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Think Forward has been accelerated through structural changes

2

Transformation and platform programmesThink Forward strategy on a page



Consistent delivery of a differentiated customer experience
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#1 in 7

NPS increase among 
Wholesale customers, 
2018 vs. 2017

+14%

of 13 Retail countries,
Net Promoter Score 
(NPS), 2018

Primary customer 
growth, Retail, 2014-
2018

+49%

Payment volume 
growth, 2018 vs. 2017, 
Payvision

+50%

Personalised digital 
interactions
(Retail, 4Q18)*

46%

Reduction in bond 
trading pricing error 
costs by AI-tool Katana

25%

Blockchain-related 
stock (2019)

#5

Results support relevance of Think Forward strategy

Corporate start -ups 
and scale-ups in 
portfolio

30+

Active fintech partners

150+

Ø300 mln
ING Ventures, fund size

Creating a differentiated 
customer experience

Earn the
primary relationship

Develop
analytical skills

Increase
pace of innovation

Think beyond
traditional banking

Identity

+Ø30 mln
Customer discounts 
delivered by ING Shop 
(2018, NL)

Shopping

Housing

2 mln
Interactions via 
Makelaarsland (2018)

* Percentage of personalised interactions over total digital interactions

Trade

One digital identity

Blockchain energy 
trading platform



We are empowering customers and society at large

Responsible Finance portfolio (in Øbln)*

Customers feeling financially 
empowered (in mln, Retail)

Our own environmental impact
CO2 emissions (in kilotons)

Sustainability is embedded in our purpose
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Empower a
low -carbon society

Empower a
self -reliant society

ÅClimate 
business

ÅClimate 
resilience

ÅSocial 
business

Å Inclusion 
and 
empowerment
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20222017 2018

Industry ESG leaders

15 17

29

Climate Finance

25 25

32 64
57

50

Purpose

Themes

Ambitions

* The amounts reported under the categories Industry ESG Leaders and Climate Finance may overlap with one another. Totals should no t be added up

Sustainability direction 2018 -2022 focuses on two themes

We have a leading sustainability role among banks

Empowering people to stay a step 
ahead in life and in business

20222017 2018

20222017 2018 20202017 2018



Grow primary customers
in Retail and Wholesale

Increase cross-buy
leveraging own, partners~
and OCDM?!K<MOD@N~!KMJ?P>ON

Improve cross-border scalability

Faster time -to -volume Benefit from attractive
funding and lending mix

Enhance sustainability profile 
to increase opportunities

Key accelerators
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Progress on Think Forward strategy 
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Operating leverage

2014 = 100

Net interest income and net interest margin

11.6 12.2 12.8
13.3 13.6

2014 2015 2016 2017 2018

151

146

152
154 153

NIM (in bps, 4-quarter rolling average)

Net fee and commission income (in Øbln)

90

100

110

120

2014 2015 2016 2017 2018

Think Forward strategy continues to deliver profitable growth
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2.3 2.3 2.4
2.7 2.8

2014 2015 2016 2017 2018

7.2%
8.6%

10.1% 10.2%
11.2%

20172014 2015 2016 2018

CAGR +5.2%

+15% customer balances*

+5% underlying 
expenses excl. regulatory costs

CAGR +3.9%

NII (in Øbln, excl. FM)

Underlying return on equity (ROE)**

* Customer balances is sum of customer lending and customer deposits
\\!6I?@MGTDIB!30&!DN!><G>PG<O@?!PNDIB!*/(!(MJPK~N!*'34-&6!NC<M@CJG?@MN~!@LPDOT!<AO@M!@S>GP?DIB!}DIO@MDH!KMJADO!IJO!DI>GP?@?!DI!$&5Í!><KDO<G~!<N!AMJH!@I?-1Q17 onwards



4% 7% 12% 19% 26%

Retail Banking successfully grows and engages with customers
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8.4 9.2 10.4 11.4 12.5

>16.5CAGR +10.6%

2015

86%

201720162014 2018

88% 89% 91% 93%

Ambition 
2022

2014 20162015 2017 2018

* Active payment customers with recurring income and at least one extra active product category
** 2018, Stichting Domeinregistratie Nederland
*** Considers countries where we offer payments to private individuals, excl. Turkey
**** Based on a 12% CET1 ratio

Primary Retail customers* (in mln) Higher revenues

+120%
Additional income per 
customer generated by 
primary vs. non -primary 
customers (2017, private 
individuals)

Better ROE

42%
ROE**** for primary 
customers vs. 17% for non-
primary (2017, private 
individuals)

Mobile-only Desktop & mobile Desktop-only

Mobile app

#10
Rank of ING Retail banking 
app by penetration among 
mobile users in NL**

Interactions

+17%
CAGR in monthly interactions 
per active Retail customer
(4Q14-4Q18, all channels)

Payments

+7%
CAGR in monthly number of 
outgoing transactions per 
active payment customer
(2016-2018, private 
individuals)***

Use of digital channels

Digital channels penetration (% active Retail 
customers who contact us, in 4Q)



Focused on primary clients*

Å 16% of total clients

Å +13%, 2017 vs. 2018

Platform innovator

ÅBuilding (e.g. Katana)

ÅBuying (e.g. Payvision)

ÅPartnering (e.g. Distributed 
Ledger Technologies)

Conservative risk profile

Å Largely senior and secured 
lender

ÅPrudent credit risk and 
underwriting policy

Sector expertise

Å Front-office and risk sector 
specialisation

Cost efficiency

ÅOne of the most efficient 
wholesale banks

Power of diversification

ÅMultiple sectors

Å 40+ countries

ÅWide range of products

Wholesale Banking leverages its client centricity and efficiency
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Strong performance

Underlying ROE**

9.4%

2014

11.4%

2018

Creating synergies

ÅReinvestment of Retail 
deposits

ÅRisk diversification

ÅPartially shared Risk, IT & 
Ops and Support functions

ÅHigher brand awareness

ING Wholesale Banking strengths

+2%pt

* Established client relationships with more than one product and in more than one location
** ROE based on a 12% CET1 ratio



Progress in transformation continues, despite challenges
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Transformation
Programmes

Transformation programmes are delivering results
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Unite be+nl WelcomeModel Bank WTOM Foundations

Transformation is improving efficiencies and cross -border scalability (2016 -2018)

16%
Decrease in underlying 
expenses (2014-2018, 
BE & NL*)

~2,000
FTEs reduced**
(BE & NL)

~400k
Customers migrated
in CZ

50%
Faster mortgage 
processing time

>700
IT applications 
decommissioned 
(2014-2019)

>45%
IT workforce developing 
and running
cross-border solutions

99.7%
IT service availability 
for Retail; 99.9% for 
Wholesale

* Underlying expenses including digital investments and excluding regulatory costs
** Internal and external FTEs excluding temporary backfill staffing and in scope of Accelerating Think Forward plans

12%
FTEs reduced in 
Operations & Service

~600
Branches closed
(BE & NL)

~800k
Fewer calls through 
digitalisation

~680
FTEs reducedING Cloud &Data Lake 

live

+1%
IT cost base flat from 
2015 to 2018 (CAGR)



Reputation and trust are paramount
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NFR Governance
Non-Financial Risk areas

Compliance 
Risk

Unauthorised
Activity Risk 

Control & Processing
Risk

Employment 
Practice Risk

Personal & Physical 
Security Risk

Information 
(Technology) 

Risk

Continuity Risk

Internal 
Fraud Risk

External 
Fraud Risk

Business 
Continuity 

Management 
Framework 

IT within 
risk appetite

Global 
E-Discovery tool 

developed to 
combat fraud

Dedicated centres 
of expertise 
and shared 

service centres

Data Analytics 
& Robotics 

NFR related 
reporting

Enterprise Risk Management 
Programme 

Non-Financial Risk framework Non-Financial Risk highlights



Opportunities ahead
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Economics
& Politics

Technology 

We keep redefining banking in a fast -changing world
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Customer 
Behaviour

Regulation

Competitive
Landscape


