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Key points
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• Since 2014, Retail Challengers & Growth Markets (C&GM) have successfully delivered on our primary banking 
strategy

• There is still significant growth potential embedded in the current businesses by improving cross-border 
scalability

• Our Growth Markets are expanding their digital product offering, while optimising their cost-to-serve

• Model Bank will deliver a standardised banking platform for >7 million customers with improved customer 
interaction capabilities, improving operating leverage and driving growth

• Partnership with AXA represents an opportunity to disrupt the digital insurance market and drive an increase in 
fee income

• ING Germany benefits from successful completion of Welcome and the launch of OneApp, while sustaining 
business growth



C&GM total customer base continues 
to grow…

2014

22.6 mln 
customers

2018

27.3 mln 
customers

3.5

6.7

2014 2018

C&GM serves 27 million customers in 10 countries
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Model Bank Challengers Other Challengers Growth Markets

+649k+881k

+264k

+266k

Primary customer growth is well diversified

Primary customer growth (2014-2018) and NPS 2018

…especially primary customers

Total number of primary customers (in mln) 

CAGR +5%

CAGR +18%

NPS #1 in 6
out of 10 countries

+609k

+545k



0.6 0.5

0.5

1.4

Cross-buy growth

30 37
14

3919

29

2014 2018

Other Retail lending Current accounts Assets under Management

Primary customer growth drives strong increase in interactions…
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Higher
# of products 

sold to 
growing 

customer 
base

Digital interactions in C&GM show accelerated growth

# Digital interactions with ING (in bln)

Leading to more growth beyond mortgages and savings

Customer balances excl. mortgages and savings (in € bln)

105

62

CAGR +16%Mobile now 
represents 

71% of 
total digital 
interactions

23
27

29
38

2014 2018

Customers (in mln) Product uptake* (in mln)

1.9

20182016

1.1

DesktopMobile

3x

Note: all financials in this presentation represent Retail Challengers & Growth Markets
* Total number of product categories actively used by customers



1,833 2,023

753
1,115

1,298

2,149

2014 2018

Liability income Mortgage income Other income

…resulting in increased profits despite higher regulatory costs
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+ 2%

+ 10%

+ 12%

CAGR

Non-liability income growing to >60% of income

Income* (in € mln)

Increased profits despite higher strategic investments and 
regulatory cost growth

Retail profit before tax* (in € mln)

5,287

3,885

CAGR +7%

1,438

1,904

117

314

2014 2018

Profit before tax Regulatory costs

CAGR +7%

* Figures 2014 are excluding ING Bank Vysya



Improving cross-border scalability brings value in C&GM
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…we are working to capture untapped value
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Operating leverage

AmbitionRetail
Benelux

Retail
Challengers

Retail
Growth 
Markets

Retail Challengers
Deepening customer relationships 

to increase cross-buy, improve cross-border scalability 
and accelerate time-to-volume

Retail Growth Markets
Focus on growth 

while digitalising service model 
and improving cost efficiency

Across markets, we are at different stages…

Digital 
transformation Model Bank 

+ Welcome
+ new products



Number of branches Primary customers 
(in mln)

Digital interactions 
(in mln)

Profit before tax
(in € mln)

2014 2018 2014 2018 2016 2018 2014 2018

409 337 1.1 1.7 383 514 218 349

187 158 0.2 0.5 42 111 39 131

0 0 0.1 0.6 89 249 227 279

Poland, Romania and Australia continue to grow while building 
digital capabilities
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-18%

-16%

+60%

+236%

+23%

+61%

+98%

+546%

x1.3

x2.6

x2.8



Challengers: Model Bank to deliver a standard customer 
experience and scalable platform for >7 million customers
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>7 million customers on one 
platform 

Half a billion digital interactions 
yearly with one customer 
experience 

Ready to scale combining 
end-state foundations (Touch 
Point Architecture, Data Lake)

Ready for “Open Banking”

Run with less Retail and IT FTEs; 
Retail C/I ratio of 55%

Faster time to market and volume 
for new products and services 

To be live in: SP, IT, FR and CZ



Easy

Digital on-boarding

Mobile-first channels

Personal

Personalised interactions

Remote Advice

Smart

Personalised interactions

Innovation at global scale

Model Bank delivers enhanced customer interactions 
across countries

Better
customer
experience

More
interactions

More
sales

Model 
Bank

Challengers: customer engagement is key accelerator for 
Model Bank
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A superior customer experience is the key to success in 
Retail



Challengers: important milestones have already been reached
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…remaining customers to follow by 2021

Agile cross-country product tribes with 
end-to-end responsibility harmonising retail 
products

Migration of the remaining customers 

A best-in-class customer engagement retail 
platform across countries

Innovation at global scale leading to faster
time-to-volume

~400k customers on-boarded in Czech Republic…

Centre of expertise established in Madrid

First release to Czech Republic, migrated ~400k 
clients onto a new omni-channel platform

A multi-country platform architecture based on 
ING Global foundation delivered as first technical 
MVP

Defined migration strategy



ING aims to do more in the protection space

Insurance income 
(as a % of Retail 
income)

Credit-linked protection
(policies as a % of loans)

Consumer Mortgage

0.4% 22% 4%

0.3% - 47%

0.3% - -

- - -

- - -

- - -

Challengers: digital bancassurance market represents a large 
untapped opportunity
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8%

88% 4%

Growth 
potential

<0.1%

0.1% of 
bancassurance 
is digital

€1 bln cumulative fee potential
over the next 10 years

Together with AXA we aim to disrupt the bancassurance
market

* In Australia and Austria with the support of local insurance partners



Challengers: AXA partnership to reach 13 million customers with 
a scalable digital insurance proposition
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Personal, instant, relevant and seamless

Mobile first, digital only 

Straight-through processing 

Forward looking – assess all future insurance needs 

Diagnostic – assess the right level of insurance per customer

Meeting wider life needs and services



0.7 1.6

7.7 8.7

2014 2018

Primary customers

Total customers

Challengers: Germany is a continuing success story
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Accelerated primary customer growth

Total number of (primary) customers (in mln) 

Growth beyond savings and mortgages

Customer balances excluding savings and mortgages (in € bln)

Driving higher pre-tax profit and ROE improvementCross-buy and consequently fee income increased

11 11
3 118
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2014 2018

Other Retail lending

Current accounts

Assets under Management

34
22

CAGR +22%

CAGR +22%

Primary as a % of total retail customers

9% 18%

8
9

9

11143

225

2014 2018
Total customers (in mln) Product uptake* (in mln)

Fee income (in € mln)

771

972

18.1%

21.1%

2014 2018

Profit before tax (in € mln)
ROE

* Total number of product categories actively used by customers



Important legal information
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ING Group’s annual accounts are prepared in accordance with International Financial Reporting Standards as adopted by the European Union (‘IFRS-EU’). 
In preparing the financial information in this document, except as described otherwise, the same accounting principles are applied as in the 2018 ING 
Group consolidated annual accounts. All figures in this document are unaudited. Small differences are possible in the tables due to rounding.
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: (1) changes 
in general economic conditions, in particular economic conditions in ING’s core markets, (2) changes in performance of financial markets, including 
developing markets, (3) potential consequences of the United Kingdom  leaving the European Union or a break-up of the euro, (4) changes in the fiscal 
position and the future economic performance of the US including potential consequences of a downgrade of the sovereign credit rating of the US 
government, (5) potential consequences of a European sovereign debt crisis, (6) changes in the availability of, and costs associated with, sources of 
liquidity such as interbank funding,  (7) changes in conditions in the credit and capital markets generally, including changes in borrower and counterparty 
creditworthiness, (8) changes affecting interest rate levels, (9) inflation and deflation in our principal markets, (10) changes affecting currency exchange 
rates, (11) changes in investor and customer behaviour, (12) changes in general competitive factors, (13) changes in or discontinuation of ‘benchmark’ 
indices, (14) changes in laws and regulations and the interpretation and application thereof, (15) changes in compliance obligations including, but not 
limited to, those posed by the implementation of DAC6, (16) geopolitical risks, political instabilities and policies and actions of governmental and 
regulatory authorities, (17) changes in standards and interpretations under International Financial Reporting Standards (IFRS) and the application thereof, 
(18) conclusions with regard to purchase accounting assumptions and methodologies, and other changes in accounting assumptions and methodologies 
including changes in valuation of issued securities and credit market exposure, (19) changes in ownership that could affect the future availability to us of 
net operating loss, net capital and built-in loss carry forwards, (20) changes in credit ratings, (21) the outcome of current and future legal and regulatory 
proceedings, (22) operational 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, (23) risks and challenges related to cybercrime including 
the effects of cyber-attacks and changes in legislation and regulation related to cybersecurity and data privacy, (24) the inability to protect our 
intellectual property and infringement claims by third parties, (25) the inability to retain key personnel, (26) business, operational, regulatory, reputation 
and other risks in connection with climate change, (27) ING’s ability to achieve its strategy, including projected operational synergies and cost-saving 
programmes and (28) the other risks and uncertainties detailed in this 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. (29) This document may contain 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 document. 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 publication of this document, or that any information found at such websites will not change following the filing of this document. 
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.


