterparties. These events can potentially result in financial loss and harm to
our reputation, hinder our operational effectiveness, result in regulatory 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.

Although the Covid-19 pandemic has now largely subsided, there has been an increase in the digital
behaviour of our customers leading to reduced traffic in branches. Over 95 percent of our customers now
interact with us via digital channels only. This increased reliance on digital banking and remote working may
increase the risk of cybersecurity breaches, loss of personal data and related reputational risk. If any of
these risks were to materialise that may adversely affect our business, results and financial condition.
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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 several 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
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 some of 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 regulation. New entrants may rely on new
technologies, advanced data and analytic tools, lower cost to serve, less extensive oversight from regulators
compared to the frameworks established in respect of traditional banks and/or faster processes to challenge
traditional banks. Developments in technology have 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
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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 pressures as a result of these factors in the event that some of our competitors seek
to increase market share by reducing prices, which may have a material adverse impact on our business,
results and financial condition.

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 monetisation of our internal
innovations.

We may also be subject to claims made by third parties for (i) patent, trademark or copyright infringement,
(i) breach of copyright, trademark or licence usage rights, or (i) 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
(including where we or a third party have used generative Artificial Intelligence outputs based on data for
which the generative model may not have had consent), we could in some circumstances be enjoined from
providing certain products or services to our customers or from utilising 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 have an payment obligations to ING, or obligations to return 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 us 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. As a result of the Russian invasion of Ukraine and related international response measures,
including sanctions and capital controls, we may be exposed to increased risk of default of counterparties
located in Russia and Ukraine, counterparties of which the ultimate parent is located in Russia or may be
considered effectively controlled or influenced through Russian involvement, and other counterparties in
sectors affected by the response measures. Also, liquidity or currency controls enforced by the Russian
central bank may impact Russian companies’ ability to pay. In addition, we have counterparty exposure to
Russian entities in connection with foreign exchange derivatives for future receipt of foreign currencies
against Russian rouble (RUB). Remaining at risk for ING at year-end 2023 is €0.4 billion local equity and €1.3
billion credit exposures booked outside of Russia, and €0.6 billion with clients in Ukraine. A default 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.

19



Contents Part | Part Il Part Il

With respect to secured transactions, our credit risk may be exacerbated when the collateral held by us
cannot be liquidated 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 regulatory 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 ECB 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 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. They can also have lower risk appetite for our debt notes, leading to lower purchases of (newly
issued) debt notes. We have credit ratings from S&P, Moody’s Investor Service and Fitch Ratings. Each of the
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rating agencies reviews its ratings and rating methodologies on a recurring basis and may decide on a
downgrade at any time.

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 rating agencies may take, or what actions we may take in response to the actions
of rating agencies.

Furthermore, ING'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.

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, and public and political scrutiny of, remuneration (especially in the
Netherlands), may 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 10 June 2019, ING is required to hold a shareholder binding vote
on ING's Executive Board remuneration policy and Supervisory Board remuneration policy at least every four
years. Furthermore the shareholders have an advisory vote on ING's remuneration report annually. 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.

20



Contents Part | Part Il Part Il

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 actual results and underlying actuarial assumptions and
models.

ING Group companies operate various defined benefit retirement plans covering the post-employment
benefits of 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 and consumer price index. These assumptions are based on available market
data 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 and costs
associated with our defined benefit 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 outputs, which may adversely
impact our reputation and results. In addition, we use assumptions in 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 regulation and supervision of the
Group - 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' above.
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As noted there, regulation of the industries in which we operates is becoming increasingly more extensive
and complex, while also attracting supervisory scrutiny. Compliance failures may lead to changes in the
laws and requlations governing the risk management practices and materially increase our operating costs.

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 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 realised or unrealised 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, 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.
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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 still relatively low by
historical standards and have been since the financial crisis in 2008, interest rates are rising and we have
experienced, and may continue to experience, increased funding costs due in part due to the withdrawal of
perceived government support of financial 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.

We need liquidity to fund new and recurring business, 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 and risks 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. Also see under the
heading 'Ratings are important to our business for a number of reasons, and a downgrade or a potential
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downgrade in our credit ratings could have an adverse impact on our results and net results'. 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 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, requlatory liquidity requirements in certain jurisdictions in which we operate are remain
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 regulatory 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 to its shareholders and to fund all payments on
its obligations, including debt service obligations.

ING Groep N.V.'s ability to obtain funds to meet its obligations depends on legal and regulatory restrictions
applicable to ING Groep N.V.'s subsidiaries. Many of ING Groep N.V.'s direct and indirect subsidiaries,
including certain subsidiaries of ING Bank N.V., may be subject to laws that restrict dividend payments, as
well as requirements with respect to capital and liquidity levels. For example, certain local governments and
requlators have taken steps and may take further steps to “ring fence” or impose minimum internal total
loss-absorbing capacity on the local affiliates of a foreign financial institution to protect clients and creditors
of such affiliates in the event of financial difficulties involving such affiliates or the broader banking group.
Increased local requlation and supervision have therefore limited and may in the future further limit the
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ability to move capital and liquidity among affiliated entities and between ING Groep N.V. and its direct and
indirect subsidiaries, limit the flexibility to structure intercompany and external activities of ING as otherwise
deemed most operationally efficient, and increase in the overall level of capital and liquidity required by ING
on a consolidated basis.

Lower earnings of a local entity may also reduce the ability of such local entity to make dividends and
distributions to ING Groep N.V. Other restrictions, such as restrictions on payments from subsidiaries or
limitations on the use of funds in client accounts, may also apply to distributions to ING Groep N.V. from its
subsidiaries.

ING Groep N.V. has also in the past guaranteed and may in the future continue to guarantee the payment
obligations of some of its subsidiaries, including ING Bank N.V. Any such guarantees may require ING Groep
N.V. to provide substantial funds or assets to its subsidiaries or the creditors or counterparties of these
subsidiaries at a time when the guaranteed subsidiary is in need of liquidity to fund its own obligations.

Finally, ING Groep N.V., as the resolution entity of ING, has an obligation to remove impediments to
resolution and to improve resolvability. Regulatory authorities have required and may continue to require
ING to increase capital or liquidity levels at the level of the resolution entity or at particular subsidiaries. This
may result in, among other things, the issuance of additional long-term debt issuance at the level of ING
Groep N.V. or particular subsidiaries.

Additional risks relating to ownership of ING shares

Holders of ING shares may experience dilution of their holdings and may be impacted
by any share buyback programme.

ING's AT1 Securities may, under certain circumstances, convert into equity securities. 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 without subscription rights, holders of ING shares may suffer dilutions. 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.

Any share repurchases could affect the price of our ordinary shares, ADSs or other securities and increase
trading price volatility. The existence of a share buyback programme could also cause the price of our
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ordinary shares, ADSs or other securities to be higher than it would be in the absence of such a share
buyback programme, and could potentially reduce the market liquidity of our ordinary shares, ADSs or other
securities. There can be no assurance that any share buybacks will enhance shareholder value because the
market price of our ordinary shares or ADSs may decline below the levels at which we repurchase any
ordinary shares or ADSs.

In addition, ING cannot guarantee that any future share buyback programme will be fully consummated.
The timing and amount of share repurchases pursuant to a share buyback programme will depend upon a
number of factors, including market, business conditions, and the trading price of the our ordinary shares or
ADSs. A share buyback programme may also be suspended or terminated at any time, and any such
suspension or termination could negatively affect the trading price of, increase trading price volatility of or
reduce the market liquidity of our ordinary shares, ADSs or other securities. Additionally, a share buyback
programme could diminish our cash reserves, which may impact our ability to finance future growth and to
pursue possible future strategic opportunities.

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 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, 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 US 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 US
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
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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 recognised 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 US investors will be able to enforce against us or
members of our board of directors, officers or certain experts named herein who are residents of the
Netherlands or countries other than the United States any judgments obtained in US courts in civil and
commercial matters, including judgments under the US 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 US federal securities laws brought in a court of competent jurisdiction in the Netherlands against us or
such members, officers or experts, respectively.

Additional information

Financial statements
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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 companuy.

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). 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 NV).

ING Group Annual Report 2023 on Form 20-F
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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

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-3 is:

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 43 'Consolidated
companies and businesses acquired and divested'.

25



Contents Part | Part Il Part Il

B. Business Overview

ING's purpose is empowering people to stay a step ahead in life and in
business. Our strategy - making the difference for people and the
planet - is built around this purpose.

In a world that is constantly changing, we aim to be digital and sustainability pioneers, skilled at adapting to
the trends impacting our business. Our two overarching priorities are providing customers with a superior
customer experience (CX) and aiming to put sustainability at the heart of what we do. These priorities are
supported by four 'enablers’: providing seamless digital services, using our scalable technology and
operations, staying safe and secure, and unlocking our people’s full potential.

Providing customers with a superior experience

As an organisation, we need to be customer focused - after all, customers are who we're here for, our
reason for being. We want to provide them with the products and services they need: executing payments
and other transactions, keeping and managing their money and savings and extending loans and making
investments. Our aim is to do all that with an experience that is easy, instant, personal and relevant. We
realise that different types of customers have different needs. We can make a difference by helping them to
plan for the future and make informed financial decisions, and by providing suitable financial products and
customised advice. Read more on how we cater to our customers’ needs, private individuals, small
businesses and large corporates in 'Superior customer experience'.

Putting sustainability at the heart of what we do

We have a role in society to define new ways of doing business that align with economic changes, growth
and social impact. Climate change is one of the world’s biggest challenges, threatening societies as we know
them today. We're determined to be a banking leader in building a sustainable future for customers, society
and the environment. We want to lead by example by striving for net zero in our own operations. We also
want to play our part in the low-carbon transformation that's necessary to achieve a sustainable future,
aiming to steer our financing towards meeting global climate goals and working with clients to achieve their
own sustainability goals. Read more on our sustainability efforts in the 'ESG overview'.
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Our enablers

Providing seamless digital services

We know that we can serve our customers better if we use robust, ‘always-on’ channels, providing data-
enabled personalised experiences and end-to-end digitalising processes, with human intervention only
where needed or desired.

Using scalable technology and operations

A technology and operations foundation that is modular and scalable brings many benefits, including
support for providing a superior customer experience, increased safety, speeding up time-to-volume,
shortening time-to-market, and lowering cost-to-serve.

Staying safe and secure

For a bank, trust is the starting point, the most basic requirement for all stakeholders. People trust us with
their money and with their data, and keeping that safe is crucial. As a gatekeeper to the financial system,
we play an important role in the collective fight against fraud, cybercrime, and financial and economic
crimes.

Unlocking our people’s full potential

People are our greatest asset. We seek to attract, develop and retain the best people, and our sustained
success is founded on their continued commitment. What will unlock their full potential is our inclusive
Orange culture where everyone has the opportunity to develop and have impact for our customers and
society. In 2023, we focused on three pillars to deliver for our people: ‘talent & leadership’, ‘culture &
organisation’ and ‘Employee Experience’. Read more about how we unlock our people’s full potential in
‘Social'.
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Superior customer experience

We want to provide customers with an experience that is easy, instant,
personal and relevant. What this looks like depends on the type of
customer. For private individuals and small businesses, our emphasis is
predominantly on mobile banking, while for mid-corporate and
Wholesale Banking clients it's all about personal relationships and
sector and network expertise.

What we strive for

In response to changing expectations in today’s always-on digital society, ING wants to offer customers an
experience that is easy, instant, personal and relevant.

Easy is about taking the complexity out of banking, making it intuitive, transparent and understandable so
customers feel confident. For example, we aim to clearly price products and services, avoid complicated
jargon and always be accessible.

Instant is about customers having solutions at their fingertips that put them in the driver's seat of their
finances and make them feel in control by allowing them, for instance, to switch seamlessly between self-
service banking on the app and personal advice in a branch. Different groups of customers have different
requirements. For private individuals and some Business Banking clients (i.e. the self-employed and small
and medium-sized enterprises), the emphasis is on mobile, for both products and services.

Personal is about recognising customers as individuals and getting to know their needs, goals and
challenges so they feel valued. For example, to tailor messaging to their specific situation.

Relevant is about bringing value to customers, anticipating their needs, and proactively providing the right
insights, advice and solutions at the right time, making them feel empowered. For example, by guiding
them on important financial decisions, such as re-financing a mortgage in an environment of rapidly
increasing interest rates.
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For Business Banking mid-corporates and Wholesale Banking clients, the emphasis remains on deepening
client relationships, offering deep sector knowledge and networking expertise, tailored products and advice,
supported by seamless digital delivery and services.

Retail Banking - Private Individuals

For customers using Retail Banking products and services, ING intends to provide a seamless digital, mobile-
led experience that's easy, instant, personal and relevant. We want to engage with our customers on mobile
at every stage of their journey and give them personalised products and services based on relevant, data-
driven insights. Seamless end-to-end digital delivery of customer services is an enabler for a superior
customer experience to earn, and keep, the primary relationship.

Earning ‘primary relationships’ with customers is an important driver for profitable growth. It leads to deeper
relationships, greater customer satisfaction, and ultimately customers choosing us for more of their banking
needs. We want to be our customers’ first partner for their financial business. In Retail Banking, primary
customers have at least two active ING products. One of these should be a current account into which they
deposit reqgular income. In 2023, the number of primary customers increased by 750,000 over the course of
a year to 15.3 million. Particularly strong growth was achieved in Germany (+252,000), Spain (+129,000),
and the Netherlands (+99,000).

A seamless digital, mobile-led experience

Reflecting customer demand, we are continuously improving our mobile capabilities. In 2023, over 62
percent of customers used mobile banking only (mobile device login through the app or mobile device login
through the website), compared to 58 percent in 2022. High adoption of mobile banking is especially visible
in Turkiye (90 percent), Romania (84 percent), the Netherlands (69 percent), and Spain (66 percent).

In the Netherlands, Australia, Germany, and Spain, over 60 percent of new customers are now fully digitally
onboarded, due to continuous improvements in the mobile onboarding flow. Those improvements aim to
make digital onboarding available to as many new customers as possible. Similar efforts are underway in
other Retail countries.

More customers are using remote video advice and digital self-service channels. We can connect with
customers across multiple channels through ING's cloud-based customer interaction platform for phone,
chat and video contacts. Our global customer interaction platform is used across seven Retail countries and
in Wholesale Banking to harmonise the experience and ensure customers receive the same services
everywhere. This year, we continued to expand the platform’s footprint, rolling out voice functionality in
Germany and Romania, and chat/chatbot capabilities in Italy. In total, the platform facilitated more than
100,000 video meetings and over 1.8 million authenticated chat conversations in 2023.
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Daily banking and savings products

Everyday Roundup is a digital functionality that aims to make saving simpler, and it is now used by more
than 1.5 million customers in seven countries (Poland, Australia, Germany, Romania, Tarkiye, Spain and,
since the fourth quarter of 2023, the Netherlands). It works by rounding up every transaction on a
customer's current account and automatically transferring the difference to their savings account. In Spain,
we also connected Everyday Roundup to investment products to help customers who want to start
investing, little by little.

In March, ING in Australia introduced Everyday Roundup to Charity, becoming the first Australian bank to
launch a charitable round-up feature. This enables customers to round up eligible everyday card
transactions to the nearest dollar or five dollars and donate the difference to a charity.

ING in Germany expanded its current account to include a sustainable option. Customers of the so-called
‘Future current account’ pay one additional euro per month, and can choose between various social and
ecological projects that are selected in partnership with the social impact company share®. These projects
are supported by the amount equal to the monthly payment made by the customer. Additionally, a
sustainable use of deposits is earmarked to sustainability criteria defined by ING Germany. These take the
UN principles for responsible banking into account and are aligned with the EU taxonomy. By the end of
2023, 21,000 ‘Future current accounts’ were opened, resulting in more than €90 million in sustainable
deposits that are matched with sustainable loans and investments.

Dealwise, a smart shopping platform available in the app in Romania, Germany and Belgium, offers
personalised deals, supporting customers to save on their daily spending.

Mortgage products

In Belgium, we launched the HomeHub functionality - a new online journey that takes the customer
through the mortgage application process in just four steps, including a conditional approval. A customer
can now simulate this process using the Quick & Easy Simulator, as well as make an appointment using the
recently launched Call me back flow. Customers can get an overview of required documents and check the
status of their application via the HomeHub.

In the Netherlands, orientating customers who have made an appointment via mobile app or web can now
digitally prepare for their appointment by uploading documents based on a personalised document list.

In Belgium and Romaniga, digitalising partial repayments simplified this process for customers, enabling
them to make changes online to reduce a monthly charge and/or reduce the duration of a loan. This gives
our clients more control of their financing without hassle. In Belgium, these digitalisation efforts led to over
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98 percent of early repayment requests being processed automatically or with minimal manual effort (only
one simple check by the employee). In Romania, customers who visit an ING office monthly to make an
early repayment with loan duration reduction can now make the same changes online.

ING in Poland introduced a fully digital process for customers that apply for a change to their mortgage
agreement. In the second half of 2023, almost all customers (>99 percent) conducted the change of the
mortgage tenor online. Additionally, since the fourth quarter of 2023, customers in Poland can also change
their repayment account and/or repayment date online.

Investment products

ING customers have access to smart digital investment tools to make investing accessible. Leveraging the
Dutch investment platform, entry products Easy Invest and Self Invest are now also available in Belgium.
Easy Invest is the most basic product for clients with no experience of investing independently. It consists of
an online risk assessment that helps clients choose the risk level they can tolerate when starting to invest in
one of ING's mutual funds. Self-Invest is ING's online brokerage platform offering a wide selection of
international equities for clients to invest in directly by themselves.

In Germany, our self-execution investment tool is serving more than two million clients. Additionally, our
clients in Germany can make use of our robo-adviser, offered in partnership with online wealth manager
Scalable Capital.

Insurance products

ING works together with several insurance partners in various markets to offer our customers compelling
insurance products, based on local customer needs. We offer insurance related to bank products as well as
a range of standalone non-life insurance policies. We enhanced our insurance proposition in 2023, for
example, by launching car insurance in Spain, improving our home, car, health and travel insurance in the
Netherlands, and adding pet insurance to our product offering in Turkiye.
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Retail Banking - Private Banking & Wealth Management

Private Banking & Wealth Management offers banking services and personalised wealth management to
affluent and (ultra) high-net worth individuals and their entities in the Netherlands, Belgium and
Luxembourg. Through dedicated relationship managers and the support of product specialists and account
management, Private Banking aims to give customers access to a diverse range of products and services
suited to their needs. This includes tailor-made and standardised investment advice based on
comprehensive financial planning. We have been awarded best private bank in the Netherlands by PWM/The
Banker (a Financial Times magazine) and in the MT1000 ranking.

In 2023, the Netherlands introduced investing in private markets, allowing wealthy customers (from €2.5
million in advice/discretionary portfolio management) to invest in, for example, private equity, private credit,
and infrastructure. ING works closely with renowned international players in this regard. Private markets'’
importance in the economy is increasing worldwide, and adding our services fits in with ING Private
Banking's ambition to serve customers even better with innovative investment solutions.

In Belgium, we introduced a new concept of family business events. Over 12 events, 600 family business
owners were invited to exchange views on the transition of a family business to the next generation. Our
customers appreciated these events, combining both the business and private wealth needs.

Retail Banking - Business Banking

The Business Banking segment covers the following three sub-segments:

Self-employed and micro companies: Independent professionals or small companies that employ up to 10
people and have a turnover up to one million euros.

SMEs: Small to medium-sized companies that employ between 10 and 250 people and have a turnover of
between one and 10 million euros.

Mid-corporates: Sophisticated larger companies employing more than 250 employees with a turnover of
between 10 million and 250 million euros.

Business Banking serves customers in seven markets: the Netherlands, Belgium, Luxembourg, Poland,
Romania, Ttrkiye and Germany. Our customers are focused on managing and growing their businesses
profitably in an ever-changing and increasingly complex environment. Our goal is to support them through
relevant, seamless, trusted and personal financial solutions in key moments.
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We apply a needs-based customer segmentation approach that differentiates between basic, and more
complex and/or specific needs. This enables customers to 'self-serve’ using our strong digital foundation but
also access remote and face-to-face advice, when needed.

We are therefore advancing our digitalisation roadmap to create a seamless customer experience by
digitalising key customer journeys: from onboarding to customer in life, and from lending solutions to daily
banking and payments. We have placed emphasis on critical customer journeys, including digital
onboarding in the Netherlands, Belgium, Poland, and Turkiye. Furthermore, we offer instant and fast-track
lending solutions in the Netherlands, Belgium, Poland, Romania, and Turkiye to cater to our customers’
lending requirements. These solutions have significantly enhanced our end-to-end digital rates for lead-to-
cash and customer-acquisition journeys.

For more complex and specific needs, especially for bigger SMEs and mid-corporates, we offer customised
relationship banking. This not only covers tailored solutions and advice, but also sector expertise and access
to ING's international network.

Customer Experience (CX) day

As part of ING's focus on continuous improvement of the customer journey, we hold an annual customer
experience (CX) day. On 28 September, ING held its fourth global CX day where over 8,000 colleagues from
across the bank, together with customers, put their collective minds together to come up with tangible
ideas to delight our customers and make their experiences easy, instant, personal and relevant. The event
attracted employees from Retail Banking, Wholesale Banking, ING Hubs, and support functions all around
the world. Together, they identified over 400 improvements to delight our customers, some of which were
created and tested on the day.

Measuring NPS

One of the ways we measure our ability to deliver a superior customer experience is through the Net
Promoter Score (NPS). The NPS indicates whether customers would recommend ING to others. We compare
our NPS to selected peers in each market.

Our ambition is to achieve a number one NPS ranking in all 10 of our Retail markets. In 2023, ING ranked
number one in five of our 10 Retail markets: Australia, Poland, Germany, Romania and Spain. ING ranks in
the top three in another four markets: the Netherlands, Luxembourg, Italy and Belgium (all ranked third). In
Australia, Belgium and Italy, ING's NPS improved versus last year, while Germany, Romania and Spain
maintained their strong NPS.
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We ran a separate NPS programme in 32 Wholesale Banking markets throughout 2023, to ensure a broad
coverage of our client base. ING's relationship NPS score rose to an all-time high of 72 (on a scale of -100 to
+100), compared to last year's score of 67. All regions showed an increase in NPS and response rate, with
the latter rising from 71 percent to 76 percent overall. The number of detractors decreased from 54 to 33.
The NPS result aids our efforts to continuously improve our customer service and product offering.

Wholesale Banking

ING's ambition is to provide corporate clients and financial institutions with the financial solutions they need
across their value chains. Underpinning our work is the ‘ING difference’, three major characteristics that offer
value to clients:

1. Our global reach, with local experts: no matter where clients are, our network of experts offers them a
seamless local experience with a global view.
. We're sector experts: clients trust us to provide tailored solutions to meet their needs.
3. We're sustainability pioneers: we're not just leaders in sustainable finance; we work hand-in-hand with
clients to address some of the most pressing issues in the world today.

N

ING's Wholesale Banking business line network covers three regions: EMEA, APAC and the Americas. To bring
our local experts closer to clients, we focused on hiring more talent for client-facing teams in 2023 - such as
for our trade and commodity finance team in Switzerland, our sustainable finance team in Asia, and our
investment banking team in the Netherlands.

Wholesale Banking clients benefit from our deep sector knowledge of over seven sectors and 29 sub-sectors,
including: commodities, food and agriculture; corporate sector coverage; energy; infrastructure and real
estate; financial institutions; technology, media, telecom and healthcare; transport and logistics. Together
with our target sector research capabilities and our client segmentation model, we aim to help clients
navigate the highs and lows of economic cycles, providing them with relevant advice, data-driven insights
and customised, integrated solutions that support their business ambitions.

As a large wholesale bank, with billions of euros flowing through our balance sheet, ING aims to play an
important role in accelerating our clients’ transitions to net zero by 2050. In addition to the financial support
and incentives we provide, we help and advise clients by putting our sector expertise, international network,
climate-action experience and other sustainability-related insights to work for them. This includes our Terra
approach, which uses science-based and sector-agreed pathways for getting our in-scope sector portfolios
in sync with reaching net zero by 2050, and guides us in making business decisions that aim to accelerate
the transition. To better assess the climate performance of our clients and use these insights to identify risks
and opportunities for supporting them in their transitions, we have developed a bespoke ‘client transition
plan’ tool. This online platform is where we have started to centrally collect, assess and monitor the publicly
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disclosed climate transition plans of each client. For more information on Terra and the client transition tool,
see ‘Environment’.

Our support comes in the form of financing too. In 2023, we saw €115 billion of volume mobilised and closed
792 sustainability transactions. One example is the green loan provided by ING as sole bank for the
implementation of RetuRO Sistem Garantie Returnare, an important circular-economy project in Romania.
The loan will finance the set-up of regional centres, which will aim to collect, sort and prepare more than six
billion returned plastic, glass and metal beverage packages for recycling each year.

In 2023, ING won the Euromoney Award for Best Bank for ESG in Germany, as well as five awards at the
Global Finance Magazine Sustainable Finance Awards. These included the global award for Outstanding
Leadership in Sustainable Bonds for the third year running, three regional awards in Western Europe for
Outstanding Leadership in Sustainable Finance, Sustainable Bonds and ESG-related Loans respectively, and
a country award for Best Bank for Sustainable Finance in the Netherlands. Our client segmentation model
aligns our strengths with client needs and plays an important role in deepening relationships. ING’s way of
working allows us to respond rapidly to our clients’ changing needs, and to close the gap between local and
global specialists, making an impact in our markets.

Strengthening our foundations

As part of our efforts to strengthen our product foundations, we continued to develop our proprietary
platform, InsideBusiness, in 2023. This included setting up alerts for payments, improving user verification to
comply with local anti-money laundering regulation, and making it easier to download lending notices,
among other updates. Additionally, we rolled out real-time instant payments in the Netherlands, Germany,
Italy, Luxembourg and Portugal, and digitalised the account-opening journey in the Netherlands, Germany
and Belgium.

To further streamline and simplify the infrastructure in our Financial Markets business, we continued to
enhance our digital ecosystem in 2023, from introducing new process automation, APIs and algorithms
across sales and e-trading to providing better pricing, greater stability, and more insights.

Following the creation of our dedicated Payment & Settlements Services (PSS) organisation in 2022, we
continued to implement strategic change within Transaction Services in 2023 by laying the groundwork for
a new structure that took effect on 1 January 2024. This includes a separation of commercial product
management activities from delivery activities, enabling us to evolve our product offering to deliver
competitive and seamless digital solutions for clients at pace, amid a rapidly changing macroeconomic
environment.

We established Capital Markets & Advisory (CMA) in 2023 as the single centre of excellence for our advisory
business and related financing globally across Wholesale Banking. We want to be the strategic partner for
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our clients in transformational moments in the boardroom and also accelerate our capital velocity
deliverables. Under CMA, we're upgrading and refocusing our commercial engine, including selective senior
hires, to ensure we have the right capabilities to support our clients throughout their lifecycle.

Finding new ways to help customers stay a step ahead

ING is proud of its innovative culture and considers this an important contributor to a superior customer
experience. To keep surprising customers in a fast-moving competitive environment, we need to keep
finding fresh ways to translate emerging trends and technologies into new business opportunities.
Therefore we also experiment with new and emerging technology (e.g. digital assets, generative Al),
translating it into bite-sized use cases, with central oversight.

For incremental-type innovations that support our strategic priorities of CX and sustainability, such as
digitalising processes, we believe this is best done within individual business lines (Retail, Business Banking,
and Wholesale Banking) where we are closer to the customer.

Blacksmith was established in 2017, as part of ING Labs Singapore, and offers a single platform to digitalise
and automatically apply policy requirements to KYC processes. It also delivers standardised and actionable
customer due diligence (CDD) files. In 2023, Blacksmith reduced ING's time spent on desk research as part of
the CDD process by 48 percent. This removed a lot of the manual work for analysts, who must typically
collect data and analyse how its attributes are risk rated according to ING policies. Blacksmith also
onboarded Skandinaviska Enskilda Banken (SEB) to digitalise the KYC processes for financial institutions.

Also in 2023, ING sold Invisible Tickets, a next-gen ticketing and payment solution that allows commuters to
pay for the cost of travel using their mobile phone, to Tata Consultancy Services (TCS), which is part of
India’s largest multinational group. TCS will be taking the Invisible Tickets solution to the next level by
introducing it to railway and public transport operators around the globe.

XLINQ is an enterprise software development and SaaS platform with a unique technology to generate
secure and compliant software automatically from business knowledge captured. ING Labs served as an
incubator for XLINQ, which spun out of ING in June 2023. ING retains a warrant to become a minority
shareholder and is a client of XLINQ in several ING countries. XLINQ has two big corporate clients in the
financial services and energy sectors that use its platform to develop reliable software faster with lower
costs.

Additional information

Financial statements
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Sustainability at the heart

ING's purpose is empowering people to stay a step ahead in life and in
business. This also means helping customers and society stay a step
ahead of the challenges they're facing. Climate change is one of the
world’s greatest challenges. Also, people may struggle with inequality,
poor financial health, or a lack of basic human rights. There's a growing
sense of urgency and rising expectations that governments and
businesses must help tackle these challenges.

ING aims to put sustainability at the heart of what we do, defining new ways of doing business that align
economic growth with positive environmental and social impact.

Our priorities are as follows:

Climate action: This is our main focus. We want to lead by example by striving for net zero in our own
operations. We aim to play our part in the low-carbon transformation that is necessary to achieve a
sustainable future, steering the most carbon-intensive parts of our lending portfolio towards reaching net
zero by 2050. Read more on ING's climate action in 'Environment'.

Collaboration: We work with clients to achieve their own sustainability goals, increasing our impact through
partnerships and coalition-building. Read more in 'ESG overview'.

Climate-related, environmental and social risk: We manage the most relevant environmental and social
risks. We also contribute to positive change by supporting clients that seek continuous improvement in
environmental and social practices. Read more in 'Environment'.

Financial health and inclusion: We're working to advance financial health and inclusion for customers and
communities. Read more in 'Social'.

Empowering colleagues: \We empower colleagues to contribute to it all, for example by providing them with
the right knowledge and training. Read more in 'Social'.

ING's sustainability efforts have been recognised externally by environmental, social and governance (ESG)
rating agencies and other benchmarks. In 2023, Sustainalytics assessed our management of ESG material
risk as 'strong’. Also in 2023, investment research firm MSCI awarded ING an AA ESG rating for the fourth
consecutive year.

Additional information Financial statements

As society transitions to a low-carbon economy, so do our clients, and so does ING. The low-carbon
transition cannot happen overnight. Even though we finance a lot of sustainable activities, we still finance
more that's not, which is a reflection of the current global economy and how far the world still needs to go.
Our approach follows data and science, and evolves as the available science evolves. We want to be part of
the solution and strongly believe we can make the most impact by engaging with clients, talking to them
about their climate goals, and helping finance what they need to reach them.

While we are committed to doing our part, we know that the world’s problems cannot be solved by one
sector, much less by one bank. We specifically call on governments and regulators to guide the transition
more firmly. They have to help answer the question "What does 'good’ look like?". We believe an inclusive
approach is the best way to make a meaningful impact. From climate to human rights and financial health,
we seek to increase our impact through partnerships and coalition-building.
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How we are making the difference

ING is making the difference by concentrating on two overarching
strategic priorities: giving customers a superior experience and putting
sustainability at the heart of what we do. To put these into practice,
and to make that difference for all customers, we have defined four
enablers: providing seamless digital services, using scalable technology
and operations, staying safe and secure, and unlocking our people’s
full potential.

Providing seamless digital services

In a world where accelerating digitalisation is one of the main global trends impacting banking, customers
are spending more and more time online. That's why we want to make their lives easier by giving them a
seamless digital service.

Customers deserve an easy, instant, personal and relevant experience at every touchpoint, from the way
we communicate and onboard them to how we provide products and handle customer requests. ING
facilitates this by developing, maintaining and enhancing personalised, reliable digital services that aim to
be available 24/7.

Developing, maintaining and enhancing these basics gives us the foundation for providing a superior
customer experience. By digitalising key customer journeys, we are enabling a superior customer
experience at a reduced cost-to-serve, while measuring impact through NPS and cost efficiency. In 2023,
our Digi Index Score was 71.2 percent. The Digi Index concerns a figure that reflects the average of straight-
through processing (STP) rates of key customer journeys that are handled without manual intervention.

The previously reported Digi Index Score was based on scores from countries that included global and local
processes. Global processes are aligned and consistent throughout countries, while local processes could
differ slightly per country. Starting from the first quarter of 2023, the Digi Index has been 'rebaselined’ to
enhance consistency and comparability. Currently, only 33 global processes are used as a baseline, and
local processes have been eliminated. All STP processing has been updated retrospectively, meaning
comparative figures have been adjusted and are based on the 33 global processes. The unadjusted 2022
Digi Index Score amounted to 64.4 percent and, as a result of the rebaselining, the adjusted 2022 score
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amounts to 66.8 percent. Our previously reported aim of reaching a Digi Index Score of over 75 percent by
2025 has not been adjusted.

Individual customers increasingly only use the mobile channel. For them, our emphasis continues to be on
mobile and further improving our mobile capabilities.

In 2023, 77.4 percent of our communication was personalised. We use data analytics and machine learning
to personalise digital services for customers. Personalising customer interactions helps customers make
more informed financial decisions and supports mobile sales, while also reducing the need for customers to
use other channels. Given the importance of data for offering personal and relevant services, data security
and privacy protection are crucial.

Data analytics

ING uses advanced data analytics to help achieve both superior customer experience and sustainability
priorities, making the difference for customers, colleagues and society.

Handling calls better by further digitalising our contact centre processes plays a significant role in driving a
better customer experience. In 2023, ING's Analytics team implemented speech analytics as a metric tool in
the Netherlands and Belgium, providing generated insights into the root causes of contact centre calls, and
helping ING to improve its digital journeys in the app and website. In parallel, ING has further promoted
virtual assistants. These work to provide more precise answers to address customer FAQs, resulting in active
bots in the Netherlands, Belgium, Spain, Poland and Turkiye, handling up to 45 percent of the incoming chat
volumes.

For Retail and Business Banking, ING's Analytics team has developed acceptance and affordability models in
the lending process with the goal to improve customers’ digital experience and to ensure we are safe and
secure. In the Netherlands, the artificial intelligence-based lending models enabled instant loan decision and
granting within a few minutes instead of days, achieving a higher acceptance ratio by three percent while
keeping the same risk level. In Germany, the use of transactional data based on customer consent has
allowed for the redevelopment of the consumer loan models. This has led to a notable increase in loan
production and approval ratings, helping the business to provide services to more eligible customers.

ING has also used analytics to reduce advertisement blindness (where consumers consciously or
subconsciously ignore advertisements) to improve relevancy, and enable hyper-personalisation. In 2023,
pivotal enhancements to ING's recommendation engine resulted in highly personalised campaign
management and, eventually, higher customer engagement. We've updated the underlying model to a
deep-learning method, helping us tailor our offerings to better meet customer needs. Meanwhile, real-time
processing has been enabled to address customers’ needs instantaneously.
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In Wholesale Banking, advanced analytics has helped the front office in their preparations for client
interactions, ensuring our colleagues can provide better ideas and ask relevant questions at relevant times.

For example, we use the entity-matching model, which uses a name-matching algorithm to identify our
own clients in datasets, even if the data is not perfectly organised. Using just a small amount of information,
it helps us better understand how our clients behave within our network.

The Analytics team continued to focus on improving the customer due-diligence (CDD) process for
Wholesale Banking, leading to a clearer process for our clients and eliminating the need to ask related
questions in person.

More broadly, the team continued to provide support to protect our customers and the bank against
increasingly sophisticated fraud attempts, such as impersonation scams, through Al-based detection
models.

Additionally, ING, as a partner of the Kickstart Al foundation in the Netherlands, hosted a hackathon with
the foundation in 2023 to boost progress of the Allow More initiative. Based on existing research by the
Dutch government, up to 15 percent of those who are eligible for a financial allowance don't claim it. Allow
More aims to help individuals identify whether they may be eligible for these allowances. This can
encourage more people to use the available help, which could improve the financial situation of many
people in the Netherlands. As a result of the hackathon, analysis and model development based on the
method generated during the hackathon will be followed across a few banks.

On top of the existing models, ING's Analytics team continues to improve the customer experience by
exploring new technologies. ING recognises the potential of generative Al (GenAl) and we are taking a
prudent and responsible approach to doing this in a safe and secure way. To better learn about both the
opportunities and risks, we explored opportunities in two areas with a central oversight: Customer contact
(like chatbots and transcript analysis) and software engineering (to write code or fix bugs).

As an example, we piloted LLM (large language models) technologies to improve our chatbot performance
and help customers. The first phase of the pilot came to a close in 2023 with promising customer
satisfaction and deflection improvements - the rate at which our alternative channels and self-service
resources fulfil demand. These experiments have shown there is value in incorporating GenAl into our
processes. In 2024, we will expand our GenAl explorations into a few selected areas: KYC, marketing content
generation and early warning systems. Application of GenAl technology in these domains has the highest
potential to transform our business processes and contribute to our ambition of a superior customer
experience.
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Scalable technology and operations

Reflecting our role as a digital-first bank and to enable a superior customer experience, ING believes that
scalable technology and operations foundations are key requirements. We have therefore made this an
integral part of our strategy. Standardisation and automation give us a shorter time to market, quicker time
to volume, consistent and higher quality, and improved productivity. Scalable technology and operations
also help us attract and retain talent by offering employees the opportunity to not only work with
technology but also collaborate across countries and make an impact globally. Scalable technology allows
ING to create specific and local propositions that serve our customers, while leveraging ING's scale when it
comes to engineering, security, and data experts.

Scalable technology

Our scalable technology strategy provides a foundation for the modular components we use to build and
operate propositions. It allows ING countries to introduce propositions quickly and easily, while providing the
opportunity to add local flavour.

Our scalable technology is divided into three parts: ING's private cloud infrastructure (IPC), our engineering
pipeline (OnePipeline), and our banking technology platform, with its extendable and reusable services and
components. Given the flexibility and scalability of public cloud technology in general, ING has chosen a
hybrid cloud strategy, i.e., using public cloud providers in addition to IPC. Cloud computing is an important
component for scaling our digital capabilities. IPC is where we store and manage applications and data such
as channel applications, core banking systems and other banking applications. We measure IPC adoption by
the percentage of physical cores - also known as processing cores or CPU cores - in IPC compared to the
total number of physical cores in ING data centres globally. By the end of 2023, 63 percent of all physical
cores in ING were on IPC (2022: 52 percent). By the end of 2025, we expect that figure to have risen to at

least 70 percent.

OnePipeline, our continuous integration and delivery pipeline, provides engineers with a consistent and
secure global capability to develop, test and deploy software. OnePipeline’s key features are being
compliant, secure and reliable. In addition, the platform allows for simple ways of collaboration between
multiple teams. We invest heavily in infrastructure, test and risk automation. At the end of 2023, 62.9
percent of applications were onboarded to this pipeline (2022: 48 percent). We measure the pipeline’s
adoption by the number of applications onboarded to the pipeline (used to develop and deploy to
production), compared to the total number of applications registered in our IT management platform across
all ING entities. Our ambition is to have 90 percent of applications on OnePipeline by 2025.

Touchpoint is part of our banking technology platform. Touchpoint provides a set of reusable shared
services, freeing up capacity for engineers to create more value for customers and employees. By using
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these shared platform services like an authentication service or Engagement suite, engineers can realise
business solutions like Instant Payments and Open Banking quicker and easier. We measure the Touchpoint-
enabled customer online traffic using the Touchpoint authentication, represented by the number of
Touchpoint-enabled unique customer authentications against the total ING number of unique customer
authentications. At the end of 2023, approximately 64 percent of customer logins used Touchpoint (2022:
approximately 60 percent). By 2025, we expect that figure to increase to 84 percent.

Digital access

In a digital society, customers expect to have round-the-clock access to digital channels, including their
banking services. To live up to their expectations, we strive to provide uninterrupted access to our banking
services, while allowing for scheduled maintenance and downtime. In Retail Banking in 2023, our digital
channel availability for the Netherlands and Belgium was 99.56 percent.

ING's Chief Technology Office has been diligently working on the identification and analysis of the root
causes of major incidents experienced in 2023. Based on the outcome, we took measures to strengthen our
reliability. For example, we started a reliability programme across the Tech organisation, including an
extensive training for all Tech employees, with the aim of strengthening the overall resilience of our
channels.

For Wholesale Banking clients worldwide, the availability for our Inside Business payments channel and for
our Inside Business Connect channel (file transfer) was 100 percent. These figures are based on outputs of
availability monitoring processes, which are run with a high frequency per hour.

Payment & Settlement Services

The Payment & Settlement Services organisation (PSS), part of the CTO (Chief Technology Office), covers the
full scope of payment and settlement services for Retail and Wholesale Banking.

Our scalable tech and ops provide PSS with high-quality and efficient payment, settlement, and open-
banking services, leveraging our scalable payment and settlement solutions. As of 2023, PSS processed well
over four billion transactions through our central payment engines.

We aim to further consolidate most of our payment services on this platform, improving quality and
reducing price per transaction.
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Scalable operations

Our scalable operations are driven by digitalisation and capability hubs, focusing on becoming fully STP,
leveraging expertise and using scale, and sharing productive, quality services across the ING network.

Capability hubs provide shared services and solutions across ING worldwide. The hubs are mainly located in
the Netherlands, Poland, Romania, Slovakia and the Philippines. In 2023, 34 percent of operations were
carried out with the support of these hubs, compared to 32 percent in 2022. Our aim for 2025 is to have the
hubs carry out at least 50 percent of the operational work.

By digitalising client contacts, accelerating remote advice, and increasing the use of chatbots, we reduced
inbound contacts to contact centres by 18 percent in 2023 (versus 2021). We aim for 30 percent less in 2025
(versus 2021). Similarly, by automating and centralising our know-your-customer (KYC) activities this year,
we reached 58 percent of KYC workforce in our hubs and expect to increase that to 60 percent by 2025
through more consolidation, automation and straight-through processing.

Staying safe and secure

Trust is the starting point, the most basic requirement, for all stakeholders. That's especially true for a
digital-first bank like ING. People trust us with their money and their data. Keeping these safe, and
maintaining this trust, is crucial. See also ‘Risk management'.

Risk appetite framework

The risk appetite framework (RAF) combines various financial and non-financial risk appetite statements
(RAS) into a single, coordinated approach, to provide the business with a clear overview of the relevant risks
and the tools to manage them. These tools include the boundaries and instruments set for each risk type
that help to manage the risk appetite. This view allows the EB, the MBB, and senior management to pursue
ING's business strategy in a safe, secure and compliant way while meeting regulatory requirements at all
times. See also ‘Risk management'.

Anti-money laundering and KYC

Knowing who we do business with helps to protect our clients, ING and the financial system against financial
economic crimes. As part of our continuing anti-money laundering (AML) efforts, we screen customers,
carry out due-diligence checks, and monitor transactions for unusual or suspicious activities. In 2023, we
strengthened our KYC by enhancing our global way of working. Read more about KYC and AML in
'Compliance risk’ in 'Risk management'.
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Cyberthreat landscape

Cybercrime remains a continuous threat to companies and to financial institutions in particular.
Ransomware is one of the prime threats, with phishing the most common way that attackers gain access to
a company’s system or network. Phishing is also used to plant information-stealing malware or for drive-by
download attacks - the unintentional download of malicious code to users’ computers or mobile phones.

Other high-ranking th